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Subject:
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Payment Case Study Number
Nature of Case
Complainant/ Beneficiary
Wife of:
Address
CNIC Number
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q2-Southern Punjab-01

P-Q2-Southern Punjab-01
Non-Payment of 3 instalments of Rs.9,000 by PP
Nasreen Bibi
Abdul Haseeb
House No 7546, Zeshan Colony, Near Chandi Peer Darbar,
Tehsil and District Bahawalpur
31202-0250936-2
14956020
15th October 2012

1. Beneficiary/ Complainant’s Profile and Background
Nasreen Bibi w/o Abdul Haseeb is a 33 years old woman who was married to Abdul Haseeb ten
years ago. She has three children - one son and two daughters - all of them go to nearby
government school. While working on battery re-charge shop, her husband earns Rs.4,000 per
month. Nasreen Bibi also works to financially support her husband while doing small-scale
embroidery works. She usually completes one dress in one month and earns Rs.500 per dress.
Bahawalpur is the headquarters of the district/division. Zeshan Colony, where Nasreen Bibi lives,
is under-developed slum locality which falls under union council 07/ Khanowali, and is deprived
of reasonable infrastructure like paved streets.

2. Receiver Woman/ Complainant’s Relationship with BISP
Nasreen Bibi was BISP beneficiary under Parliamentarian Phase (Phase-I) and eleven BISP
Instalments were generated for her between 20 July 2009 and 26 April 2011 and reported
delivered by the Pakistan Post. When PSC Survey was conducted in June 2011 in her locality, a
survey team visited her house, filled her PSC survey form, and, provided her s survey receipt for
future reference. However, she was declared ineligible because of higher PMT (26.21).
While describing BISP, she mentioned that the scheme was initiated by Pakistan People’s Party to
help poor people. However, as she has now been declared ineligible, she was not much interested
in knowing more about BISP.
She said that, “I have a valid CNIC and belong to a poor family then why BISP rejected me this
time to get BISP cash grant. If I continued receiving BISP cash grant, I would be in a better
position to save some money for the education of my children.”

3. How did the Complaint Emerge
In May/June 2011, when the area postman started delivering BISP money orders for Phase-1
beneficiaries in Zeshan Colony, Nasreen Bibi inquired from the postman about her money orders.
The postman informed her that no Money Order in her name has been received in GPO
Bahawalpur. She discussed the matter with her husband who later on checked her online payment
details from an internet cafe after paying Rs.30.
From the payment details, Abdul Haseeb learnt that BISP generated eleven instalments of
Rs.31,000 and all were reported delivered by Pakistan Post. Abdul Haseeb asked Nasreen Bibi to
find the BISP money order receipts which she had previously received from the postman.
However, Nasreen Bibi was able to find only two BISP MO receipts. In her written complaint she
stated that three money orders of BISP instalments (between July 2009 and January 2010)
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totalling Rs.9, 000 (@ Rs.3,000 each) were shown as delivered by Pakistan Post in her Payment
Details although she did not receive this amount.

4. Processing of the Case
a. Providers’ Version
The AC registered a written complaint of Nasreen Bibi after taking the copies of her CNIC
and payment detail. BISP staff was cooperative and, after a month on 5th July 2011, the
Divisional Office forwarded her complaint along with other similar complaints to the
concerned postal authority i.e. Divisional Superintendent Postal Services (DSPS)
Bahawalpur.
On receipt of this complaint on 6th July 2011, the DSPS Office Bahawalpur entered it in the
separate BISP Complaint Register and a unique individual file under reference number
(MO/BISP/Enq/11) was opened for processing of Nasreen Bibi’s complaint. On the same day,
the complaint (with annexes) was sent by the DSPS Bahawalpur to Senior Postmaster (SPM)
GPO Bahawalpur (as the complaint related to urban area that falls under the jurisdiction of
SPM-GPO Bahawalpur) for conducting an enquiry and to report back.
The SPM-GPO Bahawalpur appointed ‘Town Inspector’ as an enquiry officer, who took a
statement of Nasreen Bibi on 19th July 2011 as proof that the complaint against the postman
has been investigated. Nasreen Bibi stated that “On oath I state that money orders of
Rs.31,000 were sent to me by BISP and that I have already received all the BISP instalments
from the concerned postman. Due to unavailability of all receipts and some misunderstanding,
I had submitted the application (complaint) at BISP Divisional Office. In fact, I do not have
any complaint against the postman. My complaint may kindly be filed (considered as closed).
I have heard my written statement and consider it as correct”. The complainant’s statement
which was recorded by the concerned Town Inspector, had her signature and was properly
verified and witnessed by the two persons including her husband a neighbour.
After few days, this statement was received (from the Town Inspector) at the office of SPMGPO Bahawalpur, who then sent this enquiry report to DSPS Bahawalpur on 21st July 2011
along with statement of Nasreen Bibi. In the covering letter, the DSPS while summarising the
findings of enquiry stated that: “the Complainant has admitted in her written statement that
she already received full amount of BISP MOs. She also requested to file the case”.
The process of forwarding this complaint by BISP Divisional Office and its redressal at GPO
level took about 1.5 months and the result were shared with BISP Divisional Office
Bahawalpur on 27th July 2011 along with statement of Nasreen Bibi. The case has now been
filed at Pakistan Post and as well as at BISP Divisional Office.
b. Client’s Version
After the matter was discussed with her husband, Nasreen Bibi decided to visit BISP
Divisional Office Bahawalpur along with her husband on 6th June 2011 in a Qingchi that cost
her Rs.20 per visit. During her first visit, Nasreen Bibi met with the Assistant Complaints
who verified her online payment details and the two BISP MOs receipts which she had with
her. She was not given any acknowledgement of her complaint by the BISP Tehsil staff.
During interview Nasreen Bibi mentioned that she was unaware of the complaint registration
mechanism and it was her husband who helped her to launch her complaint.
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Now the case has been filed and Nasreen Bibi has no complaint of misappropriation. She
mentioned that the case was filed by her due to some misunderstanding and that she had
actually lost her BISP MOs receipts.

5. What We Learnt?
When a payment related complaint is received at BISP Divisional Office, Bahawalpur, it is kept
with other complaints in a same file. It is also entered in a complaint register and a monthly
summary on excel is prepared. The complaint is sent for processing to the Payment Agency. On
submission of the enquiry result by the payment agency the result is filed in the same complaints
file and no further action is taken as the complainant’s statement attached to the result shows that
she is satisfied with the result of the enquiry and her complaint has been addressed.
When a payment complaint reaches any level/ office of Pakistan Post, it is processed according to
the established system for dealing with misappropriation of money orders. A separate file is
opened for each complaint at DSPS office level. DSPS forward complaints for further enquiry
either to ASPS (Rural area complaints) or senior postmaster GPO (Urban area Complaints). It has
been observed that the enquiry of a complaint is usually completed in less than two month. In case
of misappropriation, disciplinary action is taken against the relevant postal staff which may lead
of dismissal from government service. The Divisional Superintendent Postal Services (DSPS)
Bahawalpur mentioned that due to unverified complaints received from the BISP Divisional
Office Bahawalpur, now (at DSPS Bahawalpur level) they receive payment complaints on stamp
paper only.
This complaint was forwarded by BISP Divisional Office to Pakistan Post, investigated by
Pakistan Post through an Enquiry Officer and was closed after ensuring that the complainant has
received all instalments and that the complaint was filed due to a misunderstanding.

6. Recommendations



There should be a standard procedure for all payment related complaints redressal. It should
be clearly stated that which level of BISP office should forward the complaint to which level
of Pakistan Post. Similarly the recipients of copies of complaint should also be prescribed.
All payment related complaints should be forwarded at the earliest to the Payment Agency for
redressal.

GHK Consulting Ltd.
J40252715

3

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Payment Case Study Number
Nature of Case
Complainant/ Beneficiary
Widow of:
Address
CNIC Number
PSC form number

Section 1 - Payment Case Studies
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P-Q2-Southern Punjab-02
Non Payment of BISP MOs
Pairan Khatoon
Allah Jawaya
Mohallah Choty Shah Ki Basti, Labara Chowk, Tehsil
Bahawalpur City, District Bahawalpur.
31202-2207658-0
14956192

1. Beneficiary/ Complainant’s Profile and Background
Pairan Khatoon is a 70 years old widow whose husband died 25 years ago. She is living in a
locality named Mohalla Chotay Shah Ki Basti in Bahawalpur City. Chotay Shah Ki Basti is a
slum, deprived of infrastructure like paved streets and drainage.
Pairan Khatoon has four children including one daughter and three sons. She lives with her eldest
son Khadim Hussain and his family in five (5) marla old katcha house comprising of two rooms
and one washroom. Her son Khadim Hussain works as a labourer and earns about Rs.4,000 per
month. Pairan Khatoon also receives a pension of Rs.3,230 of her deceased husband who worked
as a fitter in Pakistan Railway.

2. Beneficiary/ Complainant’s Relationship with BISP
Pairan Khatoon was declared BISP beneficiary under the Parliamentarian Phase (Phase-I). After
her eligibility, BISP generated nine instalments from February 2009 till May 2011 totalling
Rs.26,000 and these were reported as delivered by Pakistan Post. The Poverty Score Card Survey
in her locality was conducted in May 2011 when a survey team visited her house, filled her PSC
survey form and gave her a survey receipt for future reference, however, she was declared
ineligible because of higher PMT (38.75).
Pairan Khatoon thinks that the scheme was initiated by Pakistan People’s Party to help poor
people. However she complained about the program because she thinks that she has been wrongly
declared ineligible by BISP and (being a widow) she deserves the cash grant.
During interview she said that, “I am a widow possessing valid CNIC and belong to a poor family
then why BISP rejected me for cash grant. If I continued receiving BISP instalments I would
have been in a better position to save some money for myself and my family.”

3. How did the Complaint Emerge?
During the Parliamentarian Phase, Pairan Khatoon was living at her previous residence in
Mohalla Hamateyan Baghdad where she became eligible for BISP phase-I cash grant. She started
receiving her cash grant from Pakistan Post and first four instalments totalling Rs.12,000 were
delivered by the postman at her doorstep. About two year ago, Pairan Khatoon shifted to this
house in Mohalla Chotay Shah Ki Basti. After shifting here, Pairan Khatoon stopped receiving her
BISP cash grant. She discussed this matter with other receiver women of the locality who advised
her to go to Post Office Samma Satta in order to collect her BISP Money Orders (MOs). When
she went to the post office and informed the staff about non receipt of BISP money orders at her
new address, the staff advised her to receive her cash grant from the previous post office.
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It was September 2010 when Pairan Khatoon informed her son Khadim Hussain about the advice
of the postal staff. As per their advice, her son went to the previous post office where he received
BISP MO of Rs.3,000 after presenting his mother’s CNIC. Later on, he received another two
BISP instalments totalling Rs.5,000 from the same post office.
In November 2011, when Khadim Hussain didn’t receive his mother’s cash grant from the post
office, he went to an internet café on the advice of his friend and after paying Rs.30, he came to
know that Rs.11,000 were shown as undelivered. After knowing this, Khadim Hussain decided to
lodge a complaint with Divisional Superintendent Postal Service (DSPS) Bahawalpur and BISP
Divisional office Bahawalpur on 13th December 2011. In the written complaint, Khadim Hussain
on behalf of his mother Pairan Khatoon stated that she did not receive four BISP money orders
totalling Rs.11,000 during Jan-Dec 2010.

4. Processing of the Case
a. Providers’ Version
The complaint was written on Rs.20 stamp paper and submitted by her son on 13th December
2010 at DSPS Office Bahawalpur and BISP Divisional Office Bahawalpur.
On 15th December 2011, Divisional Director BISP Bahawalpur forwarded the complaint of
Pairan Khatoon with attached payment details with a forwarding letter (BISP/DIR/BWP/
ENQUIRES/2011/364). A similar complaint was sent to DSPS Bahawalpur (cc to DPMG
Southern Punjab Multan) for further enquiry which was received at the said office on 16 th
December 2011. The APMG Multan sent acknowledgement letter to BISP Divisional
Director Bahawalpur on 21st December 2011 stating that the complaint has been forwarded to
DSPS Bahawalpur for enquiry.
At DSPS Bahawalpur office the direct complaint of Pairan Khatoon was entered on 13 th
December 2011 in the Complaint Register for BISP Beneficiaries at serial number 43. The
enquiry was initiated on the complaint sent by BISP Divisional Office Bahawalpur.
At DSPS office, a separate file for the complaint was opened with reference number
BISP/Enquiry/4/11. On 16th December 2011, DSPS Bahawalpur forwarded this complaint to
the ASPS, West Division, Bahawalpur, and asked him to furnish an enquiry report within two
days. The DSPS Bahawalpur also requested Senior Postmaster Bahawalpur GPO through
letter dt 16th December 2011 for the provision of paid vouchers of Pairan Khatoon. On 21 st
December 2011 Pakistan Post informed BISP Divisional Office Bahawalpur that the enquiry
will be completed soon.
After the enquiry it was found that these four MOs were returned back to BISP as
“Undelivered” and were shown as such on her Payment Detail, therefore, there was no case of
misappropriation by the postman.
b. Client’s Version
Pairan Khatoon had received the BISP cash grant regularly at her old address; however it
stopped when she shifted to her current address. She filed her complaint for non-payment of
four MOs for Rs.11,000 through her son Khadim Hussain, however, as a result of the enquiry
by Pakistan Post it was observed that these four MOs had been returned as “Undelivered” to
BISP and were shown as Undelivered in her payment detail. These were not re-generated by
BISP.
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She was, however, unsatisfied and showed her disappointment by saying that, “I am poor and
therefore have no political influence that could help me in getting the complaint solved. To
follow-up on my complaint, I visited BISP Divisional Office and Post Office repeatedly
paying Rs.30 per trip for rickshaw. However, I am too old to keep following up my
complaint. I have still not received these four MOs”. The primary reason for her unsatisfaction was because she has not been found eligible after her PSC Survey.

5. What We Learnt?
When a payment related complaint is received at BISP Divisional Office, Bahawalpur, it is kept
with other complaints in one file. It is also entered in a complaint register and a monthly summary
on excel is prepared. The complaint is sent for further enquiry/ processing to the Payment
Agency. Follow up has not been done and no reminders were sent to ensure that Pakistan Post
addressed her complaint.
When a payment complaint reaches Pakistan Post, it is processed according to the established
system for dealing with misappropriation of money orders. A separate file is opened for each
complaint at DSPS office level. DSPS forward complaints for further enquiry either to ASPS
(Rural area complaints) or senior postmaster GPO (Urban area Complaints).
This complaint was filed at BISP Office as well as with Pakistan Post. It was forwarded by BISP
Divisional Office to Pakistan Post but it appears that no action has been taken.

6. Recommendations




BISP Office should perform regular follow ups of the payment related complaints and send
reminders to Pakistan Post to ensure the timely resolution of the complaints.
The result of the complaint should also be shared with the complainant, after the complaint
has been solved.
For transparency and for strengthening the beneficiary/ complainant’s voice, the process of
joint enquiry should be adopted (BISP and Pakistan Post).
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P-Q2-Southern Punjab-03
Non-Payment of one MO of Rs.3,000 by Pakistan Post
Naseem Akhtar
Muhammad Ali
Current Address: c/o Muhammad Ali (Mason), Old Dunyapur
Road, Mastana Square, Basti Rehmat Din (Adjacent Basti Ahl Din)
Ghazipura, Tehsil and District Multan.
Old Address: Old Chichawatni, Post Office ‘Khas’ (EDBO Old
Chichawatni), Tehsil Chichawatni, District Sahiwal.
36102-9982103-0
1247729

1. Beneficiary / Complainant’s Profile and Background
Naseem Akhtar is a 53 years old illiterate housewife living with her family in a 10 Marla (katcha
old) rented house. Monthly rent of the house is Rs.1,500, it has one room, open kitchen and
washroom. Naseem Akhtar lives in this house with her husband, one married son, daughter-inlaw, two unmarried daughters and two grandchildren. The combined monthly income of the
household is about Rs.13,000.
Basti Rehmat Din (where Naseem Akhtar lives presently) is a poor area just outside the city
Multan on the Dunyapur road. Empty plots in the locality are being used as filth depot and the
streets have open-drains.
Earlier she lived in Chichawatni a small town in Sahiwal District situated on the Grand Trunk
Road.

2. Beneficiary / Complainant’s Relationship with BISP
Naseem Akhtar was a beneficiary of Phase-I (Parliamentarian Phase); however after the Poverty
Score Card (PSC) survey she has been declared ineligible due to higher PMT score (22.79).
Naseem Akhtar mentioned that her Phase-I cash grant was approved while she was living in
Chichawatni. In June 2011, after shifting to Multan at her current address, the PSC survey of her
household was conducted. According to Naseem Akhtar, her son Muhammad Javaid went to the
‘baithak’ of the local councillor (after listening to an announcement), where the PSC survey team
has filled the survey form and provided his son a survey receipt.
Naseem Akhtar mentioned that she learnt about BISP from her son who gave the survey
information to PSC survey team and from other neighbouring women. However, she is unaware
of the BISP beneficiary eligibility criteria and why after the survey she has been declared
ineligible for the BISP cash grant. Naseem Akhtar also mentioned about the BISP as a program
initiated by the Government of Pakistan and showed her hope for its continuation.

3. How did the Complaint Emerge?
Naseem Akhtar was declared eligible for BISP cash grant during Phase-I, and her cash grant was
regularly generated by the BISP from June 2009 till May 2011. BISP MOs were sent to the
concerned EDBPM in the Extra Departmental Branch Office (EDBO) Old Chichawatni for
delivery to Naseem Akhtar. However, the EDBPM could not trace Naseem Akhtar as she had
shifted from Chichawatni to Multan soon after the approval of BISP Phase-I cash grant.
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Naseem Akhtar mentioned that her father informed her to get BISP cash grant from Chichawatni
after listening to an announcement made from the postman in the local mosque. On 11-06-2011
Naseem Akhtar reached EDBO Old Chichawatni after spending Rs.150 on a bus in order to
collect her cash grant.
She received Rs.22,000 from the EDBPM. Separate receipt (six receipts in total) for each money
order was given to her by the EDBPM. The EDBPM also informed her that BISP had actually
issued Rs.25,000 out of which she received Rs.22,000 and a recent MO for Rs.3,000 (fifth BISP
instalment generated on 14-01-2010) has been sent back to GPO Sahiwal after marking it as
untraceable address.
She mentioned that when EDBPM knew that she had been coming to Chichawatni to collect her
cash grant, then why did he sent Rs.3,000 back to the GPO. The EDBMP refused to help her in
this matter. After knowing this, Naseem Akhtar decided to contact BISP Tehsil Office
Chichawatni in order to get her fifth instalment of Rs.3,000 of BISP cash grant.

4. Processing of the Complaint
a. Providers’ Version
At BISP Tehsil Office Chichawatni, Naseem Akhtar filed a complaint regarding one MO for
Rs.3,000. At BISP Tehsil Office on 30th June 2011, the Assistant Complaints received her
written complaint of non-payment of Rs.3,000 along with the photocopy of her payment
details and payment receipts. The complaint was allotted an individual file reference number
(180 / AD / BISP / CHIHAWATNI / PP / 11) and forwarded to the Divisional Superintendent
Postal Service (DSPS) Sahiwal on 7th September 2011 after a delay of almost three months
(the reasons for delay was unknown). The written complaint along with a copy of her
payment details and payment receipts with forwarding letter of AD BISP Tehsil Chichawatni
was received at the DSPS Sahiwal Office on 9th September 2011.
After receiving the complaint, the DSPS Sahiwal issued a letter (Reg. No. L-I / BISP-Comp /
23) to Assistant Superintendent Post Office (ASPO) Chichawatni sub division for
investigating the matter and submission of the enquiry report for further sharing with AD
BISP Tehsil Office Chichawatni. The ASPO prepared an enquiry report (in question/ answer
format) based on the statement of the concerned EDBPM Old Chichawatni on 20th September
2011. In this report, the concerned EDBPM, on an oath stated that he received two BISP MOs
of Rs.4,000 on 28th May 2011 and four BISP MOs of Rs.18,000 for Naseem Akhtar from
GPO Sahiwal. Naseem Akhtar received these MOs from him on 11th June 2011. Apart from
these six (6) MOs he did not receive any other cash grant for Naseem Akhtar. Furthermore,
Rs.22,000 has been received by Naseem Akhtar after presenting her CNIC to the EDBPM and
this was certified by ex-councillor.
The ASPO Chichawatni sub division submitted his report to DSPS Sahiwal which was further
communicated to AD BISP Tehsil Chichawatni on 29th September 2011. In this
correspondence the DSPS Sahiwal mentioned that “EDBO Old Chichawatni received BISP
MOs for Naseem Akhtar. Naseem Akhtar received Rs.22,000 out of total Rs.25,000 but the
remaining Rs.3,000 had already been sent back by the EDBPM to GPO Sahiwal. The said
paid voucher is being required from the Senior Postmaster Sahiwal GPO for further enquiry”.
After this correspondence, there has been no communication between BISP Tehsil Office and
Pakistan Post (DSPS Sahiwal). The BISP Tehsil Office is waiting for the concluding remarks/
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final enquiry report of Pakistan Post expecting that Naseem Akhtar will receive Rs.3,000 and
they will mark this case settled in their record.
The case is still pending at Pakistan Post for further processing.
b. Client Version
Naseem Akhtar is waiting for her Phase-I cash grant of Rs.3,000 for which she had lodged a
complaint in the BISP Tehsil Office Chichawatni. She reached BISP Tehsil Office
Chichawatni with her cousin after spending Rs.60 on a rickshaw. On the advice of her cousin,
she also obtained the print out of her Payment Details (after paying Rs.20). She mentioned
that if she gets the BISP cash grant, she will spend it on buying medicine for her only son,
who has been suffering from chronic disease. She is unsatisfied with the complaint redressal
system of both Pakistan Post and BISP. She referred to the delay which has been causing in
the resolution of her case. She is unable to visit BISP Tehsil Office Chichawatni or the EDBO
Old Chichawatni in order to follow up her complaint due to the distance and cost involved.

5. What We Learnt?
Pakistan Post (DSPS Office Sahiwal) did not share enquiry report with BISP Tehsil Office
Chichawatni. Resultantly, the complaint status is being shown as ‘Unsettled’ in the record of
BISP Tehsil office.
The PO’s enumerators filled a survey form of this particular household in the ‘baithak’ of the
local councillor based on the information provided by her son. However the total number of
family members included in the family roster of the PSC survey form does not match with the
actual number of household members. The names of Naseem Akhtar’s two single daughters and
the grandsons are not mentioned in the family information.
The online payment details of the complainant reflect that the status of the fifth instalment is still
‘generated’ (although it was generated in January 2010) and the status has not been updated till
now. If the instalment has been sent back to BISP as claimed by the staff of Pakistan Post, then
the online status should have been changed to ‘Undelivered’ as happened in first three
instalments.
The case is still pending at Pakistan Post as the complainant didn’t receive Rs.3,000. However,
the complainant is now disappointed and unsure about the resolution of the complaint. Naseem
Akhtar has lost interest in the follow up of her complaint. Moreover, BISP Tehsil office has also
not shown interest after the last correspondence in September 2011 and relies upon the findings of
the Pakistan Post.
First three instalments of Rs.9,000 which were initially reported ‘Undelivered’ by Pakistan Post
were regenerated by BISP and are now being shown as ‘Delivered’ in the online payment details
of Naseem Akhtar.

6. Recommendations


The complaint registration requirements/ process should clearly be displayed in every BISP/
Post office in order to ensure that if required, complaints are registered for proper redressal/
follow up.
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BISP staff should be trained to be proactive while registering the payment complaints i.e.
consideration should be given to check the online payment details in order to verify the exact
number of undelivered/ delivered BISP instalments.
Pakistan Post must share the enquiry report with BISP offices after a case is settled. This is to
ensure that the case status is properly updated at both offices.
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P-Q2-Southern Punjab-04
Blocking of BDC due to incomplete PIN.
Sajida Bibi
Muhammad Javaid
Chak No. 29/11L, Near Nazar Hussain Arain Karyana Store, Post
Office 168/9L, Tehsil Chichawatni, District Sahiwal
36501-6845162-0
26805102
15th November 2012

1. Beneficiary/ Complainant’s Profile and Background
Sajida Bibi is a 40 year old illiterate housewife living with her husband and eight children
including five sons and three daughters. There are no school going children in the family. Her
husband Muhammad Javaid works as a commission agent and by selling buffaloes, he earns about
Rs.5,000 per month as commission.
She lives in a six marla semi pucca shared house in Chak 29/11L Tehsil Chichawatni. The house
comprises three rooms, kitchen and washroom. Sajida Bibi and her family live in one room and
other rooms are being used by her father-in-law and the family of her brother-in-law. The locality
is deprived of basic infrastructure and does not have even an open drainage system.
Chichawatni is located near Grand Trunk Road and lies approximately 45 kilometers from the
district HQ, Sahiwal. It is administratively subdivided into three city union councils and 34 rural
union councils.

2. Beneficiary/ Complainant’s Relationship with BISP
The Poverty Score Card survey of the household was undertaken by BISP survey team in May
2011. After completing the Poverty Scorecard survey form, the survey team handed over a receipt
to Sajida Bibi and advised her to keep it safe as it could be used to check her eligibility.
According to Sajida Bibi, there has been no communication place between her and BISP as she
neither received BISP letter of eligibility nor intimation regarding change in payment mode.
She knows BISP and mentioned that before receiving her ‘Benazir Card’ (Benazir Debit Card –
BDC), BISP was sending her money orders after every 2-3 months and after listening to an
announcement (by a postman for BISP beneficiaries to receive their MOs) she used to go to a
nearby shop to receive her MO from the postman. She also mentioned that out of her three BISP
MOs of Rs.2,000 each, the postman deducted Rs.100 from each instalment, however, he took her
thumb impression on the complete amount.
In February 2012, Sajida Bibi came to know about the BDC after listening to an announcement in
her village mosque made on the behalf of BISP Tehsil Office Chichawatni. In the announcement,
the receiver women were requested to bring their original CNIC and its photocopy, original
survey receipt and at least one post office payment receipts in order to get their ‘Benazir Card’.
On 2nd March 2012, she reached the BDC Collection Centre at BISP Tehsil Office Chichawatni
(at a distance of 25 KM from her village) by bus after spending Rs.45 (Rs.90 per round trip). She
waited for her turn in a queue for one hour and after NADRA verification she received her BDC
along with informational package.
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3. How did the Complaint Emerge?
Sajida Bibi mentioned that, after getting her BDC on 2nd March 2012, she went to the Site Office
Tameer Bank Tehsil Chichawatni (26 KM from her village) on 3rd March 2012 along with two
neighbouring BDC holders on a local bus after spending Rs.45 per trip.
At Tameer Bank Site Office, when the Bank staff opened the sealed PIN Code, they noticed and
later informed her that one digit of her BDC PIN Code is missing. Sajida Bibi mentioned that the
Bank staff tried to help her by entering the combination of PIN code but it could not be verified.
After several attempts, the staff informed her that the PIN Code is incorrect and that she (Sajida
Bibi) needs to get it replaced from BDC Collection Centre (BISP Tehsil Office Chichawatni). The
Bank staff provided her a printed bank transaction slip (which states PIN Retries Exhausted-Card
Deactivated) and mentioned that this would help her to get new PIN code.

4. Processing of the Complaint
a. Providers’ Version
The AD asked her to submit a copy of her CNIC along with a copy of her BDC and survey
receipt to the AC, so that her complaint can be resolved. These were placed in a common file
of BDC complaints and the AC gave complaint reference number 14 to this complaint. All
BDC related complaints (98 in total till 28 May 2012) along with the complaint of Sajida Bibi
were forwarded to Tameer Bank Site Office BDC Project with a copy to Divisional Director
(BISP) through a letter no. 299/AD/BISP/CCI/BC/2012 on 8th May 2012. It is worth noting
that the complaint of Sajida Bibi was forwarded to the said offices after a delay of one month
(reasons not known).
Till end October 2012, the case was pending at BISP Tehsil Office Chichawatni (waiting for
resolution), Divisional Office Sahiwal and Tameer Bank Site Office Tehsil Chichawatni.
According to BISP AD, no action has been taken on the BDC complaints (about more than
150 complaints till end October 2012 by the tehsil office) sent to BISP headquarters for
redressal.
b. Client’s Version
On 3rd March, from Tameer Bank site office, she immediately came to bank counter of BDC
Centre at BISP Tehsil Office for resolution of her problem. The bank staff informed her that
they could not help her in this regard and advised her to go to Assistant Director BISP, who
may be able to resolve this issue.
On the advice of bank staff, Sajida Bibi met the Assistant Complaints (AC) at BISP Tehsil
Office Chichawatni who, after listening to her complaint, took her to the BISP Assistant
Director. The AD asked her to submit a copy of her CNIC along with a copy of her BDC and
survey receipt to the AC, so that her complaint can be resolved. Sajida Bibi mentioned that
the attitude of the BISP staff was cooperative; however no written complaint was demanded
by the staff.
Sajida Bibi also took help of the local shopkeeper. He helped Sajida Bibi by reading the
instructions leaflet included in the BDC information package. On behalf of Sajida Bibi, the
shopkeeper tried to call on the Easy Paisa UAN number (111-345-100) and BISP Help Line
(0800-26477) in order to talk to customer service representative (CSR); however, his several
attempts remained unsuccessful.
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Sajida Bibi’s husband made a recent visit in mid-October 2012 (it was his seventh visit to
BISP Tehsil office regarding her complaint), however came back disappointedly as the BISP
staff have shown disinterest in complaint resolution and advised him as usual to contact the
bank staff who are responsible for BDC complaints.
Despite a considerable delay in her complaint resolution, she is still hopeful to get the BISP
cash grant; however she is confused also as she mentioned that “did I contact the right office
for my complaint resolution? Or do I need to go to some other office to get my cash grant?”
Sajida Bibi’s second instalment on BDC was generated on 1st November 2012 and withdrawn
on 5th November 2012; however as per Sajida Bibi’s statement she did not receive this
instalment also making a total of Rs.6,000 that have been misappropriated. Both times, the
bank staff insisted that BDC PIN Code is incorrect; but on both times Sajida Bibi’s
instalments were fraudulently withdrawn.

5. Lessons Learnt
The beneficiary is illiterate and did not know how to use BDC for withdrawing her cash transfer
as no training was provided to her about how to use her BDC.
She handed over her BDC and PIN to bank representative on 3rd March for withdrawing her cash
transfer but he returned her card saying that there is a problem of one digit of PIN Code and after
repeated tries the card has been de-activated.
The main issue that Rs.3,000 were fraudulently withdrawn from her account by her BDC from a
1-Link ATM (on 3rd March at 9:13 AM) has neither been complained by her nor investigated by
the bank. This was due to the reason that till end September 2011, beneficiaries Payment Details
(for BDC – dates when amount is deposited/ withdrawn) could not be accessed. This is now
available on BISP website.
Although the payment agency (in this case Tameer Bank) is required to solve BDC related cases
forwarded by the BISP or individual complainant; however in this complaint, their role was
uncooperative. According to Complainant and bank representative at BDC Centre the complaint
has NOT been addressed till mid-November 2012.
IMPORTANT: According to her Payment Detail, Sajida Bibi’s second instalment was generated
on 1st November 2012 and withdrawn on 5th November 2012; however as per Sajida Bibi’s
statement she has not even received the PIN as a redressal of her complaint so obviously she did
not receive this instalment also making a total of Rs.6,000 that have been misappropriated. Both
times, the bank staff insisted that BDC PIN Code is incorrect; but on both times Sajida Bibi’s
instalments were fraudulently withdrawn.

6. Recommendations



Greater care should be taken and it should be ensured that bank staff at BDC Distribution
Centre, explain to beneficiary in detail about use of BDC for withdrawing their cash transfer.
In this case, the important issue was withdrawal of Rs.3,000 from her bank account through
her BDC but the complaint filed was about replacement of PIN. BISP staff should help the
beneficiary by reviewing her Payment Detail and advising the complainant to file the correct
grounds of complaint. (However, BISP staff couldn’t help as the Payment Details were not
available on the web till September 2012). (Another Rs.3,000 were fraudulently drawn in
November 2012).
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In Payment Complaints regarding Pakistan Post it was observed that over 75% complaints
were filed with BISP and less than 20% with Payment Agency. In order to facilitate the
beneficiaries, BISP staff needs to be involved in solving BDC related complaints. BISP
should update the CMS with new capability of dealing with BDC related complaints. BISP
should at least keep a record of the complaints and pursue in case of delays.

GHK Consulting Ltd.
J40252715

14

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Payment Case Study Number
Nature of Case
Complainant/ Beneficiary
Wife of:
Address
CNIC Number
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q2-Southern Punjab-05

P-Q2-Southern Punjab-05
Non-Payment of 7 MOs for Rs.21,000 by PP
Mumtaz Akhtar
Muhammad Abbas
Chak No. 121/7ER, Post Office Kassowal, Tehsil Chichawatni,
District Sahiwal.
36501-6155481-6
26843724
15th October 2012

1. Beneficiary/ Complainant’s Profile and Background
Mumtaz Akhtar is 34 years old living with her family in five (5) marla old katcha house. There
are two rooms, open kitchen and a washroom in the house. Two daughters of Mumtaz Akhtar are
school going while the other two stay at home. Along with her daughters, Mumtaz Akhtar is also
bringing up two daughters and one son of her murdered sister. Mumtaz Akhtar works in the fields
during cotton picking season and during that period earns Rs.100 per day (Rs.3,000 per month).
However, the season lasts for six months only and she is jobless for the other half. Her husband
works at a canteen in Sheikh Zaid Hospital Lahore and earns Rs.5,000 per month. The
household’s monthly income is about Rs.5,000 per month.
Chak No 121/7ER is situated at a distance of 12 Km from Kassowal and 18 Km from
Chichawatni city. The residents of the village belong to low income mostly and are mostly
associated with agriculture business or work as farmers. There are open drains and most streets
including the street that leads to her house, are unpaved.

2. Beneficiary/ Complainant’s Relationship with BISP
Mumtaz Akhtar was a BISP beneficiary under Phase-I (Parliamentarian Phase); however after the
Poverty Scorecard (PSC) survey she became ineligible because of higher PMT score (26.24). She
came to know about BISP, when the local councilor provided her phase-I form to be filled for the
BISP cash grant eligibility.
She mentioned that BISP survey team visited her house in June 2011 who after filling a survey
form provided her a survey acknowledgement slip for future reference. However, she didn’t know
the use of that slip until the other neighboring beneficiaries advised her to go to an internet shop
in Kassowal city in order to check her ‘survey result’. She paid Rs.20 to the internet shop and
learnt about her ineligibility. She does not know about the criteria used by the BISP for declaring
her ineligible. She considers Pakistan People’s Party (PPP) the owner of BISP and although she
has become ineligible still she considers the program a continuation of PPP’s good work for poor
and needy people of Pakistan.

3. How did the Complaint Emerge?
During BISP Phase-I, when other receiver women from 121/7ER started receiving the cash grant,
Mumtaz Akhtar asked the postman regarding her BISP money order (MO). The postman advised
her to visit the BISP Tehsil Office in order to confirm whether or not BISP has generated money
orders for her cash grant. In January 2011, as advised by the postman, Mumtaz Akhtar along with
neighboring BISP beneficiary went to BISP Tehsil Office by bus after spending Rs.30 in order to
know about her Phase-I payment details. At BISP Tehsil Office, the Assistant Complaint (AC)
checked her online Payment Details and found that BISP has generated nine money orders of
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Rs.26,000 from 9th February 2009 to 15th December 2010. Mumtaz Akhtar informed the AC that
she received only Rs.5,000 from the village postman.
Mumtaz Akhtar mentioned that, after knowing about the matter, the AC asked Mumtaz Akhtar to
lodge a complaint at BISP Tehsil Office so that she can get her remaining money orders of
Rs.21,000.

4. Processing of the Complaint
a. Providers’ Version
The Assistant Complaint, after receiving her complaint, marked it as ‘received on 7 th
February’ 2011’ and made it a part of a common file with similar complaints. On the same
date, BISP Assistant Director (AD) Tehsil Chichawatni forwarded the written complaint
(along with money order receipts, BISP Tehsil Office forwarding letter and copy of her
CNIC) with reference number (6/AD/BISP/Chichawatni/PP/11) to the postmaster, post office
Chichawatni with a copy for information to Director (Payments), BISP Secretariat Islamabad,
PMG Multan and BISP Divisional Director Sahiwal.
The post office Chichawatni is located at a walking distance of about 100 meters from BISP
Tehsil Office; therefore the BISP Naib Qasid delivered the complaint to the said office by
hand in February 2011. However according to the BISP Assistant Director, as complaint
receiving acknowledgement was not been taken by BISP staff; therefore the date when
complaint reached the post office could not become a part of the complaint correspondence.
After receiving the complaint, post office Chichawatni sent it to the concerned post office
Kassowal (date of sending and receiving the complaint at post offices is unavailable) for
enquiry. The enquiry was conducted by the postmaster Kassowal through new area postman
because the previous postman was transferred to post office Multan Cantt. The new postman
submitted a written statement of Mumtaz Akhtar on 17th February 2011 mentioning that
“Mumtaz Akhtar has received all BISP MOs and now she has no complaint against the postal
services; therefore her complaint may be filed accordingly”. On 19th February 2011, the
postmaster Kassowal sent a letter (reference number BISP 166 Kassowal) to AD BISP
Chichawatni with an attachment of the enquiry report/ statement of Mumtaz Akhtar regarding
receipt of missing BISP MOs.
On 28th February 2011, Mumtaz Akhtar visited BISP Tehsil Office Chichawatni in order to
inform the BISP staff about receiving her missing BISP MOs of Rs.21,000. She submitted a
written statement in the said office while mentioning, “She is thankful to BISP Tehsil Office
who helped her to get misappropriated amount from the postman”. On the same date, BISP
AD sent a letter (reference number 18/AD/BISP/CHWI/PP/11) to DSPS Sahiwal informing
that “undersigned (BISP AD) recovered the misappropriated BISP cash grant from the corrupt
postman and requested (DSPS) to take necessary action against the postman so that he (BISP
AD) could answer his higher-ups in this regard”. The copy of the letter was sent to BISP
Divisional Director Sahiwal and PMG Multan for information.
After receiving the letter from BISP AD on 1st March 2011, the DSPS Sahiwal sent a letter to
the Assistant Superintendent Post Offices (ASPOs) Chichawatni sub-division on the same
date and ordered to initiate the enquiry on the given points. When the TPE team met with the
ASPO Chichawatni sub-division in order to investigate further, he mentioned that “he
performed the enquiry as per the letter received from DSPS Sahiwal, and sent enquiry report
to the DSPS office. The enquiry results were not different from the enquiry being conducted
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by postmaster Kassowal and having the same findings”. However, no record of the enquiry
was available with the ASPO.
b. Client’s Version
Mumtaz Akhtar visited the BISP Tehsil Office Chichawatni on 7th February 2011 and first
met the Assistant Complaints whom she found cooperative. After checking the online
payment details of Mumtaz Akhtar, the AC found that BISP has issued nine (9) instalments
totalling Rs.26,000 out of which (as per the statement of Mumtaz Akhtar) she received
Rs.5,000 and all the money orders were appearing delivered by the Pakistan Post.
According to Mumtaz Akhtar, she received Rs.21,000 from the previous postman in front of
the new postman and two other local persons, who later attested the statement of Mumtaz
Akhtar about receiving the said amount. She was satisfied with the result of the complaint and
the role which BISP Tehsil Office played in order to get her BISP ‘misappropriated amount’
back.

5. What We Learnt?
The complaint was registered at BISP Tehsil Office Chichawatni and sent to the payment agency
for enquiry. Resultantly, after the completion of the enquiry, Mumtaz Akhtar received her missing
BISP money orders of Rs.21,000 from the concerned postman.
When TPE team met the new postman who conducted the enquiry, he mentioned that “the
previous postman actually didn’t misappropriate the BISP MOs of Mumtaz Akhtar but those were
mistakenly delivered by him to another woman with the same name in Kassowal city without
seeing her CNIC. He mentioned that when the complaint was received by him for enquiry, he
contacted the previous postman and took him to actual Mumtaz Akhtar and showed him her
CNIC confirming that she is the actual BISP beneficiary. After confirmation, the previous
postman gave her Rs.21,000, however, it is not confirmed whether or not he recovered the
previously delivered BISP amount from the other Mumtaz Akhtar”.
Though she declares that as a result of the complaint, she received the amount of her embezzled
MOs, but the Payment Detail still shows that these MOs were delivered to her on various previous
dates.
Earlier, the postman delivered her money orders to some other woman with the same name even
though BISP guidelines and Pakistan Post rules and regulations stipulate that the postman should
pay only to the beneficiary in whose name the money orders have been generated.
The fact that the Branch Postmaster admitted to having delivered the payment to another woman
with the same name was in itself a breach of procedure which was not investigated.

6. Recommendations




BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C-3 of BISP
Enrolment and Payment Manual) that provide required information along with all necessary
forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries and inform them about complaint redressal.
A display of list (showing beneficiaries’ names as well as money orders generated in their
names) at BISP Tehsil Offices and nearest post offices may help in minimizing complaints of
misappropriation.
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Pakistan Post should process the complaint, conduct an enquiry and report back in line with
standard complaint redressal procedure. In case of delay BISP should send reminders to
Pakistan Post to speed up the process.
Pakistan Post must share the enquiry report/ a finding with the BISP beneficiary after the case
is settled.
In line with BISP and Pakistan Post Rules regarding delivery of Money Orders, these should
not be delivered to anyone other than the payee.
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P-Q2-Southern Punjab-06
Non Payment of 3 MOs for Rs.9,000 returned undelivered due
to wrong address
Kausar Iqbal
Iqbal Hussain
Mohalla Nizamabad, Block Number 54, Near Shop No.225,
Dera Ghazi Khan
3210215863994
Household still not surveyed
15th October 2012

1. Beneficiary/ Complainant’s Profile and Background
Kausar Iqbal is 42 years old, primary passed, married woman, living with her family in a 2.5
marla pucca house. There is one room in the house one shed and one small courtyard which
accommodate five family members including Kausar Iqbal, her husband Iqbal Hussain and their
three sons.
Her husband works on temporary basis as a helper at local clinic and earns Rs.6,000 per month,
Kausar Iqbal is his second wife and he does not give required amount to Kausar Iqbal for monthly
expenses of the family. Kausar Iqbal depends for monthly expenses on her son Umair’s daily
wages. He earns about Rs.3.000 per month. Her youngest son Nouman suffered from Typhoid
some years ago but due to lack of proper treatment he became abnormal and so a large part of
monthly household income is being spent on treatment of Nouman.
Dera Ghazi Khan is one of the most populous cities in Punjab, and it is the largest district in
Punjab in terms of area. Mohalla Nizamabad, Block 54 of Dera Ghazi Khan is inhabited by low
income residents who are mostly associated with labour work and small scale businesses. A paved
narrow street leads to her house. Her house is at a distance of about 2 Km from BISP Divisional
Office.

2. Beneficiary/ Complainant’s Relationship with BISP
Kausar Iqbal was declared BISP beneficiary in Parliamentarian Phase. She does not know about
BISP eligibility criteria and how she has been selected for BISP cash grant. Kausar Iqbal learnt
about BISP from her neighbouring women. Kausar Iqbal mentioned that her monthly household
income is insufficient to meet monthly expenses. Therefore, she considers BISP a good initiative
taken by the Government of Pakistan to help the poor and needy people. She considers BISP a
“Government Programme” which is distributing Benazir money to the poor and needy people of
Pakistan.
While describing her complaint, she told that on neighbouring women’s advice, she visited GPO
Dera Ghazi Khan to get information about her status for BISP cash grant.
She also mentioned about missing of her house for PSC Survey, and mentioned that her BISP
Poverty Survey has not been done yet. She visited and submitted a photocopy of her CNIC in
BISP Divisional Office Dera Ghazi Khan during the survey execution i.e 2011, but till date she
has not received any response.
She quoted during interview that “I have a valid CNIC and belong to a poor family and I
appreciate BISP Programme through which I have purchased medicines for my son’s treatment. I
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face a lot of difficulties due to my husband’s ignorance but due to BISP cash grant I have been
financially supported”.

3. How did the Complaint Emerge?
Kausar Iqbal did not receive any notification letter / information from BISP about her inclusion as
BISP beneficiary during Parliamentarian Phase of BISP. Resultantly BISP cash grant of Rs.9,000
from February 2009 to June 2009 was not delivered to her. This problem emerged due to her
incorrect address, which was not updated in BISP record or on her CNIC. Her mailing address is
mentioned on her CNIC as Mohalla Nizamabad Block 47, while in 1992 Mohalla Nizamabad
“Block 47” was been changed to “Block 54”.
During interview she told that when her neighbouring women started to receive BISP Money
Orders from postman she enquired about it from area postman but he informed her that there is no
money order in her name. She discussed this matter with her father and then she visited GPO Dera
Ghazi Khan in November 2009 along with her son. There the Senior Postmaster told her that her
BISP MOs of Rs.9,000 from February 2009 to June 2009 were returned back as undelivered due
to incorrect address, but Post Office may give her current BISP instalment of Rs.3,000 of
September 2009. She received her payment and met with postman of relevant area for intimation
of her correct address. Later on she received all remaining BISP MOs on her door step. But for
acquiring of undelivered three BISP MOs of Rs.9,000 she lodged complaint on 5 th November
2009 at BISP Divisional Office Dera Ghazi Khan.

4. Processing of the Complaint
a. Providers’ Version
On 5th November 2009 Kausar Iqbal lodged her complaint about three BISP MOs for
Rs.9,000 at BISP Divisional Office Dera Ghazi Khan. On receipt of her written complaint,
BISP Divisional Office forwarded her complaint to DSPS Dera Ghazi Khan on the same date
along with some other complaints
DSPS Dera Ghazi Khan received this complaint on 6th November 2009 and initiated an
enquiry. On 10th November 2009 DSPS sent enquiry report (along with photocopy of
undelivered BISP MOs of Kausar Iqbal) to BISP Director Dera Ghazi Khan. It was mentioned
in the report that BISP MOs of Rs.9,000 could not be delivered to Kausar Iqbal due to her
incorrect address. The process of forwarding this complaint by BISP Divisional Office and its
redressing at the DSPS level took about 4 days and the result were shared with BISP
Divisional Office Dera Ghazi Khan on 10th November 2009 along with enquiry report and
photocopy of unpaid BISP MOs of Kausar Iqbal.
The case has now been filed at Pakistan Post as well as BISP Divisional Office Dera Ghazi
Khan, because BISP MOs of Rs.9000 were regenerated and delivered to Kausar Iqbal.
During an interview Syed Mazher Hussain Shah postal clerk at GPO mentioned that “GPO
was instructed by letter number SP1-17/2008 from Pakistan Post Circle Office Multan, that
the unpaid BISP MOs should be retained in respective Post Office Circles. List of undelivered
vouchers may also be attested by concerned account officer for reconciliation. Each GPO will
send transfer advice equal to principal value of unpaid MOs in favour of Islamabad GPO for
arranging payments/ adjustments of funds with BISP Secretariat.” In this specific case
enquiry was not held because BISP MO was found “Undelivered” and shown as such in her
Payment Detail. Therefore DSPS Office DGK closed the case.
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Moreover in March 2011 Pakistan Post Circle Office Multan sent a letter to GPO Dera Ghazi
Khan and asked to send detail of all unpaid BISP MOs. During investigation by GPO three
BISP MOs of Rs.9,000 were found undelivered to Kausar Iqbal due to incorrect address.
Now Kausar Iqbal has received her BISP instalments of Rs.9,000 in May, August and
September 2011 after these three MOs have been re-generated. The case has been closed at
BISP Divisional Office Dera Ghazi Khan.
b. Client’s Version
Kausar Iqbal visited BISP Divisional office D.G.Khan twice for knowing the progress of her
complaint but BISP Divisional office did not share the enquiry result with her. She had to
make a round trip of about 4 km and was not given any acknowledgement after registration of
her complaint.
During interview Kausar Iqbal told that she learnt about complaint redressal mechanism from
her father. Although the complaint has been resolved and complainant has received Rs.9,000
from the postman but she did not know that the payment she received is against her complaint
launched.

5. What We Learnt?
In this case 3 money orders for Rs.9,000 could not be delivered due to incorrect address and these
were returned back to BISP as Undelivered and shown as such in her Payment Detail. These three
MOs were re-generated by BISP and were paid to her by which her complaint has been addressed.
When a payment complaint is received in the BISP Divisional Office, it is recorded in a common
file. This complaint was forwarded by letter number BISP/DIR/COMP/09. It is important to note
that in 2009 at BISP Divisional Office there was no record keeping of complaints (no complaints
register).
When enquiry report of any complaint is received from the payment agency, the results were not
conveyed to complainant.
In 2011, DSPS Dera Ghazi Khan Office started properr record keeping of BISP Payment
Complaints. GPO Dera Ghazi Khan staff mentioned that normally they don’t go for an enquiry, if
the “Undelivered” BISP MO is shown as such on the Payment Detail.

6. Recommendations




Introduce proper mechanism for submitting complaints, including issuance of proper
prescribed acknowledgement to the complainants.
Proper communication between complainants/ beneficiaries and the BISP is recommended.
Staff training on the complaint handling and processing is recommended.
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P-Q2-Southern Punjab-07
Partial Payment of BISP Instalment
Balqees Bibi
Jahangir
Chak 121/15-L, Tehsil Mian Channu, District Khanewal
36104-8508215-2
23404455
15th October 2012

1. Beneficiary/ Complainant’s Profile and Background
Balqees Bibi w/o Jahangir is a 41 years old illiterate woman living in Chak 121/15-L Tehsil Mian
Channu. She has five children including three sons and two daughters and none of them are
school going. Balqees Bibi mentioned that five years ago her first husband Ghulam Qadir died
and she was married to her brother-in-law Jahangir who is a local bus driver and earns about
Rs.3,000 per month. Balqees Bibi is a patient of ‘hyper tension’. She spends about Rs.200-300 per
month on her medicine that ruins monthly household budget.
Balqees Bibi lives in a joint family system in a semi-pucca 18 marla old house. There are two
rooms out of which one is being used by the Balqees Bibi and her family. There is also a katcha
courtyard, an open kitchen and a make shift bath room in the house.
Chak 121/15-L is located at Jandiala Road, seven kilometres away from Mian Channu city. The
approximate population of Chak 121/15-L is 3,500.The village comprises ten unpaved streets and
a central mosque. There are two government schools including one primary school for boys and a
middle school for girls.

2. Beneficiary/ Complainant’s Relationship with BISP
Balqees Bibi became BISP beneficiary after Poverty Score Card (PSC) survey which was
undertaken in her locality in June 2011. The survey team filled the PSC survey form of Balqees
Bibi’s household and provided her a survey receipt for future reference. She believes that the PSC
survey in her village was conducted due to the efforts of a village notable (Member of Zakat
Committee).
According to Balqees Bibi, she came to know about her eligibility from the village postman who
visited her house for the delivery of her BISP Money Order (MO). She did not receive any letter
from BISP regarding her eligibility. She doesn’t know about BISP eligibility criteria and how she
had been selected for the BISP cash grant in Phase-2. During an interview with the TPE team, she
said “I will spend the BISP cash grant on buying food for my children”. She considers Pakistan
People’s Party (PPP) as the owner of the BISP that has been started to help poor and needy people
of Pakistan.
Balqees Bibi obtained her Benazir Debit Card (BDC) from BDC Centre at BISP Tehsil Office
Mian Channu on 18th June 2012 and received her payment of Rs.3,000 from Tameer Bank
(franchise) site office Mian Channu on the same day. She is happy and satisfied on changing the
mode of payment by the BISP; however she didn’t receive any BISP notification letter for
changing of her payment mode and she went to BISP Tehsil Office along with the other
neighbouring beneficiaries and obtained her BDC. She mentioned that she received her last
payment of Rs.3,000 from the bank without any deductions.
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3. How did the Complaint Emerge?
The complaint of Balqees Bibi was triggered during the field visit of BISP Tehsil Assistant
Director (AD) to Chak 121/15-L on 12th December 2011. The AD visited her locality for the
‘Payment Verifications’ of eligible beneficiaries of Tehsil Mian Channu who received their third
BISP instalment after the PSC survey. When the AD reached her house for payment verification,
she informed the AD regarding the misappropriation of Rs.100 from money order. BISP AD
confirmed from her if she paid Rs.100 to the postman willingly and she said “no! The postman
paid me Rs.1,900 after the deduction of Rs.100”.
According to Balqees Bibi, she described to the AD that, “the postman delivered BISP MO to me
at my doorstep along with a village notable. The postman gave me Rs.1,900 and asked me to put
my thumb impression on payment receipt of Rs.2,000; but I refused to do so. As the village
notable came with the postman, he informed me that deduction of Rs.100 is the right of the
postman and will be paid by all beneficiaries of the village”. Although she was unsatisfied with
this, but being poor, she could do nothing at that time except paying Rs.100 and staying silent.

4. Processing of the Complaint
a. Providers’ Version
During his visit to the locality on 12th December 2011, the AD conducted a short interview
with Balqees Bibi and took her written complaint on the ‘prescribed payment verification
form’ along with her thumb impression.
The complaint has not been forwarded to Payment Agency i.e. Pakistan Post for further
enquiry and is pending at BISP Tehsil Office level. According to BISP AD, the concerned
postman was called upon for enquiry at their level, however he refused to accept the
allegations and mentioned that ‘he did not take Rs.100 from Balqees Bibi; however if she
insists, he can pay her Rs.100 from his own pocket’.
b. Client’s Version
According to the complainant, she was asked various questions by the BISP AD when he
came to her village for payment verifications; however at that time, her consent for lodging
the complaint was not taken by the AD.
According to Balqees Bibi, she never visited BISP Tehsil Office for lodging and following up
her complaint. During discussion with TPE team, Balqees Bibi was disappointed and was
losing hope to get her illegally deducted Rs.100 back from the ‘postman’. As of 2 nd October
2012, Balqees Bibi’s case is still waiting to be resolved.

5. What We Learnt?
The old payment complaints (payment verification forms) are not being forwarded to the payment
agency (Pakistan Post) for enquiry. They are kept in a common file maintained by BISP Tehsil
Assistant Complaint (AC). According to AD and AC, these payment complaints were not
forwarded either to BISP Divisional Office or Pakistan Post because they believe that these will
not be resolved as happened with many other previous payment complaints.
The BISP AD and AC try to resolve the payment complaints on personal level by calling the
concerned postman to their office. They threaten the postman with official action against him and
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most of the time the postman pay back the misappropriated amount to the beneficiary. However,
Balqees Bibi did not receive her Rs.100 back from the postman.
According to BISP Tehsil AD, “the increasing political intervention is creating numerous
problems in the resolution of payment complaints He mentioned that the postman against whom
Balqees Bibi lodged a complaint was suspended from service four times earlier; but due to strong
political affiliations with local MPA, every time he was reinstated after a week or so; therefore
there is no use of sending payment complaints to Pakistan Post”.
The role of village notable (Member of Zakat Committee) was disappointing. He was misguiding
the beneficiaries and compelling them to pay Rs.100.

6. Recommendations








BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C-3 of BISP
Enrolment and Payment Manual) that provide required information along with all necessary
forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries and inform them about complaint redressal.
The complaint registration requirements/ process should clearly be displayed at BISP Tehsil
office. This will make it easier for the complainants to register proper written complaints. .
Each Payment Complaint must be sent formally to Pakistan Post for conducting an Enquiry,
so that where required, appropriate action may be taken against guilty postman.
BISP should provide awareness regarding complaint registration by using various modes of
media communication.
BISP should test-check some payments to ensure timely delivery of full amount to
beneficiaries.
Regular visits by the BISP staff to far flung areas help in identifying cases of non-payments
or partial payments, and remedial steps can be taken. This also helps those people who are
unable to visit BISP offices from their villages located far away.
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P-Q2-Southern Punjab-08
Non-Payment of 5 instalments for Rs.15,000 by the postman
(Late) Kalsoom Begum
Muhammad Khalil
Village Molapur, Kabirwala, Khanewal
36102-1858600-8
23534052
15th October 2012

1. Beneficiary/ Complainant’s Profile and Background
Late Kalsoom Begum was a BISP beneficiary during Phase-I of the programme. She died at the
age of 35 years on 30th June 2008 due to blood cancer. She left behind seven children including
five daughters and two sons of which two daughters and one son are school going. After the death
of Kalsoom Begum, her husband is looking after his children and fulfils the monthly household
expenses by running a small home-based vegetable shop. He earns about Rs.7,000 per month
from the shop which he spends on buying food and other household items. He frequently seeks
financial support from his relatives and others in the village in order to meet his monthly
household expenses.
The semi-pucca house where (Late) Kalsoom Begum used to live with her family is spread over
four Marla and consists of two rooms an open kitchen and a washroom.
The locality of Molapur village consists of old paved streets with open drainage system. There is
primary school for boys and Government English Medium School for girls in the village. Most of
the residents of the village belong to low income underprivileged group associated with agrarian
business.

2. Beneficiary/ Complainant’s Relationship with BISP
Kalsoom Bibi died in June 2008 before the Poverty Score Card (PSC) survey of her household
was undertaken in June 2011 and even the Phase-I was not properly rolled out. During the PSC
survey her husband Muhammad Khalil provided the required information to the survey team.
When the PSC survey form was filled, the survey team issued him a survey receipt for future
reference. The survey team also mentioned to him that “everyone who filled up the survey form
of the household will receive BISP cash grant”. However, the household has become ineligible
due to higher PMT (21.30).
BISP started generating the cash grant for (Late) Kalsoom Bibi in March 2009 after her death and
till August 2010, eight BISP money orders (MOs) totalling Rs.28,000 including one flood
payment of Rs.4,000 were shown as delivered by the Pakistan Post. Muhammad Khalil considers
Government of Pakistan the owner of the programme that has been launched to help poor and
needy people of the country. He learnt about BISP from the survey team and other neighbours.
However, he is unaware of the BISP beneficiary eligibility criteria and why his household has
been declared ineligible for getting BISP cash grant.

3. How did the Complaint Emerge?
Kalsoom Bibi died before the Phase-I and PSC survey (Phase-II) and her husband provided the
household information to the area Nazim when he came to his house to fill Form for Phase-I cash
grant for his household. Later Phase-I cash grant was approved and BISP started generating the

GHK Consulting Ltd.
J40252715

25

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 1 - Payment Case Studies
P-Q2-Southern Punjab-08

money orders. The first three BISP MOs totalling Rs.9,000 generated from March 2009 till June
2009 for were received by her daughter from the Extra Departmental Branch Postmaster
(EDBMP) Molapur village. In September 2009, when the daughter didn’t receive the fourth BISP
money order, she asked the EDBPM regarding the money order who informed her that because of
the death of her mother, the BISP cash grant has been stopped; therefore, from now onwards, she
won’t get the money orders.
After knowing this, she discussed the matter with her father Muhammad Khalil, who went to the
office of EDBPM for confirmation. After getting the same reply, Muhammad Khalil discussed the
matter with village notable (landlord & lawyer). Meanwhile, in December 2010 Muhammad
Khalil came to know that on behalf of other beneficiaries of village Molapur, the village notable
is going to lodge a complaint against misappropriation by the EDBPM.
The village notable wrote a complaint on behalf of Muhammad Khalil while mentioning that
“(out of first eight BISP instalments), the EDBPM delivered three instalments to the household of
(Late) Kalsoom Bibi and the remaining five instalments which are being shown as delivered on
the online beneficiary’s payment details were not received by the household and have been
misappropriated by the EDBPM. The EDBPM also did not update the status of Kalsoom Bibi
despite the death certificate being provided to him”.
This complaint along with the printout of (Late) Kalsoom Bibi’s payment details and other similar
complaints from Molapur village were sent to Postmaster General (PMG) Multan for further
investigation.

4. Processing of the Complaint
a. Providers’ Version
On 23rd December 2010, the written complaint of Muhammad Khalil on behalf of his
deceased wife was sent through the village notable to PMG Circle Office Multan and was
received by the said office on 24th December 2010. The village notable also sent the same
complaint to the Divisional Superintendent Postal Services (DSPS) Multan Division on 10 th
December 2010.
Upon receiving the complaint at DSPS, the ASPS Sub Division Kabirwala and the Mail
Overseer went to the complainant for enquiry on 11th December 2010. The ASPS requested
village notable and the complainant for two weeks’ time and promised to settle the case by
the end of December 2010. However, according to village notable, the matter remained unresolved and finally they decided to send Muhammad Khalil’s complaint along with other
similar complaints, to PMG Office and to the Federal Investigation Agency (FIA). However,
FIA did not take any action on this complaint sent from Molapur and the enquiry was initiated
on the complaint sent to PMG office.
After receiving the complaint at the PMG office, the enquiry was launched and the ASPS
Circle Office Multan was designated an enquiry officer for the case. On 13 th January 2011,
the ASPS took a written statement of Muhammad Khalil in which he mentioned that ‘when
the (phase-I) forms to get the BISP cash grant were being filled through the area ‘Nazim’, he
told him that his wife has died, however the Nazim filled the form and after verifying the
form, he sent it to BISP for generating cash grant. The first three BISP money orders were
received by his daughter who also put her thumb impression on the payment receipts”.
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As a result of the enquiry, the EDBMP was terminated from service of Pakistan Post but the
amount has not been recovered. Muhammad Khalil has been verbally communicated by the
DSPS Multan circle, that he will not receive the amount of five instalments for which he
launched the complaint because his wife (who was the BISP beneficiary) has died.
b. Client’s Version
While discussing about his complaint, Muhammad Khalil shared very limited information. He
mentioned that he didn’t want to launch the complaint, but the village notable compelled him
to do so. He also mentioned to the TPE team, that he hopes that there will be no action against
him as he was threatened by the DSPS (recovery of three BISP installments which his
daughter received from EDBPM). Keeping in view his financial conditions, he wanted his
daughter to be the ‘next of kin’ of her deceased mother in order to receive the BISP cash
grant.

5. What We Learnt?
EDBPM concealed the death of Kalsoom Bibi and did not report it. The first three instalments of
Rs.9,000 were received by the daughter of (Late) Kalsoom Bibi. The remaining five instalments
of Rs.15,000 and a flood payment of Rs.4,000 (totalling Rs.19,000) were misappropriated by the
EDBPM.
The complaint made by Muhammad Khalil took approximately two months to be enquired and is
still under process at Pakistan Post. The DSPS mentioned that Kalsoom Begum has died, and as
per the BISP rules, her payment should have been stopped immediately, but due to the negligence
of their official, it continued. Now, the misappropriated amount mentioned in this case has been
recovered and deposited already in the U/R (Unclassified Receipts) account for sending it back to
BISP.
Pakistan Post claims that they have a mechanism of 20% payment verification of paid vouchers in
order to ensure authenticity of the payments. Although this mechanism is good but in this case if
payment verification had been done, no such misappropriation was possible. The EDBPM
Molapur has been terminated from service by Pakistan Post. A new EDBPM has been appointed
as per demand of Molapur residents.
Pakistan Post has not yet filed a criminal case against the EDBPM, which is the normal practice
of the Pakistan Post in other similar cases. The EDBPM has been proved guilty of
misappropriation of BISP cash grant; therefore criminal proceeding should have been taken
against him.

6. Recommendations




The practice of joint enquiry (BISP and the Pakistan Post) should be adopted so that both
organisation (BISP and the Pakistan Post) agree and are satisfied on the enquiry findings.
The complaint registration requirement/ process should clearly be displayed in every BISP /
Post office in order to ensure that complaints are being registered for proper follow up.
Pakistan Post may need to re-visit their mechanism of ‘20% Payment Verification of paid
vouchers’; by carefully selecting the beneficiaries sample for payment verifications, So that
the complete area coverage could be ensured.
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P-Q2-Southern Punjab-09
Non Payment of BISP MOs by Postman
Khatoon Begum
(Late) Khalid Faryad
Molapur, Dakhana (Post Office) Khas, Tehsil Kabirwala, District
Khanewal
36102-9795103-4
23530982

1. Beneficiary/ Complainant’s Profile and Background
Khatoon Begum w/o Khalid Faryad is a 40 years old illiterate BISP beneficiary living in Tehsil
Kabirwala, District Khanewal. She has four sons and one daughter all except one son are school
going. The husband of Khatoon Begum died about five years ago due to heart-attack and after his
death, the brother of Khatoon Begum financially supports her family. Khatoon Begum stitches
clothes and earns about Rs.1,000 per month depending upon the work she gets each month and
has no other source of income.
Khatoon Begum lives in a two Marla new semi pucca house that comprises two rooms, a wash
room and an open kitchen. The locality where she lives comprises low income households mostly
associated with labour work. There is no developed road/ street infrastructure and an old narrow
paved street having open drainage system, leads to her house.

2. Beneficiary/ Complainant’s Relationship with BISP
Khatoon Begum was a BISP beneficiary under Phase-I (Parliamentarian Phase); however after the
Poverty Scorecard (PSC) survey, she has become ineligible due to higher PMT score (26.21). She
came to know about BISP, when the Ex-Nazim provided her phase-I form to be filled for the
BISP cash grant. After approval, she received money orders consistently from the EDBPM
Molapur village.
While mentioning about PSC survey, she described that the survey team visited her house in May
2011. They filled a (PSC) survey form of her household and provided her a survey
acknowledgement for future reference. She considers Pakistan People’s Party the owner of BISP
and showed her concern that the programme may be discontinued if PPP lost in the upcoming
elections. She further added that BISP aims to benefit the poor and deserving people who may not
afford to buy food.
She is unaware of the BISP eligibility criteria and why she has been declared ineligible for the
BISP cash grant. She mentioned that BISP should have included her name in the program because
being a widow she is unable to fulfil her monthly financial obligations.

3. How did the Complaint Emerge?
In August 2010 (during phase-I), when neighbouring women of her locality received their BISP
cash grant, Khatoon Begum got concerned and went to ask the EDBPM about her BISP Money
order. The branch postmaster informed her that her BISP MO has not been received in the
EDBPO and she may reconfirm after few days.
When after few days she went to the EDBPM once again regarding her BISP MO, the EDBPM
harshly asked her to stop coming to his office as he did not receive her money order.
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After knowing this, she disappointedly went to village notable (landlord/lawyer) and updated him
with the matter. The village notable asked her to provide him a copy of her CNIC so that he could
check her online payment details. After some days, the village notable went to an internet café in
City Kabirwala and after paying Rs.20 he obtained the online payment details of Khatoon Begum.
Khatoon Begum mentioned that when village notable shared online payment details with her, she
could only confirm the four instalments totalling Rs.12,000 paid to her by the EDBPM. After
knowing this, the village notable advised Khatoon Begum to lodge a complaint against the
EDBPM.

4. Processing of the Complaint
a. Providers’ Version
On 23rd December 2010, the written complaint along with printout of her online payment
details of eight BISP instalments was sent to PMG Circle Office Multan by the village notable
on her behalf. The complaint was received in the said office on 24 th December 2010. The
same complaint was already forwarded to Divisional Superintendent Postal Services (DSPS)
Multan Division on 10th December 2010.
When the complaint was received at DSPS office, the ASPS Sub Division Kabirwala and the
Mail Overseer went to the complainant for enquiry on 11th December 2010. According to
Khatoon Begum and village notable, nothing happened for a few weeks of the official’s visit
and so they decided to send the complaint to PMG Office and Federal Investigation Agency
(FIA). However, FIA did not take any action on this complaint sent from Molapur and the
enquiry was initiated on the complaint sent to PMG office.
After receiving the complaint at the PMG office, an enquiry was launched and the ASPS
Circle Office Multan was designated an enquiry officer for the case. The ASPS met Khatoon
Begum on 13th January 2010 in order to record her statement regarding her complaint. In her
statement, she states under oath that she received all (eight) BISP instalments (issued to date)
and (out of those instalments) only four instalments (totalling Rs.12,000) were paid 15 days
before launching this complaint and now she does not have any complaint against the
EDBPM; therefore she requested to stop any further action on her complaint and it may be
filed.
As a result of the enquiry, the EDBMP was terminated from service of Pakistan Post and the
recovery of losses is under process. According to DSPS Multan circle, the case has been filed
by the Pakistan Post after getting the statement of Khatoon Begum who admitted that she
received the amount of all BISP money orders (totalling Rs.24,000) from the concerned
EDBPM.
b. Client’s Version
Khatoon Begum does not know about the complaint registration process because she is
unaware of the official procedures of BISP and Pakistan Post; therefore, this complaint was
submitted and pursued by Rao Zulfiqar, who visited various places on behalf of Khatoon
Begum and she did not visit any office during or after the enquiry.
During discussion with TPE team, Khatoon Begum has shown her complete ignorance
regarding the generation of another four instalments (including one flood payment of
Rs.4,000) of Rs.11,000 after the enquiry was completed. She didn’t receive those payments.
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With reference to complaint process, she was unsatisfied with the resolution mechanism of
Pakistan Post because she thinks that the enquiry officer may present bogus statements and
thumb impressions in order to close the enquiry as per his interest. She is also unsatisfied with
her ineligibility and wondering that how could she score that much (26.21) when she does not
possess any extra-ordinary household items etc. She also demanded BISP for the provision of
the reason(s) behind her ineligibility.

5. What We Learnt?
While reviewing the total BISP instalments generated for Khatoon Begum, the instalments
generated after the submission of this complaint were not included in this enquiry. This enquiry
only catered for the payment details attached with the complaint and there has been no proactive
investigation made by the Pakistan Post regarding the instalments generated after the submission
of complaint by Khatoon Begum.
This particular case took approximately two months to be reviewed and resolved by the Pakistan
Post. Also, apart from the complaint registration at Pakistan Post, there are other government
agencies (particularly FIA) where the complainant sent a complaint regarding BISP related
payments; which is not a good practice.
As a result of the enquiry, the EDBPM was terminated from service and a new EDBPM was
appointed by the Pakistan Post.
According to Case Management Manual, the Payment Agency or Partner Organisation will
forward the resolution of a Complaint filed by a receiver woman to BISP Director Customer
Services which is currently not being practiced.
Khatoon Begum mentioned during discussion with TPE team, that she received the four
misappropriated BISP money orders of Rs.12,000 from the EDBPM 15 days before launching the
complaint. When she was little probed, she mentioned that she had informed village notable about
receiving of her misappropriated money orders but despite that the village notable forwarded the
complaint to Pakistan Post.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended.
The practice of joint enquiry (BISP and the Pakistan Post) should be adopted so that both
organisation (BISP and the Pakistan Post) agree and are satisfied with the enquiry findings.
The complaint registration requirement / process should clearly be displayed in every BISP /
Post office in order to ensure that complaints are being registered for proper follow up.
Pakistan Post need to re-visit their mechanism of ‘20% Payment Verification of paid
vouchers’; by carefully selecting the beneficiaries sample for payment verifications, so that
the complete area coverage can be ensured.
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P-Q2-Southern Punjab-10
Partial Payment by the Postman
Hameedan Mai
Ameer Ahmad
Street No. 36, Near Civil Hospital, Tehsil Kabirwala, District
Khanewal.
36102-6505209-6
23462841
15th October 2012

1. Beneficiary/ Complainant’s Profile and Background
Hameedan Mai w/o of Ameer Ahmad is a 41 years old illiterate BISP beneficiary living in Mauza
Mananwala, Tehsil Kabirwala. She has three sons and three daughters out of whom one daughter
and one son are school going. The husband of Hameedan Mai, Ameer Ahmad does not work
permanently due to his age, however, he helps his eldest son at the furniture shop. Hameedan Mai
also works during the cotton-picking season and earns about Rs.3,000 per month. Her daughter
also supports her family by doing embroidery work on women’s clothes and earns about Rs.3,000
per month. The household’s total monthly income is about Rs.11,500 per month.
She is living with her family in a 9 Marla old and katcha house. However, this is a temporary
residence which has been given to them by one of the Ameer Ahmad’s friend. There is a katcha
courtyard, an open kitchen and a washroom in the house. Her two sons work as labourers and
contribute Rs.5,500 towards monthly household expenses. The locality where she lives consists of
developed road infrastructure and drainage system. The electricity and natural gas facilities are
available in the area however the household of Hameedan Mai uses wood fuel.

2. Beneficiary/ Complainant’s Relationship with BISP
Hameedan Mai was declared eligible BISP beneficiary under Phase-II of the programme after
Poverty Scorecard (PSC) survey. The PSC survey of the household was conducted in June 2011
by a ‘BISP survey team’ who after filling a survey form provided a survey receipt to her for future
reference. She does not know about BISP eligibility criterion and considers herself eligible
because of being poor. She learnt about BISP through ‘BISP poverty survey team’. She considers
Pakistan People’s Party (PPP) the owner of BISP and expressed her wish for continuation of
PPP’s good work for poor and needy people of Pakistan.
Hameedan Mai further added that one day in August/September 2011, her husband Ameer Ahmad
went to the city centre where he found a large number of women gathered for going to BISP tehsil
office. Curiously, he asked one woman the purpose of going to BISP office and he was informed
that they are all going there in order to know about their PSC survey result.
After knowing this, Ameer Ahmad got along with the group to BISP Tehsil Office. At BISP
Tehsil Office, BISP Assistant Complaint (AC) informed him regarding the eligibility of his wife
and that her cash grant will be delivered at their doorstep.
During an interview with the TPE team, she quoted that, “she wants to spend the BISP cash grant
on daily household expenditures”. She considers Pakistan People’s Party (PPP) the owner of the
programme that has been started to help poor people.
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In July 2012, Hameedan Mai came to know about the Benazir Debit Card (BDC) after listening to
an announcement in her locality’s mosque that was made on behalf of BISP Tehsil Office
Kabirwala. In the announcement, the receiver women were requested to come with their original
CNIC, one photocopy, original survey receipt and at least one post office payment receipt in order
to get their BDCs. On 10th July 2012, she walked to the BDC Centre i.e. BISP Tehsil Office
Kabirwala which is about one Km from her house. She waited there for one hour in a queue and
after necessary verifications at NADRA and Bank counters, she received her BDC along with
information package.
Till 8th October 2012, BISP has generated six instalments (totalling Rs.15,000) for Hameedan Mai
out of which she received three instalments from Pakistan Post (totalling Rs.6,000) and one
through the bank. She made a withdrawal of Rs.3,000 on her BDC by using ATM at Kabirwala
city.

3. How did the Complaint Emerge?
After the Ameer Ahmad informed Hameedan Mai regarding her eligibility she started waiting for
the postman in order to receive her first BISP Money Order (MO). In October 2011, when
neighbouring women of her locality received their first BISP instalment of Rs.2,000, she got
concerned and asked her husband to visit the post office because she was informed by the other
women that BISP money order can be received only from the respective post office.
After knowing this, Ameer Ahmad went to the post office Kabirwala (1.5 Km away from his
house) to collect her wife’s cash grant. At the post office, he met the area postman and asked him
regarding her wife’s money order. The postman refused to pay him the cash grant and informed
him that only the actual beneficiary (i.e. her wife) can receive the payment. However, Hameedan
Mai could not find suitable time to visit the post office during October as she was busy in
household work.
In the first week of November 2011, Ameer Ahmad took Hameedan Mai to the post office
Kabirwala in order to collect her cash grant. At the post office, the postman paid Hameedan Mai
Rs.1,900 out of actual Rs.2,000 (which she confirmed from the payment receipt) and Rs.100 was
deducted by the postman. After few days, on 11th November 2011, Ameer Ahmad launched a
complaint (on behalf of Hameedan Mai) against the postman at the BISP Tehsil Office Kabirwala.

4. Processing of the Complaint
a. Providers’ Version
After receiving the complaint, the BISP AC/ DEO put a complaint diary number 1398 in the
tehsil complaint register and put the complaint documents (i.e. photocopy of Hameedan Mai’s
CNIC attached with written application) in a common file that is used in order to keep all
types of complaints. The AC also advised him that “if the postman deducts Rs.100 again from
the next BISP money order, then BISP will take strict action against him”. This particular
case was not sent by the BISP office to Pakistan Post for further enquiry and has been filed at
BISP tehsil office Kabirwala after getting confirmation from the husband of Hameeda Mai
“that the postman didn’t make any partial payments from the next BISP money orders and
Hameedan Mai received the full amount without any deduction”.
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b. Client Version
Ameer Ahmad on behalf of her wife Hameedan Mai visited the BISP Tehsil Office on 11th
November 2011and lodged a written complaint against the postman in order to get back
Rs.100 deducted from Hameedan Mai’s cash grant.
According to Hameedan Mai, she has so far received Rs.11,900 as money orders from the
Pakistan Post out of totalling Rs.12,000. She mentioned that after her husband made a
complaint at BISP Tehsil Office Kabirwala, she never faced a deduction of Rs.100 from her
next money orders and received the full payments from the postman. However, she did not
receive Rs.100 deducted by the postman but she is satisfied by the BISP complaint redressal
system.

5. What We Learnt?
The Complaint was not forwarded to Pakistan Post for enquiry and redressal, therefore, the
beneficiary has not received Rs.100 deducted by the postman.
At BISP Tehsil Office the complaints against the postal staff are tried to be solved on the
telephone otherwise the postal staff is called in the BISP tehsil office and the BISP staff
communicates the consequences of launching a formal complaint (sending complaint to Pakistan
Post for enquiry) against him which may result in dismissal from service by the Pakistan Post.
As a result of the verbal threat by BISP officials, the postman did not deduct any money from her
next money orders.
Hameedan Mai is happy over the change in her Payment Mode.
BISP Case Management System (CMS) does not cater to Payment Complaints.

6. Recommendations





BISP should send Notification letters to each eligible beneficiary along with a pack of
necessary forms including information update form, complaint form etc.
Complaint registration number or File reference number should be given to every complaint.
The complaint registration requirement / process and should clearly be displayed in every
BISP / Post office in order to ensure that complaints are being registered for proper follow up.
The payment agencies including Pakistan Post and Banks should now develop and implement
their complaints redressal system compatible with the BISP CMS interface in order to resolve
payment complaints in a timely manner.
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P-Q2-Southern Punjab-11
Non-Payment of two BISP Instalments for Rs.6,000 by Postman
Naseema Mai
Ghulam Hussain
3 Kassi, Boota Singh Wala (Cha Shak Wala), Dakhana (Post Office)
Khas (Molapur), Tehsil Kabirwala, District Khanewal.
36102-1817388-8
23532385
15th October 2012

1. Beneficiary/ Complainant’s Profile and Background
Naseema Mai w/o Ghulam Hussain is 45 years old, illiterate woman living in three Kassi Boota
Singhwala (Chah Shakhwala) near Molapur village, Tehsil Kabirwala District Khanewal.
Naseema Mai has eight children including three daughters and five sons out of whom one son is
school going. The eldest son of Naseema Mai is disabled since last many years due to some
disease. Her married son works in a cotton processing factory and earns Rs.6,000 per month. Her
husband, is a labourer and earns about Rs.4,000-5,000 per month. Naseema Mai provides
financial support to her family by doing seasonal ‘cotton-picking’ and earns about Rs.1,000;
however this is not a permanent work. The total household income is about Rs.11,000-12,000 per
month.
The semi-pucca house where she lives with her family is spread over 12 Marla consists of four
rooms, an open kitchen but no washroom. The village three Kassi has good physical infrastructure
in terms of street soling and sewerage system. The people of this village are involved in
agriculture, labour work and Government jobs and comprise a mix of low-income and middleincome groups.

2. Beneficiary/ Complainant’s Relationship with BISP
Naseema Mai is a BISP beneficiary during Phase I and Phase-II. Her cash grant has been
generating by BISP since March 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. After completing the survey, the survey team issued her a
survey receipt for future reference. She learnt about BISP from other neighbouring women of her
locality; however she is unaware of the BISP eligibility criteria, BISP complaint registration and
redressal mechanism and how she has been selected to get the cash grant.
During an interview with the TPE team, she quoted that, “she spends BISP cash grant towards
fulfilling monthly household expenses”. She considers Pakistan People’s Party (PPP) the owner of
the BISP and is hopeful for its continuation after the upcoming elections. Naseema Mai obtained
her Benazir Debit Card from BDC Distribution Centre at BISP Tehsil Office Kabirwala on 3 rd
July 2012 after covering a distance of about two KMs from her village. She withdrew her
instalment of Rs.3,000 on 6th July 2012 by using an ATM in Kabirwala City.

3. How did the Complaint Emerge?
Naseema Mai mentioned that she received her initial three Phase-1 BISP instalments totalling
Rs.9,000 from the Extra Departmental Branch Post Master (EDBM) at her doorstep. Later on she
did not receive BISP instalments generated in September 2009 and April 2010 of Rs.3,000 each
from the EDBPM. She got concerned with the situation and in May 2010 on advice of the other
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receiving women of her locality, she sent her son to an internet cafe in Kabirwala in order to get
her payment details. Her son obtained printout of his mother’s online payment details after paying
Rs.50.
Meanwhile Rao Zulfiqar, a landlord and village notable from Molapur, who lives nearby, came to
her house in order to know if she is having any issue with the delivery of her BISP cash grant. She
informed that EDBMP has misappropriated two instalments of Rs.3,000 each. Naseema Mai
requested him to help her in this matter. He advised Naseema Mai to file a complaint against the
EDBMP regarding non-payment of BISP cash grant of Rs.6,000 generated in the months of
September 2009 and April 2010.

4. Processing of the Complaint
a. Providers’ Version
The written complaint of Naseema Mai was posted by Rao Zulfiqar to the PMG office Multan
on 23rd December 2010. The complaint was received in the PMG Office on 24th December
2010 under receipt no. 1521. Rao Zulfiqar had already sent the same complaint to the
Divisional Superintendent Postal Services (DSPS) Multan Division on 10th December 2010.
Upon receiving the complaint at DSPS, the ASPS Sub Division Kabirwala, and Mail Overseer
went to meet the complainant and conduct investigation on 11th December 2010 in Molapur.
ASPS requested Rao Zulfiqar and the complainant for two weeks’ time and promised to settle
the case by the end of December 2010. However, according to Rao Zulfiqar, the complaint of
Naseema Mai remained unsolved and finally they decided to send the complaint along with
other similar complaints, to PMG Office Multan and to the Federal Investigation Agency
(FIA). However, FIA did not take any action on this complaint sent from Molapur.
After receiving the complaint at the PMG office, an enquiry was lodged with the appointment
of ASPS Circle Office Multan as an enquiry officer of the case. The ASPS met with Naseema
Mai on 13th January 2010 in order to take her statement regarding the complaint. Naseema
Mai recorded her statement with ASPS Circle Office Multan and mentioned that “she visited
EDBPM office Molapur three to four times in order to know about her cash grant but has
received only Rs.6,000 from the EDBPM. Her money orders for cash grant of Rs.6,000
generated in September 2009 & April 2010 have been misappropriated by the EDBPM.
Therefore Pakistan Post should recover and pay her misappropriated BISP payments”.
As a result of the enquiry, Pakistan Post recovered BISP cash grant of Rs.6,000 and deposited
in the Unclassified Receipts (U/R) Account under receipt no.86/91269 dated 13th April 2011.
EDBPM has been terminated from service and a new EDBPM was appointed as per the
demand of Molapur residents. The case is still under process in Pakistan Post till the claim of
Naseema Mai of Rs.6,000 is settled after necessary verifications by the ASPS Khanewal.
b. Client’s Version
Naseema Mai was declare BISP beneficiary during phase-I and was consistently receiving her
cash grant through Pakistan Post except the two instalments of Rs.6,000 as given in her
complaint. Although the, enquiry has been completed but Pakistan Post needs to take early
action and to pay the misappropriated amount to Naseema Mai as she was disappointed over
the delay by the BISP and Pakistan Post. However she has shown her satisfaction regarding
the complaint registration and believed that one day she will receive her misappropriated
BISP money orders from the postman/ Pakistan Post.
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5. What We Learnt?
When the matter of misappropriation by EDBPM emerged, BISP Tehsil Office was not
established in Tehsil Kabirwala; therefore, complaints were directly sent to PMG Multan and
other investigative agencies like FIA.
Rao Zulfiqar, the village landlord was very helpful in lodging and processing the complaint of
Naseema Mai as she is illiterate and doesn’t know the official proceedings/ complaint enquiry
process etc.
Pakistan Post will prepare claim and pay Rs.6,000 to Naseema Mai after fulfilling all necessary
requirements. Almost one and a half year has passed since the Pakistan Post recovered the
misappropriated amount from EDBPM Molapur but Naseema Mai is still waiting for her Rs.6,000
from Pakistan Post.
The EDBPM has been proved guilty/ misappropriation of the BISP cash grant; therefore criminal
proceedings should have been taken against him. Pakistan Post has not yet filed a criminal case
against the EDBPM.

6. Recommendations




The practice of joint enquiry (BISP and the Pakistan Post) should be adopted so that both
organisations (BISP and the Pakistan Post) are involved in investigation.
The complaint registration requirement/ process should be displayed in every BISP / Post
office in order to ensure that complaints can be registered for proper follow up.
Pakistan Post may need to re-visit their mechanism of ‘20% Payment Verification of paid
vouchers’; by carefully selecting the beneficiaries sample for payment verifications, so that
the complete area coverage could be ensured.
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P-Q2-Southern Punjab-12
Replacement of Lost BDC Pin Code
Azra Mazhar
Muhammad Mazhar Farooqui
Mohalla Qasayan Wala, Tehsil Taunsa, District DG Khan
32103-1738643-2
20602507
15th October 2012

1. Receiver Woman/ Complainant’s Profile and Background
Azra Mazhar w/o Muhammad Mazhar Farooqui is a 36 years old literate BISP beneficiary living
in Mohallah Qasayan Wala, Tehsil Taunsa Sharif. Her six children include two sons and four
daughters of which both sons and three daughters are school-going. Her husband runs a grocery
shop and earns about Rs.7,500 per month. Azra Mazhar is a house wife looking after her children
and other domestic chores.
She lives in a joint family system in 10 Marla new pucca house comprising of five rooms, two
wash rooms, one store and a kitchen. The family has almost all basic necessities of urban life. The
locality where she lives comprises low income households mostly associated with labour work
and small scale business. The physical infrastructure of the area is developed but with open
drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Azra Mazhar was not declared as BISP beneficiary after the Poverty Score Card (PSC) survey due
to higher PMT score (19.76). The PSC survey of her household was conducted in April 2011 by a
BISP survey team who after filling her survey form provided a survey receipt to her husband for
future reference. When BISP announced a new criterion for inclusion of ineligible beneficiaries
with PMT score from 16.18 to 20.00, she submitted an ‘eligibility appeal’ that got accepted by the
BISP on 5th May 2012 as her household fulfilled one of the conditions for eligibility i.e.
household with 4 or more children under 12 years of age.
She learned about BISP from her husband, however she is unaware of the BISP eligibility criteria
and how she got selected for the BISP cash grant. She considers Pakistan People’s Party the
owner of BISP which has been initiated to help poor people.

3. How did the Complaint Emerge?
In May 2012, she visited BDC Distribution Centre at BISP Tehsil Office with her husband on
motorbike in order to get her Benazir Debit Card. Two days after getting her BDC, her husband
went to ATM Machine for withdrawal but he found no BDC PIN code in the BDC envelop given
to his wife at the bank counter.. Azra Mazhar revisited BISP Tehsil Office on 5 th July 2012 and
lodged her complaint at bank Counter. HBL representative informed her husband that Azra
Mazhar will be informed on telephone when her new BDC Pin Code is issued by the main branch
in Multan.
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4. Processing of the Case
a. Providers’ Version
At BISP Tehsil Office, HBL representative registered Azra Mazhar’s complaint of BDC Pin
Code Lost. HBL representative took photocopies of her CNIC and BDC, and, provided her
complaint acknowledgement number 15 along with date on a slip of paper. The bank
representative kept complaint documents in a file and also entered this in an excel sheet. An
email regarding the re-issuance of BDC PIN code was sent by the representative to Regional
Head Quarter (RHQ) HBL Multan from where it was further forwarded to HBL HQs Karachi
for final processing. The bank representative informed beneficiary that her complaint will
take about15 days to be redressed and she will get a new PIN code. He also informed her that
whenever her new BDC Pin Code will be received at BISP Tehsil Office, he will call her for
receiving. After 15 days of launching her complaint, Azra Mazhar received her new BDC Pin
Code.
b. Client’s Version
Azra Mazhar got the result of her BDC complaint within 15 days and she was satisfied over
her complaint resolution. She was also satisfied with the behaviour of the bank staff. She,
however, considers Pakistan Post the most suitable option for delivery of cash grant at her
door step. She informed that only two ATM Machines are available in Taunsa Sharif and
most of the time they are not functional. That’s why when she received her PIN as a result of
the complaint she had to give her BDC to her husband for withdrawal of cash grant through
ATM on July 12, 2012.

5. What We Learnt?
The beneficiary received complaint acknowledgement/ reference number from the bank
representative along with the date, which is a good practice.
Azra Mazhar’s complaint was resolved after 15 days. These days the other banks are issuing BDC
PIN code over the phone and it doesn’t take more than 5-10 minutes after the beneficiary’s
verifications.
There is no mechanism at BISP Tehsil Office to deal with the BDC related complaints and no
record of such complaints. The BDC complainants are straight away sent to the Bank counter for
complaint redressal.

6. Recommendations





The awareness and understanding level of community should be considered and preferred
rather than use of technology for Underprivileged Community.
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 should come up with efficient complaint redressal system compatible with BISP Case
Management System for timely resolution of BDC related complaints.
BISP should enhance CMS capabilities to address BDC/ payment related complaints.
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P-Q2-Southern Punjab-13
Non Payment due to Blocked Ufone SIM (now permanently
blocked).
Waziran Mai
Ghulam Shabeer
Basti Sheikh Wadhy Wali, Tehsil Karor Lal Easan, District Layyah
32202-1687521-6
2755359
15th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
Waziran Mai is 62 years old illiterate BISP beneficiary living in Basti Sheikh Wadhy Wali, Tehsil
Karor Lal Easan, district Layyah. She has thirteen (13) children including seven sons and six
daughters who are all married. Four of her married sons are living separately with their families.
She lives with her three married sons who all work as labourers. Their combined monthly income
is Rs.9,000 which they all share to meet monthly household expenses. Her husband is partially
blind since last three months and remains at home.
She lives with her family in a four (4) kanal old katcha house that comprises nine rooms, an open
kitchen and a wash room. The locality where she lives is located at a distance of about 25 KMs
from BISP Tehsil Office and comprises semi-pucca houses and unpaved streets. Although the
electricity poles are in place but no electricity has yet been provided to the village.

2. Receiver Woman / Complainant’s Relationship with BISP
Waziran Mai was declared BISP beneficiary after the Poverty Score Card (PSC) survey. Her
household survey was conducted in January 2010 and her first BISP instalment was generated in
September 2011. During PSC survey, a team of enumerators filled her PSC survey form at her
door step and provided a survey receipt
She said that she belongs to a poor family and BISP cash grant enabled her to provide medicine to
her husband who is partially blind and ill. She considers Pakistan People’s Party the owner of this
programme through which the party is trying to help poor and needy people.

3. How did the Complaint Emerge?
In April 2010, she was informed about her eligibility by the area postman who delivered her first
BISP Money Order of Rs.3,000.
In January 2012, the postman informed her about the change in payment mode and that she will
receive her next BISP instalments through Mobile Phone. After gathering this from the postman,
she visited BISP Tehsil Office on 25th January 2012 along with one of her sons on boat and local
van after spending Rs.150 and obtained her Ufone SIM card and Mobile Phone. Her first BISP
installment of Rs.1,000 to be received through Mobile Phone Banking was generated on 31 st
January 2012. She received this payment on 2nd February 2012 from UBL franchise in Karor Lal
Easan city after covering a distance of about 22 KMs on a boat and then in a van that cost her
Rs.150. Her second BISP installment of Rs.1,000 through mobile phone banking was generated
on 8th February, which she received on 9th February 2012 from the same franchise. After receiving
second BISP installment, her mobile phone ran out of a battery. As there is no electricity in her
village, Waziran Mai had to go to Karor Lal Easan city to recharge her mobile phone after every
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three days. Meanwhile, the electricity load shedding badly affected the whole of Karor Lal Easan
and Waziran Mai couldn’t recharge her mobile phone for three months.
After three months, when her son got the mobile phone recharged in May 2012, there was no
service available on the phone; therefore, she didn’t receive any more payment messages on the
mobile phone although BISP had generated an instalment of Rs.2,000 in April and Rs.1,000 in
May 2012. She waited for the payment message from BISP for three days and finally decided to
go to BISP Tehsil Office 4th June 2012 along with her son to register a complaint.

4. Processing of the Case
a. Providers’ Version
Waziran Mai registered her complaint of non-payment of BISP instalments due to blocked
Ufone SIM on 4th June 2012 to the BISP Assistant Complaint (AC). AC noted down the
complaint details in a complaint register with date and type; however, BISP staff didn’t
mention reference number against this complaint and so it wasn’t shared with the
complainant. A written complaint (which the AC had written on her behalf) was also taken
from Waziran Mai. AC forwarded the complaint to Assistant Director (AD) who after making
necessary verifications delivered it through BISP Naib Qasid to UBL Omni Franchise
Manager at Karor Lal Easan.
The Naib Qasid upon his return delivered a written reply of the UBL Omni franchise manager
to BISP Assistant Director in which he mentioned that “because the Ufone SIM remained
powered off/ non-functional for three months; therefore as per the company policy it has now
been blocked/ deactivated. Moreover, it cannot be unblocked/ reactivated because it wasn’t
registered on beneficiary’s name”.
After this BISP Tehsil staff did not follow up the complaint of Waziran Mai neither they
forwarded the complaint to BISP management for appropriate solution. The complaint is still
pending at BISP Tehsil office level.
b. Client’s Version
She visited the BISP Tehsil office twice to follow up her complaint but did not receive any
update on her complaint redressal.
She is not comfortable with the travelling involved in getting her cash grant. There is
electricity problem in her village due to which she cannot charge her mobile phone.

5. What We Learnt?
She is unsatisfied with delivery of BISP cash grant through Mobile Phone Banking/ UBL Omni as
(i) her phone could not be charged at her village due to no electricity; (ii) she had to visit the city
(25 km away from her village on boat and van) to get the phone charged; (iii) she had to visit the
city (25 km away from her village on boat and van) to get her cash from the franchise; and (iv)
finally - her mobile phone SIM has been permanently blocked and so she will not get any cash.
She has to spend almost a day and Rs.150 on each trip and consider that BISP is not helping her
by providing the cash grant but conversely she is spending her time and money on travelling to
get her instalment.
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Waziran Mai’s complaint is still pending at BISP Tehsil office though UBL Omni management
has very clearly mentioned in its reply that it cannot be unblocked/ re-registered because it was
not registered on the name of the beneficiary; this raises a question that why the SIM wasn’t
registered in her name when she was given her mobile phone.
BISP Tehsil Office did not take any action even after receiving a clear indication from Mobile
Phone Company that the SIM cannot be reactivated – so for all practical purposes she will not get
any instalment.
BISP Tehsil office does not have a mechanism to deal with Mobile Phone Banking related
complaints and they simply refer the complainant to UBL counter/ UBL Omni franchise for
complaint redressal.
BISP Case Management System (CMS) does not cater for Mobile Phone Banking/ payment
related complaints.
After her mobile phone has been permanently blocked, BISP continue to generate instalments and
has generated four new instalments of Rs.7,000

6. Recommendations






Complainant(s) should be given a complaint acknowledgement receipt/ number for future
reference that will not only make the complaint follow up easier but also improve back
tracking of the complaint record/ update.
There is a strong need to develop an efficient ‘complaint redressal system’ by the concerned
payment agency for Mobile Phone Banking compatible with the BISP CMS.
BISP should enhance the capabilities of its CMS so that it can handle payments related
complaints against different payment agencies.
BISP should provide mechanism(s) to its tehsil office(s) for dealing with mobile phone
banking/ other alternate payment modes related complaints.
BISP MIS should generate a report showing which instalments are not being drawn by the
beneficiaries. In case two instalments remain undrawn then the beneficiary may be informed
through BISP Tehsil Office.
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P-Q2-Southern Punjab-14
Replacement of Lost BDC PIN Code
Zubaida Perveen
Zafar Javaid
Basti Sokar, Tehsil Taunsa Sharif, District DG Khan
32103-7639532-8
20795016
15th October 2012

1. Receiver Woman/ Complainant’s Profile and Background
Zubaida Perveen is a 40 years old illiterate BISP beneficiary living in Basti Sokarr Tehsil Taunsa
Sharif. She lives in a joint family system. She has seven school going children including four sons
and three daughters. Her husband Zafar Javaid is a farmer and works on a leased piece of land. He
earns about Rs.10,000 per month.
The semi-pucca house of Zubaida Perveen is spread over 1.5 Kanal that comprises three rooms,
one wash room and one kitchen and is located about 35 KMs from BISP Tehsil Office. The place
where she lives comprises about 300 households belong to Mulghani and Dadwani tribes. All
streets in her locality are unpaved and have an open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Zubaida Perveen was declared eligible for BISP cash grant after the Poverty Score Card (PSC)
survey which was held in her locality in April 2011. While sharing her PSC survey experience
with TPE team, she mentioned that a survey team visited her ‘Basti’ (locality) and filled a PSC
survey form of her household at her door step. After filling the survey form, they provided a
survey receipt to her father-in-law and asked him to keep it safe for future reference.
During her interview she quoted that, she belongs to a poor family and BISP cash grant help her
sort out some joint financial problems. She considers Pakistan People’s Party (PPP) the owner of
BISP that has been started to help poor and needy people like her.
Zubaida Parveen came to know about her eligibility when her husband obtained a printout of her
tracking information from an internet café in City Taunsa Sharif after spending Rs.30. After her
eligibility in the program, BISP generated her first instalment of Rs.3,000 in March 2012 and
which was reported delivered on June 12, 2012 by Pakistan Post. She obtained her Benazir Debit
Card (BDC) from BISP Tehsil Office in March 2012. The first payment of Rs.3,000 on her debit
card was withdrawn by her cousin (on her behalf) through ATM in Taunsa Sharif City.

3. How did the Complaint Emerge?
In July 2012, when Zubaida Parveen’s cousin went for the second time to withdraw BISP cash
grant from ATM machine he found the BDC PIN code was missing from the envelope. He went
to Habib Bank Limited (HBL) counter staff at BISP Tehsil Office and seeked help regarding the
lost PIN code. Bank staff advised him to bring BISP beneficiary with him for complaint
registration. On July 30, 2012, Zubaida Parveen visited BISP Tehsil Office along with her
husband on local transport after spending Rs.100 in order to register her complaint.
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4. Processing of the Case
a. Providers’ Version
Zubaida Parveen met with HBL representative at bank counter in BDC Centre at BISP Tehsil
Office and informed about the problem of her lost BDC PIN code. HBL representative filled a
standard complaint form and took photocopies of her CNIC and BDC. He provided complaint
acknowledgement number (05) to Zubaida Parveen for future reference. Bank representative
kept hard copy of the complaint form in a common file and entered the record on excel sheet.
Bank representative sent an email regarding her complaint to Regional Head Quarter (RHQ)
HBL Multan for further processing. The complaint was sent by RHQ Multan to HBL HQ
Karachi for final processing/ decision. Bank representative advised Zubaida Perveen to revisit
the BISP Tehsil Office after 15 days to receive her new BDC Pin Code. He further mentioned
to the complainant that bank will contact her telephonically if new BDC PIN code arrived at
the office before 15 days.
New BDC PIN code for the complainant arrived at HBL counter in BISP Tehsil office after
15 days standard time and after two days it was given to Zubaida Parveen. However, after her
first bank instalment on 14th February, BISP generated the next instalment on 30th October
(more than seven months after she had drawn her first instalment.
b. Client’s Version
Zubaida Perveen is satisfied with the behaviour of the bank staff and the way bank
representative resolved her problem. However, she considers that Pakistan Post was a good
option for BISP cash grant delivery. She mentioned that, “because there is no ATM machine
available at closer distance and so she has to travel with someone to Taunsa Sharif city which
is 35 KMs away from her locality (or she has to give her card to someone) to get BISP cash
grant”.

5. What We Learnt?
No complaint acknowledgement was given to the complainant for future reference. This leaves
bank representative not liable to resolve the complaint when complainant has no proof in hand for
complaint registration.
Zubaida Parveen’s complaint of BDC PIN code lost was resolved in 15 days. However, these
days, such delay in PIN code regeneration seems abnormal when we see the other banks resolving
similar types of complaints in 5-10 minutes over the phone through their call centre
representatives.
There is no mechanism at BISP Tehsil level to deal with the BDC related complaints. BISP Tehsil
staff is completely out of the picture because they believe that the bank being the payment agency
need to resolve all BDC related complaints. Complaint registration, handling and processing is the
bank staff’s responsibility.
She considers that Pakistan Post was a good option for BISP cash grant delivery. She mentioned
that, “because there is no ATM machine available at closer distance and so she has to travel with
someone to Taunsa Sharif city which is 35 KMs away from her locality (or she has to give her
card to someone) to get BISP cash grant”.
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6. Recommendations







In Payment Complaints regarding Pakistan Post it was observed that over 75% complaints
were filed with BISP and less than 20% with Payment Agency. In order to facilitate the
beneficiaries, BISP staff needs to be involved in solving BDC related complaints. They
should at least keep a record of the complaints and pursue in case of delays.
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 should come up with efficient complaint redressal system compatible with BISP Case
Management System for timely resolution of BDC related complaints.
BISP should enhance CMS capabilities to address BDC/ payment related complaints.
The awareness and understanding level of beneficiary should be considered while converting
them to technology driven solution. It may be useful to ask the beneficiary for her choice
about the mode through which she wants to get her cash transfers.
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P-Q2-Southern Punjab-15
Replacement of BDC Pin Code.
Samina Perveen
Ahmad Nawaz
Chah Bahadur Wala, Shorkot Shumali, Tehsil Shorkot, District
Jhang
3320313658038
23255775
4th October 2012

1. Receiver Woman/ Complainant’s Profile and Background
Samina Perveen w/o Ahmad Nawaz is a 24 years old, illiterate BISP beneficiary living in Chah
Bahadur Wala, Shorkot Shumali, and Tehsil Shorkot of district Jhang. She has a 3 years old 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.
Samina Perveen lives in a joint family system in a one kanal old semi pucca house. Her house
comprises of three rooms, a wash room and an open kitchen.
The locality where she lives comprises low income households belong to the same caste and
mostly associated with labour work and agriculture. Chah Bahadur Wala is located at a distance
of 2 kms from BISP Tehsil Office. All the streets in their area are unpaved having open drainage
system.

2. Receiver Woman / Complainant’s Relationship with BISP
Samina Perveen was declared potential BISP beneficiary with discrepancy in CNIC after the
Poverty Score Card (PSC) survey conducted in November 2011. Her discrepancy in CNIC has
been removed in September 2012; however online payment details show that her first BISP
instalment is yet to be generated. She doesn’t know about BISP eligibility criteria and why she
had been selected for BISP cash grant in Phase-2. PSC survey team visited Samina Perveen s’
house, filled her 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) the owner of BISP that has
been started to help poor and needy people.

3. How did the Complaint Emerge?
Samina Perveen mentioned that after getting her BDC on 1st October 2012, she went to the
United Bank Limited (UBL) Omni Shop at Tehsil Chowk Shorkot (3 kms from her village) along
with her aunt (who is also Benazir Debit Card holder) on foot. At UBL Omni Shop, when the
shopkeeper opened the sealed PIN Code slip, he noticed and informed her that her BDC Pin Code
is wrong. Samina Perveen 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 the PIN Code is incorrect and that she (Samina Perveen) needs to get it replaced
from BDC Collection Centre (BISP Tehsil Office Shorkot). The shopkeeper provided her a
message on a slip of paper (which stated that “New Pin Code should be issued”) and mentioned
that this would help her to get new PIN code.
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From UBL Omni Shop, she went to BISP Tehsil Office and went 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.

4. Processing of the Case
a. Providers’ Version
Samina Parveen explained her problem to the AD who asked 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 the bank staff told that as per
instruction of their “top management” they are not allowed to keep complaints with them;
therefore she should contact UBL Help line or permanent UBL employee to solve this issue.
There has been no further action on her complaint and it is still pending at BISP Tehsil Office
for further processing.
b. Client’s Version
Samina Perveen is unsatisfied with the behaviour of the bank staff and unhappy over the
complaint resolution process/ mechanism. She visited BISP Tehsil office with her aunt by
foot on 2nd October 2012 for complaint follow up but came to know that her complaint has
still been not resolved. She therefore considers Pakistan Post as a more suitable option for
BISP cash grant delivery. Despite a considerable delay in her complaint resolution, she is still
hopeful to get her BISP cash grant; however she is confused also as she mentioned that
“probably I did not contact the right office for my complaint resolution? Do I need to go to
some other office to get my cash grant?”

5. What We Learnt?
BISP Tehsil Staff as well as Bank Staff do not know how to address BDC complaints. Bank Staff
mentioned that they are not authorized to register or solve any BDC complaint.
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 from this case that UBL staff did not follow the standard procedure for redressing such
complaints and therefore were unable to resolve such a minor complaint of PIN code which in
these days could be resolved in 5-10 minutes.
As her complaint has not been addressed, therefore, till end-November she has not been able to
withdraw the amount that was deposited in her bank account on 1st October. She therefore
considers Pakistan Post as a more suitable option for BISP cash grant delivery.

6. Recommendations





BISP should update the CMS with new capability of dealing with BDC related complaints.
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.
BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints.
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P-Q2-Southern Punjab-16
Complaint due to wrong Ufone Mobile Number (actual number
different than the number with which her account was tagged.
Humaira Saeed
Saeed Ahmad
Ward number 14, Mohallah Wahgy Wala, Tehsil &District Layyah
32203386167448
2447167
13th August 2012

1. Receiver Woman/ Complainant’s Profile and Background
Humaira Saeed is a 32 years old primary literate BISP beneficiary living in Ward number 14,
Mohalla Wahgy Wala, Tehsil & District Layyah. She lives in joint family system with her in
laws. She has three children - two sons and one daughter. Her one son and daughter are school
going. Her husband Saeed Ahmad works in a private company in Saudi Arabia and sends back
home Rs.15,000 per month for household expenses. She lives in an eight Marla semi pucca house
that comprises three rooms, a wash room and an open kitchen. Humaira Saeed does not perform
any income generation activity and stays home to look after her children and to perform other
domestic chores.
Her house is located at a distance of about 1.5 kms from BISP Tehsil Office. The streets of her
locality are paved. There is one private high school for boys and girls. Most of the people living in
the area are involved in low income businesses/ jobs.

2. Receiver Woman / Complainant’s Relationship with BISP
Humaira Saeed and her mother-in-law were declared BISP beneficiary after the Poverty Score
Card (PSC) survey. PSC survey in their locality was conducted in January 2010 by a survey team
who filled a PSC survey form at their door step and gave them a reference slip/ receipt for future
reference. When TPE team asked Humaira Saeed about BISP, she mentioned that BISP was
initiated by the Government of Pakistan some years ago and she saw BISP advertisement on the
Pakistan Television (PTV) in 2010; however she doesn’t know the BISP eligibility criteria and
how she got selected to receive BISP cash grant.
She learned about BISP complaint redressal system from one of her cousins, a PPP activist in the
area. Her cousin also informed her about her selection in the programme. Humaira Saeed
mentioned that after receiving BISP cash grant she will spend it on the children’s education. She
also added that BISP program may also help her paying monthly utility bills etc.

3. How did the Complaint Emerge?
Humaira Saeed told that on 6th March 2012 she opened her UBL Omni Mobile Bank Account at
BISP Tehsil Office Layyah. Her data was first verified at NADRA counter. She then moved to
UBL Omni counter where she filled UBL Omni account opening form and obtained Ufone SIM
card. Next on Ufone counter, she got her mobile phone SIM registered and obtained Ufone
Mobile Phone. Her registered Ufone number at Ufone Counter was 0332-0737602 (Transaction
ID: 119862677, 1:30:33 Pm on 06/03/12); however the Ufone number found in her UBL Omni
Account Opening Form was 0332-0737609.
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Although her Ufone SIM was activated but her UBL Mobile Account didn’t open. She
unsuccessfully waited for two months with a hope to receive ‘payment verification message’.
After knowing about BISP complaint redressal from one of her relatives, she went to BISP Tehsil
Office on 22nd May 2012 for complaint registration.

4. Processing of the Case
a. Providers’ Version
UBL Omni representative filled a new UBL Omni Account Opening Form for Humaira Saeed
with all her necessary information. A photocopy of her CNIC and old UBL Omni Account
Opening Form were also attached with the new account opening form. The record was kept in
a common file. However, after the complaint registration, no further action has been taken by
the bank and the complaint is still pending at their level at BISP Tehsil Office.
b. Client’s Version
She reached BISP Tehsil office on Rickshaw after spending Rs.40. After reaching BISP
Tehsil office, the staff referred her to UBL Omni counter where she met UBL Omni
representative for complaint registration.
Humaira Saeed is unsatisfied over the response she received from bank and BISP Tehsil staff
regarding complaint redressal. During this period she made three visits to BISP Tehsil office
for knowing the progress on her complaint redressal but returned back home disappointed.
She mentioned that previously her cousin was alive to follow up her complaint, but now she is
unable to visit the BISP Tehsil office alone. She therefore preferred Pakistan Post for delivery
of the cash grant at her door step.

5. What We Learnt?
Her registered Ufone number at Ufone Counter is 0332-0737602 whereas the Ufone number
found in her UBL Omni Account Opening Form is 0332-0737609. She has been made to suffer
for the last nine months due to no fault of her own.
Till 3rd December 2012 Humaira Saeed did not receive any update from BISP Tehsil Office. She
mentioned that after TPE team visit she made two more visits to BISP Tehsil Office for getting
her complaint update, however, she was simply asked to visit again after 10-15 days.
BISP Tehsil office staff believes that Mobile Phone banking related complaint redressal is the
bank’s responsibility and they are not supposed to register such complaints.
There is no mechanism at BISP Tehsil office to deal with payment related complaints. The staff
always tried to resolve payment related complaint at their personal level but send such complaints
to concerned payment agency or BISP higher level for further processing/ enquiry.
The bank staff seems untrained for complaint redressal and it appears that UBL does not have a
complaint redressal system for such complaints.
On one side her complaint has not been addressed and on the other no amount has been
transferred to her account till early December although 9 months have passed since she was given
a mobile phone and opened Omni A/c, the beneficiary prefers Pakistan Post for cash grant
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delivery. In addition due to cultural issues she is unable to go outside alone to get her cash grant
from an Omni franchise.

6. Recommendations





BISP should update the CMS with new capability of dealing with mobile banking complaints.
BISP and bank staff should be trained in dealing with mobile banking cases, their recording,
handling and processing.
All the Partner Organisations must arrange refresher training programmes for their staff
deputed in BISP Tehsil office for mobile phone banking.
BISP Tehsil staff should maintain a complaint register in order to keep record of the Mobile
Phone Banking related complaints.
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P-Q2-Southern Punjab-B-17
BDC not issued due to non-verification by biometric machine (she
has no thumbs)
Parveen Bibi
Munshi
Chak No. 107 RB, Kartar Garh, Tehsil Jaranwala, District
Faisalabad.
33104-5996038-4
18342158
28 June 2012

1. Receiver Woman / Complainant’s Profile and Background
Parveen Bibi is 56 years old BISP beneficiary living with her family in Tehsil Jaranwala. Parveen
Bibi has four children, of which three are school going with the eldest in class three. Her husband
works as a sweeper in a Textile Mill at Khurianwala Faisalabad and earns Rs.7,000 per month.
However, he would be retired soon. The family has no other source of income.
She lives in a semi-pucca house which comprises two rooms, open kitchen and a washroom. The
street which goes to her house has soling with open drains.

2. Receiver Woman / Complainant’s Relationship with BISP
Parveen Bibi mentioned that her PSC survey was undertaken in November 2010 at a grocery
Shop in her locality. After filling the PSC form the survey team issued her a survey receipt and
advised her to keep it safe for future reference. She further added that the survey team had also
mentioned to her that she will get ‘money’ on these forms.
After becoming the BISP beneficiary, she did not receive any letter from BISP confirming her
eligibility in the program. She came to know from other neighbouring receiver women that she
firstly needs to check her survey receipt from a local councillor. After her eligibility was
confirmed, she started receiving BISP Money Orders (MOs) from the area postman till June 2012.
Parveen Bibi further mentioned that she came to know about getting the Benazir Debit Card
(BDC) from BISP Tehsil Office from neighbouring beneficiaries of her village.
Parveen Bibi is unaware of the BISP eligibility criteria and how she got selected. She considers
that the program is owned by Pakistan People’s Party (PPP) and was quite hopeful for its
continuation. While mentioning about the usage of the BISP cash grant, she informed that she
used the previous BISP instalments of Rs.22,000 on paying the demand notice for natural gas
supply to her house and she also purchased a ceiling fan for her children and spent on their food
and education.
VERY IMPORTANT:
The case of Parveen Bibi was identified during TPE team’s field visit to BISP Tehsil Office
Jaranwala. Due to its uniqueness and in order to facilitate such beneficiaries, the case was shared
with BISP management who took a very quick decision and developed “BISP Beneficiaries
Verification Certificate” given in Annex-1. This certificate will soon be circulated to all BISP
Tehsil Offices in order to verify beneficiaries whose thumb(s) could not be verified due to: (i)
age; (ii) accident; (iii) physical disability; (iv) work; or (v) some other reason. The certificate will
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require filling the relevant information of the beneficiary, duly testified by some local person
essentially from the beneficiary’s locality and having valid CNIC. The BISP Assistant Director of
concerned Tehsil will put his/her signatures and stamp on the certificate verifying that the
information regarding BISP beneficiary and the person testifying are both correct. After necessary
verifications, the AD will give a receipt to the beneficiary only for submission at the NADRA
counter to by-pass Thumb Verification on the NADRA system for obtaining BDC.

3. How did the Complaint Emerge?
In March 2012, when other beneficiaries from Chak 107 RB started going to BDC Centre at the
BISP Tehsil Office to get BDC, Parveen Bibi also went to the office along with her eldest son.
However, due to presence of a large number of beneficiaries at the BDC Centre, she returned back
home. She travelled 46 kms to BISP Tehsil Office after spending Rs.80 for the round trip by bus.
She went to the office again, however, this time while entering the office; she was misbehaved by
the security guards present at the main door. According to Parveen Bibi she was slapped twice
and was asked to go back home and return after six months to get her BDC.
Parveen Bibi mentioned that when she went to the BISP Tehsil Office for third time in April
2012, she got a chance to get inside the office, where she went to the NADRA counter to get
Token Number for obtaining BDC. However, when the NADRA official noted that she has
amputated thumbs of both hands, the official gave her a NADRA reference slip and advised her to
visit nearest NADRA office for her record verification. The official explained to her that in order
to get BDC Token Number, the system needs to verify the beneficiaries thumb impression and
without verification the system cannot issue a token number.
Parveen Bibi took the receipt (which she had obtained from NADRA counter) to the NADRA
office, where the staff have helped by registering her as “Amputated” and applied for her CNIC
without thumb verification. Parveen Bibi received her new CNIC from NADRA in May 2012
which she took to the NADRA counter at BISP Tehsil Office. However, she once again faced a
refusal from the NADRA staff mentioning that “NADRA did not receive any instructions to
process BDC beneficiary request without thumb verification and that system will not allow doing
so”. Parveen Bibi returned back home disappointed and did not know where to go for getting her
problem solved.

4. Processing of the Complaint
a. Providers’ Version
When Parveen Bibi’s previous case (when she was not being given a CNIC) was identified by
the TPE Team, BISP took very quick action and prepared protocols for dealing with women
whose thumbs were amputated due to various reasons. She got her CNIC after these
instructions were prepared and conveyed to NADRA. However, when she got a CNIC and
went to get her BDC, she had to face similar constraints once again as according to NADRA
staff they do not have any instructions for biometric verification of beneficiaries with
amputated thumbs.
BISP staff and NADRA staff at BDC Centre showed their inability to help her in any way and
not even forwarded the case to their higher ups even for information.
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b. Client’s Version
Parveen Bibi was born with no thumbs and she can’t use her hands properly. She mentioned
that she would otherwise have worked as a house maid to earn some money for her children.
It was observed that despite her disability, she is quite lively and not disappointed with life.
She performs all domestic chores and looks after her children. She went to BISP Tehsil Office
time and again along with her eldest son to get BDC; however every time she returned back
home disappointed. She believes that when her children will be able to earn, they will wash
away all miseries of her life. According to Parveen Bibi, they do not have any other source of
income.
Parveen Bibi was hopeful for the resolution of her problem. She hoped and believes that BISP
will at least continue sending her cash grant in future through Pakistan Post. Her last payment
through money order was generated in June 2012 which has not been delivered according to
her Payment Detail.

5. What We Learnt?
This is a unique case where BDC was not issued because she could not be verified through
biometric machine as she has no thumbs.
As mentioned by Parveen Bibi, the attitude of BISP staff was harsh.
She could not get her BDC as she could not be biometrically verified and on the other hand BISP
stopped her cash transfers through Pakistan Post since June 2012.
Since April 2012, there has been no action in her case by either BISP or NADRA counter at BDC
Centre who have not even forwarded this unique case to their higher ups for obtaining some
direction. It is important to note that this beneficiary was the motivating force due to which BISP
prepared new rules for obtaining CNIC by BISP beneficiaries who could not be biometrically
verified (as they have no thumbs).
She crossed a major obstacle with BISP’s helps but has to stop once again due to another obstacle.
She hopes that BISP will help us in removing this obstacle, or at least, keep on sending cash
transfers through money orders.

6. Recommendations




The Beneficiaries Verification Certificate (for verifying beneficiaries who have problems like
no thumbs) should be circulated to BISP Tehsil Offices as soon as possible in order to
facilitate the beneficiaries like Parveen Bibi to get back into the process of receiving BDC.
BISP should also prepare similar instructions so that BDC could be issued to beneficiaries
who could not be biometrically verified.
Until her complaint is addressed (by suitably changing the system) she should not be
penalized, and her cash grants should continue to be generated through money orders.
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P-Q2-Southern Punjab-18
Complaint regarding non-receipt of text message (Mobile Banking)
Sajida
Talib Hussain
Chak No 96/TDA, Tehsil Karor Lal Easan, District Layyah
32202-2456630-8
2747724
14th August 2012

1. Receiver Woman/ Complainant’s Profile and Background
Sajida is a 40 years old illiterate BISP beneficiary living in Chak No 96/TDA, Tehsil Karor Lal
Easan District Layyah. She has twelve children: four sons and eight daughters. Her four daughters
and one son are married and living separately with their families. Her two sons work as labourers
and both earn about Rs.1,500 per month. Her four daughters and a son are illiterate and stay home
to support their mother in domestic chores.
Sajida lives in a 10 Marla semi pucca house that comprises one room and a kitchen. There is no
main door of the house and the residents use a broken part of the boundary wall as the main
entrance. Sajida and her husband are mobile vendors of utensils and bangles and work the whole
day in desert areas. Their collective monthly income is about Rs.8,000. In her locality there are no
paved streets with proper drainage system. Most of the households belong to low income group
and the majority is associated with labour work in Karor Lal Easan city.

2. Receiver Woman / Complainant’s Relationship with BISP
Sajida was declared BISP beneficiary in Phase-II of the program after Poverty Score Card (PSC)
survey. She does not know about the BISP eligibility criteria and how she was selected as a
beneficiary to receive BISP cash grant. The PSC survey of the household was conducted in
January 2010 by a team of ‘BISP survey team’. After completing the household’s PSC form, they
provided her a survey receipt for future reference.
She learnt about her eligibility the area postman visited her house for delivering BISP Money
Order (MO). She considers Pakistan People’s Party as the owner of this program. In future, she is
hopeful for the program continuation.
After her eligibility in BISP program, she consistently received seven (07) BISP MOs totalling
Rs.22,000 from the postman including one-off Flood Payment of Rs.4,000. Meanwhile she came
to know about the change in payment mode from the area postman. After becoming Mobile Phone
Banking user, she has so far received Rs.21,000 from UBL Omni franchise in city Karor Lal
Easan.

3. How did the Complaint Emerge?
Sajida was included in Mobile Phone Banking in February 2011and received a mobile handset
and Ufone SIM card from BISP Tehsil Office. She consistently received 10 instalments from
UBL Omni franchise after receiving a ‘payment verification message’ on her handset. From
January 2012 till May 2012, she didn’t receive a payment verification message on her mobile
which made her concerned. Meanwhile, in February 2012, she went to UBL Omni franchise (5
kms from her house) after spending Rs.30 on a bus in order to know about her BISP instalments.
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At UBL Omni franchise, she came to know that BISP instalment of Rs.2000 has been transferred
to her bank which she withdrew on February 2, 2012.
The matter of remaining BISP instalments (totalling Rs.3,000) of March, April and May 2012
remained unsolved. After taking advice from neighbouring beneficiaries and the postman, she
went to BISP Tehsil Office in May 2012 for complaint registration.

4. Processing of the Case
a. Providers’ Version
On 25th May 2012, Sajida informed bank representative at BISP Tehsil Office about her
problem. UBL representative dialled UBL Help Line Number (021-111-825-999) and tried to
register Sajida’s complaint; however, the helpline representative refused to register the
complaint and mentioned that, “there is no record found against name of Sajida”, which
means that Sajida doesn’t exist in bank’s database as registered BISP beneficiary. It may be
pointed out that during this period, BISP instalments were regularly being credited to her
bank account only she wasn’t receiving the text message informing her that the amount has
been so credited.
UBL Omni representative tried UBL helpline three times unsuccessfully in order to register
Sajida’s complaint; however every time he got the same information from helpline
representatives. Meanwhile, BISP has generated two more instalments totalling Rs.4,000 for
Sajida in the month of July and October 2012. Sajida made another visit to UBL Omni
franchise and received her outstanding BISP instalments (from May till October 2012)
totalling Rs.7,000 without receiving a payment verification message.
Although Sajida received all her remaining BISP instalment; however her complaint is still
pending at UBL/ BISP level for further processing and she is not receving the text messages
about transfer of money to her bank account.
b. Client’s Version
Sajida complained verbally at BISP Tehsil Office on 25th May 2012. BISP staff referred
Sajida to UBL counter for further help. Sajida explained the problem of non-receipt of
‘payment verification message’ to the UBL Omni representative who after checking her
handset settings found no problem. He then tried to get her complained redressed through
UBL Helpline but to no avail.
Sajida is unsatisfied over the response she received from bank and BISP Tehsil staff. She
visited BISP Tehsil office three times for complaint follow up on a local bus after spending
Rs.30 on each visit. She belongs to a poor/ nomad 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 delivery of BISP cash grant at her door step (like she
received before change of her payment mode to mobile banking).

5. What We Learnt?
Sajida’s complaint is still pending at BISP Tehsil Office/ bank level and no further action has
been taken by the respective agencies for redressal.
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It appears that no mobile phone banking related complaint redressal system exists (or is being
practiced) at the bank and BISP Tehsil Office level; more than 100 such complaints are still
pending and have not been addressed.
BISP staff does not register mobile bank related complaints and only the bank staff register/
process such complaints.
Complaints are being registered verbally at UBL Omni counter. No physical record of complaint
was found despite request of the TPE team.
Refusal of UBL Helpline representative for registering Sajida’s complaint on the basis that her
record was not found in bank’s database doesn’t make sense. How can it be possible that cash
grant is being regularly credited to her bank account without having her record in bank’s
database?
Sajida received Rs.7,000 without receiving payment verification message on her mobile just
because the owner of UBL Omni franchise recognises her as a BISP beneficiary. He paid her the
amount, after confirming that her payment has arrived (credited to her bank account).

6. Recommendations





BISP should update the Case Management System (CMS) with new capability of dealing with
Payment Complaints of all types (including mobile banking complaints).
BISP Tehsil and bank staff must ensure proper physical record keeping of the complaints in
order to make the subsequent follow up and complaint back tracking easier.
Bank should develop efficient 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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P-Q2-Southern Punjab-19
Non Issuance of BDC due to CNIC without Picture
Pathani
Umar Ali
Chak 327 GB, Basti Odhan wali near Poultry Farm, post office
Toba Tek Singh
3330320413268
20417328
6th October 2012

1. Receiver Woman/ Complainant’s Profile and Background
Pathani Bibi w/o Allah Ditta is a 43 years old BISP beneficiary living in 327 GB tehsil Toba Tek
Singh. She has six children; four daughters and two sons. Eldest daughter is 15 years old and had
been sent to madrassa for two years. None of her children are sent to school. Her husband cuts a
special kind of tall stiff grass (for making brooms) and makes brooms at home for selling. Pathani
takes the brooms for selling in the streets from door to door. On an average she can sell about 20
brooms and makes about Rs.200 a day. Besides this work they also take odd labour in the fields
during the harvesting season.
Pathani lives with her husband and children in a single room mud house. The room is a part of a
ten (10) Marla house comprising of 5 rooms occupied by other five households. There is no
bathroom or kitchen, and the vast courtyard in the house is used for cooking by all the five
families. The house has electricity while water is brought from a water pump installed about a
kilometer away.
Odhan Wali Basti where she lives is a small village in UC 327 GB, situated some 30 kms from
the main city on Shorkot road. It is a typical agricultural village of Punjab and most of the land is
owned by the landlord, and the people living there are either tenants on his land or are engaged in
odd labour at Toba Tek Singh city.

2. Receiver Woman / Complainant’s Relationship with BISP
Pathani’s Poverty Scorecard (PSC) survey was conducted April 2011. The survey was conducted
in an open area where all the villagers were called through announcements on loud speaker. She
was not at home that day and information for filling her PSC form was provided by her husband.
He had taken her CNIC along with his own which he presented to the enumerators and received a
survey reference slip and a BISP pamphlet about the survey. As a result of the PSC survey,
Pathani was declared eligible and her first BISP instalment of Rs.2,000 was generated in August
2011 for delivery through Pakistan Post.
Pathani did not receive any BISP eligibility letter and got her survey slip checked for PMT from
the local post office. They told her about her eligibility and soon after that the post office
delivered her 1st instalment in September 2011. She received five BISP instalments totalling
Rs.12,000 from Pakistan Post till August 2012.

3. How did the Complaint Emerge?
She learnt about BDC collection through announcements made in the village by the Nazim in
August 2012. Pathani visited the BDC centre at BISP tehsil office for the first time on 8th August
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and took her CNIC, survey slip and BISP money orders receipts with her. She was accompanied
by another beneficiary and travelled on local bus till the Main city bus stop and from there they
hired a rickshaw to the BISP Tehsil office. She spent a total of Rs.100 per side transport fare.
After reaching the BISP Tehsil office, she met the Assistant at the BISP counter who checked her
CNIC and informed her that her CNIC is without her picture and referred her to the NADRA
counter for the reference token.

4. Processing of the Case
a. Providers’ Version
NADRA counter issued a token slip to Pathani and informed her to get a new/ updated CNIC
with picture for free by showing the slip at nearest NADRA office. NADRA Data Entry
Operator (DEO) told that most of the beneficiaries have old CNICs which are without the
picture and such beneficiaries are being referred to the NADRA office with a system
generated token slip so that they are dealt on priority basis at NADRA office(s).
b. Client Version
Pathani visited the BDC centre only twice for collecting the BDC. On the first visit she was
referred by the NADRA staff at BISP Tehsil office to NADRA office for getting new CNIC.
She applied for the new CNIC without any fee and received it after a month on 19 th
September 2012. She visited the BDC centre for the 2nd time on 22nd September with her new
CNIC and collected her BDC and Ufone SIM card without much difficulty. She mentioned
that she could not understand the language of the officers properly and the only thing she
could get about collecting the money was that she should go to collect her money on 9th
October, either from Shorkot or from Toba Tek Singh. Her 1st BISP instalment of Rs.3,000
was generated on 3rd October 2012 for delivery through bank and she withdrew it from an
ATM on 11th October 2012. She has expressed satisfaction at the behaviour of BDC staff and
is happy that she has received her instalment without any difficulty.

5. What We Learnt?
The BDC centre is established in the BISP Tehsil Office and NADRA and the Bank counters are
established in the same room. The centre is situated at a conspicuous location and a sign board of
BISP is also seen on the main road.
BISP did not issue any intimation letter to the beneficiaries regarding the ‘change in payment
mode’ and the district coordination was planned as to call the beneficiaries UC wise through the
notables and Nazims of concerned UCs.
BISP Assistant is maintaining a register for the verified beneficiaries which are referred to the
NADRA counter after initial verification of their eligibility. The register records the Name,
Husband Name, CNIC, Union Council (UC) Name, Contact Number and the status (NF; Non
Verified for those with some discrepancy during NADRA verification) for each beneficiary.
No BDC complaints record is maintained by the BISP Tehsil office and the bank staff. The
complainants are, however, facilitated in complaint resolution by the bank and BISP staff.
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NADRA DEO also complained about the filtering of beneficiaries regarding discrepancies in their
documents before sending them to the NADRA desk. For example the beneficiaries with old
CNICs without pictures and/or expired CNICs are also forwarded to the counter and it increases
the work load of NADRA staff.

6. Recommendations



BISP staff at BDC centre should be properly trained regarding BDC complaints and
maintaining record of complaints in close coordination with the payment partners.
BISP payment partners should also be required to keep a proper record of BISP payment
related complaints with their progress status.
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P-Q2-Balochistan-01
Partial Payment
Noor Jan
Zahid Hussain
Mohalla Bandani, Gadani City, Tehsil Gadani
5150307188190
3347254
1st August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Noor Jan is a 29 years old woman. She has never been to any school for
education; she remains at her home to perform her household chores. The beneficiary has 6
children (2 boys and 4 girls). She lives in a small katcha house with no boundary walls. Her house
consists of 1 katcha room, 1 thatched shed, 1 bathroom and a kitchen with limited household
furniture and kitchen items.
Her husband is a labourer working on daily wages at Gadani and his monthly income is around
Rs.7,000. Her husband is responsible for managing the household expenditure and children’s
education. Majority of the villagers are poor and they are working on daily wages. Mohallah
Bandani is situated about 112 kms away from BISP Divisional Office located at Uthal. Though
the locality is generally poor, but her village has most facilities like drinking water, electricity,
BHU and a secondary school for boys and girls

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. She
was unaware about the location of BISP Office but her family learnt about it from Muhammad
Alam, a political worker of PPP Gadani. BISP survey team visited her house in April 2010 and
filled her survey form, after which she was given an acknowledgement slip.
She did not receive any letter of eligibility, but was informed by the political worker that she has
been selected as an eligible beneficiary for the BISP cash grant. 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 was guided by Mohammad Alam for filing the
complaint.

3. How did the Complaint Emerge?
In January 2011, the postman of Gadani Post Office started distributing money orders to the
eligible beneficiaries of BISP 2nd Phase. Noor Jan received Rs.5,500.
The amount was against her 1st and 2nd installments, each of Rs.3,000, given to her on same day.
As for the rest of her installments, she received them after she filed the complaint in May 2011.
After getting the first cash grant, Noor Jan’s husband went to Mohammad Alam to thank him for
the great initiative of the current government for starting such a supportive and helpful
programme for the poor people but he was told that his wife should have received Rs.6,000
instead of Rs.5,500.
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Her husband came home and discussed with Noor Jan and they decided to take support of Alam
and register a partial payment complaint as guided by him. She did not know that BISP Divisional
Office is located at Uthal which is 112 kms away from beneficiary’s home. They requested him to
help them in registering their complaint of partial payment.

4. Processing of the Complaint
a) Providers’ Version
Noor Jan and her husband gave a written complaint to Mohammad Alam on 3 rd May 2011 to
submit at BISP Divisional Office Kalat located at Uthal. In her written complaint she stated
that two MOs were generated in September 2010 and delivered to her in January 2011. As per
the details on BISP website, money orders of Rs.6,000 were generated but she was paid
Rs.5,500 only. He submitted her written complaint at Uthal on 5th May 2011 along with
complaints of some other beneficiaries for redressal. Her complaint was received by BISP
Complaint Assistant, but no acknowledgment slip was given.
Her complaint was entered in a register by the Complaint Assistant and forwarded to the
Divisional Director for further processing on 10th May 2011. Divisional Director BISP sent
Noor Jan’s written complaint with a covering letter to Divisional Superintendent, Pakistan
Post Khuzdar for further processing and formal inquiry.
Pakistan Post confirmed that they received Noor Jan’s complaint sent by BISP Divisional
Office in the 2nd week of May 2011. As per SOPs of Pakistan Post, an inquiry committee was
formed and Mr. Lal Bux Jattak, Assistant Superintendent, Pakistan Post, Khuzdar was
nominated as Enquiry Officer to investigate the complaint.
On 7th July 2011 the Enquiry Officer visited Gadani Post Office and tried his best to trace the
complainant to get her version regarding partial payment but the Enquiry Committee was not
able to trace her. The case is, therefore, still pending at Pakistan Post level without any result
as the complainant could not be traced.
b) Client’s Version
Noor Jan submitted her written complaint through the local political worker of PPP to BISP
Divisional Office at Uthal on 5th May 2011.
Our team during their visit to Gadani traced the beneficiary and had a detailed discussion with
her regarding her payments and BISP. The beneficiary was happy with the programme but
dis-satisfied with the complaint process as her case was still unresolved and she was waiting
for Rs.500 deducted from her two money orders. According to the beneficiary Rs.200 were
being deducted from her subsequent instalments, which she had received after she filed her
complaint in May 2011. She was regularly visiting the local political worker to get
information regarding her remaining payments. Although she had not spent money on her
visit, she had to spend 2 hours on each visit to the political worker.

5. What we Learned?
In this case, BISP Office forwarded her case with a covering letter to Pakistan Post for inquiry,
and an Enquiry Officer was appointed. It appears that the case was not seriously followed by the
Enquiry Officer because the enquiry was conducted after about two months but no action was
reported as it was claimed by the Enquiry Officer that the beneficiary could not be traced.
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The understanding of the beneficiary was very low regarding complaint redressal, while her
husband had learnt about the process of lodging a complaint from a political worker.
At BISP level, Divisional Office Kalat located at Uthal has made a group of volunteers in
different locations with whose support they are monitoring the payment process. With the support
of the volunteers, the beneficiaries can submit complaints at the BISP Office.
Her 5th MO for Rs.3,000 was generated on 29th March 2012 which was delivered on 26th June
2012.
Before her 5th MO was generated, Rs.3,000 was deposited in her BDC account on 10th February
2012 which she withdrew by using her BDC at an ATM on 15th March 2012. So for this quarter
she received through two payment mechanisms.
The Enquiry Officer appointed by Pakistan Post could not trace the beneficiary although the area
postman is continuously delivering her money orders (though with a deduction of Rs.200 from
each).
No action has been taken after July 2011, the case has not been resolved and the beneficiary is
still waiting for her misappropriated amount.

6. Recommendations






After the PSC survey was held and the household was declared eligible, there was no formal
or informal communication from BISP to the beneficiary. There is a need to ensure delivery
of eligibility letter or discrepancy letter to the beneficiary.
BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C-3 of BISP
Enrolment and Payment Manual) that provide required information along with all necessary
forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries.
There is a need to create awareness among women regarding the cash grant programme since
it is especially designed to empower them.
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 these to the BISP
Divisional Office (in case it is located at a distance).
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P-Q2-Balochistan-02
Non-payment of 3 money orders for Rs.6,000 by the
postman
Ganj Khatoon
Mohammad Husain
Mohalla Khuddan Tehsil Dasht, District Kech
5220224924578
1735748
7th August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The Beneficiary Ganj Khatoon is a 48 years old woman who has never been to school for
education. She remains at home to perform her household. The beneficiary has 10 children (5
boys and 5 girls). She lives in a small katcha house with no boundary walls. It consists of 1
katcha room, 2 thatched sheds, 1 bathroom and a kitchen with limited furniture and kitchen items.
Her husband and son work on daily wages in Khuddan and the monthly income of both family
members is around Rs.8,000 that is spent on household expenses and children’s education.
Majority of the Khuddan people are poor and they work on daily wages. Khuddan is situated 50
kms away from BISP Divisional Office Makran. Her village has no facilities like drinking water,
electricity, gas, Basic Health Unit and secondary schools for boys or girls. They bring water from
a johar (pond) for drinking and other purposes.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included under BISP Parliamentarian Phase, but in the 2nd phase, she was
declared an eligible beneficiary for the monthly cash grant of Rs.1,000. She did not know about
BISP Office but her family learnt about it from a village social worker. The survey team visited
her house in December 2009 and filled her survey form for which she received an
acknowledgement slip. Her husband gave all the relevant information to the survey team so that
they may fill her form. She was unaware of the eligibility criteria of BISP and only knew that this
programme is being run for the poor by the Government. She plans to utilize the cash grant on
education of her children and to buy food for her family.

3. How did the Complaint Emerge?
When the postman started distributing money orders to the eligible beneficiaries, Ganj Khatoon
came to know that she is also a beneficiary. She also received two installments of Rs.3,000 each
(delivery date, November 2010). After that, her payment was stopped whereas the other
beneficiaries in her village were getting payments. She wondered why her payment had stopped.
Her husband, during his visit to a net café in Turbat City came to know that three more
installments of Rs.2,000 each were indicated as delivered under his wife’s name but she had not
received payment of Rs.6,000 from the postman. Her husband came home and confirmed with his
wife that she had not received Rs.6, 000.
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4. Processing of the Complaint
a) Providers’ Version
Ganj Khatoon’s husband, Mohammad Husain, filed a written complaint at the BISP
Divisional Office Makran with Mr. Jorak Baloch Assistant Complaints on 6th December 2011.
The Assistant Complaints entered the complaint in a register. The Divisional Director Makran
sent it to Postal Services Makran Division in the last week of December 2011 by hand, with a
copy by email to DG BISP Balochistan. According to Pakistan Post, they had not received
any complaint forwarded by the BISP Office in the name of Ganj Khatoon.

b) Clients Version
On 6th December 2011, Ganj Khatoon’s husband visited the BISP Divisional Office Makran
located at Kech to register a complaint regarding non-payment of three MOs of Rs.2,000
each.
The beneficiary’s husband visited the BISP Office and the GPO thrice in a period of one
month spending Rs.400 on each visit. Ganj Khatoon has still not received her 3 remaining
MOs from the postman as her complaint is still pending. She is not satisfied with BISP and
Pakistan Post.

5. What we Learned?
According to BISP office, Ganj Khatoon’s case was sent to Pakistan Post for inquiry by
Divisional Office Makran, but the GPO denies receiving any complaint from BISP Office. When
our team was looking at different complaint files of Pakistan Post, it found many complaints sent
by BISP Office to GPO Makran Division except for this particular case for which the TPE team
had visited.
The understanding of the beneficiary about BISP program was very low, while her husband learnt
a little about the process of lodging a complaint from a village social worker.
From the BISP Office, Makran Division, all complaints were forwarded to the GPO and copies of
all letters sent there were available at the BISP Office. According to the GPO Makran staff, they
have not received this complaint from the BISP Office.
BISP Office Makran was set on fire in 2011 during political instability in Makran Division and
80% of the record was burnt. After the fire, the Office started to update and recreate the record. In
BISP Divisional Office Makran, there is only one Supervisor who is unable to cover the large
Division singlehandedly. The behaviour of BISP staff Makran Division is good with beneficiaries.

6. Recommendations




Regular visits of BISP Supervisors are necessary to provide information to beneficiaries about
BISP’s Programme. However, currently there is only one supervisor who cannot cover the
huge area.
After the PSC survey was held and households declared beneficiaries, there was no formal or
informal communication from BISP to the beneficiaries.
There is a need to ensure delivery of eligibility letters or discrepancy letters to the
beneficiaries.
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BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C-3 of BISP
Enrolment and Payment Manual) that provide required information along with all necessary
forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries.
BISP Office staff also needs training about the proper complaint registration mechanism.
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P-Q2-Balochistan-03
Partial payment by the postman
Khairen
Halim Khan
Sabza Mohalla Gadani Tehsil Gadani
5150805671094
3346908
7th August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Khairen is a 36 years old woman who has never been to school for education.
She performs her household work and looks after her six children (3 boys and 3 girls). She lives
in a small katcha house consisting of two katcha rooms, one bathroom and a kitchen with limited
household furniture and kitchen items.
Her husband works on daily wages with a Gadani shipbreaking company and his monthly income
is around Rs.8,000 which is spent on household expenses and children’s education. Majority of
the people living in Gadani are poor and some are working on daily wages in the shipbreaking
companies, while others are fishermen. Mohalla Sabza is situated 117 kms away from BISP
Divisional Office Kalat located at Uthal.
Her village has facilities like drinking water, electricity, Basic Health Unit and secondary school
for boys and girls but the locality is generally poor with limited income opportunities.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the Parliamentarian Phase, but in the second phase after PSC
Survey, she was declared an eligible beneficiary for the monthly cash transfer. She did not know
about the location of BISP Office but her family came to know about it from a political worker of
PPP Gadani. The BISP survey team visited her house in April 2010 and filled her survey form,
after which she was given an acknowledgement slip. She was unaware of the eligibility criteria of
BISP and simply knew that this programme is being operated by the Government for the poor.
She uses the cash grant money on education of her children and food for her family.

3. How did the Complaint Emerge?
In February 2011, the postman of Gadani Post Office started distributing money orders to the
eligible beneficiaries of BISP Phase II. Khairen was also paid an amount of Rs.5,500. The amount
was paid against her 1st and 2nd installments, she did not know what she should have got and on
receiving the cash grant, she was very happy.
After getting the cash grant, Khairen’s husband went to the local PPP worker to thank him for the
great initiative of the current government for starting such a supportive and helpful programme
for the poor. There he was told that as per Payment Details, his wife should have been paid
Rs.6,000 instead of Rs.5,500 and that the postman has deducted small amounts from MOs paid to
the other beneficiaries in the area also. The political worker informed him that they were planning
to give a joint application for all the beneficiaries to recover the embezzled amounts and that if he
was interested then he could also give a written application with his wife’s CNIC number.
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Her husband came home and discussed the matter with Khairen and they decided to take support
of the local political worker for registration of a complaint.
The BISP Divisional Office at Uthal is situated 112 kms away from Khairen’s home and initially
she and her husband did not know where it is located. They requested a local political worker to
help them in registering a formal complaint of partial payment.

4. Processing of the Complaint
a) Providers’ Version
Khairen’s complaint was entered in a register by the Assistant Complaints and forwarded to
Divisional Director for further processing on 10th May 2011. Divisional Director BISP, Kalat
Division sent Khairen’s written complaint with a covering letter to Divisional Superintendent,
Pakistan Post Khuzdar for further processing and formal inquiry.
Pakistan Post confirmed that in the 2nd week of May 2011, they had received a written
complaint of partial payment sent by Khairen and 28 other beneficiaries via BISP Divisional
Office. As per the SOPs of Pakistan Post, an Enquiry Committee was formed and Mr. Lal
Bux Jattak, Assistant Superintendent was nominated as Enquiry Officer to investigate the
complaint.
On 7th July 2011, the Enquiry Officer visited Gadani Post Office and, according to his report,
tried his best to trace the complainant to get her version regarding partial payment but the
Enquiry Committee was unable to trace her. The case is, therefore, still pending at Pakistan
Post level without any result as the complainant was unable to be traced.
b) Client’s Version
Khairen and her husband gave a written complaint to the PPP worker in April 2011 for
submission at the BISP Divisional Office at Uthal for further processing and recovery of her
misappropriated money. In her written complaint, she stated that 2 MOs of Rs.3,000 each
were generated in September 2010 and delivered to her in February 2011 but actually she was
paid Rs.5,500 only.
The political worker submitted her written complaint at BISP Divisional Office at Uthal on 5 th
May 2011 along with similar complaints of other beneficiaries for further processing and
necessary action. At the BISP level, her complaint was received by the Assistant Complaints,
but no acknowledgement was given.
The beneficiary was happy with the programme but dissatisfied with the complaints process
as her case was still unresolved and she was waiting for her payments. According to the
beneficiary, even the other installments that she received till now had deductions of Rs.200
each. She was regularly visiting the local political worker to get information regarding her
remaining payments. Although she had not spent money on her visit, she had to spend 4 hours
on each visit to the political worker.

5. What We Learned?
In this case it appears that the Enquiry Officer did not put in sufficient efforts to trace the
beneficiary for getting her version. While the Enquiry Officer claimed that the beneficiary could
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not be located, our team during their visit to Gadani met the beneficiary and had a detailed
discussion with her regarding her complaint.
The prescribed BISP complaints process is based on electronic filing of complaints while the
Complaints Management System (CMS) is yet to be made operational in BISP Divisional Office
Kalat. Presently the staff is maintaining the complaints records in files. They also prepare a
monthly summary of complaints for submission to higher offices. The BISP office sends the data
to DG Office Balochistan on a monthly basis.
As the result is still pending and the beneficiary has not received the embezzled amount, the
beneficiary is not satisfied with BISP and the Post Office staff. No action has been taken after
July 2011, the case has not been resolved and the beneficiary is still waiting for her
misappropriated amount.
The understanding of the beneficiary was very low regarding complaint redressal, while her
husband had learnt about the process of lodging a complaint from the political worker.
Generation of her money orders presented a very surprising position. After generation of two
MOs in September 2010, the next MO was generated after more than a year in October 2011. The
beneficiary did not know that there was a year’s gap and BISP Divisional Office could not
provide any explanation about why the MOs were not generated during these 12 months.

6. Recommendations







There should be regular visits of BISP Supervisor to provide information to the beneficiaries
about BISP Programme. In view of huge distances in Balochistan, BISP Tehsil Offices should
be established to facilitate the beneficiaries.
After the PSC survey was held and the household was declared as beneficiary, there was no
formal or informal communication from BISP to the beneficiary. It may be ensured that
delivery of eligibility letters are sent to beneficiaries showing the amount of first instalment
tentative date of receipt.
BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C-3 of BISP
Enrolment and Payment Manual) that provide required information along with all necessary
forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries.
BISP Divisional/ Tehsil offices and beneficiary should be informed in case of a gap in
generation of money orders by BISP HQ.
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P-Q2-Balochistan-04
Partial Payment by the Postman
Hoor Gul
Saleem
Syed Barkat Goth, Ward No 3, Tehsil Gadani, Post
Office
Sheikhabad Gadani
5110277904162
3346725
1st August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Hoor Gul is 28 years old and has never been to school. She remains at home to
perform her household chores and take care of her children. The beneficiary has 3 children (1 boy
and 2 girls). She lives in a small katcha house with boundary wall. Her house consists of 1 katcha
room, 1 bathroom and a kitchen with some furniture and kitchen items.
Her husband works on daily wages at a Gadani ship breaking company and his monthly income is
around Rs.7,000. Her husband is responsible for managing the household expenditure and
children’s education. Majority of the Gadani residents are poor and they are working on daily
wages in ship breaking companies. Some of them are fishermen. The Mohalla Syed Barkat is
situated 112 kms away from BISP Divisional Office located at Uthal. The village has facilities
like drinking water, electricity, Basic Health Unit and secondary school for boys and girls but the
locality is generally poor. In Hoor Gul’s household, there are 3 more beneficiaries (Abida Bibi,
Saad Ganj and Jani) who are her distant cousins not living in the same house but at the time of
survey probably their data was entered in the same PSC form by the survey team.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP for cash grants under the Parliamentarian Phase. In the
second phase, she was declared an eligible beneficiary for the monthly cash transfers of Rs.1,000.
She was not aware about BISP Office but her family learnt about it from Saeed (a political worker
of Gadani). She was also unaware of the eligibility criteria of BISP and only knew that this is a
Government run programme for the poor. BISP survey team visited her house in April, 2010 and
filled her survey form, after which she was given an acknowledgement slip. Her husband gave the
survey team all the relevant information. The beneficiary is using the BISP cash transfers on
education for her children and to buy food for her family.

3. How did the Complaint Emerged
In February 2011, the postman of Gadani Post Office started distributing money orders to the
eligible beneficiaries and Hoor Gul was paid Rs.5,500. On receiving the cash grant she was very
happy.
The amount was part of her 1st and 2nd installments, each of Rs.3,000 given to her on same day.
As for the rest of her installments, she received them after she filed the complaint in May, 2011.
After getting the cash grant, Saeed met her husband and asked about her payments details. When
her husband stated that his wife had received Rs.5,500, he was told that she should have received
Rs.6,000. Saeed informed him that the postman had deducted Rs.500 from most beneficiaries and
offered to register a complaint for recovery of the deducted amount on their behalf. He told her
husband to bring a copy of his wife’s CNIC and an application for partial payment.
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Her husband came home and discussed the issue with Hoor Gul and they decided to take Saeed’s
support and register a formal partial payment complaint as guided by him. They then requested
Saeed to help them in registering the complaint.
They also learnt that the BISP Divisional Office, Kalat is located at Uthal which is 112 kms from
Hoor Gul’s home.

4. Processing of the Complaint
a) Providers’ Version
In Hoor Gul’s written complaint filed with BISP Divisional Office located at Uthal, she stated
that 2 Money Orders (MOs) from BISP amounting to Rs.3,000 each were shown as delivered/
paid to her by Pakistan Post in the Payments Detail although she did not receive the full
amount of Rs.6,000 but received Rs.5,500 only.
The complaint was filed on 5th May 2011 and the Assistant Complaints entered this in a
complaint register. The Divisional Director sent it to DS Postal Services, Kalat Division on
10th May 2011.
According to Pakistan Post, they received the complaint from BISP Office in the 2 nd week of
May through fax. After receiving the complaint via fax, GPO called a meeting for inquiry
against the postman at Gadani. Assistant Superintendent on 7th June 2011 visited Gadani.
According to the enquiry report the Assistant Superintendent met Hoor Gul. She confirmed
that she had received full payment from the postman. The Enquiry Officer obtained her
written statement confirming the receipt of full amount.

b) Client’s Version
Her husband gave her written complaint to the local political worker of PPP on 1 st May 2011
to submit it at BISP Divisional Office Kalat located at Uthal. Saeed submitted her complaint
at the BISP Divisional Office Kalat with other complaints of Gadani Tehsil on 5th May 2011.
The complaints were received by the Assistant Complaints at BISP Divisional Office, Kalat
located at district Lasbela.
During our interview she claimed that no one had contacted her regarding her complaint ever
since she had submitted it. She also denied handing over any written statement to anyone
confirming the receipt of her balance amount of Rs.500.
The beneficiary was happy with the programme but dissatisfied with the complaint process as
according to her the case was still unresolved and she was waiting for her payments.
According to the beneficiary, even the subsequent installments, which she received after she
filed her complaint in May 2011, had deductions of Rs.200 each.
She was regularly visiting the local political worker of PPP to get information regarding the
deducted amounts. Although she had not spent money on her visit, she had to spend about 3
hours on each visit.
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5. What we Learned?
In this case it appears that Pakistan Post’s inquiry team did not make serious efforts to identify the
actual beneficiary and based their results on a written statement of the beneficiary probably
prepared fraudulently by the postman as according to the beneficiary no one from Postal Services
met her regarding her complaint. When the TPE team was trying to trace beneficiaries, the
postman met them and tried to mislead them regarding the addresses of the beneficiaries.
Complaints Management System does not cater to Payment Complaints. Presently, the staff is
maintaining the complaints record in files. They also prepare a monthly summary of complaints
for submission to higher offices. BISP Office sends the data to DG Office Balochistan on monthly
basis.
The complainant was not satisfied with BISP and Post Office staff because according to her the
complaint is still pending and no action has been taken for recovery of deductions from her
money orders. The understanding of the beneficiary family was very low and they filed the
complaint with the help of a political worker.
The BISP website indicates that her payment has not been generated for 13 months, since the
generation of her 2nd MO on 28th September 2010. The 3rd MO was generated on 28th October
2011.
The beneficiary did not highlight this gap nor filed a complaint in this context. BISP Divisional
Office could not provide any explanation about why the MOs were not generated for a period of
13 months.
Her 5th MO for Rs.3,000 was generated on 29th March 2012 which was delivered on 26th June
2012.
Few days before this MO was generated, Rs.3,000 was deposited in her BDC account on 13 th
March 2012 which she withdrew by using her BDC at an ATM on 13th April 2012. So for this
quarter she received through two payment mechanisms.
The report of the Enquiry Officer states that the beneficiary received the misappropriated amount
and had the written statement of the beneficiary for such a receipt but on the other hand when the
TPE team met the beneficiary she denied meeting the enquiry team or giving any statement about
receiving Rs.500 deducted from her two money orders.

6. Recommendations






BISP Tehsil Offices may be established as soon as possible.
No formal communication from BISP was received by the beneficiary to inform her selection
as a beneficiary. BISP should ensure the delivery of “Receiver Women Guidelines” (subannex C-3 of BISP Enrolment and Payment Manual) that provide required information along
with all necessary forms such as complaint form, information update form etc. in order to
facilitate the beneficiaries.
BISP Office staff needs to be trained about proper Payment Complaints Registration and
Processing.
BISP team Lasbela has organized volunteers in different areas of district to support
beneficiaries, who need to be encouraged.
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Joint Enquiry should be held to ensure transparency and discourage the practice of preparing
fraudulent documents. BISP should test-check and verify some beneficiary statements
attached with the enquiry reports.
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P-Q2-Balochistan-05
Partial Payment
Mato
Salman
Sabza Mohalla, Sheikh Abad, Gadani, District
Lasbela
51503-0721973-2
3346921
3rd August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Mato is a 70 years old woman who has never been to school for education. She
remains at home and performs her household duties and takes care of her children. The
beneficiary has 9 children (5 boys and 4 girls). She lives in a small katcha house with no
boundary walls. Her house consists of one katcha room, 2 sheds, one bathroom and a kitchen with
some house furniture and kitchen items.
Her sons work on daily wages in Gadani and their monthly income is around Rs.9,000. Her sons
are responsible for the household expenses. Majority of the villagers are poor and they are
working on daily wages. Gadani is situated 112 km away from BISP Divisional Office, Kalat
located at Uthal. Her village has most living facilities like drinking water, electricity, Basic Health
Unit and secondary school for boys and girls but the locality is generally poor.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP Parliamentarian Phase. In the second phase, she was
declared an eligible beneficiary for monthly cash grants of Rs.1,000. She was not familiar with
the location of BISP Office but her family came to know of it from Mohammad Alam, a PPP
worker of Gadani. BISP survey team visited her house in April 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 Mohammad Alam that she
was selected as an eligible beneficiary for BISP cash grant. 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 redressal process but she was guided by Mohammad Alam.

3. How did the Complaint Emerge?
When the postman started distributing Money Orders (MOs) to the eligible beneficiaries, Mato
was also paid Rs.5,500 out of Rs.6,000. Her son, during his routine visits, went to Mohammad
Alam a PPP worker who informed him that his mother’s actual payment was Rs.6,000 according
to her Payment Detail.
When her son came home and asked his Mother about the amount, she replied that she had
received Rs.5,500 from the postman instead of Rs.6,000. She accompanied her son to Alam’s
house and gave him a written complaint for partial payment.
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4. Processing of the Complaint
a) Producers’ Version
Mohammad Alam, PPP worker submitted her complaint with other complaints of Gadani to
BISP Divisional Office Kalat located at Uthal. The complaint was filed on 5th May 2011 with
the Assistant Complaints who entered it in a complaint register. BISP Divisional Director
forwarded the complaint to DS Postal Services, Kalat Division on 10th May 2011.
According to Pakistan Post, they received the complaint from BISP Office in the 2nd week of
May through fax. The GPO called a meeting for inquiry against the postman at Gadani.
Assistant Superintendent Khuzdar, Lal Bux Jattak was nominated as Inquiry Officer of the
Inquiry Committee. On 7th June 2011, according to the enquiry officer report, he met Mato
who told him that she had received her full payment from the postman and she also gave a
written statement acknowledging receipt of full payment of Rs. 6000.

b) Client’s Version
Mato gave her written complaint to Mohammad Alam, PPP worker on 1st May 2011 and he
filed it at the BISP Divisional Office Kalat located at Uthal. Alam submitted her complaint
with other complaints of Gadani on 5th May 2011. The complaints were received by the
Assistant Complaints at BISP Divisional Office Kalat located at District Lasbela but an
acknowledgement was not given.
The TPE team, during their visit to Gadani, met the beneficiary and had a detailed discussion
with her regarding her payments and BISP. She claimed that after submitting her complaint in
May 2011 we were the first team to contact her regarding her payments complaint. She
denied attending any enquiry or giving any written statement to anyone acknowledging
receipt of the remaining payments.
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. The family is planning to
utilize the monthly cash grant amounts on education of their children and food but still has
not received any update from BISP.
According to the beneficiary, even the rest of her installments, which she received after filing
her complaint, had deductions of Rs.200 each. She was regularly visiting Alam’s house to get
information regarding her remaining payments. Although she had not spent money on her
visit, she had to spend a few hours on each visit to his house.
5. What we Learned?
In this case it appears that Pakistan Post’s inquiry team did not make serious efforts to meet the
actual beneficiary and based their decision on the fraudulently prepared written statement that she
had received the misappropriated amount. On the other hand when the TPE team visited the
beneficiary she denied any one from the post office or BISP has contacted her. When the TPE
team was trying to trace complainants for interview, the postman met them and tried to mislead
them regarding the addresses of the beneficiaries.
The prescribed BISP Complaints Process is based on electronic filing of complaints while the
Complaints Management System does not cater to Payment Complaints. Presently, BISP staff is
maintaining the complaints record in files. They also prepare a monthly summary of complaints
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for submission to higher offices. BISP Office sends the complaints data to DG Office Balochistan
on monthly basis.
The beneficiary was not satisfied with BISP and Post Office staff because her complaint regarding
misappropriation was still not resolved.
The understanding of the beneficiary family was very low and her son learnt about how to lodge a
complaint from Alam, a PPP worker.
BISP website indicates that after the generation of her 2nd MO on 28th September 2010, her
payment has not been generated for 13 months. The beneficiary did not know regarding this huge
gap and didn’t file a complaint about this. BISP Divisional Office could not explain why the next
MOs were generated after 13 months.
The report of the Enquiry Officer states that the complainant received the misappropriated amount
and has provided a written statement to this effect but she denies attending the enquiry or giving
such statement.

6. Recommendations






In Balochistan, tehsil offices of BISP should be established as soon as possible.
After the PSC survey was held and household declared as beneficiary, there was no formal
communication from BISP to the beneficiary. BISP should ensure the delivery of “Receiver
Women Guidelines” (sub-annex C-3 of BISP Enrolment and Payment Manual) that provide
required information along with all necessary forms such as complaint form, information
update form etc. in order to facilitate the beneficiaries.
BISP Lasbela has organized volunteers in different areas of the district to support
beneficiaries; the volunteers may be encouraged in shape of any kind of acknowledgment of
their services.
A Joint Enquiry should be held in the presence of BISP staff to ensure transparency and
discourage the practice of preparing fraudulent documents. BISP staff should test-check some
beneficiary statements to verify their authenticity.
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P-Q2-Balochistan-06
Non-payment of 3 MOs for Rs.6,000 by the postman
Safia
Mohammad Saleem
Mohalla Kodan, Post Office Kodan, Tehsil Dasht,
District Kech
5220293052964
1735748
7th August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Safia is a 26 years old woman who has never been to school and remains at
home to perform her household and children’s duties. The beneficiary has 3 daughters. She lives
in a small mud katcha house with no boundary walls. Her house consists of one katcha room, a
thatched shed, bathroom and a kitchen with few furniture and kitchen items.
Her husband works on daily wages in the village and his monthly income is around Rs.7,000. Her
husband is responsible for running the household expenses. Majority of the villagers are poor and
are working on daily wages. Mohalla Kodan is situated 50 kms away from BISP Divisional
Office, Makran and is linked to the main road by a 7 kms long katcha road. Basic facilities
including drinking water, electricity, BHU and schools do not exist in the village.

2. Receiver Woman/Complainant’s Relationship with BISP
The beneficiary was not included in BISP Parliamentarian Phase, but she was declared an eligible
beneficiary for the 2nd phase. The BISP survey team visited her house at the end of 2009 and filled
her survey form, after which she was given an acknowledgement slip.
She did not receive any letter of eligibility, but a social worker informed her that she was declared
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
complaints redressal process or about BISP office but she was guided by the social worker.

3. How did the Complaint Emerge?
In November 2010, the postman of Kodan started distributing money orders to the eligible
beneficiaries of BISP 2nd phase. Safia was also paid an amount of Rs.6,000 at her father’s home.
The amount was part of her 1st and 2nd installments, each of Rs.3,000, given to her on the same
day. After receiving the 1st and 2nd payments, she got married and stopped receiving her
payments. Then Safia’s husband went to the BISP Office, Makran and came to know that his
wife’s 3rd to 5th payments were shown as delivered in her Payments Detail.
Her husband came home and discussed this with her and they decided to take help from the social
worker in this matter. The beneficiary did not know that BISP Divisional Office is located in
Makran about 50 kms away from her home. As guided by the social worker, her husband
registered a complaint.
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4. Processing of the Complaint
a) Provider’s Version
Safia’s husband submitted a written complaint on 23rd November 2011 at BISP Divisional
Office, Makran located at Kech. Her complaint was received by the Assistant Complaint, but
her husband was not given any acknowledgment slip.
Safia’s complaint was entered in a register by the Assistant Complaint and forwarded on 25 th
November 2011 to Divisional Director for further processing. Divisional Director BISP,
Makran Division claims to have sent her written complaint with a covering letter to
Divisional Superintendent, Pakistan Post, and Makran for further processing and formal
inquiry.
GPO Makran staff informed us that Safia’s complaint has not been received at the GPO from
BISP Office and as such it could neither be processed nor an enquiry could be conducted. He,
however, claimed that the postman had delivered all payments to the beneficiary.

b) Clients Version
Her husband submitted a written complaint at the BISP Divisional Office, Makran located at
Kech on 23rd November 2011 along with a copy of her CNIC for further processing and
recovery of her remaining amount. Safia’s written complaint stated that Money Orders (MOs)
for BISP cash transfer were generated in September 2010 and delivered to her in November
2010.
According to her payments detail on the BISP website, the 3rd, 4th and 5th instalments of
Rs.2,000 each were generated and shown as delivered but she claims not to have received
these payments.
During our visit to Kodan the beneficiary informed us that she was happy with the
programme but was dissatisfied with the complaint process as her case was still unresolved
and she was waiting for her payments. Her husband was regularly visiting the BISP Office to
get information regarding her remaining payments. He spends Rs.400 on each visit to the
BISP Office which takes about 8 hours.

5. What we Learned?
BISP Office Makran Division forwards all complaints to the GPO and copies of these forwarding
letters were available at the BISP Office. According to BISP Office Makran, the beneficiary’s
case was forwarded to Pakistan Post for inquiry, but the GPO staff claimed that they had not
received this complaint from the BISP Office. BISP Office did not send any reminders to GPO or
to BISP DG Office/ Head Quarters so that this could be pursued with the higher offices of
Pakistan Post. These reminders would have at least highlighted the fact that Pakistan Post denies
receiving this complaint and another copy may have been sent for enquiry.
The understanding of the beneficiary regarding the process was very low. Her husband managed
to learn the process of lodging a complaint.
Enquiry has not been held by Pakistan Post under the pretext that they have not received her
complaint from BISP, though BISP has the record of sending this complaint to Pakistan Post for
enquiry.
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BISP Office Makran was burned in 2011 during political instability in Makran and 80% of its
record was burnt. After that, the Office started to regenerate and update new records. In BISP
Divisional Office Makran, there is one Field Supervisor and it is difficult for him to cover the
huge Division. The behaviour of BISP staff Makran Division towards the beneficiaries is good.

6. Recommendations






There should be regular visits of BISP Field Supervisor to various areas under his
responsibility to provide information to the beneficiaries about BISP Programme. BISP staff
in Balochistan needs training on the programme and Payment Complaints registration
mechanism.
After the PSC survey was held and the households were declared beneficiaries, there was no
formal or informal communication between BISP and the selected beneficiaries. There is a
need to ensure delivery of eligibility or discrepancy letters to the beneficiaries. It may also be
helpful if the beneficiaries are informed and educated about the complaint registration
mechanism.
BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C-3 of BISP
Enrolment and Payment Manual) that provide required information along with all necessary
forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries.
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Draft Case Study Date:

P-Q2-Balochistan-07
Non-payment of 1 MO for Rs.3,000 by the postman
Shah Bibi
Merajuddin
Dhobi Ghat, Ward No.2, Nasar Abad, Loralai
5630208040912
3928614
13th August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Shah Bibi is a 56 year old woman. She has never been to formal school for
education and remains at home to perform her household duties and take care of her children. The
beneficiary has 5 children (2 boys and 3 girls). She lives in a large katcha house. Her house
consists of 1 Pucca and 3 katcha rooms, four bathrooms and a kitchen.
Her husband and son have their own business in Loralai City and their monthly income is around
Rs.30,000. Majority of the villagers are poor and are working on daily wages, while some are
quite wealthy. Nasar Abad is situated 3 km away from BISP Divisional Office, Zhob at Loralai.
The village has most of the living facilities like drinking water, electricity, Basic Health Unit and
secondary school for boys and girls.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was included in BISP under the Parliamentarian phase, received flood payment
and was also declared an eligible beneficiary in Phase 2 for the monthly cash transfer of Rs.1,000.
She did not know about BISP programs as well as location of BISP Office, but she learnt about
these through a family member. She was also unaware of the eligibility criteria of BISP and just
knew that this is a Government run programme for the poor. 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 letter of intimation from BISP but her son was informed by a political
worker of her village that she was announced as an eligible beneficiary for the BISP cash
transfers.

3. How did the Complaint Emerge?
When the postman started distributing money orders to the eligible beneficiaries, Shah Bibi
started getting regular installments but after receiving her flood payment, she did not get her 9th
instalment of Rs.3,000. Her son visited a net café to check from BISP website and saw that the 9 th
MO of Rs.3,000 was shown as delivered to his mother.
When her son came back home and asked her about Rs.3,000, she replied that she had not
received any regular cash transfer after receiving Rs.3,000 as flood payment from the postman.
She requested one of her relatives to submit a written complaint at BISP for non-payment of
Rs.3,000.
Her relative Habib who is also an active political worker submitted a written application at BISP
Divisional Office Zhob for non-payment of one money order for Rs.3,000.
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4. Processing of the Case
a) Provider’s Version
Shah Bibi’s written complaint for non-payment of the 9th instalment for Rs.3,000 was filed
with the BISP Divisional Office, Zhob by Habib a political worker (who is also her cousin) in
the 1st week of April 2011.
The Assistant Complaints entered this in a complaints register manually. The BISP Divisional
Director forwarded the complaint to DS Postal Services, Loralai Division in the 2 nd week of
April 2011. According to Pakistan Post, they received the complaint from BISP Office in the
2nd week of April 2011 by hand.
At Pakistan Post level, an Enquiry Committee was formed to investigate the issue but before
the start of the Enquiry Committee proceedings the post man showed them the written
statement of the beneficiary’s son that her son had received the MOs and had wrongly lodged
complaint. Therefore the Enquiry committee accepted the documented proof of the postman
and closed the enquiry proceedings.

b) Client’s Version.
Before the Inquiry Committee had started its work, the postman came to know about the
complaint of non-payment filed against him. He rushed to the beneficiary’s home and
obtained a written statement from her that her son had received the cash grant, about which
she had not known earlier and that the complaint was filed due to misunderstanding.
As Shah Bibi stated in her written statement, her son had received her 9th instalment and she
was not told by her son, due to which this confusion occurred. She was very happy that
though her complaint was due to a misunderstanding but the concerned authorities started
enquiry on her complaint. Upon probing, the TPE team came to know that they received the
payment after the lodging of the complaint and they provided the written statement just to
avoid confrontation with the post office and post man.

5. What we Learned?
The BISP Divisional Director forwarded the complaint to DS Postal Services, Loralai Division.
According to Pakistan Post, they received the complaint from BISP Office but after an enquiry
found this complaint were due to a misunderstanding because her son had already received his
mother’s payment form the Post Office.
The understanding of the beneficiary family was very low about the BISP processes and its
complaint redressal mechanism, and her husband learnt about how to lodge a complaint from a
political worker.
Pakistan Post stopped the enquiry proceedings when the postman submitted the statement which
he had obtained from the beneficiary’s son.
The family plan to utilize the monthly cash transfers on education of their children and food
As it was the same son who had earlier checked her status and found that his mother had not
received the payment, therefore it is apparent that he might have given the written statement in
favour of the postman because of some pressure.
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The postman provided a written statement that he had delivered the MO to her son and she had
wrongly lodged a complaint due to some misunderstanding. It is not clear why the enquiry
committee did not ask the obvious question from the postman that why did he flout the standard
MO delivery procedure and delivered the MO to her son and not to the beneficiary?

6. Recommendations





There was no formal communication from BISP to the beneficiary after she was declared as a
beneficiary after the PSC survey. There is a need to ensure delivery of an eligibility letter or a
discrepancy letter to the beneficiary.
In line with BISP guidelines for Pakistan Post (Sub-Annex C2 Enrolment and Payment
Process) as well as the standard procedure of Pakistan Post, a money order should be
delivered only to the beneficiary in whose name it has been generated, and, at beneficiary’s
doorsteps.
Even after establishment of the fact that the money order was handed over to a person other
than the beneficiary in whose name it was generated, an appropriate action was not taken
against the postman.
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Nature of Case:
Complainant/ Beneficiary:
Widow of:
Address:
CNIC Number:
PSC form number:
Draft Case Study Date:

P-Q2-Balochistan-08
Non-Payment of one MO for Rs.3,000 by the
postman
Bakht Bibi
Muhammad Ishaq
Killi Gull Baran Chowk, Quetta
5440078053804
3990783
2nd July 2012

1. Beneficiary/Complainant’s Profile/Background information
Bakht Bibi is a resident of Killi Gull Baran, Zarghoon Town, and Quetta. She is 32 year old,
widow of Muhammad Ishaq and has 5 children. The eldest child is 13 and the youngest is 7 years
old. Her husband was a driver and died in an accident three years ago.
Bakht Bibi lives in a joint family with her old parents-in-law and eight brothers-in-law who are all
married. They live in a large compound in a katcha pucca house with 10 rooms. Each brother has
one room for his family. She lives in a room with her 5 children owning few necessary things for
daily use. There is a combined kitchen used by all family members, and two bathrooms with
proper sanitation and water. The road leading to her house is pucca, all the neighbouring houses
have the same structure and there is a small bazaar and school for boys and girls in the area.
She is not an educated woman but wants her children to be educated so that they could live a
better life. Her source of income is her husband's pension, which is Rs.4,700. She has been
declared an eligible BISP beneficiary.

2. Background of Relationship with BISP
Bakht Bibi was not a beneficiary under the parliamentarian phase. She was aware of the BISP
scheme because her two sisters-in-law were already BISP beneficiaries. She was declared an
eligible beneficiary of BISP in the second phase. After the BISP survey team filled her form, she
was given an acknowledgement slip and after some time she started receiving her BISP monthly
cash transfers.
She was very happy and considered this a big support for her. She kept this money for her
children's needs such as school books and uniform.

3.

How did the complaint/grievance emerge?
After her survey, she started receiving her BISP cash transfers. Later it stopped without any
reason and she waited for two months. She did not get her 9th instalment of Rs.2,000, and on
checking her Payment Detail it was found that this instalment was generated on 12th August 2011
and is being shown as delivered to her on 26th September 2011. The complainant gave a written
complaint to the BISP Office regarding non-payment of her 9th instalment of cash transfer.

4. Processing of the Complaint
a) Providers version
Bakht Bibi’s cousin submitted her complaint to BISP Divisional Office, Quetta on 4th
October, 2011, which was filed with the other payment cases by the Assistant Complaints
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Quetta. BISP Office Quetta files all the payment cases together in one file. No
acknowledgement slip is given to the complainant. From there, the case was forwarded for
further processing to BISP HQ, Islamabad and DG Balochistan through email and also to
GPO Quetta for processing.
When TPE Team met the GPO staff, they informed us that they had not received any written
complaint from BISP Office and so it was not processed. They however claimed that the
beneficiary was receiving all her payments from the Post Office along with her other
beneficiary family members and that her receiving slips were available at the GPO.
On our further probing, the BISP Field Supervisor said that he did not forward any written
complaint to GPO and only verbally communicated it to GPO Quetta.
b) Client’s version
Bakht Bibi’s complaint was filed on 4th October 2011. It was followed up by her brother-inlaw. They have to spend Rs.130 per visit by bus but her case is still pending and so she and
her brother-in-law are not satisfied with BISP’s handling of her case. She is also not satisfied
with the GPO staff and the overall processing of her complaint.
Bakht Bibi’s brother-in-law visited the BISP Office five times but her case is still pending and
there is still no result of her complaint.

5. What We Learned?
This case was not sent to GPO by BISP formally; the Field Supervisor only discussed the case
verbally with the GPO staff which now denies receiving this complaint.
In the absence of any formal processing by Pakistan Post or an enquiry, obviously the case will
not be resolved and the beneficiary would not be able to get the amount that she claims to have
been misappropriated by the postman.

6. Recommendations.





Procedure for sending the Complaints formally to Pakistan Post for investigation and
redressal needs to be followed for each complaint so that it can be processed and formal
enquiry conducted.
After the PSC survey was held and the household declared as beneficiary, no formal
communication was received by the beneficiary from BISP. There is a need to ensure delivery
of eligibility letter or discrepancy letter to the beneficiary. BISP should ensure the delivery of
“Receiver Women Guidelines” (sub-annex C-3 of BISP Enrolment and Payment Manual) that
provide required information along with all necessary forms such as complaint form,
information update form etc. in order to facilitate the beneficiaries.
BISP Office staff needs to be trained about Payment Complaint Registration and Processing
Mechanism.
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Payment Case Study Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Address:
CNIC Number:
PSC form number:
Draft Case Study Date:

P-Q2-Balochistan-09
Non-Payment of 2 MOs for Rs.6,000 by postman
Dur Bibi
Maula Dad
Mohalla Haji Mohammad Yaqoob Bangulzai,
Huqbahoo Colony, Usta Mohammad
5320258230818
3325546
15th August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Dur Bibi is a 30 years old woman. She has never been to school for education
and remains at home to perform her household duties and take care of her children. The
beneficiary has eight children (5 boys and 3 girls). She lives in a small katcha house with 3
rooms, one bathroom and no kitchen. She uses one of her rooms as a kitchen and has limited
household furniture and kitchen items.
Her husband works on daily wages in Usta Mohammad and his monthly income is around
Rs.6,000 which is used for running the household. Her children are uneducated because they
don’t afford to educate them. Majority of the villagers are poor and they are working on daily
wages. Mohalla Haji Mohammad Yaqoob Bangulzai of Huqbahoo Colony, Usta Mohammad is
situated 45 kms away from BISP Divisional Office, Naseerabad. Her area has most of the living
facilities like drinking water, electricity, BHU and secondary school for boys and girls but the
locality is generally poor.

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 monthly cash transfer of Rs.1,000. BISP
survey team visited her house in April 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 political worker of her
village that she has been declared as an eligible beneficiary for the BISP cash transfers. She was
unaware of the eligibility criteria of BISP and only knew that this program is for the poor.
She did not know where BISP Office was located nor had any idea about the complaint redressal
process but her family came to know through Abid, a PPP worker of Jaffarabad.

3. How did the Complaint Emerge?
In December 2010, the postman of Jaffarabad Post Office started distributing money orders to the
eligible beneficiaries of BISP. Dur Bibi was also waiting for her BISP cash transfers. After
waiting for the cash transfer for some months, Dur Bibi’s husband went to Abid and told him that
his wife is not receiving her BISP installments. Abid checked Dur Bibi’s Payment Detail and told
him that the 1st and 2nd installments of his wife’s BISP cash transfer of Rs.6,000 had been
generated and according to her payment details their delivery status was not filled as “delivered”
or “undelivered”.
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Her husband came home and discussed the issue with Dur Bibi and they decided to take help from
Abid and register a formal Payment Complaint.
BISP Divisional Office Naseerabad is about 45 kms from Dur Bibi’s home, but they did not know
the location of the said office therefore Dur Bibi and her husband requested Abid to submit their
complaint for non-payment of 2 MOs for Rs.6,000.

4. Processing of the Complaint
a) Providers’ Version
At BISP Divisional Office her complaint was received by the Assistant Complaints on 3 rd
March 2011. It was entered in a register by the Assistant Complaints and forwarded to
Divisional Director on 10th March 2011. BISP Divisional Director Naseerabad sent Dur Bibi’s
written complaint with a covering letter to the Divisional Superintendent Pakistan Post
Jaffarabad for further processing and formal inquiry.
Pakistan Post confirmed that in the 2nd week of March 2011, they had received a written
complaint of Dur Bibi regarding non-payment of two MOs for Rs.6,000 forwarded by BISP
Divisional Office Naseerabad.
As per the SOPs of Pakistan Post, an inquiry committee was formed and Assistant
Superintendent Postal services was nominated as the Enquiry Officer to investigate the
complaint.
According to the Assistant Superintendent, Post Office, he tried his best to trace Dur Bibi to
get her version regarding non-payment but the Enquiry Committee was unable to trace her
therefore they could not pursue the enquiry till now. The case is, therefore, still pending at
Pakistan Post level without any result as they could not trace the complainant.
b) Client’s Version
Dur Bibi’s husband gave her written complaint to Abid, a PPP worker, on 3rd March 2011 to
submit it to the BISP Divisional Office Naseerabad. Abid submitted her complaint at the
BISP Divisional Office Naseerabad with other complaints of Jaffarabad on 3 rd March 2011.
The complaint was received by the Assistant Complaints at BISP Divisional Office
Naseerabad but no acknowledgement slip was provided. Dur Bibi’s written complaint stated
that the first two MOs of her cash transfers under BISP amounting to Rs.6,000 were generated
in December 2010 as per her Payment Details on BISP website, but were not delivered to her.
She was regularly visiting Abid, the PPP worker to get information regarding her remaining
payments. Although she had not spent money on her visit, she had to spend two hours on each
visit to Abid who could not provide any information about the progress of her complaint.
The beneficiary was happy with the program but dissatisfied with the complaint process as
her case was still unresolved and she was waiting for her payments.

5. What we Learned?
In this case, BISP sent her case with a covering letter to Pakistan Post for inquiry, but it appears
that the case was not seriously followed up at the Pakistan Post level. After two months, Pakistan
Post conducted an inquiry but no action was reported as it was claimed that the beneficiary could
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not be traced by the Enquiry Team. It may be pointed out that the TPE team found the
beneficiary’s house easily.
The political workers are playing an important role in spreading awareness regarding BISP
programs as well as helping beneficiaries in resolving their issues with BISP and Postal Services.
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. Beneficiaries can also submit
complaints at the BISP Office with the support of the volunteers.
Her 3rd MO of Rs.2,000 generated on 28th February 2011 was returned back as ‘Undelivered’ but
this issue was not raised by her in this or a new complaint.
Till now (end September 2012) her Payment Detail has not been updated by Pakistan Post by
scanning her MO. It still indicates the status of her first two MOs as ‘blank’ - neither delivered
nor undelivered.

6. Recommendations







After the PSC survey was held and the household was declared eligible, no formal
communication was received by the beneficiary from BISP. There is a need to ensure delivery
of eligibility letter or discrepancy letter to the beneficiary. BISP should ensure the delivery of
“Receiver Women Guidelines” (sub-annex C-3 of BISP Enrolment and Payment Manual) that
provide required information along with all necessary forms such as complaint form,
information update form etc. in order to facilitate the beneficiaries.
BISP staff needs to be trained about Payment Complaint registration and processing.
There is a need to create awareness among women regarding the cash transfer program since
it is especially designed to empower them.
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 for submission to the
relevant BISP Office.
Beneficiary’s Payment Detail is the most important tool for informing the beneficiary and so
it must be regularly updated and MOs should be shown as delivered or undelivered.
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P-Q2-Balochistan-10
Non Payment of first 2 MOs for Rs.6,000 by Pakistan
Post
Khurshid Bibi
Noor Rehman
Raheem Colony Jail Road Hudda Quetta.
5440004567788
3452472
15 July 2012

1. Profile of the beneficiary/complainant
Khurshid Bibi is a resident of Rahim Colony, Jail Road, Hudda, and Quetta. She is a 50 years old
house wife and the mother of 5 children (2 sons and 3 daughters). All her children are married;
one son who is jobless lives in the same house with his family. Khurshid’s sister-in-law who is
unmarried is also living with them.
Her husband Noor Rehman, who was a government employee, is now retired. His pension is not
enough to support the family. She lives in a pucca house with 3 rooms, 1 kitchen and 1 bathroom,
covering 200 sft. The Mohalla has a paved road, proper water and sanitation facilities, electricity,
school for boys & girls, small health centre and bazaar etc.

2. Relationship with BISP
Khurshid Bibi was not a beneficiary under the Parliamentarian’s Phase of the cash transfer
programme. The family initially did not know about BISP, its processes or location if its offices.
Khurshid Bibi’s brother-in-law informed her about BISP Poverty Score Card survey which was
held in March 2010 and told her that this is a government support program for poor people. Her
form was filled by her brother-in-law for which, after some time, she received an eligibility letter.
She and her daughter-in-law were both declared as eligible beneficiaries for the cash transfer
programme. She was very happy to become BISP beneficiary and believed it would be a great
source of support for her family.

3. How did the Complaint Emerge?
In December 2010, the postman of Hudda Post office started distributing money orders to the
eligible beneficiaries of BISP’s 2nd phase. Khurshid Bibi awaited her money orders but none were
forthcoming. A relative of hers visited a local net café to check her online Payment Detail; he
learnt that her initial two installments were generated on 22nd December 2010 for Rs.6,000 but
there delivery status was not filled. These two money orders were not received by her. After
visiting Post Office Hudda, which is a 2 minute walk from her home, she was told that they had
not received her money orders.
Her son managed to get information regarding BISP Divisional Office Quetta, which is located
about 3 kms from her home. He went and registered a complaint against Pakistan post for nonpayment of 2 MO’s for Rs.6,000.
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4. Processing of the Complaint
a) Providers’ Version
Khurshid son submitted a written complaint on 3rd January 2011 to BISP Divisional Office,
Quetta. Her complaint was received by the Assistant Complaint, but her son was not given
any acknowledgment slip.
Khurshid Bibi’s complaint was entered in a register by the Assistant Complaint. Later on
another visit, BISP staff told the complainant that they had forwarded the complaint to
Pakistan Post in January 2011 with other complaints for further processing and have
requested a formal inquiry. Later it was found that the complaint was not forwarded to GPO
as GPO Quetta staff confirmed this fact and informed the TPE team that no complaint in the
name of Khurshid Bibi had been received at the GPO from the BISP Office as such it could
not be processed or an enquiry conducted. He also explained that the postman had delivered
all payments due to the beneficiary for which money orders in her name were received by
Pakistan Post.

b) Clients’ Version
Her son submitted a written complaint at the BISP Divisional Office, Quetta located at Quetta
city on 3rd January 2011 along with copy of her CNIC for investigation and recovery of
Rs.6,000 generated on 22nd December 2010 but not delivered to her. The Chief Post Master,
Pakistan Post claimed that the complaint of Khurshid Bibi was never received at the GPO,
and the beneficiary was getting all her payments which are being delivered at her home. Her
son was regularly visiting the BISP Office to get information regarding her remaining
payments. He spends Rs.100 on each visit to the BISP Office which takes about an hour.
During the TPE team’s visit to the beneficiary, she said that she was happy with the
programme but was dissatisfied with the complaint process as her case was still unresolved
and she was waiting for her payments.

5. What we Learned?
The Assistant Complaints admitted to TPE Team that the complaint was not forwarded to
Pakistan Post. This was because the first two installments generated in Khurshid Bibi’s name did
not have any money order numbers against them; by which they understood that these were never
actually issued by BISP and the issue, therefore, did not lie with the Post Office staff.
She had a very simple case which could be resolved at the BISP level as her cash grant has been
generated by BISP but without a money order number. Due to this, her name was not present in
the list of beneficiaries under Pakistan Post’s records. He had simply called the GPO and inquired
about her payments; when he was told that all her money orders were delivered, he closed the
case.
Despite the passage of about two years, the delivery status of the first two money orders for
Rs.6,000 generated in her name in December 2010 is still being shown as ‘blank’ in her Payment
Detail i.e. neither ‘delivered’ nor ‘undelivered’.
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6. Recommendations:




All Payment Cases must be forwarded to appropriate Payment Partner (Pakistan Post in this
case) for investigation and redressal.
There should be female staff also at BISP offices so that the beneficiaries feel comfortable
while approaching a BISP staff.
Payment Detail on BISP website is the most important tool for helping the beneficiaries in
knowing about BISP instalments generated in their name and ensuring that these have not
been misappropriated. Payment Detail on BISP website must be regularly updated.
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Payment Case Study Number
Nature of Case
Complainant/ Beneficiary

P-Q2-Balochistan-11
Non-Payment of one MO for Rs.2,000 by Pakistan Post
Noor Bano

Wife of:
Address

Dur Muhammad
Chak no 5, Goth Muhammad Aalim Jattak, Cattle farm Jhatpat
Jaffarabad
5320132842396

CNIC Number
PMT
PSC form number
Date Study Completed

3855242
7th July 2012

1. Beneficiary/Complainant’s Profile/Background information
Noor Bano 52 years old wife of Dur Muhammad is living in Goth Muhammad Aalim Jattak,
cattle farm, Tehsil Jhatpat district Jaffarabad. She is mother of 6 children - 3 daughters and 3 sons.
Four children are married and two are unmarried. Her husband is too old to work, earlier he was
working on a wadera’s farm, now her two sons are working on the farm they get wheat in lieu of
wages and each earn Rs.3,000 per month. One of her sons is working in Jafferabad town and
living there with his family. She is not an educated woman but wanted her children to be educated
which was not possible for her to do due to financial constraints.
They are living in a katcha three room house which has a broken boundary wall. The kitchen and
bathroom are made of old bamboos and they do not have enough household items of daily use.
There are few other houses in similar poor condition in her neighbourhood. They have no water
tap inside the house and fetch water for their use.

2. Background of Relationship with BISP
She was not a beneficiary under the Parliamentarian’s Phase of the cash transfer programme. She
was aware of BISP and the fact that it is a government programme for poor people because one of
her neighbour was a BISP beneficiary during Phase I.
In April 2011, when the Poverty Score Card (PSC) survey started, her details were provided to the
survey team by her cousin and she was given an acknowledgement slip.
She later received an eligibility letter and her neighbour told her “now you are BISP beneficiary”
She planned to buy food items for the family with the amounts received. She was not aware of the
complaint system but her nephew was aware of the complaint processes as he learnt about it from
one of his friends who works at a net café.

3. How did the Complaint Emerge?
Complaint is about Non-Payment of her second money order for Rs.2,000
Noor Bano came to know that she is a BISP beneficiary when she received her eligibility letter
from BISP. She did not receive another payment after her 1st instalment which she received on
12th August 2011. She waited for 2 months for her next instalment and seeing that her neighbour
was regularly receiving BISP instalments she thought that there was a problem. She sent her son
to inquire from Post Office on 2nd January 2012. He did not get any positive feedback from the
Post Office staff.
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Afterwards her son was told by his cousin to check her Payment Detail from Net Café where her
son found that another money order had been generated and shown as delivered but she had not
received it.
He then submitted her complaint to BISP Divisional Office Nasirabad on 5th January 2012.

4. Processing of the Complaint
a) Providers’ Version
Noor Bano’s son submitted her complaint for non-payment to the BISP Divisional Office
Nasirabad on 5th January.2012. The BISP Complaints Assistant registered the case manually
as BISP CMS system had not been introduced at the time.
BISP forwarded her case to the Post Office Nasirabad for inquiry, but when the TPE team
visited the Post Office Usta Muhammad, the Post Master said that he did not receive any
letter regarding her case. Later during meeting with BISP staff it turned out that BISP had not
sent this complaint formally but only informed the post office staff on telephone.
When the Complaints Assistant called the Post Master he was told that the Post Office had
already delivered her successive payments. The Post Master and Complaints Assistant both
checked her payment details on the BISP website and saw that the payments were tagged as
delivered on 4th February 2012. Thus they decided not to pursue the case or initiate an
inquiry.
b) Client’s version
Noor Bano’s son registered her case by submitting a complaint on her behalf on 5 th January
2012 at the BISP Divisional Office Nasirabad after finding out that payments were generated
but were not delivered to her.
The case process started on 5th January 2012 and is pending to date. During this process Noor
Bano’s son had visited 6 to 7 times and had to spend a total of more than Rs.600. Her case is
still pending and she has not received her payment The Distance from her house at Usta
Muhammad (in district Jafferabad) to post office is 3 kms and to Divisional Office Nasirabad
is 45 kms.

5. What We Learned?
Noor Bano’s case was not pursued by BISP or Post Office as the staff at both offices did not think
her case needed investigation because the BISP website showed the money order in question to
have been delivered to her. Basically a misappropriation case starts when the payment detail
shows that the money order has been delivered and the beneficiary says that she has not received
the money.
The case was neither formally forward by BISP staff to Pakistan Post nor was an inquiry
conducted.
The beneficiary was adamant that she had not received the instalment and had been cheated.
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6. Recommendations.



All Payment Cases must be pursued and formally sent to the Payment Agency for
investigation.
The beneficiary must be informed about the progress and result so that they do not keep on
wasting their time and money by repeated visits to the BISP offices.
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Payment Case Study Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Address:

P-Q2-Balochistan-12
Non-Payment of 1st two MOs for Rs.6,000 by the postman
Sakina
Mehran Bukhsh
Goth Mohammad Bukhsh Jattak, Dad Pur Dak Khana,
Tehsil Usta Mohammad

CNIC Number:
PSC form number:
Draft Case Study Date:

5320296723700
4178735
11th August 2012

1. Receiver Woman/Complainant’s Profile and Background Information
The beneficiary, Sakina Bibi, wife of Mehran Bukhsh is a 35 year’s old uneducated woman. She
remains at her home to perform household chores and take care of her children. The beneficiary
has 5 children (2 boys and 3 girls) all of them are of school-going age. She lives in a small katcha
house consisting of one katcha room and a bathroom. There is no kitchen and they have few
household furniture and kitchen items.
Her husband works on a wadera’s land in Usta Mohammad and his monthly income is around
Rs.6,000 which is used for meeting the household expenditure and paying for the children’s
education. In the vicinity, most of the people are poor and they work on daily wages.
Goth Mohammad Buksh Jattak of Tehsil Usta Mohammad is situated about 35 kms away from
BISP Divisional Office Naseerabad. Goth Mohammad Bakhsh Jattak 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 included in the Parliamentarian Phase of BISP. In the second phase, she
was declared an eligible beneficiary for BISP monthly cash grant of Rs.1,000. She did not know
about BISP or the location of its offices, but her husband learned about these from a social worker
named Irshad from the area. All she knew about the Program was that the newly elected
Government had started it for the poorest of Pakistan. In April 2010, BISP Poverty Score Card
(PSC) survey team visited her house and took her information after which she was given an
acknowledgement slip. She is spending the cash grant on her children’s education and food.

3. How did the Complaint Emerge?
In December 2010, the postman of Usta Mohammad started distributing Money Orders to eligible
beneficiaries. Sakina Bibi was also waiting for her first BISP cash transfer but it never came
through. After some time, Sakina Bibi visited the Post Office at Usta Mohammad to get
information about her cash grant but she was told to contact BISP Divisional Office Naseerabad
to enquire about her cash grants. Sakina Bibi and her husband did not know about the location of
the BISP Office so they contacted Irshad a political worker, to support them in resolving their
issue of non-payment.
Sakina Bibi’s husband and Irshad visited BISP Divisional Office Naseerabad to ask about the
non-payment of BISP money orders. They were told that according to Sakina’s ‘payment details’
her 1st two installments of BISP cash transfers for Rs.6,000 were generated on 22 nd December
2010 but did not show the delivery status. They were advised to lodge a complaint at the BISP
Office to have her issue resolved.
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4. Processing of the Complaint
a) Providers’ Version
Sakina Bibi’s husband went with Irshad a local activist and submitted a written complaint on
5th January 2011 at BISP Divisional Office Naseerabad for recovery of her first two money
orders. In her written complaint she stated that two MOs for Rs.6,000 were generated in
December 2010 but were not delivered to her. As per her payment details on BISP website,
the amount of Rs.6,000 was generated but the money order serial numbers are blank.
Similarly the delivery status is blank and does not show whether the MOs were delivered or
remain un-delivered.
At BISP level, her complaint was received by the Complaint Assistant, and entered in a
register on the same day, because the CMS does not cater to Payment Complaints and was not
functional at BISP Divisional Office Naseerabad. After the registration of her complaint they
were not given any acknowledgment slip. Sakina Bibi’s complaint was entered in a register
by the Complaint Assistant and forwarded to Divisional Director BISP on 10 th January 2011.
BISP Divisional Director Naseerabad sent Sakina Bibi’s written complaint with a covering
letter to Divisional Superintendent Pakistan Post Jaffarabad for further processing and formal
inquiry. Pakistan Post confirmed that in the 2nd week of January 2011, they received a written
complaint of non-payment to Sakina Bibi sent by BISP Divisional Office Naseerabad.
As per the SOPs of Pakistan Post, an inquiry committee was formed and Assistant
Superintendent (AS) Sibi was nominated as Inquiry Officer to investigate the complaint,
resolve her case and send back the report to BISP Divisional Office Naseerabad. In March
2011, the enquiry committee checked the status of the beneficiary in Pakistan Post’s records;
and found that according to the record these two payments were never generated - but as per
the BISP web site these two payments were generated but without money order numbers. Due
to this, the enquiry was stopped at this initial step.

b) Client’s Version
On 5th January 2011 Sakina Bibi’s husband with a political worker went to BISP Office and
submitted a complaint for non-payment of her first two MOs for Rs.6,000. The Complaint
Assistant at the BISP Divisional Office Naseerabad received her application and entered it in
the complaint register but did not give an acknowledgement.
She received her 3rd instalment of Rs.2,000 in June 2011, but has not received the 1st two
installments that were the subject of this complaint till now. Her husband visited the BISP
Office more than twice during this time and spent more than Rs.300 on each visit as her house
is 35 kms away from BISP Divisional Office Naseerabad. However as her complaint was not
addressed, she was not satisfied with the complaints process but she was happy with the
program and behaviour of BISP staff.

5. What we Learned?
This case regarding non-payment of first two MOs was submitted at the BISP Divisional Office.
BISP sent her complaint with a covering letter to Pakistan Post for inquiry, without knowing the
reason why she did not receive these money orders. Money order numbers were not generated at
BISP level as shown by her Payment Detail and so these could not be delivered. There appears to
be a system error that caused her MOs to be shown as generated but without any money order
number.
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The delivery status for the 1st two MOs is still (end September 2012) being shown as ‘blank’.
The prescribed BISP complaints process is based on electronic filing while the Complaints
Management System (CMS) is yet to be made operational in the BISP Divisional Office
Naseerabad. Presently the staff is maintaining the complaints record in files. They prepare a
monthly summary of complaints for submission to higher offices.
The understanding of the beneficiary regarding complaint redressal was very low, and her
husband had learnt about lodging a complaint from a local activist.
At BISP level, the Divisional Office Naseerabad has made a group of volunteers in different
locations who support monitoring of the payment process and 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, no formal
or informal communication from BISP was received by the beneficiary. 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. BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C3 of BISP Enrolment and Payment Manual) that provide required information along with all
necessary forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries.
BISP staff needs training on Payment Complaints registration and processing mechanism.
BISP should formalise groups of volunteers to monitor the cash transfer and take complaints
from the beneficiaries to submit them to the BISP Divisional Office.
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Nature of Case:
Complainant/ Beneficiary:
Wife of:
Address:
CNIC Number:
PSC form number:
Draft Case Study Date:

P-Q2-Balochistan-13
Non-payment of 6 MOs for Rs.17,000
Bibi Sarsanda
Pai Deen
Mohallah Nawa Killi, Gul Baran Chowk, Quetta
5440036841316
3202518
11th August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Bibi Sarsanda is 58 years old who never had any formal schooling; she remains
at home to perform her household chores and care for her children. The beneficiary has 8 children
(5 boys and 3 girls). She lives in a small katcha house consisting of one katcha room and one
bathroom. There is no kitchen and very limited furniture and kitchen items.
Her husband works on daily wages in Quetta and his monthly income is around Rs.6,000 which is
used for the kitchen and children’s education expenses. Majority of the area people are poor and
they are working on daily wages. Mohalla Nawa Killi is situated about three km away from BISP
Divisional Office, Quetta. This area has most essential facilities like drinking water, electricity, a
Basic Health Unit and secondary schools for boys and girls. .
2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was included in BISP under the Parliamentarian phase, but in the second phase,
her house was missed out during the Poverty Score Card (PSC) survey by the Survey Team that
visited her area in March 2010.
She was unaware of the eligibility criteria of BISP and only knew that this program is for the
poor.
The family did not know about the redressal process but she was guided in this regard by a
political worker, named Gul Khilji.

3. How did the Complaint Emerge?
In February 2009 the postman from nearest Post Office started distributing Money Orders (MO)
to the eligible beneficiaries of BISP’s 1st phase. Bibi Sarsanda was paid an amount of Rs.7,000 in
March and June. On receiving the BISP cash grant, she was very happy, but after these 2 MOs she
did not receive any subsequent cash transfer.
She did not know much about BISP and it was a new program for the people so she did not
investigate about her payments, but when 2nd phase started and many of her area women started
receiving cash grant she asked her husband to approach Gul Khilji, a political worker for help and
for accessing her payment details.
From the payment details she came to know that eight first phase payments amounting to
Rs.24,000 have been generated and paid to her; she however claims that this was incorrect. With
the guidance of Gul Khilji her family decided to submit a formal application against non-payment
of the remaining 6 MOs, the amount embezzled by the post man was Rs.17,000.
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4. Processing of the Complaint
a) Providers’ Version
Bibi Sarsanda and her husband gave a written complaint, through Gul Khilji, a local political
worker, in summer 2010 to the BISP Divisional Office Quetta in a bid to recover her
remaining money. In her written complaint she stated that out of 8 MOs that were generated
she only received the 1st two and the latter 6 were misappropriated.
Her complaint was received by the Complaint Assistant and filed along with the complaints
from other beneficiaries for further processing and necessary action.
Bibi Sarsanda’s complaint was entered manually in a register by the Complaint Assistant and
forwarded to the Divisional Director for further processing. According to staff of the BISP
Divisional Office Quetta, they sent Bibi Sarsanda’s written complaint along with a covering
letter requesting a formal inquiry to the Divisional Superintendent, Pakistan Post Quetta for
further processing in end August 2010.
We were informed by GPO Quetta that they had not received any complaint from BISP
Divisional Office Quetta regarding Bibi Sarsanda. As Pakistan Post has not received the
complaint, therefore, it cannot conduct a formal enquiry for redressal of her complaint. On
further probing from the Divisional Office Quetta we were told that BISP did not forwarded
her written complaint formally but only informed GPO Quetta about the case verbally.
The case is therefore still pending without any result or progress conveyed to the complainant.
b) Client’s Version
Bibi Sarsanda gave her written complaint to Gul Khilji in summer 2010 to submit it at BISP
Divisional Office Quetta. The local political worker submitted her complaint along with many
other complaints of Quetta. The complaints were received by the Complaint Assistant at BISP
Divisional Office Quetta but no acknowledgement was given.
The beneficiary was happy with the program but dissatisfied with the complaint process as
her case was still unresolved and she was waiting for her payments. According to the
beneficiary, earlier she was regularly visiting Gul Khilji to get information regarding her
remaining payments, but now a year has passed and she does not go to Gul Khilji as she had
accepted the fate that she would not get her payments.

5. What we Learned?
In this case, BISP staff maintains that they forwarded her case to Pakistan Post for inquiry, but
postal staff denies the receipt of this complaint from BISP. BISP staff told us that they had not
sent the case formally but only verbally communicated the details of her case.
The understanding of the beneficiary was very poor regarding complaint redressal, and her
husband learnt about the process of lodging a complaint from a political worker.
At BISP level complaint record was streamlined and the applications received from beneficiaries
were kept in a file but no action was taken on these applications and these were not formally
forwarded to Pakistan Post.
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6. Recommendations





BISP staff needs to be trained about Payment Complaint registration and processing
mechanism.
There is a need to create awareness among women regarding the cash grant program since it
is especially designed to empower them.
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.
Procedure for formally forwarding the Complaint to Pakistan Post for investigation and
redressal needs to be strictly followed for each complaint as verbal information does not
result in a formal enquiry or redressal of the complaint
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P-Q2-Balochistan-14
Non-payment of 2 MOs for Rs.6,000
Nasreen Bibi
Ghulam Nabi
Khan Mohammad Khan Jamali Buzgar, Saleem
Colony Usta Mohammad
5320258230818
3325546
16th August 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Nasreen Bibi is a 45 year’s old uneducated lady. She works on a wadera’s land
and after that she performs her household duties. The beneficiary has 5 children (1 boy and 4
girls). She lives in a small katcha house with no boundary walls. Her house consists of 1 makeshift hut, 1 katcha room and 1 bathroom. There is no kitchen in her home and she cooks in the
same room they live in.
Her husband is a shop keeper in the village of Khan Mohammad Jamali and his monthly income
is around Rs.6,000. Nasreen Bibi and her husband are responsible for running the household
kitchen and her children are uneducated because they do not afford to send them to school.
Majority of villagers are poor and are working on daily wages.
The village of Khan Mohammad Jamali is situated 60 kms away from the BISP Divisional Office,
Naseerabad. Her village has many facilities like drinking water, electricity, Basic Health Unit and
secondary school for boys and girls.

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. She
was unaware about the location of the nearest BISP Office but her family learnt about it from
Abid (a political worker of PPP Jaffarabad). BISP Poverty Score Card (PSC) survey team visited
her house in April 2010, filled her survey form and gave an acknowledgement slip.
She did not receive any letter of eligibility, but she was informed by Abid that she was declared as
an eligible beneficiary for the BISP cash transfer. She was unaware of the eligibility criteria of
BISP and only knew that this program is for the poor. The family did not know about the
complaint redressal process but she was guided by Abid in this regard.

3. How did the Complaint Emerge?
In December 2010, the postman of Jaffarabad Post Office started distributing money orders to the
eligible beneficiaries of BISP 2nd Phase. Nasreen Bibi was waiting for her cash transfer but did
not receive these while a few months passed. After waiting for the cash transfer, in March 2011
Nasreen Bibi sent her husband to meet Abid who checked Nasreen Bibi’s payment details and
told him that the 1st 2 MOs have been generated for Rs.6,000 which they had not received till
then. He guided Nasreen’s husband regarding the complaint registration mechanism.
Her husband came home, discussed with Nasreen Bibi and they decided to take the help of Abid
for lodging a formal complaint.
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4. Processing of the Complaint
a) Providers’ Version
At BISP level, her complaint for non-payment of 2 MOs for Rs.6,000 was received by the
Complaint Assistant. It was stated in the complaint that the 2 MOs were generated in
December 2010 but were not delivered to them. Nasreen Bibi’s complaint was entered in a
register by the Complaint Assistant and forwarded to the Divisional Director in the 2 nd week
of March 2011. BISP Divisional Director Naseerabad sent Nasreen Bibi’s written complaint
with a covering letter to the Divisional Superintendent Pakistan Post Jaffarabad for further
processing and for initiating a formal inquiry.
Pakistan Post confirmed that they had received her written complaint from BISP Divisional
Office in the 2nd week of March 2011. As per the SOPs of Pakistan Post, an inquiry
committee was formed and Inquiry Officer was nominated to investigate the complaint.
While Assistant Superintendent, Pakistan Post claimed that for the above case an inquiry
committee was made to investigate the case but soon closed the case at the very first step as
money order numbers were not generated as shown by BISP website and so the money orders
could not be delivered.
The case is still pending for the beneficiary and BISP as the result of the inquiry has not
shared with either.
b) Client’s Version
Nasreen Bibi’s husband gave her written complaint to Abid, the local PPP worker in March
2011 for submission to BISP Divisional Office Naseerabad with other complaints of Usta
Mohammad on 3rd March 2011. The complaints were received by the Complaint Assistant at
BISP Divisional Office Naseerabad.
The beneficiary was happy with the program but dissatisfied with the complaint process as
her case was still unresolved and she was waiting for her payments. She was regularly visiting
Abid to get information regarding her remaining payments. Although they had not spent
money on visits to the Divisional Office; she and her husband had to spend 2 ½ hours on each
visit to see Abid.

5. What we Learned?
In this case, BISP sent her complaint with a covering letter to Pakistan Post for inquiry, without
knowing the reason why she did not receive these money orders. In her case, money order
numbers were not generated at BISP level as shown by her Payment Detail and so these could not
be delivered. The case was sent to Pakistan post for inquiry.
The delivery status of her first two MOs is still being shown as ‘blank’ but her third MO has been
shown as returned ‘undelivered’. She did not complain about the 3rd MO.
There appears to be a system error that caused her MOs to be shown as generated but without any
money order number. The understanding of the beneficiary regarding complaint redressal was
poor, while her husband learnt about the process of lodging a complaint from Abid.
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According to the beneficiary, after the PSC survey was held and the household was declared
eligible, she received no formal or informal communication from BISP.

6. Recommendations







There is a need to ensure delivery of eligibility letter or discrepancy letter to the beneficiary.
It may also be helpful, if the beneficiaries are informed and educated about the complaints
registration mechanism. BISP should ensure the delivery of “Receiver Women Guidelines”
(sub-annex C-3 of BISP Enrolment and Payment Manual) that provide required information
along with all necessary forms such as complaint form, information update form etc. in order
to facilitate the beneficiaries.
BISP staff needs to be trained about Payment Complaints registration and processing
mechanism.
There is a need to create awareness among women regarding the cash transfer program since
it is especially designed to empower them.
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.
There seems to be some technical problem due to which MO amount has been shown as
generated but without MO numbers which created this confusion.
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P-Q2-Balochistan-15
BDC could not be procured till CNIC update
Khato
Mohammad Siddiq
Mohalla Kangra Tehsil Uthal
5150502165740
Nil
3148779
5th September 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Khato is a 54 years old woman. She has no formal schooling and remains at
home to perform her household and children’s duties. The beneficiary has 10 children (4 sons and
6 daughters). She lives in a small mud katcha house with no boundary walls. Her house consists
of a katcha room, shed, bathroom and kitchen with few household items and utensils.
Her sons work on daily wages in Uthal and their monthly income is around Rs.7,000. Her sons are
responsible for running the household kitchen and paying for children’s education. Most of the
villagers are poor and are working on daily wages. Mohalla Sagra is situated 3 km away from
BISP Divisional Office Kalat at Uthal. Her village has drinking water, electricity, a basic health
unit and secondary schools for boys and girls but the locality is poor with limited income
opportunities for the people.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP under the Parliamentarian phase, but was declared as an
eligible beneficiary for monthly cash grant of Rs.1,000. She did not know about BISP Office but
her family learned about it from other beneficiaries of her village. BISP survey team visited her
house in April 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 local influential of her
village that she had become an eligible beneficiary for BISP cash grant. She was unaware of the
eligibility criteria for BISP and only knew that this programme is for poor people like her family.
In January 2011 the postman of Uthal Post Office started distributing money orders to the eligible
beneficiaries of BISP 2nd phase. Khato too received her cash grant and she was very happy on
receiving the cash grant.
Out of 9 money orders issued in her name, she got 5 instalments from the post office. 3 money
orders of Rs.2,000 each were returned back as “Undelivered” and the delivery status of her last
MO generated in June 2012 is still being shown as ‘blank’ although six months have passed. She
did not complain about these four money orders as she had not checked her payment detail. She
was informed by a local activist in March 2012 that her payment would now come from a bank
via Benazir Debit Card (BDC) and that she must collect it from the BDC Centre Uthal. BISP
Divisional Office Kalat in Lasbela is only 3 km away from Khato’s home and she did not know
previously that a BISP Divisional Office is located there.
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3. How did the Complaint Emerge?
In the 3rd week of March 2012 she visited the BDC Centre Uthal to collect her BDC. When she
went to BDC centre she Learned at the NADRA counter that, as her CNIC data could not be
verified by the NADRA system. She must update her CNIC with a recent picture and thumb
impression. In the same week she applied for a new CNIC from the NADRA office Uthal which
she received in the last week of April 2012.

4. Processing of the Complaint
a) Providers’ Version
After getting her CNIC with photo, she submitted a written complaint at the BISP Divisional
Office Kalat located in District Lasbela in the 1st week of May 2011 with her updated CNIC
for further processing and necessary action. Her complaint was received by the Complaint
Assistant, but she was not given any acknowledgment slip regarding her written complaint.
Khato’s complaint was not entered in any register by the Complaint Assistant. This complaint
was not registered in BISP CMS system as the system does not cater to Payment Complaints.
She was directly sent to NADRA for verification of her details and then to the bank to collect
her BDC on the same date. According to NADRA this case is one of an update by CNIC, but
her old data is still shown on the BSIP web site. Due to this, her case cannot be processed
until BISP’s data is updated. Her case is still pending.
b) Client’s Version
Khato submitted her written complaint with the Complaint Assistant at the Divisional Office
Kalat located in Lasbela at Uthal.
BISP staff sent the beneficiary to NADRA to update her new CNIC with new thumb
impression. She applied for a new CNIC and after she received it she came back to the BDC
centre to get her BDC. However since her data has not been updated in the BISP database her
case is still pending and she could not get her BDC.
She visited BISP office and BDC centre four times during this period and she had to spend
Rs.50 on each visit. For the last eight months, she has not been able to receive her BDC and
can, therefore, not access her BISP instalments.

5. What we Learned?
Khato’s thumb impression did not match with the one on her CNIC and she had to update her
CNIC from the NADRA office. In this case she was sent to NADRA Uthal to get her new CNIC.
She applied for new CNIC and after 3 week she got her new CNIC. We were informed that
though she had obtained a new CNIC but in the database her data has not been updated and the
system still shows her old data. She is therefore waiting for the last eight months and has been
unable to collect her BDC or BISP Instalments.
BISP Divisional Office Kalat located at Uthal in district Lasbela has made a group of volunteers
in different locations, with whose support they are monitoring the payment process. With the
support of these volunteer’s, the beneficiaries can submit complaints at BISP Office.
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6. Recommendations





Though NADRA has been very helpful in updating her CNIC at the earliest, her data has not
been updated in the record and so she has been unable to receive her BDC although eight
months have passed and she has received neither her BDC nor her BISP Instalments.
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 needs to be trained about proper complaint registration mechanism, and,
withdrawal through BDC.
Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to
monitor the cash transfers and also to take complaints from beneficiaries and submit these to
the BISP Divisional Office.
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P-Q2-Balochistan-16
Replacement of Lost BDC
Fatima
Mohammad Usman
Warria goth, Bela Gadoor, Tehsil Bela
5150118460742
Nil
4129244
7th September 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Fatima is a 46 years old lady. She has never had any formal schooling. She
remains at her home to perform her household duties. The beneficiary has 6 children (4 sons and 2
daughters).
She lives in a katcha house with no boundary walls. Her house consists of a katcha room, shed
and a bathroom. They have very few possessions.
Her son and husband work in the village on daily wages and their combined monthly income is
around Rs.8,000 which is used for running the household expenses and paying for the children’s
education. Most of the villagers are poor and work as daily wagers. Her village is about 73 kms
away from BISP Divisional Office, Kalat located at Uthal. Her village has no essential facilities
like clean drinking water, electricity, a basic health unit or any schools.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP under the Parliamentarian phase, but was declared as an
eligible beneficiary in the second phase, for the monthly cash grant of Rs.1,000. She did not know
about BISP office or systems but her family Learned about these from neighbours. The BISP
survey team visited her house in the April 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 local influential that she
has been selected as an eligible beneficiary for BISP cash grant. 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 a local influential.
In March 2011, the postman of Bela Post Office started distributing money orders to the eligible
beneficiaries of BISP 2nd phase. Fatima was also paid her instalment and on receiving the cash
grant, she was very happy.

3. How did the Complaint Emerge?
She got all her installments due from the post office, but then she was informed by a local activist,
in March 2012, that her payments would be coming through bank and that she must get her BDC
from BDC Centre Bela. In the 1st week of March 2012, she visited BDC Centre Bela and on the
same date had her BDC issued.
After some days she lost her BDC and applied for a new BDC at the BDC Centre Bela which is
23 kms from her house. The bank representative helped her in getting her lost BDC blocked and
sending her details to the Bank’s Head Office for issuance of another BDC.
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4. Processing of the Complaint
a) Providers’ Version
Fatima gave a written application on 13th May 2012 to the bank counter at the BDC Centre
Bela to have her card blocked and to request a new one be issued to her. She also submitted a
copy of her CNIC as a supporting document.
Her complaint was received by the bank counter but she was not given any acknowledgment
slip of the written complaint about the loss of her BDC.
Her complaint was not entered in any register by the BISP or bank staff and the case was
forwarded to Bank Alfalah’s head office in Karachi for further processing on the same day,
i.e. 13th May by Bank counter representative, Mr. Amir Shah.
On the same day the bank counter got a reply stating that Fatima will get her BDC within 15
days from the BDC centre Bela.
b) Client’s Version
BISP Divisional Office, Kalat located at Uthal is 73 kms away from Fatima’s home. Her
family requested a local activist from her village to help them in registering a formal BDC
complaint.
Fatima submitted her written complaint for ‘Lost BDC’ on the bank counter at BDC centre
Bela on 13th May 2012. On the same day it was sent to Bank Alfalah in Karachi by mail.
On 27th May, BDC Centre Bela got a new BDC for Fatima from their Head Office and on 8 th
June 2012 she collected her new BDC from the BDC Centre Bela.
This complaint was not registered in BISP CMS system as it does not cater to payment
complaints. BISP staff was not involved and they simply referred her to the bank counter to
apply for a new BDC.
She visited the BDC centre Bela twice in 1 month and had to spend Rs.200 to make a four
hour journey each time.

5. What we Learned?
In this case her BDC was lost and she applied for a new BDC which she received within 15 days.
She, however, did not know how to use the BDC to withdraw cash and took help of the
franchisee/ POS.
BISP CMS does not cater to Payment Complaints and no orientation/ training has been provided
to BISP staff for resolution of BDC complaints. They simply refer BDC complainants to the bank
counter.
The knowledge of the beneficiary regarding complaint redressal was very low and she took help
of the BISP volunteers to get her complaint redressed. At BISP level, Divisional Office Kalat
located at district Lasbela has appointed a group of volunteers in different locations with the
support of whom they are monitoring the payment process. With the support of these volunteers,
the beneficiaries can submit complaints to the BISP Office.
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6. Recommendations







There is a need to ensure delivery of eligibility letter or discrepancy letter to the beneficiary.
It may also be helpful, if the beneficiaries are informed and educated about complaint
registration mechanism.
It is important that “Receiver Women Guidelines” (similar to sub-annex C-3 of BISP
Enrolment and Payment Manual) be prepared by BISP about the alternative mode of
payments, and, these are provided to beneficiaries for information.
BISP staff needs to be trained about proper complaint registration mechanism, and,
withdrawal through BDC.
Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to
monitor the cash transfer and also to take complaints from beneficiaries and submit these to
the BISP Divisional Office.
BISP CMS maybe appropriately modified so that it can cater to different types of Payment
Complaints including BDC Complaints.
In Payment Complaints regarding Pakistan Post it was observed that over 75% complaints
were filed with BISP and less than 20% with Payment Agency. In order to facilitate the
beneficiaries, BISP staff needs to be involved in solving BDC related complaints. They
should at least keep a record of the complaints and pursue in case of delays.
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P-Q2-Balochistan-17
Replacement of Damaged BDC
Alma
Naseer Ahmed
Sumar Goth Pathra II Tehsil Hub
5150349398910
Nil
3612855
10th September2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Alma is a 27 years old lady. She has no formal schooling and remains at home to
perform her household chores. The beneficiary has 4 children (3 boys and 1 girl). She lives in a
katcha house with no boundary walls which consists of only two sheds and one bathroom; they
have very limited possessions.
Her husband works on daily wages in the village and his monthly income is around Rs.4,000
which is used for kitchen expenses and paying for children’s education. Most of the villagers are
poor and work on daily wages. Her village is about 83 kms away from the BISP Divisional
Office, Kalat located at Uthal. Her village has basic facilities like drinking water, electricity, basic
health unit and a school. Hub city is an industrial area, but job opportunities are very limited in
their village.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP Parliamentarian Phase, but in the 2 nd phase, she was
declared as an eligible beneficiary for the monthly cash grant of Rs.1,000. She did not know about
the working of BISP but learned about it from neighbouring beneficiaries. The PSC survey team
visited her house in April 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 an influential person of her
village that she was selected as an eligible beneficiary. She was unaware of 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 same influential person.
Alma was very excited to become a BISP beneficiary and hoped to begin receiving the
instalments, but did not receive any money order.
She was informed by the local activist in March 2012 that her mode of payment will be changed;
and now payments would be transferred to her bank account. She was asked to get her Benazir
Debit Card issued from BDC Centre Hub. In the 2st week of March 2012 she visited BDC Centre
Hub and on the same day she got her BDC issued.

3. How did the Complaint Emerge?
After she received her BDC, her son withdrew her 1st instalment of Rs.3,000 from 1-Link ATM
on 28th March. After some days her son accidentally broke her BDC and she applied for a new
BDC at the bank counter of the same BDC Centre.
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4. Processing of the Complaint
a) Providers’ Version
Alma’s husband gave a written complaint to the bank counter at BDC Centre Hub on 3 rd
September 2012. In her written complaint she stated that her BDC had been damaged and she
requested that a new BDC be issued.
She submitted a copy of her CNIC and the broken BDC with her application. On the same
day, the bank representative forwarded her complaint to the Bank Alfalah Head Office at
Karachi. She was not given any acknowledgment slip on filing her complaint. Her complaint
was not entered in any register by BISP or bank staff.
On the same day, the bank counter received a reply stating that Alma may collect her BDC
from BDC Centre Hub within 15 days.
b) Client’s Version
She and her husband had requested a local activist to help them in registering a formal
application for a new BDC.
At the BDC Centre she was referred to the bank counter by a BISP representative. At the
bank counter her complaint was dealt with immediately and she was informed that she could
collect her new BDC after 15 days from the same BDC centre.
The BDC centre Hub is fortunately only 7 kms away from her home although the road
leading to it is not paved. On her visit she and her husband had to spend Rs.200 and it took
them a whole day to go to the centre, await their turn, get their work done and return home.
Till end October 2012 although about two months have passed, she is still waiting for her new
BDC and could not withdraw the amount deposited in her bank account on 19th October.

5. What we Learned
After the PSC survey was held and the household was declared eligible, there was no formal
communication from BISP to the beneficiary. Similarly she did not receive any letter regarding
change in her mode of payment.
She did not know how to use her BDC and her son went to withdraw money from the ATM by
using her BDC.
The Divisional Office Kalat located at Uthal has appointed a group of volunteers in different
locations with whose support they are monitoring the payment process. With the help of these
volunteers, the beneficiaries can submit complaints at the BISP Office.
BISP CMS does not cater to Payment Complaints and no orientation/ training has been provided
to BISP staff for resolution of BDC complaints. They simply refer BDC complainants to the bank
counter.
In this case, her BDC was broken and she applied for a new BDC. She was told that she will get a
new card within 15 days but even after two months she has not received her BDC.
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Her Payment Detail shows that a money order for Rs.2,000 was generated on 26 th Dec 2011 and
the 2nd MO for Rs.3,000 was generated on 29th March 2012. Both money orders were not
delivered to her and are being shown as ‘Undelivered’.
In March 2012, instalments of Rs.3,000 were sent through two modes of payments (through
money order and through bank/BDC). Though the money order was not delivered even then the
2nd instalment through bank was issued in October 2012 i.e. after six months.

6. Recommendations









BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C-3 of BISP
Enrolment and Payment Manual) that provide required information along with all necessary
forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries and inform them about complaint redressal.
It is important that “Receiver Women Guidelines” (similar to sub-annex C-3 of BISP
Enrolment and Payment Manual) be prepared by BISP about the alternative mode of
payments, and, these are provided to beneficiaries for information.
In Payment Complaints regarding Pakistan Post it was observed that over 75% complaints
were filed with BISP and less than 20% with Payment Agency. In order to facilitate the
beneficiaries, BISP staff needs to be involved in solving BDC related complaints. They
should at least keep a record of the complaints and pursue in case of delays.
It is important that BISP CMS may be suitably modified so that it can cater to Payment
Complaints.
There is a need to create awareness among women regarding use of BDC.
It should be ensured that partner banks provide replacements of lost or damaged BDCs within
15 days to the complainants.
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P-Q2-Balochistan-18
CNIC Update for issuance of BDC
Fatima
Abdul Majeed
Mohammad Yousaf ( Political Worker)
Village Usman Goth, Tehsil Uthal
5150118423690
Nil
4254147
7th September 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary Fatima is a 46 years old lady who has no formal schooling. She remains at her
home to perform household chores and take care of her children. The beneficiary has 6 children (4
sons and 2 daughters). She lives in a katcha house with no boundary walls. Her house consists of
a katcha room, a shed and a bathroom; they have very few household possessions.
Her son and husband work on daily wages in the village and their monthly income is around
Rs.8,000 which is used for the household expenditure. Most of the residents of this village are
poor and work on daily wages.
Her village is situated 73 kms away from the BISP Divisional Office Kalat located at Uthal. It is a
very small village and has none of the basic facilities like drinking water, electricity, BHU or
school.

2. Receiver Woman/ Complainant’s Relationship with BISP
Fatima wasn’t a beneficiary during BISP Phase I. The PSC survey team visited her house in April
2010 and filled her survey form, after which she was given an acknowledgement slip. She had a
valid CNIC at the time. She did not receive any letter of eligibility, but she was informed by a
political worker of her village that she had been selected as an eligible beneficiary for the BISP
cash grant.
She did not know the location of BISP Offices or processes but her family Learned about these
from other beneficiaries in the area. She was unaware of the eligibility criteria for cash transfer
programme and only knew that it is for the benefit of the poor people of the country. The family
did not know about the complaint redressal process either but she was guided by the political
worker who informed her of her eligibility.
When the postman from Uthal Post Office started distributing money orders to the eligible
beneficiaries, Fatima started waiting for her cash grant. She expected to receive her cash grant on
a regular basis but unfortunately this did not happen.
In March 2012 she was informed by the same political worker that the mode of payment would be
changed and now the amount would be transferred to her bank account and for this she must get
her Benazir Debit Card issued from the BDC Centre Uthal.

GHK Consulting Ltd.
J40252715

114

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 1 – Payment Case Studies
P-Q2-Balochistan-18

3. How did the Complaint Emerge?
In the 2nd week of March 2012 she visited the BDC Centre Uthal to get her BDC issued. There
she came to learn that her BDC could not be processed because her CNIC did not have her picture
on it.
She was advised to apply for a new CNIC, one with a photograph, and return to the centre to have
her BDC issued.

4. Processing of the Complaint
a) Providers’ Version
Fatima applied at the NADRA Office Uthal for a new CNIC, in the 2 nd week of August 2012
and she got her CNIC from NADRA in the last week of August 2012. She then submitted a
written application to the BDC Centre Uthal in the last week of August 2012. Her complaint
was not entered in any register by the BISP.
After checking that she has a new CNIC, BISP staff asked her to go to NADRA counter.
NADRA staff checked her CNIC, entered the CNIC number in their system, verified her
thumb impression biometrically, issued a token, and, guided her to the bank counter.
The bank staff checked her CNIC and token issued by NADRA, asked and entered
information in their register, took her thumb impression and gave her the BDC Envelope.
She got her BDC on 5th September 2012. She went with her BDC and PIN Code to Bank
Alfalah PoS on 8th September 2012 and withdrew her cash grant.
b) Client’s Version
In the last week of August she got her new CNIC with photo and on 5 th of Sep 2012 she went
to the BDC Centre to get her BDC. On the same date her case was processed at the BDC
Centre and she got her BDC.
In this complete process she visited BISP BDC Centre and NADRA Office thrice and spent a
total of Rs.300.

5. What we Learned?
In this case the beneficiary was not informed about the change in her mode of payment. She also
did not receive any letter from BISP asking her to get a new CNIC (with picture) before going to
the BDC Centre to collect her BDC.
When she went to the BDC Centre with her old NIC she was asked to go to NADRA Office and
get a new CNIC. The process was completed very quickly and within a month she received her
new updated CNIC. After receiving her CNIC she went to the BDC Centre Uthal and received her
BDC on the same day.
The Divisional Office Kalat located in district Lasbela has appointed a group of volunteers in
different locations with whose support they are monitoring the payment process. With the help of
these volunteers, the beneficiaries can submit complaints at the BISP Office.
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Her Payment Detail shows that a money order for Rs.3,000 was generated on 28 th March 2012
and the 2nd MO for Rs.3,000 was generated on 30th June 2012. Both money orders were not
delivered to her, the 1st is being shown as ‘Undelivered’ while the delivery status of the 2nd is still
blank though five months have passed since it was generated .

6. Recommendations



BISP should ensure that letters regarding change in mode of payment are received by the
beneficiaries. In case they have a problem with their ID card then the other letter which
guides them to get a new CNIC from NADRA should be sent.
It is important that “Receiver Women Guidelines” (similar to sub-annex C-3 of BISP
Enrolment and Payment Manual) be prepared by BISP about the alternative mode of
payments, and, these are provided to beneficiaries for information.
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Section 1 – Payment Case Studies
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P-Q2-Balochistan-19
Replacement of Lost BDC
Hameeda Shaheen
Abdul Razaq
Deen Mohammad Street, Arbab Gulam Ali Road, Deba, Quetta
5440016397462
Nil
3513749
7th September 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Hameeda Shaheen is a 37 years old lady who had no formal schooling. She
remains at her home to perform household duties. The beneficiary has 6 children (4 sons and 2
daughters). She lives in a rented pucca house which has two rooms, bathroom and kitchen; they
have very few household items.
Her husband works on daily wages and his monthly income is around Rs.5,000 which is used for
household expenditure and paying for children’s education expenses. Most of the residents of her
village are poor and work on daily wages. Deen Mohammad Street is about 2 kms from BISP
Divisional Office Quetta.

2. Receiver Woman/ Complainant’s Relationship with BISP
Hameed Shaheen wasn’t a beneficiary during BISP Parliamentarian Phase. The PSC survey team
visited her house in spring 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 local influential of her area
that she had been announced as an eligible beneficiary for BISP cash grant. She was unaware of
the eligibility criteria for BISP Programme and only knew that this program is for the poor. The
family did not know about the redressal process but she was guided in this regard by the same
influential person.
When the area postman started distributing money orders to eligible beneficiaries of BISP 2 nd
Phase, Hameeda Shaheen received her 1st MO in November 2011. On receiving the cash grant,
she was very happy. She got four installments through the post office.
She was informed by a local activist in March 2012, that her payments will now come through
bank and that she must get her BDC from BDC Centre located at BISP Divisional Office Quetta.
In early May 2012, she visited BDC Centre Quetta and on the same day her BDC was issued.

3. How did the Complaint Emerge?
After receiving her BDC she withdrew her 1st cash transfer of Rs.3,000 on 7th May 2012 from a
Bank Alfalah ATM.
In July 2012 she misplaced her BDC. BISP Divisional Office, Quetta is 2 kms away from
Hameeda Shaheen’s home. Her husband requested a local activist from her Mohalla to help them
in registering a formal BDC complaint.
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4. Processing of the Complaint
a) Providers’ Version
This complaint was not registered in BISP CMS. BISP representative simply referred her to
the bank counter to apply for a new BDC. Hameeda Shaheen gave her written application to
the bank counter to have her lost card blocked and also requested that a new BDC be issued to
her. She submitted her written complaint at the BDC centre Quetta on 11th July 2012 along
with a copy of her CNIC as a supporting document. She was not given any acknowledgment
slip against her complaint.
Though her complaint was not entered in any register by BISP or bank staff but the case was
forwarded to Bank Alfalah head office at Karachi for further processing on the same day, i.e.
11th July 2012 by bank representative.
On the same day the bank counter got a reply stating that Hameeda Shaheen will get her new
BDC within 15 to 20 days from the BDC Centre.
b) Client’s Version
On 11th July 2012, she applied for a new BDC at the BDC Centre Quetta, which is 2 kms
away from her home. The bank representative sent her details to Bank Alfalah’s Head Office
at Karachi and had her lost BDC blocked.
After submitting the written application for ‘BDC lost’, the bank staff told her that she should
wait for 15 to 20 days for a new BDC, but till end October 2012 she was waiting for her BDC
and couldn’t withdraw the instalment of Rs.3,000 deposited in her account on 18th October
2012.
She has visited the BDC Centre Quetta repeatedly during the last four months.

5. What we Learned
She was helped by an area activist in collecting her BDC and also in filing her complaint.
In this case, her BDC was lost and she applied for a new BDC in July 2012. She has still not
received her replacement BDC although about four months have passed since she filed her
complaint.

6. Recommendations






BISP should ensure the delivery of “Receiver Women Guidelines” (sub-annex C-3 of BISP
Enrolment and Payment Manual) that provide required information along with all necessary
forms such as complaint form, information update form etc. in order to facilitate the
beneficiaries and inform them about complaint redressal.
It is also important that similar “Receiver Women Guidelines” be prepared by BISP about the
alternative mode of payments, and, these are provided to beneficiaries for information.
BISP should ensure that letters regarding change in mode of payment are received by the
beneficiaries.
It should be ensured that partner banks provide replacement of lost or damaged BDCs within
15 days to the complainants.
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Wife of
Complainant, if not beneficiary herself
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PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q2-Sindh-01

P-Q2-Sindh-01
Replacement of Lost Benazir Smart Card
Zarina Shaikh
Bashir Shaikh
Village Nizam-ud-din, Deh 381,Post Office Makhan
Samoo, Tehsil and District Mirpurkhas
4410336412792
306972
End September 2012

1. Profile of the beneficiary/complainant
Zarina w/o Bashir Sheikh lives in Nizamuddin village, Deh 381, Makhan Samoo post office,
Tehsil and District Mirpurkhas. She is a 66 year old, illiterate woman with nine children – six
sons and three daughters, of which four sons and two daughters are married and live separately.
Both of the remaining sons, who live with her, work as masons (involved in “shuttering” house
roofs) in Mirpurkhas city. The elder son, who is 19 years old, earns Rs.400 per day and the
younger one earns Rs.300 per day. Zarina’s daughter studies the Quran whereas her husband,
Bashir Sheikh, does not work because he is too old. Zarina mostly remains ill; she informed us
that she suffers from a cataract (motia) problem and stomach aches. Thus, her daughter is mostly
involved in running the house. Zarina’s house has an area of approximately 100 sq. yards and
consists of three rooms. The house is katcha but one of the rooms is made with cement. Drinking
water is obtained from a hand-pump near the house.
The village of Nizamuddin is located 22 km from the city of Mirpurkhas. There are people
belonging to the Shaikh, Rajput, Qureshi, Siddiqui and Teli kinship groups residing here. Zarina’s
family has been living here for 15 years. The village is 1 km from the main road. There is one
primary school present here as well as a medical dispensary, however emergency cases are taken
to the hospital in the city. The people here mostly rely on daily wage labour. Electricity is
available at the village but there is no gas facility.

2. Relationship with BISP
Zarina has been a BISP beneficiary since the Parliamentary Phase (Phase I) of the program. Her
form for this phase was filled out by a political worker, Saleem Malik, in 2009. A little while after
that she started receiving BISP payments through the postman. Subsequently, her PSC survey
form was also filled out in 2009 and she was found to be eligible as per her PMT score. She did
not receive an eligibility letter from BISP in this regard.
In 2010 after having received seven installments through the postman, Zarina stopped getting
further payments. When the postman came to her village to deliver payments to other women, she
asked him why he had stopped delivering her money. The postman told her that her payments
through the post office had been finished and she would have to get a Benazir Smart Card (BSC)
made from the BISP office. She asked him the address of the BISP Divisional Office Mirpurkhas
and went there with her husband on the next day. She received her smart card on the same day
when she visited the office. According to her payment details she has received 23 installments of
the BISP cash transfers – she has mostly spent this money on her medical treatments.
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3. How did the complaint emerge?
Zarina told us that about 8 months ago she went to Mirpurkhas with her daughter on some errand
where she fell victim to a pick-pocketing incident in the market. Her purse was stolen, which
contained her and her daughter’s original CNIC, her Benazir Smart Card and Rs.500. She
registered an NC (Non-Cognizable offence) report at the local police station upon returning to her
village. She then waited for around 4-5 months in the hope that her purse would be found but
when there was no result she consulted her neighbour, Jamsheda, who is also a social worker.
Jamsheda told Zarina to submit an application for a new Smart Card at the BISP Divisional
Office. Zarina was still not certain about the complaint registration procedure and she took
Jamsheda with her to the BISP office the next day. According to Zarina, this visit occurred about
2 months ago and it cost her Rs.200 for travelling. Zarina submitted her application to the
Assistant Complaints, along with a copy of her CNIC and a copy of the police report (NC), on the
same day.

4. Processing of the complaint
a) Providers’ version
According to the Assistant Complaints of the BISP Divisional Office Mirpurkhas, Zarina
submitted her complaint at this office on 16th July 2012 along with a copy of her CNIC and a
copy of the NC. Her complaint was entered into a register when she visited the office and on
1st August 2012 it was entered into an Excel spread sheet, with the rest of the complaints
received here, and he forwarded this document by email to the BISP Headquarters. According
to the complaint handler, all the BSC (Benazir Smart Card) complaints received here are
compiled in this document and forwarded to BISP HQ Islamabad after every 15 days. He
further told us that they do not have any authority to liaise with the partner organization (bank
staff) to obtain beneficiary information. The complaint handler sent a reminder by email to
the BISP HQ on 14th September 2012 however there has been no outcome of this complaint
yet, nor does he know of an expected date for an outcome.
b) Client’s version
Zarina informed us that about 2 months ago she went to the BISP Divisional Office
Mirpurkhas – with her complaint application, a copy of her CNIC and a copy of the NC –
where she submitted these documents and registered her complaint. However she was not
provided with an acknowledgement slip nor was she told when her new smart card would be
made. Zarina visited the BISP Divisional Office again 2 weeks ago but she was told by the
staff that she should wait a little while longer as her complaint had been forwarded to
Islamabad and there was no response from there. The BISP office is 22 km from Zarina’s
village and she travelled by bus on both the occasions when she visited the office. She was
completely dissatisfied with the complaint redressal mechanism – since there was no outcome
to her complaint – but she was satisfied with the attitude of the BISP staff.

5. What We Learnt?
We learnt that Zarina had not been delivered an eligibility letter by BISP.
Payment complaints related to the Benazir Smart Card are maintained in a separate register at the
BISP Divisional Office Mirpurkhas. Payment cases are usually sent to BISP Headquarters after
every 15 days and in this case, even a reminder was sent to the HQ but there has been no response
from there despite the passage of 2 months.
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According to the BISP staff there is no coordination between BISP and its Partner Organization
(PO), even at the Tehsil and Divisional level. Consequently, the complaint handlers cannot inform
complainants about the status of their complaints or its progress.
As she did not receive a new BSC, she has not been able to withdraw any cash transfer during the
last 8 months. Cash transfers are not being deposited in her account since October 2011.

6. Recommendations




BISP should provide eligibility letters to all beneficiaries
BISP should improve its coordination with POs at the Tehsil and Divisional level so that
beneficiaries can be provided accurate timelines for the resolution of their complaints and its
status to avoid wastage of time
POs (such as banks) should assign customer facilitation officers at the BISP Divisional
Offices for the benefit of BISP beneficiaries.
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P-Q2-Sindh-02
Replacement of Damaged Benazir Smart Card
Zarbano Baloch
Maula Bakhsh
House # 451, Pak Colony, Baloch Para, Tehsil and
District Mirpurkhas
4410344406744
292812
End September 2012

1. Profile of the beneficiary/complainant
Zarbano Baloch w/o Maula Bakhsh is a 32 year old, illiterate woman who lives in House No. 451,
Pak Colony, Baloch Para, District Mirpurkhas. She has 5 sons and no daughter. Her eldest son,
Kashan, works in a garage as a mechanic and earns Rs.50-60 per day. All her other sons are
young and do not work. Her husband Maula Bakhsh is a labourer (pallaydaari; lifting and
transporting construction material) and works on daily wages, earning Rs.400-500 per day.
Zarbano does not work and is a housewife. She lives in a rented house, with only one room and an
approximate area of 80 sq. yards. The house rent, including utilities such as gas and electricity, is
Rs.2,500 per month. There is a suction pump installed in the house for drinking water. She cannot
afford to send her children to school because of the low household income. There are 6 persons
listed on her PSC roster, but Zarbano’s youngest son, who is just 2 years old, was born after the
PSC survey.
Mohalla Pak Colony is a relatively urbanized area. It has a total population of about 2,000-3,000
people and there are around 200-250 households living here. Most of the houses here are made of
baked bricks. This colony is half a kilometre away from the main road and the nearest primary
and secondary schools and private clinics are at the same distance. The nearest hospitals are 2 km
away from here. Most of the people here are employed as wage labourers. Zarbano’s house is at
10 minutes’ distance from the main road and a proper road leads to her house from the entrance of
Pak Colony.

2. Relationship with BISP
Zarbano was not a beneficiary during the Parliamentarian Phase of BISP. The PSC survey was
conducted in June/July 2009 in her locality and the survey team filled out Zarbano’s form through
a local social worker and gave her a survey slip as acknowledgement. Zarbano only found out that
she was eligible for the BISP cash transfers when the postman came to her home to give her the
first instalment of her payments. She refers to it as “Benazir’s scheme”. She first heard about
BISP from the PSC survey team: “You will get Benazir’s money, fill out the form” they said to
her. Zarbano does not know about the BISP eligibility criteria but she said that “I am a poor
woman and live in a rented house; my children do not go to school; I cannot get them educated
because of my poverty, so I have a right [to this money]”. She told us that she spent the last
instalment of BISP on her children and their food, and when she starts getting instalments again
she will purchase clothes for her children and will build her own house.

3. How did the complaint emerge?
After the PSC survey, she received 4 installments of the BISP cash transfers through the postman.
According to her payment details her fourth MO (money order) was delivered in June 2010.
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When the postman came to deliver her fourth MO he told her that now onwards she would not get
any money through Pakistan Post. He told her to get her BSC (Benazir Smart Card) made.
However, she did not get any intimation letter from BISP in this regard. She does not remember
the date she received the Benazir Smart Card from BISP – based on her recollection she got it at
least 2 years ago in the summers from BISP Divisional Office, Mirpurkhas. According to her
payment details the last instalment received by the beneficiary through the BSC was on 21st
October 2011; she did not receive any instalment after that. She usually withdrew her payments
from an Omni shop and when she went there a year ago she was told that her card is damaged; she
did not know that her card was damaged before this. The Omni shopkeeper told her that she could
not withdraw any money with this card and that she would have to get a new card made from the
BISP office. She trusted the shopkeeper and decided to lodge a complaint about her damaged
BSC and register an application for a new one. However since she did not know the procedure to
lodge a complaint, her husband went to the Omni shopkeeper and got some information from him
as well as from other people, who had the same complaint. After gathering some information he
decided to go to the BISP Divisional Office with his wife.

4. Processing of the complaint
a. Providers’ version
Zarbano went with her husband to the BISP Divisional Office Mirpurkhas. She submitted a
written application, a copy of her CNIC and a copy of her BSC to the Assistant Complaints.
She mentioned in her application that she could not withdraw any money with her Smart Card
because it was damaged and the PoS (Point of Sale) machine would not accept the bar code
on the card. The complaint handler at the BISP Divisional Office manually entered this
complaint in a separate file and registered it in a monthly summary excel sheet with other
complaints. He then sent it to the BISP Headquarters, Islamabad for investigation along with
all the other complaints. Four reminders were sent to the BISP Headquarters, to inquire about
the progress on her complaint. The reminders were sent on the following dates:





1st reminder was sent on 28th May 2012
2nd reminder was sent on 25th July 2012
3rd reminder was sent on 1st August 2012
4th reminder was sent on 4th September 2012

BISP Divisional Office Mirpurkhas has still not received any response from the BISP
Headquarters Islamabad.
b. Client’s version
According to Zarbano, she went with her husband to the BISP Divisional Office Mirpurkhas
on 27th February 2012 to launch a complaint, saying that her card was damaged and she could
not draw any money by using this card. She submitted a written complaint, a copy of her
CNIC and a copy of the Smart Card. The complaint handler at the BISP office received her
complaint and registered it in a manual register. She was not given an acknowledgement slip
and was verbally informed to come back after a month or two or contact him on his cell
phone. Zarbano’s husband said that when there was no action taken on her application nor
was there any response from the BISP office, they decided to submit a new application on 19th
April 2012. While they were submitting the new application, they inquired from the same
complaint handler about their previous application and he said that it had been sent to
Islamabad and there was still no response from there. They visited BISP office twice but did
not get a satisfactory answer and they were told it would take two to three months for the

GHK Consulting Ltd.
J40252715

125

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 1 - Payment Case Studies
P-Q2-Sindh-02

complaint to be resolved. The complaint handler said that if there was any reply from
Islamabad, he or a colleague of his would call them and thus there was no need for them to
come to the office again. Though eight months have passed, Zarbano is still waiting for a
reply from BISP.
BISP Divisional Office Mirpurkhas is 3 km away from Zarbano’s house. It takes 30 minutes
to reach there and about Rs.100 in travel costs. On the first visit the beneficiary’s husband
went there alone on his bicycle and on the second visit Zarbano went with him on the bicycle.
On both the visits they got their application written by the stamp paper seller (Oath
Commissioner) and paid Rs.30 as fee for one application.

5. What We Learnt?
Zarbano’s complaint was regarding a damaged BSC. She received her last payment in October
2011 and registered a complaint in February 2012 but almost 8 months have now passed since this
complaint and she has still not received any response from BISP nor has she been issued a new
card.
All payment complaints at the BISP Divisional Office are maintained in a register and entered in a
monthly summary spread sheet (excel workbook). When there are about a 100 complaints, this
document is sent to the BISP Headquarters – usually either fortnightly or monthly.
Payment cases are not registered in the case management system (CMS).
Since there is no interaction between the BISP Divisional Office and the payment agency all
payment related complaints are sent to the BISP Headquarters and this is a source of delays.

6. Recommendations





The BISP Divisional Office must establish coordination with POs (Partner Organizations) and
such complaints should be resolved at the local level so that the beneficiary does not waste
her time and money
After registering the complaint BISP officials should issue an acknowledgment slip as proof
for future tracking of the complaint status
BISP Headquarters should swiftly provide feedback or the status of the case after having
received it from the Divisional Office so that complaint handlers can inform the complainants
and save them trouble
Beneficiaries should be informed that they should place their BSCs in a safe place and in a
secure manner so as to prevent damage
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P-Q2-Sindh-03
Replacement of Lost Benazir Smart Card
Nasreen Maseeh
Younus Maseeh
Mohalla Loco Shed, Lal Masjid, Tehsil and District
Mirpurkhas
4410349780314
292159
End September 2012

1. Profile of the beneficiary/complainant
Nasreen w/o Younus Maseeh, 47 years of age, is a resident of Mohalla Loco Shed, Lal Masjid,
District Mirpurkhas. She is an illiterate house wife. She has 5 sons and a daughter; her daughter is
married and lives separately but all her sons are still single and live with her. Nasreen’s brotherin-law (husband’s elder brother) also lives with them, making a total of 8 people in the household,
all of whom have also been registered on the PSC survey form. They all live in a single room of a
house with an area of approximately 80 sq. yards. While there is a separate structure for a
washroom, there is no separate kitchen – a gas cylinder is placed on one side of the veranda and
that corner is used to cook food. On the other side for washroom another structure is there. They
obtain drinking water from a hand-pump near their house. None of her children go to school as
they cannot afford it.
Nasreen’s husband works in a brick kiln and earns Rs. 200 – Rs. 300 per day. Three of her eldest
sons work as tractor trolley drivers earning approximately Rs. 3,000 per month each. However, as
they work on daily wages they only earn when there is any work available.
Mohalla Loco Shed is an urban area. It is located near the railway station, half a kilometre away
from the main road, and the road leading to it is also metalled. All the quarters of this Mohalla are
the property of Pakistan Railways. The Mohalla is almost entirely Christian in composition. The
house where Nasreen lives was lying vacant before a railway official allowed her family to settle
here free of charge and they have been living here since the last 10 years. There are two private
schools, two private clinics and a government dispensary located 1 km away from this Mohalla.
The BISP Divisional Office is 1.5 km away from here.

2. Relationship with BISP
Nasreen was a beneficiary of the Parliamentarian Phase of BISP and is an active beneficiary of
the PSC Phase. The PSC survey took place in June/July 2009 in this Mohalla and the survey team
came to Nasreen’s house and filled out her PSC form. Her husband helped fill out the form at
their house and was given a slip as acknowledgement. She thinks that BISP is “Benazir’s
Scheme” and heard about it through the other women of the area. She said she did not know about
the BISP eligibility criteria but does consider herself eligible for the BISP cash transfers. She said,
“This money is being distributed amongst the poor; I am poor too, so I should get Benazir’s
money.” She also told us that when she was receiving BISP payments, she used to spend that
money on repaying her loans and buying food stuff for her family. She intends to do the same, if
this money is given to her again.
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3. How did the complaint emerge?
Nasreen had been receiving BISP cash transfer payments through the post office in the
Parliamentarian Phase. Since July 2010, her payment modality was switched to the Benazir Smart
Card (BSC). She did not receive any intimation letter from BISP informing her of this switch; the
postman simply told her that from now on she would not get any money through Pakistan Post, so
she should obtain her BSC. She does not remember the date, but she said it was approximately 2
years ago when she received her BSC from the BISP Divisional Office Mirpurkhas. According to
her payment details, she received the first instalment of the BSC on 19 th July 2010 and her last
instalment on 20th October 2011. She is currently not receiving any payments as she has lost her
BSC. Nasreen does not remember the date when she lost her BSC but she also lost her original
CNIC with it. She decided to register a complaint with BISP when she lost her BSC. She did not
know the procedure to register a complaint so she inquired from other women who had prior
experience with registering complaints at BISP office. Her husband further inquired from the
DCO office and had Nasreen’s application written. She registered her complaint twice at the BISP
office, but to date she has not received a new BSC or CNIC. When she received no response
against her first complaint she filed an NC report at the police station on 3 rd April 2012 regarding
her lost BSC and CNIC and she submitted this NC report at the BISP Divisional Office along
with a new complaint.

4. Processing of the complaint
a) Provider’s Version
Nasreen’s husband Younus Maseeh went to the BISP Divisional Office, Mirpurkhas to
register her complaint. He registered the complaint with the AC and submitted copies of
Nasreen’s CNIC and BSC as well as the police report (NC). The AC received this complaint
on 13th April 2012 and manually entered it in a register and a monthly summary spread sheet
(Excel workbook), and forwarded it along with the supporting documents to BISP
Headquarters through email for investigation. The BISP Divisional Office further sent 4
reminders to BISP Headquarters to expedite the investigation. These were sent as follows:





First reminder was sent to BISP HQ on 28th May 2012
Second reminder was sent to BISP HQ on 25th July 2012
Third reminder was sent to BISP HQ on 1st August 2012
Fourth reminder was sent to BISP HQ on 4th September 2012

BISP Divisional Office has yet to receive any progress report or outcome of the investigation
from BISP Headquarters, Islamabad.
b) Client’s version
According to Nasreen Maseeh, she has registered two complaints at the BISP Divisional
Office regarding her lost CNIC and BSC. On her first visit, she submitted the application to
the AC at the Divisional Office herself, on 2nd February 2012, along with a copy of her CNIC
and BSC. He verbally informed her that they will send this application to BISP Headquarters
Islamabad and as soon as they receive a response they would call her, or she should revisit the
office in 2-3 months. When Nasreen did not receive a call regarding her complaint her
husband submitted another complaint at the Divisional Office on 13th April 2012 along with a
copy of her CNIC, BSC and the police report (NC) which was dated 3 rd April 2012. On both
visits she was not given any reference number or acknowledgement slip regarding her
complaint. Both the times she was told that her application had been sent to BISP
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Headquarters Islamabad and it would take some time so she should come back after 2-3
months. The beneficiary went to the BISP office a third time around 2 months ago and got
the same answer.
The BISP Divisional Office Mirpurkhas is 3 km away from her house and she spent no
money on those 3 visits as she travelled by foot. Since her issue has not been resolved she is
upset and anxious to know when she will be issued a new BSC. She is still hopeful that she
will get her BSC and will start receiving BISP installments soon. She was satisfied with the
attitude of the complaint handler (AC) because he was helpful and respectful, but she is
concerned about the lack of progress on her case.

5. What We Learnt?
We observe a discrepancy in this case between the provider’s version and the client’s version. The
beneficiary told us that she registered a complaint at the Divisional Office twice – 2nd February
2012 and 13th April 2012 – and was verbally told on both occasions to come back after 2-3
months. However there is no record of her first complaint at the BISP Divisional Office. When we
obtained the provider’s version of the complaint, the AC at the BISP Divisional Office was only
able to provide us details of the second complaint lodged on 13th April 2012.
Nasreen’s complaint was manually registered into a ledger and then entered into a monthly
summary spread sheet by the AC at the BISP Divisional Office Mirpurkhas. This case was then
forwarded to BISP Headquarters for investigation. The manual system of entry might be the
reason that the first complaint was removed when the second complaint had been lodged.
No payments have been generated after she lost her BSC. The beneficiary further told us that she
was not satisfied with the BSC payment modality and would prefer to receive her payments
through the post office. There were fewer worries with the post office modality as she knew the
postman would visit the locality every month and deliver her money at her doorstep. After the
issuance of the BSC she has to go to Omni shops and bank branches herself and often has to make
repeated trips to get her money.

6. Recommendations







Coordination should be established between the BISP Divisional Office and POs so that
payment cases can be resolved as soon as possible. Because of a lack of involvement with any
payment agency, the BISP Divisional Office does not know the status of beneficiaries’
complaints.
Complainants should be given a receipt or an acknowledgement slip as proof after they
register a complaint. This will be helpful for future reference, in order to determine where the
complaint was originally registered.
BISP Headquarters should expedite the processing of complaints and there should be
improved coordination between the Divisional Office and Headquarters so that complainants
can be informed about the status of their complaints.
There needs to be a better record-keeping system for payment complaints so that payment
cases can be better tracked and do not get lost as we observed in this case.
It is very important that complainants be provided an accurate timeline for the resolution of
their case as it implies a huge waste of time and money if they have to make repeated visits.
With lost BSC cases, such long waiting periods also implies that the beneficiary is not able to
access her payments, as has been the case with Nasreen over the last 8-9 months.
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As some beneficiaries may feel Pakistan Post to be a better channel, therefore, It may be
useful to ask the beneficiary for her choice about the mode through which she wants to get her
cash transfers.
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P-Q2-Sindh-04
Deletion of Text Message regarding Mobile Banking
Gulshad Khatoon
Shaban Ali Khokhar
Golimar Street, Allahabad Road, Tehsil and District
Larkana
4320359511460
9033445
End September 2012

1. Profile of the beneficiary/complainant
Gulshad Khatoon, w/o Shaban Ali is a resident of Golimar Street, Allahabad Road in Larkana
District. She is a 40 years old, illiterate woman and has 3 children – 1 son and 2 daughters. Her
son is in the second grade in a private school, the tuition fee for which is Rs. 300 per month. Her
younger daughters study in a government school. Her husband is a construction labourer (tagari
mazdoor), earning daily wages of Rs. 250 – Rs. 300 while Gulshad makes caps at home from
which she earns around Rs. 600 per month.
Gulshad Khatoon and her family live in the same room as her brother-in-law’s wife – the house
does not have a separate room for her to live in. Her mother-in-law also lives in the same house,
along with her 3 brother-in-laws with their wives and children. However, everyone manages
household and eating expenses separately. The house consists of 2 rooms, 1 bathroom, an open
kitchen and a large courtyard. The structure of this house is katcha-pucca. There is electricity in
the house but no gas.
Allahabad is a poor neighbourhood, and it has around 100 houses, with a population of around
700-800 people. Gulshad Khatoon’s house is located at a distance of 1 km from the main road,
and the nearest government school and hospital are 3 kms from her house.

2. Relationship with BISP
Gulshad Khatoon was not a beneficiary of the Parliamentary Phase of BISP. She had her PSC
survey in May 2011. After the survey, she was declared eligible for the BISP cash transfers based
on her PMT score. She received this information through a BISP letter five months after the
survey. Later she found out through the people of her area that the cash transfers would be
received through mobile banking. She went to BISP Divisional Office Larkana to get a mobile
phone set. After receiving her mobile phone, she was told by the staff there that after 2 months,
she would receive a message on the 25th January and then she could revisit the office to collect her
money.
Gulshad Khatoon had no knowledge about BISP prior to the survey because there was no
awareness campaign in their area to provide information regarding the program. All she knew was
that the program was started to provide aid from Benazir to the poor. When asked what she would
do if she received the money, she said she would get a new room built in her house.

3. How did the complaint emerge?
Gulshad Khatoon did not receive the message 2 months after receiving her mobile phone set as
was promised to her. Since this worried her, she visited the BISP Divisional Office Larkana yet

GHK Consulting Ltd.
J40252715

131

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 1 - Payment Case Studies
P-Q2-Sindh-04

again to get some information regarding her payment. The staff there told her that she should visit
to receive the money after receiving the text message.
According to Gulshad Khatoon, she received the 1st text message from HBL in April 2012. When
she took the message to the BISP Divisional Office Larkana, it was very crowded there. Because
of the crowd, she could not enter the office that day or on the following 2 days. On the fourth day,
her daughter accidentally deleted the text message while playing with the mobile phone. Gulshad
Khatoon has been to the BISP Divisional Office to register a complaint multiple times now.

4. Processing of the complaint
a) Providers’ Version
According to the staff of HBL (Payment Agency) and the BISP Divisional Office Larkana,
they maintain no records, in any form, regarding payment complaints. As for this case, they
say that they will give the money to a beneficiary only if she comes to them with the text
message received. Therefore there is no record of Gulshad Khatoon’s complaint at this office.
b) Client’s version
Gulshad Khatoon and her husband have visited the BISP Office 3 - 4 times in 4 - 5 months
but their problem remains unsolved. According to her, whenever they visit the office or the
HBL counter, they are met with the same response, that they will get the money upon the
receipt of the text message.
BISP office is located at a distance of 5 km from Gulshad Khatoon’s house and each round
trip on a rickshaw costs her Rs. 100. She is not at all satisfied with the complaint redressal
mechanism or with the behaviour of BISP and HBL’s staff because they failed to provide her
any response.

5. What We Learnt?
According to Gulshad Khatoon’s Payment Details, one payment has been deposited in her
account on 20th December 2011 but she has not been able to withdraw it as her daughter
inadvertently deleted the text message. No records regarding payment complaints are maintained
at the BISP office or with the Payment Agency. Given that no one at the BISP office or the
Payment Agency keeps records of any kind, the staff has no information to provide to a
beneficiary in case he or she comes to them for any information. Whatever has been processed
with regards to this case has been processed verbally. There is no documentation record present.
This payment case was thus found by us during the visit to the BISP Divisional Office Larkana,
where Gulshad Khatoon’s husband had come for information regarding his wife’s case.
Almost nine months have passed but her complaint has not been addressed. Amounts are not been
transferred to her account as she has not withdrawn the earlier amount deposited in December
2011 while she cannot draw that amount because her text message was inadvertently deleted. It is
very obvious that she has not withdrawn the money, therefore, text message should be sent again
so that she is able to withdraw her cash transfer. Such un-necessary delays in complaints redressal
will compel the beneficiaries to shift from electronic mode of payment to the previous method of
money orders through Pakistan Post.
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6. Recommendations




BISP staff should manually note payment related complaints in a register.
BISP staff should provide precise guidance to complainants regarding the procedure for filing
a complaint as well as advise them about the time during which the complaint will be
redressed.
On the BISP website, a Transaction ID is present in the Payment Details. In the cases where
the message gets deleted, the Payment Agency can still give out the money to a beneficiary
upon the verification of their Transaction ID or CNIC.
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P-Q2-Sindh-05
Non-Payment after first instalment received through
Mobile Banking
Ameeran
Ghulam Husain
Lohar Colony, Kino Khoun Tehsil, Larkana District
4340705905436
8858997
End September 2012

1. Profile of the beneficiary/complainant
Ameeran w/o Ghulam Husain, 37 years old, lives in Lohar Colony, Kino Khoun Tehsil, and
Larkana District. She is an illiterate woman and has 5 children; 2 sons and 3 daughters. The eldest
son, 14, lives in Ghaji Khawar with some relatives, and is there for his education. The other 4
children live with Ameeran and are not in school because of the financial problems of the family.
Ameeran’s husband left for Saudi Arabia 3 months ago to do labour work. He sold his house for
Rs. 700,000 before leaving for Saudi Arabia, Last month he sent back Rs. 6,000 as remittance.
Ameeran, herself, makes “dariyan” (mats) at home and earns around Rs.1,000 per month.
Currently, along with Ameeran’s family, her husband’s nephew (Zameer Husain) lives with his
wife and a child in Ameeran’s house. But, their household is separate. Ameeran reported that 2
years ago, she and her family lived in Ghaji Khawar village, Tehsil Qambar, Shahdadkot.
However, after the floods of 2010, they moved to a camp in Larkana, and then rented this house
and started living here. The house that Ameeran currently resides in is rented on Rs.1,800 per
month. It has an area of 200 sq. yards with 2 rooms, one kitchen and one bathroom. The main
road is about 1 km away from Ameeran’s house, while the school and the hospital are 2 kms
away.

2. Relationship with BISP
Neither Ameeran nor any of her family members were beneficiaries of the Parliamentarian Phase
of BISP. According to Ameeran, her PSC survey form was filled out in September 2010 in the
Larkana camp, after the floods. Her brother-in-law filled out her form (PSC No. 8858997).
However, according to the BISP form tracking website, Ameeran had another form filled out
(PSC No. 8843586). Ameeran reported that she had no idea who filled out the other form.
Ameeran does not know much about BISP except that it is Benazir’s program for poor people;
however, according to her, rich people are also taking advantage of the program.
After the PSC survey, Ameeran was found to be eligible for the BISP cash transfer scheme as per
her PMT score. After the survey, she received a mobile phone from BISP Divisional Office
Larkana in June 2011 – the HBL Mobile Phone counter is in a separate room at the BISP
Divisional Office. In March 2012, nine months after receiving the mobile phone, Ameeran
received the first instalment of Rs. 1,000 from BISP; she collected this payment from the
Divisional Office Larkana. However, according to her payment details, her first instalment
amounted to Rs. 2,000 and to this date, the remaining Rs.1000 is undelivered to her. According to
the payment details on the BISP website, Ameeran received this first instalment on 25 th March
2011. However, Ameeran told us she received the first payment from BISP in March 2012. She
used this money to buy clothes for her children and some ration for the house.
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3. How did the complaint emerge?
When Ameeran did not receive a message on her mobile for 2 months after receiving the first
instalment, she became worried and went to BISP Divisional Office Larkana where the HBL
counter was located. When she asked about her money at the counter, the HBL representative
informed her that her money has not been transferred to her account yet. The representative also
told Ameeran that they can only help her once she receives a message from HBL on her mobile
phone. For now, they could not do anything about it. The HBL representative did not take any
document from Ameeran.

4. Processing of the complaint
a) Providers’ version
The AC (Assistant Complaints) at BISP Divisional Office Larkana informed us that they do
not have any kind of complaint registration mechanism for payment cases (mobile modality).
This is the reason why they refer all the complainants to the HBL counter.
According to the HBL representative, they also do not have a complaint registration
mechanism. If a complainant brings a complaint regarding the SMS, they are advised to wait.
They have not been trained to deal with this complaint in any other way.
b) Client’s version
This payment case was found during our visit to the BISP Divisional Office, Larkana. The
beneficiary, Ameeran was present at the office to get information regarding her complaint.
Ameeran reported that she had visited the BISP Divisional Office Larkana and the HBL
counter around 12-15 times. However, her issue has still not been resolved and none of the
representatives explained to her why she was not receiving the SMS on her phone.
Furthermore, none of the officers would listen to her complaint. “Wherever I go, I am told
that I can only receive the money, when I get the SMS” said Ameeran. According to
Ameeran, BISP Divisional Office Larkana is about 3 km away from her house. She has to
take a rickshaw or Qingqi to get to this office and it costs her about Rs. 100 – Rs. 120 for each
round-trip. However, her current financial condition does not allow her to make repeated trips
to the office.

5. What We Learnt?
The BISP Divisional Office Larkana and HBL counter do not have a payment related complaint
redressing mechanism. In terms of this case, the entire complaint process has been verbal and
there is no documentation available for the records.
According to Ameeran’s payment details on the BISP website, she received her 1st instalment of
Rs. 2,000 in March 2011 but Ameeran reported receiving Rs. 1,000 in March 2012. This appears
to be an error on the BISP website, since Ameeran received her mobile phone in July 2011 and
could not have received a mobile banking payment in March 2011.
It is also surprising that according to her latest payment detail (15 th November 2012), the amount
of withdrawal on 24th February 2011 has been changed after more than a year (from the earlier Rs.
1,000) to Rs. 2,000 and another withdrawal of Rs. 1,000 has been shown on 25th March 2011,
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which means that against Rs. 2,000 deposited in her account she has withdrawn Rs. 3,000 through
mobile banking!
TRANSACTION
AMOUNT STATUS
DATE

TRANSACTION
NO

CARD
BANK TYPE
TYPE

2/18/2011 8:59:44 2000
Deposit
201102187052732318 Mobile HBL
PM
2/24/2011 8:59:44 2000
Withdrawal 20110224809051261 Mobile HBL
PM
3/25/2011 8:59:44 1000
Withdrawal 20110325372362675 Mobile HBL
PM
Cash Transfer

FRANCHISE_ID
NA

Withdrawal
WF9001
from Franchise
Withdrawal
WF9001
from Franchise

Cash Withdrawal
Flood Relief
Waseela-e-taleem
Cash Deposit (Self/Third party)
Money Transfer (Transfer by Check/IBFT/ MWallet)
Cash De-track ( For ATM cash receiving error)

Ameeran has not received any instalment after the 1st one in March 2012 nor has she received an
SMS on her phone in that regard. She has visited the Divisional Office numerous times but has
always been turned back since she does not have an SMS on her phone.
As there is no record of her complaint at any stage therefore despite visiting the office for 12-15
times her complaint has not been addressed till now.

6. Recommendations





As CMS does not cater to Payment related complaints, BISP Divisional Office and the
Payment Agency should at least record/ maintain Payment related complaints manually.
BISP should issue each instalment in a timely manner and ensure that beneficiaries receive
the full amount of their payments so that they do not have to suffer.
As Payment Detail is the most important source of Payment information for the beneficiaries,
therefore, great care should be taken in its timely update and accuracy (obviously it is not
possible that she has drawn Rs.3,000 against Rs.2,000 deposited in her account).
In case of any error in Payment Detail, the relevant entry should not be changed at a later date
but a new balancing entry should be made so that the correct position is shown.
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P-Q2-Sindh-06
Non-Payment after credit and withdrawal of only one
cash transfer through mobile banking.
Umaida
Ali Bagh Chandio
Rahmat Pur, near Ghaslate Depot, Tehsil and District
Larkana
4320331737794
9028530
30th September 2012

1. Profile of the beneficiary/complainant
Umaida w/o Ali Bagh Chandio is a 57 years old poor woman who runs a small store (cabin) with
her husband. This is barely enough for her to live adequately. She has 5 children; 4 sons and 1
daughter. All of them are married and live separately. Umaida Khatoon lives in a hut which is
located across her sons’ house. The ceiling of the hut is made of wood branches and the rest of it
is supported by one pillar. It has no walls and Umaida lives with her husband in this setting.
Umaida does not have any kind of facility available in her home. There is a stove placed under the
shade of the hut. There is no gas or a bathroom facility. She accesses drinking water from a water
supply filter that is located 1 km away. Umaida and her husband earn about Rs. 30- 40 per day
from their small store and run the house with this money. According to Umaida, her sons do not
help her financially.

2. Relationship with BISP
Umaida was an active beneficiary and had been receiving money during the Parliamentarian
Phase of BISP from July 2009 to December 2010. According to Umaida, she received 8
installments of Rs.3,000. In August or September 2010, there was a PSC survey done in her area
and Umaida was given a receipt (survey slip). She received another instalment of Rs.2,000 after
that in December 2010 and then she stopped receiving money from the postman. It was observed
that the beneficiary was not informed through a BISP letter about the change in her payment
mode. A few months later, she received an unknown call and was told that she had received a
Benazir mobile phone and she should collect it from the BISP Tehsil Office near the Police
Training Centre. The next day Umaida went to the Tehsil Office and got her mobile. She was told
to visit again after 2-3 days and collect her money from the same bank counter. After 2 days,
Umaida visited the office and received Rs.4,000 from the bank counter, which is also located in
the BISP office.
The PSC survey was conducted in her area through Laal Abro; he is a social worker and takes all
the decisions for their neighbourhood. The survey team came to their house along with one of
Laal’s sons, who was going door to door to help fill out the survey. They filled the form at her
house and gave her a slip (receipt). Later on when the postman brought her an instalment of
Rs.2,000, he informed her about “Benazir’s scheme”. She spent the cash transfers on her own and
her husband’s medical treatments. She also used some of it to run the house and put some into the
shop.
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3. How did the complaint emerge?
According to Umaida, she received her latest instalment of Rs.3,000 during last Ramzan (2011)
when she received an SMS from the bank that her money is available. She took out the money the
next day and used it for Eid. She has not received any money since last year. During this time, she
has visited the BISP Divisional Office Larkana around 6-7 times to register a complaint but no
one listens to her complaint. It costs her Rs.50 to visit the BISP office. Sometimes, when she does
not have money, she walks to the office. The Divisional Office is about 8 km from Umaida’s
house. According to the Assistant Complaints (AC), there is no redressal mechanism for payment
related complaints at the BISP Divisional Office.

4. Processing of the complaint
a) Provider’s version
According to the AC at the BISP Divisional Office Larkana, payment related complaints are
not received or even recorded here. Payment related complaints are not redressed at this office
and neither are they entered in the CMS system. The CMS system does not cater to Payment
Cases. There is thus no record of the beneficiary’s complaints or visits to this office.
b) Client’s version
According to the beneficiary, she visited BISP Divisional Office Larkana about 7 times
regarding her non-payment complaint. Despite these visits, her complaint has still not been
registered. According to Umaida, every time she visits the office, she has to ask some other
beneficiary to accompany her. Previously, when she used to go to collect the money from the
office, she always paid for the other beneficiaries’ expenses as well. Even now, when she
visits the office she takes another woman beneficiary with her but no one listens to her
complaint. No one informed Umaida about the complaint process.

5. What We Learnt?
We observed in this case that payment related complaints are not accepted at the BISP Divisional
Office Larkana. According to the BISP staff, they cannot see any form of payment detail other
than the post office ones on the BISP website. Therefore, there is no information that they can
verify, address or update the beneficiary with. In Umaida’s payment details for her Mobile
Banking account on the BISP website, only one instalment of Rs.4,000 is shown which she
received from the bank counter at the BISP Tehsil Office on 8th April 2011. However, Umaida has
actually received 3 installments in total from the Mobile Banking facility.
75% of the payment complaints regarding Pakistan Post were received and recorded at the BISP
Tehsil Offices and then these were forwarded to Pakistan Post for redressal. Under mobile
banking, complaints are not being manually recorded by BISP Office while the CMS does not
cater to the payment complaints. as such the beneficiaries complain that they are not being helped
by BISP staff regarding Payment Complaints in any way.
According to her Payment Detail, Rs.4,000 were credited to her account on 6th April 2011 and
were withdrawn by her on 8th April 2011, after that there has been no credit during the last 17
months. It appears that BISP MIS does not prepare a report showing beneficiaries accounts that
have not been credited though apparently there are no reasons to stop her payment.
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6. Recommendations






BISP Divisional Office staff should maintain a manual record of payment complaints and
provide complainants with an acknowledgement slip on each visit so that a record is
maintained and complaints can be easily tracked. This would at least help BISP to ask the
payment agencies about the processing and progress of the payment complaint.
BISP should inform beneficiaries about the change in their payment modality, through an
intimation letter
BISP should establish a standard procedure for dealing with payment complaints; currently
these complaints are not being entertained and complainants are being sent back without
being properly guided about where to file their complaint for redressal.
A report may be generated and reviewed by BISP to know the reasons why payments are not
being credited to BISP beneficiaries.

GHK Consulting Ltd.
J40252715

139

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Case study Number
Nature of Case
Complainant/ Beneficiary
Wife of
Complainant, if not beneficiary herself
Address
CNIC Number
PSC form number
Date Study Finalized

Section 1 - Payment Case Studies
P-Q2-Sindh-07

P-Q2-Sindh-07
Replacement of Lost Benazir Debit Card
Rindni
Aashgool
Goth Lal Khan Shar Achayoon Qubyoon Umarkas,
Tapal Ghar Rohri, Taluka Rohri, District Sukkur
45505201395248
11172825
End September 2012

1. Profile of the beneficiary/complainant
Rindni, w/o Mohammad Ashgool, 62 years old, lives in Achayoon Qubyoon Village, Rohri
Tehsil, Sukkur District. Rindni is illiterate. She is very devoted to her work and spends most of
her time farming and gathering food for her cattle. Rindni has 4 sons and 3 daughters; 2 of her
sons and a daughter are married. In the PSC Form Rindni has seven offspring and her married
children have separate households. Rindni presently lives with her 4 unmarried children in a 120
sq. yard house. On the PSC roster, Rindni’s daughter, Anila, also appears as eligible for BISP, yet
she is not receiving the cash transfers. Rindni’s son, the only earner in the family, earns around
Rs.300-400 per day by loading trucks with sand. Rindni works as a farmer, earning in kind; she
receives vegetables, wheat and rice for household consumption according to the season as well as
cattle fodder. Rindni’s husband left her 10-15 years ago and remarried; he lives in Sukkur with his
second wife and children. He did not maintain any contact with Rindni and her children.
Achayoon Qubyoon is a rural area near Rohri. The main road is at a walking distance from here.
The village has about 30-35 houses in which around 100-150 people reside. A majority of people
here are agricultural labourers. People have to travel two km from the village to access basic
facilities; the BISP Tehsil Office is also located at a distance of 2 km from the village.

2. Relationship with BISP
Rindni was a beneficiary of the Parliamentarian Phase of BISP. The PSC survey was conducted in
her area in April 2011. The BISP survey team had filled out her form at her doorstep and gave her
a PSC slip as proof. Rindni considers herself a beneficiary of BISP; the local postman had
informed her about it. Rindni thinks that BISP is Benazir’s scheme and regarding the eligibility
criteria she believes that it is for poor women. She learned a lot about BISP from the brochures
provided to her by the PSC survey team. Rindni believes she is eligible to get money through this
scheme. She said, ‘I am poor and I work as a farmer; I am also an eligible beneficiary and I must
get the money.’ Rindni uses the BISP cash transfers to purchase food items and clothes for her
family. She also buys clothes for her children and grandchildren on special occasions such as Eid
and weddings.
Currently, Rindni receives the BISP cash transfers via the Benazir Debit Card (BDC) payment
mode. Up till March 2012 Rindni used to receive her payments through the Pakistan Post and had
received 4 installments. After receiving a final instalment in March, Rindni’s Pakistan Post
payments ceased and she was shifted to the BDC. She heard from her neighbours that instead of
getting money from the postman, she would now get her payments through the BDC. She
collected her BDC from a BDC Centre present at the Rohri Boys’ High School in April 2012.
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3. How did the complaint emerge?
In March 2012, after receiving her last instalment of Pakistan Post payment mode, Rindni learned
that she would get payments through the BDC. Rindni went to collect her Debit Card from the
BDC Centre at Rohri, along with other women from her neighbourhood, in April 2012. She
received her BDC but on the way back there was a large crowd and many of the women started
fighting with each other; her card got misplaced amidst all the commotion. She tried to find her
card but failed. Rindni then went to the BDC Centre and reported at the Bank Alfalah counter that
her card had been lost. She was told to go back home as it was very late and was instructed to
come back the next day to get her complaint registered.

4. Processing of the complaint
a) Providers’ version
On 30th April 2012, the complainant visited the BDC Centre Rohri, to register a complaint
regarding the loss of her BDC. The Bank Alfalah representative at the bank counter, received
the complaint and immediately called the bank help-line in order to get the lost BDC blocked.
After the card was blocked the bank representative informed Rindni that her card would be
replaced in around 15 days. The complainant was not provided with any Reference ID. The
complaint was entered in a manual register and on the same day it was emailed to the bank’s
IT Department, Lahore, with a request to issue a replacement card within 10 days. The
complainant’s CNIC copy was also attached with the complaint. The complaint was
processed in 15 days and the complainant received her card from the BDC Centre on 14th
May 2012. The complainant did not receive any phone call from the BDC Centre to come and
collect her card; she visited the centre herself.
b) Client’s version
Rindni went to the BDC Centre Rohri to register a complaint about her lost card the very next
day after she lost it. The Bank Alfalah representative immediately called the bank help-line to
get the card blocked. The operator on the helpline talked to Rindni and asked for her name
and her mother’s name. The receptionist then registered Rindni’s complaint along with her
CNIC copy and told her to collect her replacement card in 15 days. Though Rindni was told
that her card would be replaced in 15 days, she visited the BDC Centre daily to inquire about
her card. The centre is 2 km away from her house. On 14th May 2012 Rindni received her
replacement Debit Card from the BDC centre; the receptionist told her that she could
withdraw her payment from an ATM or Ufone franchise in 2 days. She withdrew her payment
on 16th May 2012. Rindni was satisfied that her complaint was addressed immediately and
that she received her replacement BDC within the given time.

5. What We Learnt?
This complaint was processed by the representative at the bank counter and within 15days a
replacement card was provided to the beneficiary. All BDC related issues are received and
resolved at the Bank Alfalah Counter at the BDC Centre Rohri. Records of complaints are also
maintained there and the complainant’s problem is resolved by calling the bank help-line and
verifying the complaint. The complainants are also made to talk to the helpline operator for the
resolution of their issue. By the end of the day, all the complaints regarding lost BDCs are
emailed to the IT department of the bank (in Lahore) from where, within 10 days, a replacement
card is dispatched to the BDC Centre. The complainants have to visit the BDC Centre to collect
their cards and at times they also get a phone call from the bank representative requesting them to
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collect their cards. Before the end of the day, the Branch Coordinator of Bank Alfalah collects all
the information related to BDC complaints and enters it in a register at Bank Alfalah. The AD at
the BISP Tehsil Office never inquires about the result of BDC complaints nor does the bank
inform him about it.
Five months have passed since the last credit to her account but the next instalment has not been
credited to her account.

6. Recommendations






The BISP office should establish complaint redressal mechanism for complaints related to the
BDC. BISP staff should obtain the status of BDC related complaints from the payment
agency
Complainants should be provided with acknowledgement slips after registration of their
complaints at the bank counter or the BISP office so that a record may be maintained and the
complainant can track the progress of their case
The payment agency should forward the result of BDC complaints to the BISP office
BISP should print the beneficiary’s name and CNIC on the BDC
BISP should verify the beneficiary’s particulars through a biometric system at the BDC
Centre.

GHK Consulting Ltd.
J40252715

142

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Case study Number
Nature of Case
Complainant/ Beneficiary
Wife of
Complainant, if not beneficiary herself
Address
CNIC Number
PSC form number
Date Study Finalized

Section 1 - Payment Case Studies
P-Q2-Sindh-08

P-Q2-Sindh-08
Replacement of Lost BDC
Hamida
Muhammad Waseem
Goth Tando Thati, Tapal Ghar Rohri, Taluka Rohri,
District Sukkur
4550291591916
11175925
15th October 2012

1. Profile of the beneficiary/complainant
Musamat Hamida w/o Muhammad Waseem lives in Goth Tando Thati, Tapal Ghar, Rohri,
Sukkur. Musamat Hamida has studied till the 5th grade. She does all the house work herself and
also makes cloth blankets (ralliyan) and sells them. She earns about Rs.500 per month through
this. Her husband, Muhammad Waseem, is a construction labourer working on daily wages and
when he cannot find work, he helps prepare cattle fodder (boh) and sells it. He earns about Rs.250
per day.
Hamida lives in a small house with her husband, mother-in-law and father-in-law, 5 brother-inlaws (2 of whom are married) and their wives. The house has 3 rooms, a kitchen and a bathroom.
There are gas and electricity facilities available in the house. The main road is at a walking
distance from their house. There is a school and a hospital in the village. Hamida told us that the
village has 60 households of people belonging to the Chishti caste and 60 households of the
Bhutto caste.

2. Relationship with BISP
Musamat Hamida was not a beneficiary of the BISP Parliamentarian Phase. In October 2010,
when the PSC survey was conducted in her area, the survey team came to her house and her
brother-in-law helped fill out the form for her along with providing a copy of Hamida’s CNIC to
the survey team. Hamida referred to BISP as Benazir’s scheme and said she would get the money
through Benazir. Hamida knew that this scheme was for poor people and considered herself as a
deserving beneficiary. She received one instalment of Rs.2,000 from the Pakistan Post, 5 months
after the PSC survey and the postman who delivered it informed her that she was a BISP
beneficiary. Hamida said that the money she received from the BISP cash transfers was used to
buy food for the household and some medicines for herself. She further explained that if she
receives money from BISP again, she would use it on her treatment – because she was 8 months
pregnant at the time – and on household food expenses.

3. How did the complaint emerge?
According to Hamida, when she went to the Ufone Franchise with her BDC to withdraw her
payment, it was very crowded. Hamida gave her BDC in an envelope to a Ufone franchise
employee to withdraw the money. After he took out the money, he accidently dropped the
envelope containing the money and since the office was extremely crowded at the time it could
not be found and so Hamida came home empty-handed. According to her, the envelope contained
her BDC and her original CNIC as well. Soon, Hamida learnt that she could get a new card from
the same place where she got the old one and she could also submit a complaint about her lost
card. On 17th May 2012, the day after she lost the envelope, Hamida submitted a complaint at the
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BDC Centre Rohri. However, she could not submit her CNIC with this complaint because it was
in the same envelope as the BDC and her money.

4. Processing of the complaint
a) Providers’ version
Hamida submitted a complaint on 17th May 2012 at BDC Centre Rohri. The bank counter
representative received her complaint. The representative confirmed her beneficiary status
and other details on his computer before calling the bank help-line to get her BDC blocked.
The bank counter representative has been provided a Bank Alfalah help-line number which is
used to register such payment complaints. He then registered a request for a new BDC to be
issued for her, and told Hamida to come back in 15 days to pick up her new card. On 30 th
May 2012, this complaint was resolved. The bank counter representative called Hamida and
informed her that her new BDC was at the office. Hamida collected her BDC card on the
same day (30th May 2012) from the BDC Centre Rohri.
b) Client’s version
On 17th May 2012, Hamida went to the BDC Centre Rohri to register a complaint about her
lost BDC. The bank counter representative blocked her old BDC first and then called the
help-line to request the issuance of a new BDC. The bank counter representative told Hamida
to come back in 15 days to the BDC Centre to collect her new card. According to Hamida,
she went to the BDC Centre Rohri thrice after registering her complaint, to inquire about it.
Initially, she went 5 days after registering the complaint. The bank counter representative told
her that her complaint was not resolved yet. Hamida went again to the BDC Centre 2-3 days
after that. She does not remember the exact date but she believes that it was almost 10 days
after registering the initial complaint. This time the bank counter representative told her, “You
are poor; making these repeated trips to the BDC Centre costs you a lot of money.” He wrote
two phone numbers of the BDC Centre on a piece of paper (0333-3455522, 0333-7105744)
and gave it to Hamida. He told her to call the numbers next time and confirm if her card had
arrived, before making another trip.
Two days later Hamida borrowed her brother-in-law’s cell phone and called the BDC Centre
to inquire about her complaint. The BDC bank counter representative told her that they had
noted the number she was calling from and they would call her on that number once her new
card had arrived, so she should not call the office again. According to Hamida, 13 days after
the initial complaint, on 30th May 2012, Hamida’s brother-in-law got a call from the BDC
Centre and Hamida was told to come over and pick up her card. Hamida reported that she
went to the BDC Centre right away. Her complaint had been resolved and she received her
card.
Hamida told us that the BDC Centre was at a distance of 5 km from her house. She travelled
there on a Suzuki van which would cost her approximately Rs.60 for a round trip. It would
take her almost an hour to get to the BDC Centre from her house. According to Hamida, 2
days after receiving the new BDC, the postman came to her door with the envelope that had
her old BDC and CNIC.

5. What We Learnt?
The bank counter representative at the BDC Centre Rohri registers payment complaints. He
verifies the beneficiary’s information first and then gets their card blocked. After that, he calls the
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helpline to request the issuance of a new card and tells the beneficiary to come back to the BDC
Centre in 15 days. All of the payment related complaints are entered manually at this BDC
Centre. The staff at the centre cooperates with the beneficiaries and it does not take long to
resolve a complaint here. Bank Alfalah has provided the bank counter representative with a helpline number to register complaints. All requests for replacement cards are forwarded to the IT
Department Lahore and within 10-12 days a new BDC is issued. Hamida’s complaint was
resolved in 13 days. According to the bank counter representative, the bank does not send the
complaint status to BISP; he claimed this is because they never ask for it.
She withdrew her first payment from a bank franchise but the franchise employee dropped her
envelope containing BDC, CNIC and the instalment withdrawn. Though someone forwarded her
lost envelope (which contained her original CNIC and previous BDC) through post , but
obviously he kept the money that was in the envelope.
No instalment has been credited to her account since April 2012 though about six months have
passed.

6. Recommendations




BDC beneficiaries should be provided with more awareness about how to use the card to
withdraw payments themselves
BDC Centre Rohri should provide complainants with an acknowledgement receipt or a
reference ID to track the status of their complaint independently. This will save the
beneficiaries from making unnecessary trips to the BDC Centre.
The payment agency (Bank Alfalah) should share the status of payment complaints with BISP
so that beneficiaries can acquire accurate information from BISP staff as well when they visit
the BDC Centre
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P-Q2-Sindh-09
Non Payment of 2 MOs for Rs.5,000 by Pakistan Post
Noor Jahan
Nazeer Ahmed
Mohalla Ghareebabad, Khad Plot, Mirpurkhas
4410315996378
0020779
15th October 2012

1. Profile of the beneficiary/complainant
Noor Jahan w/o Nazeer Ahmed, is the resident of a small locality, Khad Plot situated in Mohalla
Ghareebabad, District Mirpurkhas. Noor Jahan is 56 years old and has 4 daughters and 2 sons.
Three of her daughters have medical problems since childhood. The eldest daughter is suffering
from a severe allergy; one is a victim of polio and has a disabled leg, while the youngest one
suffered from haemorrhage. Each month, Noor Jahan takes her sick daughters to Hyderabad from
Mirpurkhas for treatment. Noor Jahan’s husband, Nazeer Ahmed, runs an animal hides shop from
where he earns almost Rs.15,000 per month. Noor Jahan’s children support their family
financially. Noor Jahan’s son has studied till intermediate level and works in a small firm as a
salesman, earning about Rs.5,000 per month. Noor Jahan’s eldest daughter teaches at a private
school from where she earns Rs.12,000 per month. Noor Jahan’s second daughter is a Bachelor of
Commerce (B.Com.); her third daughter is Bachelor of Arts (B.A.) while the fourth one has
cleared her Intermediate. Noor Jahan’s youngest son is in 5th grade. Noor Jahan’s home has a
proper structure, her kitchen and washroom is in good condition. Earlier Noor Jahan used to live
in a rented house, but now she has bought a new house worth Rs.1,500,000. According to her the
school and hospital are available nearby.

2. Relationship with BISP
Noor Jahan was not a beneficiary of the Parliamentarian Phase of BISP. In August 2010, the PSC
survey team confirmed Noor’s household as an eligible household with discrepancy. Noor Jahan’s
form had a discrepancy because her form also includes the names of all 4 of her daughters while
only one, the eldest daughter, Shabana, has a CNIC. Noor Jahan did not know much about BISP,
nor did she knows about the eligibility criteria; she thinks of the BISP cash transfers as financial
aid by Benazir for poor women. Noor Jahan claims that she would use the cash transfers on her
children’s treatment and on meeting her household needs.

3. How did the complaint emerge?
When other beneficiary women in her locality started getting BISP payments, Noor Jahan asked
her son to inquire about it from the neighbours. He was told to visit the BISP Divisional Office
Mirpurkhas. Her son visited the Divisional Office along with Noor Jahan’s PSC slip and CNIC,
where he was told that Noor Jahan’s instalment has been generated and she would soon receive it
at home through the postman. Even six months after she got this information, the postman did not
contact her or deliver any payments. Then on 9th March 2012, Noor Jahan registered a complaint
against the postman at the BISP Divisional Office.
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4. Processing of the complaint
a) Providers’ version
At BISP Level
According to the records of the Assistant Complaints (AC) and the BISP Divisional Office
Mirpurkhas, Noor Jahan registered a complaint against the relevant postman from
Ghareebabad post office, on 6th April 2012, for not delivering her last two money orders.
Noor Jahan had submitted a written application and her CNIC copy for the registration of her
complaint. This complaint was entered into a manual register and was forwarded by the AC to
the DSPS Pakistan Post at Mirpurkhas on the same day.
At Payment Agency (Pakistan Post) Level
The complaint handler at the Pakistan Post received Noor Jahan’s complaint from the
Director General (Pakistan Post) on April 13th 2012. It was forwarded to the Director General
from the BISP Divisional Office and it contained a written complaint regarding two money
orders, along with a letter from BISP and a copy of Noor Jahan’s CNIC. The complaint had
gone through the registration process and was forwarded to the DSPS Mirpurkhas for
investigation on 16th April 2012 along with the received documents attached. The DG further
forwarded this complaint to the ASPO to conduct an inquiry. To speed up the process, on
April 17th and 24th, two reminders were also sent from the Office of the Post Master General,
Northern Sindh Circle, Hyderabad. In these reminders it was asked to speed up the process
and to send the enquiry report as soon as possible. On April 31st 2012, the DSPS Mirpurkhas
delivered his enquiry report. The enquiry report stated that Noor Jahan, in a written statement
said that she had received 2 months’ payment from the postman and the complaint she had
registered against him was due to a misunderstanding. Its result, which stated that Noor Jahan
admitted that she had received the 2 BISP MO’s and had withdrawn her complaint, was sent
to the DG Pakistan Post Office, on 7th June 2012.
b) Client’s version
Noor Jahan went to the BISP Divisional Office Mirpurkhas to register a complaint about nonpayment of 2 of her BISP money orders. However after the Pakistan Post conducted an
inquiry into the complaint, Noor Jahan recorded a second statement stating that the postman
used to come to her former rented house which she had left and upon not finding her there he
returned without delivering the money order. She now lived in a new house and the postman
was unaware of her new address. When the complaint was filed against him, the postman took
Noor’s mobile phone number from her cousin and called to inform her that she had to pick up
her BISP money orders, worth Rs.5,000 from the post office and the next day she received the
money orders. Noor Jahan does not remember the exact dates when she registered the
complaint and when she received her money orders.

5. What We Learnt?
It took almost 2 months to resolve this case, although in case CMS catered to Payment
Complaints probably it may have saved a lot of time. According to the BISP prescribed
procedure, if a beneficiary does not receive money orders for 3 months, these money orders are
returned back as undelivered. In Noor’s case, she told us that she received two of her MOs in May
2012, and the third one was also received in May, although her payment details show that it was
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delivered in March 2012. It shows that the postman was receiving all the MOs for distribution on
time but he delivered them to the beneficiary only after a complaint was filed against him.

6. Recommendations




Payment complaints at the BISP office must also be entered in a manual register so that its
exact date may be known for the record
Complainants must be provided with complaint IDs when they register their complaints so
that these can independently be tracked by the beneficiary as well
Payment cases ought to be resolved through the CMS or a similar electronic medium so that
complaints can be redressed at the earliest and payments to beneficiaries can be resume
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P-Q2-Sindh-10
Non-payment of 4 money orders of Rs.12,000 by
Pakistan Post
Changi
Fazal Muhammad
Sikander Ali (son)
Village Allah Bux Laghari, Post Office Haji Saeed
Khan Laghari, Tehsil Kot Ghulam Muhammad,
District Mirpurkhas
4410249660648
280429
15th October 2012

1. Profile of the beneficiary/complainant
Changi, w/o Fazal Mohammed, is a resident of Village Allah Bux Laghari, Post Office Haji Saeed
Khan Laghari, Tehsil Kot Ghulam Muhammad, District Mirpurkhas. Changi, 55 years old, is
illiterate and a mother of 7 daughters and 2 sons. Two of her eldest daughters are married while
the other five are young and go to school. Changi’s elder son is mentally handicapped while the
younger one works as an agricultural labourer on a landlord’s land along with her husband. Fazal
and his son collectively earn approximately Rs.7,000 per month. Changi also works on the farm
seasonally, where she collects enough wheat for the year. Changi’s elder widowed sister lives
with Changi and her family too. Changi’s house consists of 2 rooms and a courtyard; a washroom
and a kitchen. Her house has a total area of about 200 sq. yards and has electricity supply but
there is no gas available here. Changi brings drinking water from a hand-pump located around
0.5 km from her home.
This village consists of people from the Laghari, Sheikh and Kohli kinship groups. There are
around 500 people living here in 65 houses. The village has a middle school but there is no
hospital. If anyone in this area needs medical aid, he or she has to go to Mirpurkhas for treatment.

2. Relationship with BISP
Changi was not a beneficiary during the Parliamentarian Phase of BISP. She told that her PSC
form was filled out in October 2009 and the enumerator gave her a PSC slip as acknowledgement.
Six months after the PSC survey, Changi was declared eligible for the BISP cash transfers as per
her PMT score. She did not receive an eligibility letter from BISP thus she had no knowledge of
when she was declared a beneficiary. She did not receive any instalment during the period April
2010 to June 2010 via the post office. Changi said she did not know much about BISP; she only
knew that this was a scheme for poor women. She told us that she got the Benazir Smart Card
(BSC) in June and since then she has been getting Rs.1,000 monthly from BISP – her payment
details show only one instalment of the BSC withdrawn by her. Changi spends her cash transfers
on routine expenditures such as the buying of flour and rice and other food items.

3. How did the complaint emerge?
According to Changi she started getting money from the BSC but before that during September
2011 to March 2012, she did not get any payment from BISP through post office though the
delivery was being shown in her Payment Detail. The non-payment issue worried Changi and her
son Sikander Ali. When Sikander informed his relatives about this, they advised him to get his
mother’s BSC checked at an internet café. Sikander then took the BSC to the internet café and
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learnt that his mother’s Payment Detail show that four payments were delivered through the
Pakistan Post, though she had received none. Subsequently, Changi went to the BISP Divisional
Office Mirpurkhas in February 2012 on the advice of her cousin, Mohammed Bachal, to register a
complaint.

4. Processing of the complaint
a) Providers’ version
At BISP Level
According to the Assistant Complaints (AC) at the BISP Divisional Office Mipurkhas,
Changi submitted a complaint about not receiving 3 money orders that were supposed to be
delivered by the postman. Changi’s son Sikander filed the complaint on February 27 th 2012.
The staff at BISP office made a separate file for this complaint and entered it into an excel
sheet too. The copies of this complaint were sent to:







Director to Chairperson, BISP Islamabad
PS to Secretary, BISP Islamabad
ADDG Pakistan Postal Services, Islamabad
DG BISP Sindh, Karachi
Director Payment BISP, Islamabad
PMG Pakistan Post Sindh Circle, Hyderabad.

Copies of Changi’s CNIC and payment details were also forwarded, along with these
complaints. The BISP Office Mirpurkhas received the result of this complaint from the DG
Islamabad on 10th April 2012. The result claimed that the beneficiary Changi had withdrawn
her complaint.
At Payment Agency (Pakistan Post) Level
The Upper Division Clerk at the BISP Cell, PMG Hyderabad, said that this complaint was
received on 7th March 2012 from the DG Pakistan Post as a letter. The BISP cell in
Hyderabad made a separate file of this complaint and it was forwarded to the DSPS on 12 th
March 2012 with instructions to conduct an enquiry into the case and to send the enquiry
report as soon as possible. The DSPS assigned the ASPO to head the enquiry of this
complaint. The ASPO went to Changi and during enquiry obtained a written statement from
her claiming that her complaint was incorrect. The ASPO then forwarded this report to the
DSPS, who further forwarded it along with Changi’s written statement to the PMG
Hyderabad on 20th March 2012. The PMG Hyderabad forwarded the results to the DG
Pakistan Post Islamabad and the DG BISP Islamabad on 23rd March 2012, requesting this
case to be closed.
b) Client’s version
Changi’s son, Sikander Ali, registered a complaint on her behalf at the BISP Divisional
Office Mirpurkhas on 27th February 2012 about the non-payment of 4 money orders. The AC
registered this complaint; however, he recorded it as a complaint about non-payment of 3
money orders. He did not provide Sikander with any acknowledgment slip after registering
the complaint. When we interacted with Changi and her son, they told us that 2 weeks after
filing the complaint, the postman gave them Rs.11,000 saying that he gave their money to
someone else due to a misunderstanding. He told them to take back their complaint or else it
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would affect his job. He asked them to sign a paper which they did, but they had no idea what
was written on the paper. Changi and her son were satisfied with the complaint redressal
procedure since they got most of their money back, even though Rs.1,000 were deducted from
her instalments.

5. What We Learnt?
As no intimation letter was received by the beneficiary she did not know that she would start
getting BISP money orders. Mainly due to this reason, the initial 4 money orders for Rs.12,000
were ‘shown’ as delivered to her but she denies receiving these.
The AC at this office registered the complaint but he did not provide any acknowledgment
receipt. He forwarded the complaint regarding non-payment of 3 money orders although the
original complaint was for non-payment of 4 money orders.
Though the complaint appears to have been solved after an enquiry, it was actually an informal
redressal. Before the date of enquiry, the postman gave her Rs.11,000 (instead of 12,000) and she
gave a favourable statement as requested by the postman.
Though she declares that as a result of the complaint, she received the amount of her embezzled
MOs in March 2012, but the Payment Detail still shows that these MOs were delivered to her in
March and June 2010.
After her first payment through BSC which she withdrew on 14th July additional cash transfers
were not generated and she is shown as “dropout” after July 2010.
She actually received her payment two years after these were being shown as delivered.

6. Recommendations




BISP should send eligibility letters to beneficiaries promptly so they may know their status in
the programme.
Complaint handlers at BISP offices should provide complainants with acknowledgment
receipts upon registration of their complaints so that a record is maintained with BISP and the
complainants can track the progress of their case
Pakistan Post and BISP staff should test-check some closed cases to ensure that the
complainant has herself provided the statement; and, that the statement has not been provided
under pressure.
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P-Q2-Sindh-11
Replacement of Lost BDC
Rukhsana
Saleem-ud-din Omar
House No.B-2057158, Miani Road near Ghaznavi
Park, Tehsil Old Sukkur, District Sukkur
4550465345954
11323477
15th October 2012

1. Profile of the beneficiary/complainant
Rukhsana, w/o Saleem-ud-din Omar lives in House No.B-2057158, Miani Road near Ghaznavi
Park, Sukkur. Rukhsana, who is 40 years old, has attained education till the primary level and is a
housewife. She has 5 sons and 3 daughters and all of them study at school. Saleem works at a
company as a medicine supplier and earns Rs.7,000 per month. Apart from the household chores,
Rukhsana makes wheat crackers at home and sell them earning about Rs.500 per month.
Rukhsana lives with her family in a small house without a proper structure; the house has a single
room with a katchi roof made of wooden pieces and cloth. There is a small bathroom in the house
and they get water from municipal water supply.
The area she lives in is urbanized and has a population of around 3,000 people. Most of the people
living here belong to the Sheikh or the Memon kinship groups. There are government and private
schools near Rukhsana’s house. Within the colony there is a hospital named ‘Hindu Panchayat’.
People living in this colony belong to various occupations; some work at small companies, while
the educated people are employed at offices while there are labourers too. Rukhsana is on good
terms with everyone in this colony. Rukhsana’s house is the property of the Auqaf Department,
which has filed a case regarding tenancy of this house.

2. Relationship with BISP
Rukhsana was a beneficiary of the Parliamentarian Phase of BISP and according to her payment
details she received 8 installments of the first phase through the post office. The PSC survey team
visited her colony in June 2012; they filled out her form and gave her the PSC slip. Rukhsana
considers herself a BISP beneficiary; the postman told her about this. The postman used to come
to Rukhsana’s house to deliver her husband’s letters and he told her on one such visit that the post
office had received her BISP payments as she was now an eligible beneficiary. Rukhsana did not
know much about BISP; she only heard from her neighbours that it was Benazir’s scheme to help
poor people and she also considers herself poor. She said, “I am also poor, I have only a single
earning person in the family and my children are studying. I have a right to the money granted by
BISP.” When she used to receive the cash transfers earlier, she spent it on paying her children’s
school fees. Rukhsana said that if she gets the BISP installments again she would use it to pay her
children’s school fees and on the renovation of her room’s roof.

3. How did the complaint emerge?
Rukhsana did not remember the exact date of receiving her Benazir Debit Card (BDC) but she
remembers that it was collected from the BDC Centre Sukkur. According to her, when she
received the card at the BDC Centre she did not open the envelope to check the card nor did she
check it after reaching home. Then 2-3 days later Rukhsana went to a Ufone franchise, along with
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her younger daughter, and gave the envelope to the employee there. Upon opening the envelope
he realized that there was no BDC in the envelope. The employee advised Rukhsana to visit a
Bank Alfalah branch. At the bank, a senior staff member suggested to her that she should file a
complaint at the BDC Centre Sukkur along with a copy of her CNIC. Rukhsana went to the BDC
Centre Sukkur with her daughter to file this complaint. The BDC Centre is at a walking distance
from her house and it takes about 15 minutes to reach there by foot.

4. Processing of the complaint
a) Providers’ version
Rukhsana registered her complaint about a lost BDC on 30th May 2012 at the BDC Centre
Sukkur. The bank representative at the BDC Centre verified her details first. Then he called
the bank helpline and had the beneficiary talk to the operator who verified her details again
and subsequently had her old card blocked and registered a request for the issuance of a new
card. The bank representative at the BDC Centre collected Rukhsana’s CNIC copy and asked
her to come back in 15 days to receive her new card from the BDC Centre Sukkur. According
to the District Coordinator of Bank Alfalah at the bank branch, lost card cases are forwarded
to their IT Department in Lahore and are usually processed in 10 days therefore beneficiaries
are advised to come back in 15 days. Rukhsana visited the BDC Centre again on 21 st July
2012 and received her card at the given time; she was made to sign a receipt confirmation as
well. Rukhsana went to Bank Alfalah with her new BDC and gave the card to bank manager.
The bank manager realized that there were two digits missing from the card number. He
immediately called the helpline and activated her card by getting the missing digits.
b) Client’s version
Rukhsana went to the BDC Centre with her younger daughter on 30 th May 2012 to complain
about her missing BDC. She also provided her CNIC copy at the bank counter. On 21 st June
2012, she visited the BDC Centre again to get her new card. When Rukhsana got her new
card she took it to Bank Alfalah where the bank manager informed her that 2 of the digits
from her BDC were missing. The bank manager called the bank helpline and activated
Rukhsana’s card by correcting the missing digits and gave the BDC to Rukhsana for use.

5. What We Learnt?
Rukhsana registered her complaint regarding a lost BDC at the BDC Centre Sukkur on 30 th May
2012 and she received a new one on 21st June 2012. This complaint was resolved by the given
time and date thus the beneficiary did not have to visit the BDC Centre repeatedly.
She was not provided an acknowledgment receipt but was only verbally instructed to come back
after a month.
When she received her new Debit Card and took it to bank branch, the bank representative found
that the last 2 digits of her card number were missing. This was immediately rectified by the bank
manager and according to her payment details, Rukhsana withdrew an instalment of Rs.3,000 on
the same day, 21st June 2012. Apart from this the staff at the BDC Centre Sukkur had a cooperative attitude as a result of which Rukhsana was satisfied with her experience at the BDC
Centre.
Currently BDC cases are handled only by the partner bank and BISP does not deal with payment
cases related to Smart/Debit Cards.
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6. Recommendations





Beneficiaries should be provided with eligibility letters by BISP promptly so that they are
aware of their status in the program.
Complaint handlers at the BDC Centre should provide complainants with an acknowledgment
slip or ID so that a record is maintained of a complaint with BISP and the complainant can
track the progress of the case.
BDC Centre officials should open and check the BDC envelope while providing it to
beneficiaries and guide them about the contents of the envelope as well as the use of BDC.
There should be improved coordination between BISP and the payment agencies so that
beneficiaries can acquire information through either service provider
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P-Q2-Sindh-12
BDC Captured - PIN Code not available in BDC Envelope
Farhana
Shahid Husain
Shahid Husain
Village Nim Leyar Jagir, Taluqa Liyari, Tando Fazul,
District Hyderabad
4130334142478
10130547
15th October 2012

1. Profile of the beneficiary/complainant
Farhana w/o Shahid Husain, 33 years old, lives in the small village of Nimliyar Jagir, Tando
Fazal, Hyderabad. She has 5 children; 3 sons and 2 daughters. Farhana’s eldest daughter is in 5th
grade and the elder son is in 4th grade as due to financial difficulties he missed a year. Her other
son is in 1st grade. Farhana is a house wife who usually remains busy with household chores.
Farhana’s husband is an electrician and runs a small shop in their village. He earns about Rs.200
daily. Farhana’s house is pucca and newly built. It also has a kitchen and a bathroom. They obtain
water from a water-pump installed in the house. According to Farhana, the village only consists of
households belonging to the Nizami kinship group and all of the people are related to each other.
People from other communities are not allowed to reside in their village.

2. Relationship with BISP
The PSC survey was done in Farhana’s village in 2010 (she does not remember the date or
month) and Farhana was found to be a potential beneficiary. According to Farhana, she found out
about BISP through a local internet café. A few months after the PSC survey, the postman
delivered her first instalment of Rs.2,000 at her house. After 3 months, he brought another
instalment of Rs.3,000, however, when Farhana did not receive any payments after that, she got
concerned and asked her husband to ask the postman about her money. Shahid Husain asked the
local postman and he informed him that Farhana would not receive her payments through the
local post office any longer. He said that they would have to go to the BISP Office or the BDC
Centre at Tando Jam. According to Shahid Husain, he also spoke to BISP HQ Islamabad over the
phone during this time. They asked for his and Farhana’s CNIC numbers and informed him that
Farhana would receive her complete payments.

3. How did the complaint emerge?
After finding out from the postman, Farhana’s husband went to the BDC Centre Tando Jam with
Farhana and got her Benazir Debit Card (BDC). He also learnt how to use the BDC from the bank
staff at the BDC Centre. However, according to Shahid Husain, when he got home and opened the
BDC envelope they had received he found that it did not have a PIN code. After a few days,
Shahid Husain took Farhana’s BDC and went to an ATM in Tando Muhammad Khan and tried to
withdraw her money. According to him, he inserted the card and tried a random combination of
numbers when asked to enter the pin code therefore the ATM showed a PIN code error. He did
this a number of times as a result of which the card got blocked. Shahid Husain came home but
after a few days he went to the ATM again and tried to withdraw money but got the same error.
Shahid Husain got disappointed and came home again. When asked why he did not take Farhana
along, he responded that it was because it was too costly to travel there and Farhana did not have
any knowledge about ATMs.
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According to Shahid Husain, he went to the Tando Muhammad Khan branch of Habib Bank
Limited (HBL) four times to withdraw money. Shahid Husain spent about Rs.500 on each trip he
made to the bank. However, he was not able to withdraw any money. He even tried to lodge a
complaint at the bank branch but the staff told him that they do not register complaints. They told
him to go to the BISP office or the BDC Centre in Tando Jam. Shahid Husain then went to the
BDC Centre Tando Jam, since it was closer to his house, and registered a complaint over there.
However, the complaint still remains unresolved.

4. Processing of the complaint
a) Providers’ version
According to HBL Manager at the Regional Office Hyderabad, on 25th May 2012 at 11:48
am, they received an e-mail from the BISP Divisional Office Hyderabad with 5-6 cases
including “PIN blocked” and “card captured” complaints. According to the manager, on 25 th
May 2012, they updated the BISP Divisional Office regarding the status of all the
beneficiaries by e-mail. This also included Farhana’s PIN blocked complaint. The HBL
manager informed us that this case could only be resolved through the HBL helpline.
We did not receive any response or cooperation from BISP Divisional Office Hyderabad.
Therefore, we could not obtain any BISP version on this case.
b) Client’s version
Farhana’s husband Shahid Husain registered a complaint on behalf of Farhana regarding her
BDC PIN code at the BDC Centre Tando Jam with the BISP staff – he does not remember the
date when this complaint was lodged. This complaint was not registered by the bank counter
– they told him such complaints were not registered there – and instead it was registered at the
BISP counter. The complaint handler over there took copies of Shahid Husain’s and
Farhana’s CNICs. According to Shahid Husain, he went to the BDC Centre Tando Jam again
but did not get any response. After that, someone told him about the helpline. Shahid talked to
the operator who told him that he was not a beneficiary of BISP therefore he could not help
him. When Shahid tried calling again, they did not take his call and thus this complaint still
remains unresolved.

5. What We Learnt?
Farhana’s PSC survey was conducted in 2010 and according to her payment details on the BISP
website, she received 2 installments through the Pakistan Post. She stopped receiving money after
that, which worried her, as she did not receive a letter from BISP informing her of the change in
her payment modality. The postman informed her husband about the change in modality and
advised him to collect her Debit Card from the BDC Centre in Tando Jam.
Shahid and Farhana collected her BDC from this centre; however upon opening the envelope it
was found that there was no PIN code enclosed in it. Shahid Husain nonetheless tried to withdraw
money from an ATM by entering a random set of numbers as a result of which the BDC got
blocked. His complaint was not registered by the bank so he went to the BDC Centre to register
the complaint. Even here his complaint was not registered by the bank counter; instead it was
registered with the BISP counter which forwarded his complaint to the bank on 25 th May 2012.
Though HBL Manager told that BISP office was updated about a number of complaints
(including Farhana’s complaint) and BISP was advised that the complaint can be resolved only
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through bank’s helpline, however, the beneficiary was not advised by BISP to contact the
helpline, therefore, her complaint could not be redressed till now.
In this case, Shahid was not informed by the bank staff at either Tando Muhammad Khan or the
BDC Centre Tando Jam that his card was blocked and that he should call the helpline.
According to Farhana’s payment details, an instalment of Rs.3,000 has been deposited in her bank
account on 9th April 2012 but this could not be withdrawn as her BDC remained blocked.

6. Recommendations









As per BISP standard procedure, BISP should provide eligibility and discrepancy letters to
beneficiaries promptly.
As per BISP standard procedure, BISP should inform beneficiaries by letter about the change
in their payment modality.
Partner banks should ensure that the BDC envelope contains all the necessary information and
material such as the BDC card, PIN code, etc.
Bank staff at the BDC Centre should guide beneficiaries about the correct way to use BDCs
and inform them to keep their PIN codes safe.
There should be a free of charge call available to the beneficiaries with regards to BDC PIN
lost or to activate the BDC. The beneficiaries have to pay from their pocket to use the Ufone
SIM provided to them with the BDC
BISP and related payment agencies should develop a combined online system to address
payment related and BDC related complaints
BISP or bank must inform the complainant on the very first visit to the bank that s/he should
call the bank helpline to have the complaint resolved.
Helpline centres should increase the number of staff to respond to beneficiaries so that they
do not have to wait for long to get their call answered
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P-Q2-Sindh-13
Non-generation of 2nd instalment on Benazir Debit
Card
Zulekha
Sher Muhammad
Goth Manthar Shoro, Qasimabad, Hyderabad
4130615991796
10369073
15th October 2012

1. Profile of the beneficiary/complainant
Zulekha, wife of Sher Muhammad is 19 years old and lives in Anwar Villas, Junejo Colony,
Qasimabad, Hyderabad. The address on her CNIC is Goth Manthar Shoro, Hyderabad Part,
Qasimabad, even though she moved from this village two years ago and is now residing in Junejo
Colony. Zulekha is an illiterate housewife who has one son and two daughters, but there are only
two children mentioned on her PSC roster because her third child, whose age is 1½ years now,
was born after the PSC survey. Her children are very young now but she intends to provide them
proper schooling when they grow up. Zulekha, along with her 3 children, lives in an 80 sq. yards
house which has only one room as well as a bathroom and kitchen and is paying a rent of
Rs.4,000 per month. She uses municipal water supply but sometimes when the water seems
polluted, she has to purchase drinking water. Zulekha’s husband, Sher Muhammad, is a house
painter and earns Rs.300-350 as daily wages. It is very difficult for the entire household to subsist
on this income.
Junejo Colony primarily consists of properly cemented (pucca) houses. The population of this
colony is a mixture of different ethnic groups, with the Junejo kinship group dominating. There
are mostly private schools and private clinics located here whereas government schools are
located at a 30 minute drive from the colony. The main road is half a kilometre from the colony
and rickshaws and Qingchis are easily available. BISP Tehsil Office is located 3-4 km from here.
Zulekha is the only potential beneficiary in her house as she lives with her husband and their
children.

2. Relationship with BISP
Zulekha was not a beneficiary of the BISP Parliamentarian Phase. She informed us that the PSC
survey was conducted in her village approximately in September 2010. A survey enumerator
came to her doorstep and provided them with a form which her husband filled out. They provided
the PSC slip to her husband as acknowledgment. Zulekha regards herself as a BISP beneficiary.
She considers BISP to be a government scheme which provides government support to poor and
married women. She heard about BISP through advertisements on the television and through
other people in her neighbourhood. Regarding BISP eligibility criteria, Zulekha said that this
government program was for poor and deserving people. She said, “I consider myself as a
deserving beneficiary because me and my children face difficulties due to my husband’s low
income”.
Earlier, when Zulekha received her BISP cash transfers, she paid her house rent with it and now
she told us that when she will get further instalments of cash transfers, she will buy clothes for her
children and get them admitted into private schools. According to Zulekha’s payment details she
received her 9th instalment of Rs.3,000 through Pakistan Post. Zulekha’s payment mode changed
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in March 2012. In the first week of March 2012 she acquired her Benazir Debit Card (BDC) from
the BDC Distribution Centre Hyderabad on the suggestion of a woman living in her
neighbourhood. Zulekha and her husband went to the BDC Centre where they were informed that
they would not receive money from the post office anymore; instead they were given a BDC
through which they could withdraw cash from any ATM after 3-4 days. Approximately 2-3 days
after getting her BDC, Zulekha obtained her first BDC instalment from a Bank Alfalah ATM.
Her husband withdrew her cash payment because she did not know how to use an ATM. Zulekha
believed that the BDC was in their possession as only her husband knew her PIN code.

3. How did the complaint emerge?
Zulekha told us that in May 2012 when other women from her neighbourhood received their BDC
installments, she sent her husband to the bank to check whether her instalment had arrived or not.
When he checked at the ATM he was unable to get the money. The next day he checked again but
still could not get the money. In the same month he tried 3-4 times to withdraw money but did not
succeed in getting any cash from the ATM. Zulekha and her husband then decided to register a
complaint with BISP because their neighbours received their instalments but Zulekha did not
receive hers; they thought the bank might have stopped her instalments.

4. Processing of the complaint
a) Providers’ version
BISP Version
On 13th September 2012 when we visited the BISP Divisional Office Hyderabad for the first
time we were given a few BDC Payment Cases by the BISP office which contained
complainant CNIC numbers, contact numbers and BDC numbers. These were cases that the
BISP Divisional Office Hyderabad had forwarded via email to the HBL Regional Office
Hyderabad and only had the date on which BISP forwarded them to HBL on them. After we
interviewed the beneficiary, based on this information, we visited the BISP Divisional Office
Hyderabad again to obtain the provider’s version however we did not get any response from
BISP. We were told that the Assistant Director and the Assistant Complaints were in the field
and that the other staff had no authority to give information to anybody. When a new
Divisional Director was appointed we visited the Divisional Office again. We held a meeting
with him and asked him regarding the status of the cases provided to us earlier but the DD
said that the AC was out due to some personal work and we should sit outside and wait for
him. We waited there from 10 am till 2:30 pm but the AC did not show up. When we inquired
about the AC with the other BISP staff members there, they told us that the AC was present in
the office but we were not being allowed to meet him. We sent messages to the DD 3-4 times
through the peon but we were asked to sit and wait for the AC. On this day the previous BISP
Director was also present in the office. At 2:30 pm the lunch break started and both the
Directors left the office without meeting us at which point we left. Thus we were not able to
obtain the BISP version for this case study.
Payment Agency’s Version
On 18th June 2012 this complaint was sent from the BISP Divisional Office Hyderabad to the
Regional Coordinator of the payment agency Habib Bank Limited (HBL) as an online
application through email. According to the details of the complaint the second instalment of
Zulekha’s BDC had not been received till date and she had received her first instalment
3months ago. Along with this complaint the CNIC number, BDC number and contact number
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of the complainant was also attached. The complainant had registered this complaint herself
with the above information at the BISP Divisional Office Hyderabad. The payment agency
did not issue any acknowledgment of this complaint. This complaint was entered into an
excel sheet on the same date as it was received by HBL. It was investigated and processed by
the payment agency; an HBL coordinator processes BDC related complaints. He checked the
beneficiary’s payment details as soon as he received the email and according to the records
the beneficiary had received her first instalment on 21st March 2012. After investigating the
complaint it was found that the second instalment has not been issued by BISP till now. The
investigation of this case was completed on the same day by the payment agency.
b) Client’s version
Zulekha told us that she went to the BISP Divisional Office Hyderabad with her neighbour in
June 2012 (she did not remember the exact date). She gave her BDC to the Assistant
Complaints (AC) and told him that she had not been getting any money through this card
since the last 3 months. She had not received any instalment after her first one in March 2012.
The AC wrote her CNIC number, BDC number and contact number and asked her to go
home. He said that they would send all her information to the bank and then contact Zulekha
on her given number once they received any result.
The BISP Divisional Office Hyderabad was located 4 km from Zulekha’s house. Zulekha
walked to the office with her neighbour. She was very worried about her complaint as she had
not received any phone call from the BISP office and her problem had not been solved yet.
She said that if her complaint had been solved, she would have received her money. Zulekha
was not at all satisfied by the BISP’s complaint resolution procedure. She was satisfied with
the attitude of the BISP staff as they listened to her complaint and transferred it further and
tried to raise her hopes. Zulekha did not visit the BISP office again; instead she is still waiting
for the phone call from BISP.

5. What We Learnt?
We got this complaint from the BISP Divisional Office Hyderabad. To inquire about the status of
this complaint and obtain the provider’s version we visited the BISP office again but did not get
any positive response from there.
The AC received her complaint and forwarded it to the HBL Regional Coordinator on 18 th June
2012 where the case was investigated and it was found that her second BDC instalment had not
even been credited. Zulekha was not informed about the result of her complaint.
In March two instalments of Rs.3,000 were paid to Zulekha, one through Pakistan Post and the
second through her BDC. She was, however, not advised that she may receive the next instalment
after six months.
Neither BISP staff nor the bank looked at her Payment Detail before registering her complaint.
According to her payment details, the beneficiary’s account was credited with Rs.3,000 on 19 th
March 2012 and was withdrawn by using her BDC on 20th March 2012. The next instalment has
not even been transferred by BISP so there is no question of any misappropriation.

6. Recommendations


As per standard procedure, BISP should inform beneficiaries about the change in their
payment mode.
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BISP should maintain a manual or electronic record of Payment complaints received at their
offices, so that these complaints can easily be tracked and unnecessary trips by the beneficiary
can be avoided.
BISP should provide complainants with an acknowledgment slip so that they may track the
progress of their complaint.
The AC at the BISP Divisional Office Hyderabad should have informed Zulekha that her
second BDC instalment has not even been generated by checking her payment details so that
she would have known not to expect any payment soon; instead she was told to expect a
phone call from BISP which never came.
BISP Divisional Office Hyderabad should have called Zulekha, as per their promise,
informing her of the outcome of the payment agency’s investigation
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P-Q2-Sindh-14
Non Payment of two money orders for Rs.5,000 by
Pakistan Post
Seeta
Shogun Kachee
Goth Humair Khaskheli, Post Office Makhan Samoon,
Tehsil and District Mirpurkhas
4410358576290
0316431
15th October 2012

1. Profile of the beneficiary/complainant
Seeta wife of Shogun Kachee, 33 years old, lives in Goth Humair Khaskheli, Post Office Makhan
Samoon, Tehsil and District Mirpurkhas. Seeta has one son and five daughters. Three of her
children study in primary school while the other three are too young to go to school. Seeta works
on agricultural land with her husband and earns around Rs.150-200 daily. Seeta’s husband also
earns the same amount in daily wages. They live in a hut made of wood. There are no boundary
walls around the house. Seeta is deprived of gas, electricity and water supply. Seeta brings water
for drinking and other purposes from a distance of 5 km. There is no bathroom in their house and
her family carries out open defecation. There are around 40 huts in Seeta’s village where mostly
people belonging to the Kachee kinship group reside. Seeta’s village is located at a distance of 35
km from Mirpurkhas.

2. Relationship with BISP
The PSC survey in Seeta’s village was conducted in September 2011 in which Seeta’s form was
filled out and she got an acknowledgement slip. Seeta knew about her eligibility after getting an
eligibility letter from BISP. She said that she did not know much about BISP except for what the
survey enumerator told her - that this is Benazir’s program for poor women run by the PPP. Seeta
said that she would use the money from BISP cash transfers on her household and children’s
requirements.

3. How did the complaint emerge?
When the other beneficiaries in her village started getting cash transfers from BISP, Seeta asked
her husband to inquire about their money. Seeta’s husband went to BISP Divisional Office
Mirpurkhas, along with Seeta’s eligibility letter, to inquire about their money. At BISP office the
staff told Shogun that money orders have been generated and they could get it from the Makhan
Samoon Post Office. The very next day Shogun went to the post office to procure Seeta’s
payment, but the post master told him that her money orders have not arrived. Shogun said that he
was told at the BISP office that this instalment had arrived at the post office, but the post master
still refused to give him the money. Due to this contradiction, Shogun registered a complaint
against the post master at the BISP Divisional Office Mirpurkhas.
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4. Processing of the complaint
a) Providers’ version
BISP Mirpurkhas Version
According to the records of the BISP Divisional Office Mirpurkhas, Seeta registered a
complaint against the postman on 5th June 2012. The complaint was that the postman did not
give two Money Orders (MOs) which totalled Rs.5,000 to Seeta. This complaint was
forwarded to the DSPS on the same day. The complaint was forwarded under letter number
GOP/DIR-BISP-MPK/786-186/2012. Copies of this letter were also sent to:








Director to Chairperson BISP Islamabad
PS to Secretary BISP Islamabad
ADDG Pakistan Post Islamabad
Director General BISP Karachi
Director (Payments) BISP Islamabad
Payment Specialist, BISP HQ Islamabad
Post Master General, Pakistan Post Sindh Circle, Hyderabad

Payment Agency (Post Office) Version
According to the Makhan Samoon Post Office, Seeta’s case was received at the PMG Sindh
Circle, Hyderabad on 15th June 2012. After registration it was sent to the Divisional
Superintendent Mirpurkhas on 19th June 2012 for investigation. The DSPS was also sent a
reminder to resolve Seeta’s case as soon as possible. On 23rd July 2012 the DSPS sent an
enquiry report which stated that Seeta had received the last 2 MOs and she had registered the
complaint because of a misunderstanding. It also stated that Seeta had given a written
statement in which she had taken her complaint back. The PMG Sindh, Karachi sent a letter
to BISP Divisional Director Mirpurkhas on 31st July 2012 which said that the complainant,
Seeta, had taken back her complaint as she had received her money thus the case should be
closed.
b) Client’s version
Seeta went with her husband Shogun to BISP Divisional Office Mirpurkhas, around 5-6
months ago, where she registered a complaint about not receiving two MOs for Rs.5,000 from
the postman. One month after this complaint was registered the postman came to Seeta’s
house and gave her the money due to her. On his first visit he gave them Rs.3,000 and then on
his second visit he gave her the remaining Rs.2,000. Regarding her written statement, Seeta
said that she did not write any statement; the postman brought a written statement with him
and asked her to sign it. Seeta signed the statement and returned it to the postman. A few days
after this Seeta received another payment of Rs.3,000 from BISP.

5. What We Learnt?
Seeta’s complaint was registered on 5th June 2012. It was forwarded to PMG Sindh Circle,
Hyderabad on 15th June 2012. The DSPS carried out an investigation in this regard and on the
basis of Seeta’s statement at the enquiry determined that Seeta had received her MOs through the
postman and that she has withdrawn her complaint. The investigation was closed on 31 st July
2012 and Seeta’s complaint took approximately 2 months to be resolved, however she was not
informed about the result of her investigation. On the other hand, Seeta told us that the postman
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delivered Rs.5,000 to her, approximately a month after she registered the complaint. The postman
presented a written statement to her which she simply signed as she had received the money.
Though the complaint appears to have been solved after an enquiry, it was actually an informal
redressal. Before the date of enquiry, the postman gave her Rs.5,000 and she gave a favourable
statement as requested by the postman.
Though she declares that as a result of the complaint, she received the amount of her embezzled
MOs in July 2012, but the Payment Detail still shows that these MOs were delivered to her in
December 2011 and March 2012.

6. Recommendations






BISP should inform beneficiaries of when to expect their payments so that they do not waste
time waiting for these payments and can immediately register complaints if these payments
are not delivered to them
Pakistan Post should inform beneficiaries about the outcome of their complaints, after they
conclude investigations so that transparency of process is ensured
Pakistan Post should ensure that appropriate action is taken in cases where payments are not
being provided on time so that other beneficiaries do not suffer; simply obtaining written
statements from complainants about withdrawal of their complaint does not ensure that such
misconduct does not happen with other beneficiaries
Pakistan Post and BISP staff should test-check some closed cases to ensure that the
complainant has herself provided the statement; and, that the statement has not been provided
under pressure.
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P-Q2-Sindh-15
Capture of Benazir Debit Card by ATM
Gulshan
Muhammad Azeem
Muhammad Azeem
Keerio Mohalla, Tando Fazal Village, Post Office Arif
Kaka, Tehsil Hyderabad Rural, District Hyderabad
4130366708464
10494074
15th October 2012

1. Profile of the beneficiary/complainant
Gulshan, wife of Muhammad Azeem Keerio, is a 32 year old illiterate woman who lives in Keerio
Mohalla, Tando Fazal Village, Post Office Arif Kaka, Tehsil Hyderabad Rural, District
Hyderabad. Gulshan is a housewife with 7 children; 5 sons and 2 daughters. However one son
died two years ago due to Thalassemia, while two other children (a son and a daughter) are also
diagnosed with Thalassemia and receive blood infusions every 15 days which costs Gulshan
Rs.2,000 each time. Another one of Gulshan’s son is deaf and mute and her two older sons, aged
13 and 12 years, study at school while the youngest daughter, 3 years old, stays at home.
Gulshan’s husband is a construction labourer (stone cutter) and earns around Rs.400-500 per day.
The house they live in belongs to him; it has an area of 70 sq. yards and consists of only one room
and a small courtyard. One corner of the house is used as a kitchen and there is no bathroom. The
house is made of mud (katcha) and there are 3 cots (charpoys), a fan and a TV in the house.
Electricity is available but there is no gas. Drinking water is obtained from a hand-pump installed
in the house. There are about 30 houses in Keerio Mohalla and there is a Basic Health Unit
(BHU) and a government primary school in Tando Fazal Village.

2. Relationship with BISP
Gulshan was a beneficiary of the Parliamentarian Phase of BISP and received Rs.31,000 in 11
installments from February 2009 till June 2011. According to Gulshan, the PSC survey was
conducted in June 2011 in her area and she and her husband had her form filled out at their
doorstep. She also received the PSC slip as acknowledgement. She found out that she was eligible
for the BISP cash transfers of the PSC phase when the postman delivered an instalment to her in
August 2011. She received four installments amounting to Rs.9,000 from August 2011 till April
2012.
Gulshan did not know much about BISP except that it was the Benazir Scheme through which
Zardari Sahib was providing cash assistance to poor women. She said that she used the cash
transfers to pay for her children’s treatment and household necessities. She told us that she got her
Benazir Debit Card (BDC) from the BDC Centre in Tando Muhammad Khan. She learned about
BDCs through TV advertisements and went to the BDC Centre with her husband to get her card.

3. How did the complaint emerge?
Gulshan told us that she went to a Habib Bank Limited (HBL) ATM in Tando Muhammad Khan,
the day after she acquired her BDC, in order to withdraw her payment. She said that after entering
the incorrect pin code 3 times her BDC got blocked – the pin code was entered incorrectly
because according to her one of the digits of the pin code was not printed on the paper she had
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received. Then a bank officer advised her to call the HBL helpline to have her card unblocked or
go to the HBL Regional Office in Hyderabad to get more information in this regard. Therefore
Gulshan and her husband went to the HBL Regional Office the next day but the officer told her to
call the HBL helpline to resolve her complaint. They informed him that they had tried calling the
helpline but no one would pick up their call; he told them to keep trying. Gulshan’s husband kept
calling the helpline for a month on different timings but his calls were not attended. Thereafter,
when Gulshan’s husband and his friend went to Hyderabad one day, they also decided to stop at
the BISP Divisional Office Hyderabad to register Gulshan’s complaint. The complaint handler
collected a copy of Gulshan’s CNIC, a copy of her BDC and her husband’s phone number, and
told him that the complaint would be resolved soon.

4. Processing of the complaint
a) Providers’ Version
BISP Divisional Office Hyderabad Version
Due to non-cooperation from the staff at the BISP Divisional Office Hyderabad, we could not
obtain the BISP version.
Payment Agency (HBL) Version
The Regional Coordinator at the HBL Regional Office Hyderabad deals with BDC complaint
cases at this office. He informed us that he received an email from the BISP Divisional Office
Hyderabad on 25th May 2012 which contained 6 different complaint cases related to BDCs,
one of which was Gulshan’s case. He verified her details and replied to this email on the same
day, informing the Divisional Office of her status. He replied saying that the only way to have
her BDC unblocked and her complaint resolved was to call the HBL helpline.
b) Client’s version
According to Gulshan and her husband, her complaint was registered at the BISP Divisional
Office Hyderabad in May 2012. They visited the Divisional Office twice after that and made
3 additional trips to the HBL Regional Office Hyderabad to check the outcome of this
complaint. Their complaint has still not been resolved and each time they got the same reply
“call the HBL helpline to get the BDC unblocked”. However, Gulshan’s husband told us that
he has constantly been calling the HBL helpline but no one attends his phone calls and he gets
charged for these calls too – he said that he has spent around Rs.400 worth of calling credit
and Rs.1,000 in travelling fares to and from Hyderabad but to no avail. He said that they were
not at all satisfied with the complaint procedure and the attitude of the bank staff.
After our interview (on 14th September 2012) with the beneficiary and her husband,
Muhammad Azeem, we called Azeem again on 5th November 2012 to inquire about any
progress on their complaint. He told us that a week earlier he had gone to the HBL Regional
Office Hyderabad again where he was given a new PIN code but the BDC was still blocked
and he could not use it.

5. What We Learnt?
She did not receive an eligibility letter after the PSC survey and found out that she was a
beneficiary when the postman delivered an instalment to her.
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The beneficiary learnt about the BDCs through TV advertisements – she did not receive any letter
from BISP informing her of the change in her payment modality
Gulshan obtained her BDC in May 2012 but was unable to withdraw money from the ATM
because they kept on entering wrong PIN number and the card was captured. They registered a
complaint at the BISP Divisional Office Hyderabad in May 2012 (exact date not ascertained)
which was forwarded to the HBL Regional Office Hyderabad on 25th May 2012. According to the
Regional Coordinator at HBL the only way to resolve this complaint is to call the HBL helpline.
Muhammad Azeem emphasized that he has been repeatedly calling the helpline but his calls have
not been attended. He has also visited the BISP Divisional Office and the HBL Regional Office
repeatedly but his complaint is yet to be resolved.
Gulshan has been regularly receiving her cash transfers since February 2009 through Pakistan
Post, however, she has not been able to withdraw a single cash transfer since April after her
payment mode was changed to BDC.
In some other districts BISP staff or bank staff help the illiterate beneficiaries in calling the
helpline but here they simply kept on advising the complainant to call the helpline which
somehow was not responding.

6. Recommendations







As per standard procedure, BISP should provide eligibility letters to beneficiaries promptly,
so that they are aware of their status in the program
As per standard procedure, BISP should provide letters to beneficiaries informing them of the
change in their payment modality promptly.
Payment agencies, such as HBL, should provide a toll-free helpline for BISP beneficiaries
and increase the number of operators in order to provide better customer service – BISP
beneficiaries belong to the lowest income brackets and should not be made to pay in order to
register their complaints
BISP and its partner organizations should provide the necessary assistance to complainants in
order to swiftly resolve their complaints – the staff at the BISP and HBL offices could have
called the helpline themselves when Muhammad Azeem made his numerous visits there
BISP should introduce a mechanism to resolve and manage payment complaints at their
offices; currently they only forward BDC complaints to the relevant payment agency and do
not follow up with them regarding the status of these cases and neither does the payment
agency share the outcome of the complaint with BISP
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P-Q2-Sindh-16
Misappropriation of BDC and non-issue of replacement
Momina Begum
Ilam Din
Goth Juma Himaity, Post Office Cattle Colony, Nai
Abadi Mohalla, Juma Malir
4250121560682
12923401
15th October 2012

1. Profile of the beneficiary/complainant
Momina Begum w/o Ilam Din, 38 years old, lives in Goth Jumma Himaity, Jumma Malir,
Karachi. She is an illiterate housewife and has 4 sons and 2 daughters. She lives in a house with
an area of 80 sq. yards. The house has a bathroom and a kitchen however there is no gas or
electricity available here. Her children fetch water on a donkey cart from the Bengali Para which
is an hour away from their house. One of Momina’s daughters is disabled (mute) and she cannot
afford to educate the rest of her children due to poverty. Momina’s 12 year old son is an
apprentice at an auto-repair garage while her other son, 18 years old, works as a casual
construction labourer earning about Rs.200 in daily wages. Her husband is also a construction
labourer and earns around Rs.200 per day. Both of her daughters are unmarried. Momina
occasionally makes decorative flowers which are fixed on shoes and earns about Rs.400-500 per
month.
Juma Himaity Goth, Nai Abadi, is next to the railway tracks and is a semi-urban locality. There
are about 10-15 living quarters here which are the property of Pakistan Railway. These quarters
were empty and Momina’s relatives told them to come and live here. They do not pay any rent for
these quarters. There are no basic facilities available. For schools, markets and hospitals, they
have to go to Nai Abadi Mohalla which is about 2 km away. The main road is about 1.5 km from
their house. Momina is the sole beneficiary in her family.

2. Relationship with BISP
Momina Begum was not a beneficiary of BISP Parliamentarian Phase. The PSC survey was done
in January/February 2011 in Momina’s village. Her form was filled out by a local influential in
the area. Momina was given a PSC slip as evidence. Momina considers herself a deserving
beneficiary of BISP. The local influential told her that she was selected as a BISP beneficiary and
she would receive “Benazir’s money”. Regarding BISP, Momina knows it as the Benazir scheme
and she found out about the program from her neighbours and relatives. Regarding the eligibility
criteria Momina said that the BISP is a program for poor people. Momina said, “I am poor and my
husband works as a labourer which is why I deserve Benazir’s money”.
Momina stated that she would use BISP cash grants to buy clothes for her children and get food
for the household. After the PSC survey, Momina was found to be a potential BISP beneficiary
and four money orders totalling Rs.9,000 were generated, however, she did not receive these
money orders or an eligibility letter. According to her Payment Details on BISP website these
four installments are still being shown as undelivered.
In March 2012, when Momina’s payment mode changed, her first cash transfer of Rs.3,000 was
deposited in her bank account in May 2012. However, since Momina did not have the BDC she
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could not withdraw this amount. Momina’s neighbours told her about the BDC and that she would
receive her money once she obtains a BDC from the BDC Centre. In September 2012, Momina
went to get her BDC for the first time to the Memon Goth BDC Centre. After reaching there, she
found that this BDC Centre has been closed and moved to Malir Halt. The next day Momina went
to visit the Malir Halt BDC Centre. The staff at the BDC Centre checked Momina’s CNIC, PSC
tracking form, PMT score and payment details on the computer. They did not verify Momina’s
thumb impression or proceed with the usual process. They only told her verbally that her money
is not available yet but will be once she gets her BDC card. They did not give her the BDC card
that day and sent her home.

3. How did the Complaint Emerge?
The fourth time Momina went to the BDC Centre Johar Chowrangi, which is located in the
NADRA Office, in the hope that she might get her BDC from there. However, when she visited
the BDC Centre Johar Chowrangi, the staff told her that someone else had already collected her
BDC. They told her to get her card blocked from the UBL branch on Tariq Road.

4. Processing of the complaint
a) Provider’s version
BISP (Tehsil Office Gulshan Town) Version
There was no record of this complaint at this office as they do not receive BDC payment
complaints or maintain a record of complainant visits.
Payment Agency (UBL) Version
On 17th September 2012, Momina Begum visited the UBL bank branch on Tariq Road to
block her card and register a complaint to get a new card. The CSOM at the bank branch
connected her to the helpline and informed Momina that her card had been blocked. He also
told her that she should come back to pick her new card in 15 days. The CSOM noted her
CNIC number to register her complaint and entered her complaint in an excel sheet on his
computer but he did not issue any acknowledgment for her complaint. He then forwarded her
complaint to the ATM Operation Department for investigation through e-mail and requested
them to issue her a new BDC. However this complaint is still pending without any outcome.
On 19th October 2012, when we called the Product Manager for ATM operations, he informed
us that he received an e-mail from the BISP Director Payment Secretariat Islamabad on 18th
May 2012 that all (around 400-500) Malir BDC Centre cards which were fraudulently
activated should be blocked immediately. However, he said, we have not received any further
intimation from BISP that these cards should be re-activated or re-issued.
b) Client’s version
On 17th September 2012, Momina went to the UBL branch Tariq Road to get her card blocked
and to register a complaint to get a new BDC. The bank staff connected her to the UBL
helpline and after getting her details told her that her card had been blocked. They did not tell
her anything else. The same day, Momina went back to BDC Centre Johar Chowrangi. The
staff told her that her card has not been blocked yet. After two days, Momina went to BISP
Tehsil Office Gulshan Town. The Assistant Complaints (AC) at the office wrote down the
address of BDC Centre Liaquatabad for her and told her to go there. On 16th October 2012,
Momina went to BDC Centre Liaquatabad to get her new card. They told her that her BDC
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was appearing in the “received” list i.e. it has already been issued to and received by someone
else. They sent her to BDC Centre Johar Chowrangi. After 4-5 days, Momina visited the BDC
Centre Johar Chowrangi. They further sent her to BISP Tehsil Office Gulshan Town. Momina
went to the BISP Tehsil Office again on the same day where she informed the AC that the
Malir BDC Centre staff had issued her card to someone else. She also informed him that she
had made a number of visits but a new card had still not been issued to her. The AC at the
BISP Tehsil Office made a phone call to the BDC Centre Johar Chowrangi. Momina was told
to wait in a separate room outside. The AC did not tell Momina what was discussed over the
phone and simply told her to come back in 10 days.
Momina’s complaint was never recorded at any BISP office; the only record of it is with UBL
Tariq Road. She went from the BDC Centre Johar Chowrangi to UBL Tariq Road on a
rickshaw; the bank was 40-45 km from the BDC Centre and it cost her Rs.300 to get there.
Momina was tired of making repeated trips to the same offices and she was very angry and
frustrated that her complaint had still not been resolved. She said she was only relying on
Allah now, she did not even want the card anymore; a card for which she was compelled to
make so many trips. She said that nobody provided her accurate information or any
meaningful help which is why she was entirely hopeless and dissatisfied.

5. What We Learnt?
She was not provided an eligibility letter so did not know when to expect her money orders. Four
money orders were generated in her name but were returned as undelivered. This aspect was
neither complained against nor investigated.
Momina was not informed by BISP about the change in her payment mode as a result of which
she could not go to the BDC Centre on time and her BDC was fraudulently obtained by someone
else
According to her payment detail, one cash transfer of Rs.3,000 was deposited in her bank on 17 th
May 2012 though she had not received her BDC till that time.
Momina Bibi had to make at least nine visits to different offices but she was not provided with
any definitive response and was simply asked to go to some other office. She has been to BDC
Centre Memon Goth, BDC Centre Malir Halt, BDC Centre Johar Chowrangi, then UBL Tariq
Road branch (on 17th September 2012 when her card was blocked through the UBL helpline),
then BDC Centre Johar Chowrangi, then BISP Tehsil Office Gulshan Town (this is at Johar
Chowrangi), then BDC Centre Liaquatabad, then BDC Centre Johar Chowrangi, then BISP Tehsil
Office Gulshan Town. Momina described the attitude of the staff as completely unhelpful
Momina’s complaint was registered at the UBL Tariq Road branch on 17th September 2012 but
she was not given any acknowledgment slip. As a result of this complaint her card was blocked
but her card was not re-issued nor was she provided any information in that regard.
The ATM Operations Manager of UBL informed us that BISP Headquarters had emailed him
asking him to block 400-500 cards fraudulently activated from the BDC Centre Malir Halt. This
was further corroborated by the BISP staff at the BDC Centre Johar Chowrangi who said that
Momina’s card was appearing as ‘received’ in their database, even though she had not collected
it. There are only 2 BDC Centres currently operational in Karachi – one at Johar Chowrangi and
one at Liaquatabad – while the rest have been shut down. The ATM Operations Manager further
claimed that they had not received any instructions from BISP to reissue these cards.
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Consequently Momina Begum’s case has still not been resolved and she still does not have a
BDC.

6. Recommendations












As per standard procedure, BISP should provide beneficiaries with eligibility letters promptly,
so that they are aware of their status in the program.
As per standard procedure, BISP should inform beneficiaries of the change in their payment
modality promptly, so they may immediately collect their BDCs.
An investigation should be conducted on the staff involved in fraudulently activating BDCs;
some cards might have been used to withdraw deposited installments. In case an instalment
has been withdrawn, another instalment should be issued to the complainant and a
replacement card should be issued immediately to avoid any inconvenience to her.
Payment agencies/partner organizations (banks) should provide acknowledgment slips or
receipts to complainants upon receiving their complaints so that they can independently track
the progress of their case from their nearest BISP office (if a shared database is maintained)
or the next time they visit the bank
According to UBL representatives, they have not received instructions from BISP to reactivate the cards of 400-500 beneficiaries whose cards were misappropriated from BDC
Centre Malir. BISP should resolve the issue as quickly as possible, issue replacement cards
and restart payments for beneficiaries like Momina who have had to suffer as a result of this
delay
BISP offices should maintain a manual or electronic record of BDC payment complaints until
these are transitioned to the CMS, or maintain a shared database with the relevant payment
agencies (banks) so that they can provide accurate information to complainants wishing to
track their case; currently they are simply diverting complainants/beneficiaries to other offices
which implies a great waste of time and money for them and there was no record of
Momina’s complaint at any BISP office
Complaint handlers at BISP offices should provide accurate information to
beneficiaries/complainants so that they can learn about the progress of their case and avoid
unnecessary repeated trips.
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P-Q2-Sindh-17
Benazir Debit Card captured by ATM
Gul Hajra Bibi
Sartaj
House #266, Mir Muhammad Colony near Bilal Masjid
Sultanabad, Manghopir, Karachi
1350495701272
13509244
15th October 2012

1. Profile of the beneficiary/complainant
Gul Hajra Bibi, wife of Sartaj, lives at House No. 266 near Bilal Masjid, Mir Muhammad Colony,
Sultanabad, Manghopir, Karachi. She is a 43 year old, illiterate woman who is a housewife with 6
children: 2 sons and 4 daughters. One of her daughter is married and lives with her in-laws while
one of her son is also married and lives with his wife and 2 children in this house with the rest of
the family – they have separate cooking arrangements. Her remaining 3 daughters are in 3rd grade,
1st grade and a madrassa respectively while her youngest son does not go to school yet.
Gul Hajra Bibi’s husband, Sartaj, drives his own rickshaw and earns about Rs.400 per day. The
house they live in belongs to Sartaj; it is semi-pucca with a total area of 100 sq. yards. There are 2
rooms, a bathroom and a courtyard in this house; one corner of the house is used as an open
kitchen. Electricity is available here as well as tap-water. There are approximately 200 houses in
Mir Muhammad Colony and the population is mostly poor. The colony is surrounded by hills.
There is a school here but the nearest hospital is 3 km from the colony while the main road is
about 800 meters away.

2. Relationship with BISP
Gul Hajra Bibi was not a beneficiary of the Parliamentarian Phase of BISP neither was anyone
else in her family. She told us that the PSC survey was conducted in her area in March 2011 and
her husband had her form filled out at the local PPP office because the enumerators had set up
camp there. Around 9 months after the PSC survey, Gul Hajra’s son tracked her PSC form at an
internet café and learnt that she was a beneficiary of the BISP cash transfer scheme. Gul Hajra did
not know much about BISP; she had just heard from her neighbours that poor women were being
provided cash assistance through the “Benazir Scheme” and she also saw that Benazir’s picture
was on the Benazir Debit Card (BDC).
Gul Hajra Bibi has received 2 installments totalling Rs.5,000 through the post office. She
obtained her BDC from the BDC Centre at Khamosh Colony in Karachi – she learnt about the
change in her payment modality from the post office. She went with her husband and son in June
2012 to get her BDC. She has already withdrawn an instalment of Rs.3,000 through this card. She
gave the card to her son to withdraw the payment for her as she does not know how to use it.

3. How did the complaint emerge?
On 10th October 2012, three months after receiving her first instalment through the BDC, Gul
Hajra asked her son to check at the ATM if another instalment had arrived for her or not. He went
to an Allied Bank ATM at Jail Chowrangi to withdraw the money. As he erroneously entered the
incorrect pin code thrice, the BDC was captured by the ATM. He went into the bank to inquire
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about the captured card but the staff told him that he could only get a new BDC from where he
got the previous one. He went back home and told Gul Hajra and Sartaj about this, so the two of
them went to the BDC Centre Khamosh Colony again the next day to register a complaint and
acquire a new card.

4. Processing of the complaint
a) Providers’ version
BISP Version
No BISP office has a record of this complaint because there is no shared system of complaint
registration between BISP and partner organization (bank). According to BISP staff, BDC
related complaints are not their “headache” and the bank has full responsibility of dealing
with these cases.
Payment Agency (UBL) Version
The CSOM at the UBL Tariq Road branch told us that he receives BDCs captured by ATMs
from all over Sindh. Regarding this case, he told us that Gul Hajra Bibi came to this branch
on 11th October 2012 to find out about her card and he told her to come back after a week.
This was because when cards get captured at the ATM of any bank other than UBL, they are
forwarded to their respective Head Office which then forwards them to the UBL Head Office
(on I.I. Chundrigar Road, Karachi). The ATM Operations Department at the Head Office
subsequently forwards it to this (Tariq Road) branch. Then the UBL helpline is emailed to
have the card unblocked. The CSOM told us that he sent out this email on 19 th October 2012
with the beneficiary’s name, CNIC number, BDC number and phone number. After this the
beneficiary receives a call from the UBL helpline for verification of particulars and the card is
finally unblocked. Confirmation of unblocking is received by the CSOM through an email
from the helpline. In this case, he told us, he received a confirmation email within 20 minutes
of his request.
b) Client’s version
According to Gul Hajra Bibi, she went with her husband to the BDC Centre Khamosh Colony
on 11th October 2012 to register a complaint about her captured card. They were told to
register their complaint at the UBL Tariq Road branch, so they went there on the same day.
After providing her details to the officer at this branch she was told to come back after one
week. On 17th October 2012 she sent her husband, Sartaj, to check whether her new card had
arrived or not. The staff at the bank branch told Sartaj to bring his wife and only then would
she get the new card. On 19th October 2012 Gul Hajra Bibi went with Sartaj again to this
office. The staff asked for her mobile number and after a while she received a call from a
helpline operator. He asked for her CNIC number and her mother’s name. The bank staff then
gave her a new BDC after collecting a copy of her CNIC and obtaining her thumb impression
on a piece of paper. Gul Hajra said that the UBL Tariq Road branch was 50 km from her
house and travelling costs for her amounted to a total of Rs.400 but she was glad that she
eventually received a new BDC. She was satisfied with the overall complaint redressal
procedure and the attitude of the bank staff.
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5. What We Learnt?
Gul Hajra is a BISP beneficiary however she found out about this on her own – when her son
tracked her form at an internet café – and received no intimation through BISP in this regard.
She did not get any letter from BISP about the change in her payment modality either; the post
office staff told her to collect her BDC from the BDC Centre Khamosh Colony.
While trying to withdraw the second instalment, her son entered an incorrect PIN code thrice and
the card was captured. She then tried to register a complaint at the BDC Centre from where she
got the card but the bank counter instructed her to go to the UBL Tariq Road branch. Gul Hajra’s
complaint was registered by the CSOM at UBL Tariq Road on 11th October 2012 and resolved by
19th October 2012 when she received a new BDC at this office.
BISP counter does not register BDC Complaints and has shifted complete responsibility of these
complaints to the bank. It was also learnt that there is no coordination or shared complaint
database between BISP and UBL.

6. Recommendations







As per standard procedure, BISP should provide eligibility letters to beneficiaries promptly,
so that they may know of their status in the program and can expect payments due to them.
As per standard procedure, BISP should provide letters to beneficiaries informing them of the
change in their payment modality promptly.
BISP should maintain a record of BDC payment complaints, or have a shared database of
complaints with the relevant payment agency (bank), so that they can track beneficiary
complaints and provide information to beneficiaries who come to BISP offices.
Payment agencies (banks) should provide acknowledgment of registered complaints to
complainants so that they may track the progress of their case on their next visit and to
improve transparency of process
Payment agencies should share the results of their investigation of complaints with BISP so
that beneficiaries can also get accurate information from their closest BISP office
Beneficiaries should be made aware of when to expect their installments so that they do not
make unnecessary visits to the ATM which would save time and money. This would also help
the beneficiaries because in case the amount has not been credited to their bank account,
entering PIN codes repeatedly may result in blockage of their card.
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P-Q2-Sindh-18
Money not transferred to her account (went the very
next day after obtaining her BDC)
Zubaida
Haleem-ud-din
Mir Colony, Tando Jam Tehsil, Hyderabad Rural
4130399973920
10085421
15th October 2012

1. Profile of the beneficiary/complainant
Zubaida, widow of Haleem-ud-din, is a resident of Mir Colony, Tando Jam, Hyderabad Rural.
She is a 60 year old illiterate woman who is the mother of 6 sons and 2 daughters. Zubaida’s
husband passed away two years ago and since then all the responsibilities of the family are on her.
Her four sons and one daughter are married. Two of her married sons live with her, one of them
lives in a separate house with his family and the other son passed away leaving behind a daughter
who lives with Zubaida. The families of her two married sons live with her in the same house but
have separate cooking arrangements. Of the unmarried children, two sons and a daughter live with
Zubaida; one of the sons is completing his intermediate studies while the youngest son drives a
Chingchi rickshaw which he has acquired on rent, and earns Rs.400 daily. Zubaida works as a
washing and cleaning maid in three houses within the colony and earns Rs.3,500 per month.
The house in which Zubaida lives was made by her husband. It comprises of a mud structure
(katcha) and is constructed on an area of 180 sq. yards. It consists of three rooms, a bathroom and
an open kitchen. The house has electricity, gas and water supply. Mir Colony has around 500
houses and there is a school and a hospital at walking distance.

2. Relationship with BISP
Zubaida was a beneficiary during the Parliamentarian Phase of BISP, and she has received
Rs.29,000 in 10 instalments through Pakistan Post. Zubaida told us that her PSC survey form was
filled out at her doorstep with the assistance of her daughter-in-law in June 2011. After the PSC
survey Zubaida again became a beneficiary and her sister-in-law informed her about this since
Zubaida was in iddat (Islamic practice of seclusion for a certain period observed by widows).
Zubaida did not know much about BISP and only knew that it was Benazir’s scheme to provide
cash assistance to poor women and that the money is given by Asif Ali Zardari. Till now Zubaida
has received Rs.9,000 in four instalments in the PSC phase of BISP through Pakistan Post. She
used this money for her children’s education and for daily household expenses. One month after
receiving the 4th instalment in April 2012 through Pakistan Post, Zubaida’s relatives informed her
that from now onwards she would get her money through Benazir Debit Card (BDC) which she
could get from a school in Tando Jam. In May 2012, Zubaida and her sister-in-law went to the
BDC Centre there and got her BDC; the staff at the BDC Centre told Zubaida that after one day
she could get her money from an ATM using this card.

3. How did the complaint emerge?
The day after she received her BDC, Zubaida went to an ATM with her neighbour Shamim, but
she did not get her money. Shamim told her that till then the money had not been transferred to
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her bank account. Zubaida went to the BDC Centre from there to complain about unavailability of
money in her bank account. A female BISP representative at the BDC Centre took information
from Zubaida about her BDC and told her that she would forward the complaint and Zubaida
would get the money soon.

4. Processing of the complaint
a) Providers’ version
BISP Version
We obtained this case from the BISP Divisional Office Hyderabad during our first visit there.
The only other information that was received along with this case was that five similar cases
were forwarded to the coordinator at the HBL Regional Office Hyderabad in a single email.
The email contained contact numbers, BDC numbers and CNIC numbers of all the
complainants. The email stated that all these beneficiaries did not get their payments. We
were not given access to any other records by the BISP staff at the Divisional Office.
Payment Agency (HBL) Version
The HBL Regional Office coordinator said that he received Zubaida’s complaint from the
BISP Divisional Office Hyderabad through email on 25th May 2012 along with the complaints
of 5 other beneficiaries. When the coordinator verified Zubaida’s complaint he got to know
that Zubaida had withdrawn her money from an ATM, at their Tando Jam branch, on 24 th
May 2012. He responded to this complaint by passing on this information to the BISP
Divisional Office Hyderabad via email on the same day.
b) Client’s version
Zubaida informed us that she had lodged her complaint at the BDC Centre Tando Jam, and
this was recorded by a female BISP representative. She did not submit any documents along
with the complaint. Almost a week after registering her complaint, Zubaida visited the ATM
for the third time and this time she received a payment of Rs.3,000. Zubaida went to the BDC
Centre and the ATM by foot which took her 5 minutes. Zubaida was satisfied with the
complaint registration procedure since her issue was resolved in a short time span.

5. What We Learnt?
It was further observed that Zubaida did not receive an eligibility letter or a letter informing her of
the change in her payment mode.
In April 2012 she found out about the change in her payment mode and in May 2012 she went to
the BDC Centre Tando Jam to obtain her BDC. She tried withdrawing her payment the very next
day and when she was unable to do so she registered a complaint at the BDC Centre in this
regard. Her complaint was forwarded to the HBL Regional Office by the BISP Divisional Office
Hyderabad on 25th May 2012 but when the coordinator at the former verified her details it was
found that she had withdrawn her payment (of Rs.3,000) from the ATM just a day earlier.
Although Zubaida eventually withdrew an instalment through her BDC (on 24th May 2012), the
BISP website still show that she had not withdrawn this payment, as checked on 6th November
2012. Thus if any BISP official tried to verify her complaint, they would think that she has still
not received her payment. (When checked on 21st November 2012, the payment details had been
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updated to show a withdrawal, but the delay in updating these details is a huge source of
procedural concern) .The response from the bank was very quick but the email that was forwarded
to the bank from the BISP Divisional Office contained complaints of different types. The
Divisional Office should thus be more precise and careful while sending complaints.
The entire processing of this complaint may have been avoided in case the BISP representative
advised her that the money is usually transferred after 48 hours and so she should visit the ATM
after two days.
The reason for this complaint was that while receiving her BDC she was given faulty information
by the bank representative at BDC Centre to wait for only one day to withdraw money instead of
the customary two days.

6. Recommendations






BISP should promptly provide letters to beneficiaries informing them of the change in their
payment mode, as per standard procedure, so that beneficiaries can immediately collect their
BDCs from the relevant BDC Centre
BDC Centre staff should guide beneficiaries about how to use their BDCs, about pin code
systems and safety, and when and where to withdraw their payments from so that they can
access their payments smoothly
BISP should update the CMS so as to allow payment related cases to be registered in it, as
well as establish a shared database with payment agencies (banks) so that payment complaints
registered with the bank can be tracked from BISP offices too
Instead of recording this complaint and forwarding it to the bank for redressal, BISP staff
should simply have advised the beneficiary to wait for 2 days and then draw the money from
the ATM.
BISP should update beneficiary payment details on its website in real time since such details
have an immediate impact on the complaint registration process.
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P-Q2-Sindh-19
Replacement of BDC (BDC issued to someone else by the
Centre. Blocked. Replacement BDC not being issued)
Ruki
Veer Das
University Road, Gulshan-e-Iqbal Town, Karachi
4250153112996
13463181
15th October 2012

1. Profile of the beneficiary/complainant
Ruki, wife of Veer Das, lives in a colony of huts built opposite the University of Karachi,
University Road, Gulshan-e-Iqbal Town, District East of Karachi. Earlier she used to live near the
Pipri Graveyard in Malir. Ruki is an uneducated, 37 year old mother of 7 sons and 2 daughters
and is a house wife. Of her 9 children she has one son and one daughter who are married and live
in separate houses. The remaining 6 sons and one daughter live in the same house as Ruki. Three
of her sons sell balloons at traffic signals and altogether earn Rs.400 daily. Ruki’s two other sons
are deaf and dumb and the remaining daughter and son are very young thus they stay at home.
Ruki’s husband is a fruit hawker in Gulistan-e-Jauhar and earns Rs.300 daily.
Ruki bought her hut from a relative for Rs.300. This hut has no access to electricity supply, gas or
water pipeline. There is no bathroom, but there is an open area used as a kitchen. Ruki’s family
has to purchase drinking water which costs her Rs.10 per water can. This area has 400 huts in
which about 4,000 people reside, however, almost every household has a mobile phone. The area
is at a walking distance from the main road and there is a hospital at a distance of about 2 km.

2. Relationship with BISP
Ruki was not a beneficiary of the Parliamentarian Phase of BISP. She informed us that the PSC
survey was conducted in November 2010 in her area and that she and her husband had her form
filled out. After the survey, she was declared as a beneficiary, and she learnt about this when the
postman brought her first BISP cash grant to her house. Till now Ruki has received four
instalments of the BISP cash transfer scheme. Ruki does not know much about the “Benazir
scheme”; she only knows that it provides financial aid to poor women. She said that she used the
BISP cash transfers to buy some household items and clothes for her children. Ruki received her
last payment through Pakistan Post in April 2012.

3. How did the complaint emerge?
According to Ruki, a little while after getting her fourth instalment of BISP through the post
office in April 2012, Ruki heard from some women in her neighbourhood that beneficiaries were
now using Benazir Debit Cards (BDCs) to get their payments and that she could get her card from
the BDC Centre Memon Goth, Malir. So she went with her neighbours to the BDC Centre in May
2012 to get her card. At the BDC Centre she was told that her BDC had been issued to some other
woman by mistake; Ruki was instructed to go to the bank for more information. The next day
Ruki went to the UBL Star Gate Branch to get information about her BDC. The staff at the bank
told her that her BDC has been blocked and when the new BDC is ready she would receive it.
After this she visited the BDC Centre twice but got no response, finally she was told to visit the
BDC Centre Gulistan-e-Jauhar (Jauhar Chowrangi) as she might get her BDC from there.
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In July 2012 Ruki went to the BDC Centre Jauhar Chowrangi and the staff over there also told her
that her BDC had been issued to someone else and its status showed that it had been blocked. A
staff member informed her that her cash grant was still present in her bank account. She visited
BDC Centre Jauhar Chowrangi twice and each time was told that as soon as they get her new card
she could come and collect it. Then the BDC Centre staff member told her that she should visit
the UBL Tariq Road branch to inquire about her card. In September 2012, Ruki visited the UBL
Tariq Road branch where she was told the same story (that her card had been blocked and a new
card would be issued to her at the BDC Centre Jauhar Chowrangi). The very next day Ruki visited
this BDC Centre again and this time she was told that the office does not have her record, yet she
continued visiting the same office repeatedly.

4. Processing of the complaint
a) Providers’ version
BISP Version
There was no record of payment cases at any BISP office. Ruki’s case was obtained from the
BDC Centre Jauhar Chowrangi. According to the BISP staff at this centre, payment
complaints are transferred either directly to the bank or to the bank counter at BDC Centre.
The staff further informed us that there were many such cases being received from Malir.
When the BDC Centre Malir was launched, many of the staff members, including the
NADRA and bank staff, fraudulently withdrew around 400-500 BDCs and tried to use these.
BISP administration caught these workers red handed, fired them and deactivated the issued
cards on 18th May 2012. However, since there was no record of such complaints with BISP
we were unable to obtain an official account of events.
Payment Agency (UBL) Version
The information about this case was obtained from the CSOM at the UBL Tariq Road branch.
He informed us that Ruki came to this office on 26th September 2012 to complain about her
BDC. The CSOM immediately, through email, asked the concerned bank department to block
her card and after 10 minutes their response came that the card had already been blocked on
18th May 2012 on the directives of BISP Headquarters. The complainant was then advised to
collect her new card from the BDC Centre Jauhar Chowrangi as they issue cards while the
bank deals with blocking (captured) cards. When asked about why she was not issued a
duplicate card, the Product Manager of the concerned department told us that on 18th May
2012 he received an email from the Director Payments BISP Headquarters requesting the
blocking of around 500 fraudulently activated cards. The cards were blocked but no request
regarding the issuance of duplicate cards was received from BISP after that.
b) Client’s version
According to Ruki she has received no response to her complaint till date. She has visited
numerous BISP offices, including BISP Divisional Office Karachi East, yet they ask her to
visit the bank. The bank did not issue a duplicate BDC for Ruki. Ruki said that she has been
visiting different offices since the last 5 months and it has cost her around Rs.3,000-3,500 in
travel fares yet she received no result. As no one helped her at any stage, she was not at all
satisfied with the complaint resolution process or the attitude of the staff and said that all the
BISP and bank officials should be terminated.
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5. What We Learnt?
The CSOM told us that the Director Payments BISP Headquarters had emailed UBL, on 18th May
2012, regarding the blocking of 500 fraudulently activated cards. However, the Product Manager
of ATM Operations told us that he had not received any instructions to re-activate or re-issue
cards to these beneficiaries.
According to UBL records, Ruki’s BDC card number is 5058160100000147506 and this card was
activated from the BDC Centre Malir on 14th May 2012 at 5:33 p.m. although the closing time of
the BDC Centre was 5:00 p.m.
There is no mechanism present at the BISP offices whereby payment complaints could be
recorded.
Ruki’s payment details on the BISP website show that 2 of her PSC phase instalments remain
undelivered to her, but she told us that she received all 4 instalments from the PSC phase. It also
shows that her BDC instalment was deposited in her account on 16th May 2012 but has not been
withdrawn which corresponds with her account.
She did not receive any letter from BISP regarding change in mode of payment or asking her to
collect her card from BDC Centre. The card could be misappropriated as she did not go to the
Centre to collect her card.
Ruki’s case has still not been resolved despite the identification of the problem i.e. the fraudulent
withdrawal and activation of her card. Her complaint was not registered at any BISP office or the
BDC Centre Jauhar Chowrangi; she was only instructed to visit the UBL Tariq Road branch to
inquire about her BDC.

6. Recommendations








BISP should send letters informing beneficiaries about the change in their payment mode
promptly, as per standard procedure, so that they may collect their BDCs from the relevant
BDC Centre immediately, which could also reduce the chances of fraud.
BISP should establish a complaint redressal mechanism to deal with payment cases at BISP
offices or BDC Centres so that beneficiaries do not have to travel to banks to register their
complaints and track the progress of their cases. The CMS could be updated to record and
process payment complaints.
Payment agencies (banks) should issue acknowledgment slips/complaint IDs to beneficiaries
who come to their offices to register a complaint, so that they may track the progress of their
case. This would also require a shared database between BISP and payment agencies so that
complaints could be tracked from BISP offices instead of at banks.
Complaint handlers/officials at BISP offices should provide clear and accurate information to
beneficiaries so that they do not have to make repeated and unnecessary trips which entails a
waste of time and money for them.
BISP should update beneficiary payment details on its website in real time so that anyone
accessing these has accurate information.
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P-Q2-BDC-Centre-Southern Punjab-01
Observation Report of BDC Distribution Centre, Jatoi

1. Introduction and Background of the Centre:
Benazir Debit Card (BDC) Distribution Centre Jatoi is located at BISP Tehsil office Jatoi. The
office building is situated near Grid Chowk, Government Degree College for Boys Jatoi. BISP’s
Partner Organisations (POs) at this centre are NADRA and Tameer Bank. BDC distribution
process was planned to be started on 7th May 2012; however the process was actually started on
5th September 2012 after the appointment of new Divisional Director DG Khan. There are three
other BDC Centres located at each BISP Tehsil office of District Muzaffargarh. These included
BDC centre i) Muzaffargarh, ii) Jatoi, and iii) Alipur.
BISP Tehsil office Jatoi covers about 38,000 beneficiaries in its jurisdiction and till 13th
September 2012, about 5,622 BDCs have been issued with 32,378 beneficiaries remaining. BISP
HQ set a daily target of 1,000 BDCs to be issued by the centre.
BISP HQ informed beneficiaries about the change in payment mode through postal letters but
many beneficiaries in Tehsil Jatoi didn’t receive these letters. Some other communication tools
were also used by the BISP Assistant Director (AD) which included: BDC related information
dissemination through local notables and postmen; word of mouth also played a pivotal role in the
gathering such a large number of beneficiaries; and announcements were made in the local
mosques during ‘Juma Prayer’.

2. General Observations (Logistics and Facilities) at BDC Centre:
Accessibility to the BDC centre/ BISP Tehsil office is easy, it is conspicuously located and most
people know the location of the office. There were no BDC standees and banners displayed at the
centre. A single white chart was displayed on the main entrance showing Union Council (UC)
wise BDC receiving dates.
BISP Tehsil office building has a space that caters to at least 100 visitors. Office courtyard and
veranda were being used as beneficiaries waiting area. There were more than 1000 visitors
present inside and outside the centre; however there was a sitting arrangement for only 60
beneficiaries and a tent was provided for the beneficiaries outside the centre. There was drinking
water facility for the visitors.
Two private security guards were provided by BISP and two more were appointed by NADRA to
cope with any security situation. They were supported by four police constables appointed by the
local police station on the official request of BISP. BISP Divisional Office DG Khan appointed
one Naib Qasid from Divisional Office and BISP AD Tehsil Karor Lal Easan to assist Assistant
Director Jatoi during peak hours of BDC distribution process.
BISP Tehsil office staff did not receive any formal orientation training about the distribution of
BDC and coordination with POs. No BDC related complaint handling mechanism was
communicated. There were 10 BDC complainants present at the centre for lodging their
complaints.
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3. Arrangement and Process at Different Counters:
a. BISP Counter
There was no proper BISP counter established to facilitate beneficiaries like checking their
eligibility status etc. NADRA staff was using BISP AD’s computer to check online eligibility/
ineligibility status.
b. NADRA Counters
NADRA established eight (08) counters in a separate room. There is no seating arrangement
in the room for beneficiaries. NADRA computers were instantly shutting down as there was
no UPS back up and the generator started after 5-8 minutes. NADRA staff facilitated disabled
and old beneficiaries through a priority queue.
The beneficiary’s thumb impression is verified by the NADRA staff through biometric
system. After successful biometric verification, NADRA staff enters beneficiary’s phone
number, print a token and refer her to the bank counter for collecting her BDC.
If the beneficiary details are not verified due to reasons like unmatched thumb impression,
invalid CNIC or CNIC without picture (Old CNIC), NADRA staff provides beneficiary an
empty token slip and refer her to nearest NADRA office for correction and updating of her
CNIC. Such beneficiaries can get their updated/ new CNIC without charge on priority basis
from the NADRA office.
c. Bank Counters
There are eight bank counters established in a separate room with seating arrangement for
three beneficiaries at a time. There are seven (07) Card Distribution Officers (CDOs) and one
Supervisor appointed by the bank for handling, processing and issuing of BDCs. The bank
staff had an (extendable) three months contract.
When a beneficiary reaches the bank counter, the bank staff requires her original CNIC and
the NADRA token slip. NADRA’s unique token number is entered into the bank’s online
system in order to fetch the beneficiary’s details. It is important to note that NADRA and
Bank system are interlinked and the beneficiary record goes into the Bank’s database after
successful verification of the beneficiary at NADRA counter. Otherwise Bank will have no
record of the beneficiary in its database. NADRA’s token number is used as a ‘unique
identifier’ for a particular beneficiary.
Bank staff obtains and enters the following information about the beneficiary in their record
before issuing a BDC to the beneficiary:
i.
ii.
iii.

NADRA’s Unique Identifier (Token Number)
CNIC Number of the Beneficiary.
BDC Number.

CDO enters the beneficiary’s mother name into the system and hands over registered BDC to
the beneficiary. Bank staff advise beneficiary to visit nearest BISP registered Telenor
franchise for the withdrawal of BISP cash grant.
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4. Lessons Learnt:
During TPE team observation time, ten (10) BDC complainants were present at the centre having
complaint of ‘no funds’ in their bank account. BISP staff didn’t know how to handle and record
the BDC related complaints and referred the complainants to Tameer bank counter. Tameer bank
staff informed the complainants that they are only responsible for debit card activation and that
handling and recording of BDC complaints is not their responsibility. They advised beneficiaries
to call on bank and BISP helplines for complaint registration.
As BISP TPE team visited the BDC centre during peak hours, we observed 1000+ beneficiaries at
the centre who had gathered to collect their BDCs. No Contingency Staff was appointed at the
centre in order to facilitate such a large number of beneficiaries.
Behaviour of the staff at NADRA and Bank counter was not pleasant. Due to the larger number of
beneficiaries they were not in position to greet beneficiaries individually. NADRA and bank staff
were processing and issuing the BDCs without recording beneficiaries’ contact details.
BISP Staff feel BDC system is good but complicated for illiterate beneficiaries and they would
gradually learn the usage of BDC. There are six (06) BISP registered Telenor franchises where
beneficiaries can make BISP cash grant withdrawal by using Point-of-Sale (POS) machine.
It seems that Public Information Campaign (PIC) was not appropriate which resulted in gathering
of a very large number of beneficiaries at the centre. This situation is open to several potential
security threats as well as cause inconvenience to the beneficiaries coming to the centre.
Postmen and local notables have miscommunicated to the beneficiaries and asked them to visit
the BDC centre as soon as possible during the first week of its opening. This has caused a flood of
beneficiaries towards the centre which has caused difficult-to-manage situation for BISP and
other staff.
During observations some commission agents were seen outside the BDC centre who took Rs.
100 – Rs. 200 from beneficiaries for entering the centre. Some telephone calls of political
representatives were also observed who pressurized/ requested BISP Tehsil staff for entering/
facilitating their voters first.

5. Recommendations:





BISP staff being the primary stakeholders of BDC centre should keep an eye around and take
some radical steps to reduce the role of notables coming with beneficiaries as they may try to
exploit the beneficiaries.
POs especially the bank(s) should devise an efficient Complaint Redressal system in order to
deal with the BDC related complaints in a timely and effective way.
BISP should communicate a clear policy of dealing with BDC complaints to the BISP Tehsil
staff.
Bank(s) should provide training on registering and processing of BDC complaints to its staff
appointed at the BDC centre(s).

Beneficiary Exit Interview 1:
Shamim Mai wife of Ghulam Yasin was visiting the BDC centre today for the first time. She was
informed about BDC and BDC centre by the postman who brought her third postal payment
yesterday. She travelled six (06) kms on a rented motor cycle with two other beneficiaries and each
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paid Rs.100 fare. The motorcycle driver had brought the beneficiaries to the centre earlier hence they
reached the destination without any difficulty.
When Shamim and the fellow beneficiaries reached near the BDC centre, they saw the whole street
congested with people, and it was impossible to even get nearer to the main gate. There was a huge
gathering of men, women children, rickshaws, motorcycles, hawkers and food and sharbat stalls. She
helplessly sat in the shadow of the office wall on the wet muddy ground, and kept observing the ever
increasing crowd. The crowd was constantly struggling to get in by knocking and pushing against the
gates and the unrest would increase whenever the guard would open the gates, and a group of ten
twelve women would get a chance to go in.
Shamim thought that she would never be able to get in if she just sat there all day, so she gathered
courage and joined in the crowd. Luckily she got near the gate and was pushed inside during the short
time the gate opened again. She also portrayed the horrible picture of women getting beaten by guards
and crushed under feet and getting unconscious. Shamim was also badly bruised but she managed to
get up before she was overrun by the unruly crowd. She thought that the whole scenario was like
judgement day, women did not know where their companion beneficiaries or husbands were for quite
some time.
Inside the office there was an even bigger crowd, women sitting everywhere from gate to office lawn
and in veranda, but it was comparatively under the control of guards. She sat in the veranda where
women were sitting in queues. There was no fan or water cooler in the veranda, and some ailing and
old women fainted due to heat and suffocation. The office doors were kept closed and no one was
allowed inside. When inquired, the security guard told that it was official lunch break from 1:00 p.m.
to 2:00 p.m. and the staff is having their lunch. And after the lunch hour passed, they were told that
the BDC stock has finished and that someone has been sent to bring more BDCs from another office.
After more than an hour the crowd got restive, the office staff decided to get them verified at NADRA
counter till the BDCs arrive, so groups of beneficiaries were guided to the NADRA counter. Shamim
was also led to a narrow, suffocated and bleak room where many counters were dealing with
beneficiaries. On her turn, the officer checked her CNIC, verified her record on computer and her
thumb print on a machine, and issued her a token. She was asked to go back and wait for her BDC in
veranda.
Shamim seemed totally exasperated and exhausted. When inquired whether she will wait or would
come again some other day, she asserted that she will wait till evening and would not go back without
getting her BDC. The BDC stock had ended at about 12:00 p.m. and it was 1:48 p.m. but the cards
had not arrived.
Beneficiary Exit Interview 2:
Nasreen Mai wife of Mohammad Sattar collected her BDC after waiting for an hour after her token
was issued by NADRA. She had been sitting in the office veranda for four hours and finally was
issued her BDC.
Like many other women in tehsil Jatoi, Nasreen was also informed about change in the payment mode
through the postman when she received her 4th BISP instalment in September 2012. This was her first
visit to BDC centre and she has come with her husband and a seven years old son on a rented
motorcycle. She said that the motorcycle driver was familiar with the office address and they reached
here easily.
Nasreen had an idea about the situation at BDC centre through neighbouring beneficiaries so they
decided to reach the office as early as 07:00 a.m., but to her surprise the street was almost full with
beneficiaries and the office gates were closed. She had to wait outside in street for four hours and
finally could manage through the crowd to get inside at around 11:00 a.m. She was made to sit at the
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end of a long queue with other beneficiaries in veranda and there was no fan or any other arrangement
for ventilation. After some time the security guard told women that the BDC card stock has ended and
someone has gone to bring more BDCs. In the meanwhile the beneficiaries were issued their NADRA
tokens in groups of ten, and were told to wait in veranda.
About the chaotic situation outside and inside the office, the beating and crushing each other under
feet, Shamim accused the women who were never at rest. She said that they themselves are
responsible for the mistreatment and beating.
When after another hour the BDCs arrived, Shamim was among the first batch who received her
BDC. About the change in payment mode decision, she mentioned that the bank staff did not tell her
anything about the contents or the use of this envelop. However she learnt through other beneficiaries
that she can collect her instalment of Rs. 3000 from a shop located at the Chowk (Telenor franchise)
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P-Q2-BDC-Centre-Southern Punjab-02
Observation Report of BDC Distribution Centre, Lalian
1. Introduction and Background of the Centre:
BDC Distribution Centre Lalian is functioning at the BISP Tehsil office Lalian City. The building
of BISP Tehsil office Lalian is situated in Baloch House, Station Road Lalian. NADRA, Bank
Alfalah and Ufone are the partner organizations involved in BDC distribution process at this
centre. BISP Tehsil office has spared a room for Ufone counter and a big hall for Bank Alfalah
and NADRA counters for issuing the BDCs.
The BDC distribution process was planned to start on 07th April 2012 but due to some delay in the
hiring and training of POs staff (Bank Alfalah), the process was actually started on 13 th June
2012.
BDC Centre Lalian was planned to remain operational for three months. According to BISP
Tehsil Official, there are 3,200 beneficiaries under the jurisdiction of BISP Tehsil office Lalian
and as of 10th September 2012, 2,885 BDCs were issued. He further mentioned that a new list of
3,700 beneficiaries has been added to receive their BDCs after removing CNIC and other
discrepancies.
Earlier on, the target was set at 128 BDCs per NADRA counter per day. Now there is no set target
and the distribution centre caters to all beneficiaries who visit to collect their cards. Currently, the
average number of beneficiaries visiting BISP office to collect BDC is around 15-20; however,
the staff informed that during peak time even 150 BDCs were issued in a single day.
BISP HQ informed beneficiaries about the change in payment mode through postal letters but
most of the beneficiaries did not receive these letters. BISP Tehsil office also used other
communication modes to inform beneficiaries. These included public announcements in area
mosques and information dissemination through local notables. For the purpose of BDC
distribution the beneficiaries were asked to bring their CNIC and phone numbers and BISP letters
for collecting their BDC.

2. General Observations (Logistics and Facilities) at BDC Centre:
The access to BDC Centre is difficult, however most rickshaw and chingchi drivers know the
location of BISP office. The Office is conspicuous as it had one BDC banner. There were no
standees at the BDC Centre.
The office building has ample space to accommodate around 75 visitors and the office garage was
used as a waiting area for the beneficiaries. During the initial busy days of June and July the
weather was very harsh hence shade/tents or fans were required. Currently the office can
comfortably accommodate visitors in the veranda and inner courtyard. Washroom is available for
the beneficiaries but for drinking only tap water is available.
Despite the arrangement for controlling the flow of visitors, the security has been another major
issue, three extra security guards from a private security agency were hired to control the crowd
(two by BISP and one by NADRA) but all security guards have been sent back two weeks ago
due to lack of funding. To facilitate the beneficiaries, a female Assistant has also been hired by
BISP for a period of three months.
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BISP Tehsil Official mentioned that no formal orientation training on the BDC distribution and
POs coordination has been provided to BISP staff. They learnt about these through interaction
with the PO representatives.
No mechanism was communicated to BISP staff for handling of BDC related complaints like PIN
lost/deactivation, card lost/captured at ATM etc. The CMS system do not cater for payment
related complaints and so currently BISP staff is completely isolated from BDC related
complaints; no record of complaints is maintained by them and such complaints are simply
referred to the bank counter.

3. Arrangement and Process at Different Counters:
a. BISP Counter
The beneficiary upon her arrival at BDC Centre is entertained by BISP female Assistant
(hired for BDC assignment), who segregates them in line with their purpose of visit to BISP
office. BISP Assistant verifies their documents (CNIC, letter and token number etc.) and
refers the beneficiaries to NADRA desk for further processing.
b. NADRA Counters
There is one NADRA counter with one computer in a spacious common hall (with bank
counter), with seating arrangement for seven beneficiaries at a time. NADRA has a backup
power generator for alternate electric power which also provides backup to the bank’s
computers. No UPS was available and the computer systems would abruptly shut down
during power failure. However, during our observation time a rare event happened, there was
no electricity load shedding!
At NADRA counters, there are two data entry operators and one Site In-charge to handle
CNIC verification for BDC distribution. NADRA staff had an initial contract of three month
which has been extended as the BDC assignment is still in process.
NADRA staff confirms BISP beneficiary from their database by entering her CNIC number
which produces the details of each beneficiary and then verifies her fingerprints. After
successful bio-metric verification NADRA staff enters beneficiary’s phone number, print a
token and refer her to the bank counter for BDC collection.
If beneficiary’s CNIC has some problem, then NADRA refer her to nearest NADRA office
for correction of CNIC by providing a printed token that entitles her to a free new CNIC as
well as priority service at NADRA office. The major reasons for CNIC modification include
expired CNIC, CNIC without photograph, thumb impression not clear or mismatch.
c. Bank Counters
There is only one counter for Bank staff in a spacious common hall that can accommodate
seven beneficiaries at a time. There is one CDO (Card Distribution Officers) and a DCO
(District Coordination Officer) hired for the handling, processing and issuance of BDCs to
beneficiaries. All staff is deputed on an initial contract of three month which has been
extended as the BDC assignment is still in process.
The bank staff obtains from the beneficiary her CNIC and token number issued by NADRA
counter. They enter the serial number/ code in the online record which serves as a key for data
sharing between NADRA and bank.
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Bank staff obtains and enters the following information about the beneficiary in their record
before issuing a BDC to her:
i.
ii.
iii.
iv.
v.
vi.

Date of birth of the beneficiary.
Birth place of the beneficiary.
Mother name of the beneficiary
CNIC number of the beneficiary.
Expiry date of the beneficiary’s CNIC.
Cell phone number of the beneficiary.

After entering this information, bank staff obtains her thumb impression (or signatures) on the
back of the printed token, registers BDC to her name, tag Ufone SIM with her account and
hand over BDC envelope and Ufone SIM. They instruct the beneficiary to get the Ufone SIM
registered in her name from the Ufone counter, and, to visit the nearest Bank Alfalah branch
after two days to learn how to use the card. Bank Alfalah put its stamp on the back side of the
printed token to verify the delivery of BDC to beneficiary.
d. Mobile Phone Counter
Though this is not a standard procedure, but beneficiaries of Bank Alfalah are also being
provided with a Ufone SIM. The basic purpose of providing Ufone SIM is to inform the
beneficiary about the release of disbursement through an SMS.
There is one Ufone counter in a separate room with two Ufone representatives working
closely with the bank staff. After the issuance of BDC, bank staff refers the beneficiary to
Ufone desk for SIM registration and activation. SIM activation takes around ten minutes but it
was reportedly a major bottleneck during the earlier months when the daily number of
beneficiaries was very high.

4. Lessons Learnt:
The rush of the beneficiaries has decreased probably because most of the beneficiaries have
received their BDCs. The day when we visited the centre, only 31 beneficiaries visited the office
for BDCs during the observation time from 10:20 a.m. to 2:00 p.m. All the visiting beneficiaries
received their BDCs through the same step by step procedure detailed above.
Behaviour of the staff at the three counters was satisfactory but the only lapse was that they
neither greet the beneficiary nor guide her about how to use her BDC.
There were 2 data entry operators and one site in-charge at NADRA counter but they had only 1
computer. The bank staff comprised a total of 2 members; 1 Card Distribution Officers (CDO)
and a District Coordination Officer (DCO) and they had also only one computer. Presently, the
number of beneficiaries is very low so there is no problem, but BISP staff informed us that during
the earlier stages, there used to be a delay at bank desk because the number of staff at NADRA
and bank was not balanced and one computer system at each counter was insufficient.
The bank staff do not explain what is in the BDC envelope or how to use the card but only
instruct them to visit the nearest Bank Alfalah Branch and give this envelop to the manager.
According to Bank Staff from starting of BDC distribution till now only 13 BDC complaints have
been received out of which four complaints were about snatching of BDCs and 9 were about Pin
Code lost. All are resolved but record of these complaints is not maintained properly.
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BISP staff of Tehsil office Lalian explained that Lalian is a backward area/Tehsil which contains
only four Banks but there is no ATM Machine. Alfalah Bank with one ATM machine is present at
Chenab Nagar which is 16 km away from Lalian .For facilitation of beneficiaries Swap machines
should be available at mobile phone franchises in Tehsil Lalian.
5. Recommendations:






The number of beneficiaries visiting BDC centre is very low (though a new list of 3700
beneficiaries has been received for BDC). There is a strong need to efficiently mobilize the
community so that the remaining beneficiaries visit the BDC Centre and the staff and
resources are appropriately utilized.
In line with standard procedure, bank staff should inform the beneficiary about the contents of
the envelope and guide her about using the BDC as well as the importance of PIN code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their doubts.
BISP staff should keep the record of BDC complaints and also follow up the complaints.

Beneficiary Exit Interview 1:
Farhi Bibi wife of Muneer was visiting the office to collect her BDC. This was her second visit. She
was declared eligible beneficiary with discrepancy, about which she was not aware until she visited
the office to collect her BDC in August 2012. Her husband got her PMT (12.10) checked at a net cafe
from the Lalian but did not know about her discrepancy. She was informed about the BDC by her
nephew by a phone call from the BISP tehsil office. She did not receive any intimation letter from
BISP about her eligibility or the change in the payment mode.
During her earlier visit in August, her discrepancy was revealed during verification by BISP counter.
Her CNIC was not entered in her record and was referred to the Assistant Complaint (AC) for CNIC
update. When the AC checked her family record, she found that the name on her record (Farhi) is
different from what’s written on her CNIC (Irshad), when inquired, she told that she is called Farhi at
home but her name is Irshad. She was not present at the time of the survey and her younger sister-inlaw gave the information to the data collectors. The AC lodged her request for CNIC update on
Complaint Management System (CMS) and advised her to get a new CNIC with the name Farhi on it.
He also issued her a reference token to present at NADRA office.
She got her new CNIC in two weeks for a fee of Rs. 200 and returned to collect her BDC with her
new CNIC and the survey slip. She was accompanied by her husband and paid chingchi rikshaw
Rs.20 to reach the office. She reached here at 11 and had waited for her turn in the office garage
without fan. She also complained about the non-availability of drinking water and washroom. She was
called in to collect her BDC after an hour and after a couple of verifications at various counters, has
successfully received her BDC.
She was very glad that she has become a BISP beneficiary and expressed satisfaction at the behaviour
of the staff at various counters. When asked about the use of BDC for receiving money, she was
relaxed that her brother knows how to use the ATM card at the bank and he will help her. However
she did not understand what the bank counter officer told her about the usage of the card.
Beneficiary Exit Interview 2:
Farzana Bibi wife of Mohammad Azam was declared eligible beneficiary with discrepancy, which she
learnt when she came to the BISP tehsil office Lalian with neighbour beneficiaries for her PMT score
in June 2012. The AC BISP tracked her family information on BISP website and told her about the
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discrepancy. He collected her application with CNIC copy for update and also advised her to get a
new CNIC with her picture on it. Farzana was also issued a reference token to present at NADRA for
the new CNIC.
Farzana submitted the application for new CNIC at NADRA and was issued a receipt to collect her
CNIC on 23rd August. In the meanwhile she learnt about the BDC through her neighbouring
beneficiaries who were visiting the office for BDC collection. Farzana also came to office twice with
them and presented the NADRA receipt at the counter which was not acceptable, she was strictly told
to bring the CNIC when issued because the BDC is not issued on receipts but only on valid CNIC.
She also visited NADRA for the CNIC twice but for some reasons her card was not ready. Today she
once again visited the NADRA office and received her CNIC. She came to the BDC centre directly
from the NADRA office to collect her BDC, which she finally received after fulfilling all the required
verifications. She was very relieved that she could finally receive her BDC and the U phone SIM and
will be able to receive the cash grant now. She was accompanied by another beneficiary who has also
received her BDC and both the ladies were planning to visit the Bank Alfalah in Chenab Nagar Lalian
on a rikshaw to withdraw their instalment of Rs. 3,000. They were totally ignorant about the contents
of envelope or the PIN Code number hidden inside. When asked how they would use the card at bank,
they said that as advised by the counter staff they will ask for help from the bank staff. Farzana also
had no idea why the SIM was being distributed among beneficiaries, she said, “meherbani ha in ki k
rishtadaron se baat waghaira karnay k liay SIM bhi de rahay hein yeh”.
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P-Q2-BDC-Centre-Southern Punjab-03
Observation Report of BDC Distribution Centre, Toba Tek Singh
1. Introduction and Background of the Centre:
BDC Distribution Centre Toba Tek Singh is functioning at BISP Tehsil office Toba Tek Singh.
The office building is situated on Jhang Road, Mohalla Mahmoodabad, near Sports Stadium of
Toba Tek Singh. NADRA, Bank Alfalah and Ufone are the partner organizations involved in
BDC distribution process at this centre. BISP Tehsil office has a common hall for NADRA
counters and another hall for Bank Alfalah and Ufone counters. BDC distribution process was
planned to start in March/April 2012 but due to some delay, the process started on 14th June 2012.
There are 3,586 beneficiaries under the jurisdiction of BISP Tehsil office Toba Tek Singh and as
of 11th September 2012, about 2,587 BDCs have been issued. Currently, the average number of
beneficiaries visiting BISP office to collect BDC is around 10-15; however, we were told that
during early day’s upto 140 BDCs were issued in a single day. BISP HQ informed beneficiaries
about the change in payment mode through postal letters but most of the beneficiaries did not
receive these letters. BISP Divisional office also used other communication modes to inform
beneficiaries. These included public announcements in area mosques, information dissemination
through local notables and social workers, and sending messages through Pakistan Post to active
beneficiaries. For the purpose of BDC awareness campaign the area of Tehsil office Toba Tek
Singh was divided into major segments/ UCs (32) as per population strength and beneficiaries
were accordingly informed. They were asked to bring their CNIC, phone numbers and BISP
letters for collecting their BDC.

2. General Observations (Logistics and Facilities) at BDC Centre:
The access to BDC Centre is easy and most of the rickshaws and Chingchi drivers know the
location of BISP office. It is not conspicuous as there were no BDC banners or standees at the
BDC Centre. The office building has ample space to accommodate around fifty (50) visitors
easily and there is a vacant plot outside the office which is used as a waiting area for the
beneficiaries. During the initial busy days of June/July the weather was very harsh hence
shade/tent were required. Currently the office can comfortably accommodate visitors in the
garage and common hall. Water cooler and washroom are available for the beneficiaries.
Despite the arrangement for controlling the flow of visitors, security has been an issue, because
the office is situated in a residential area and the neighbourhood community demanded their
security assurance. To handle any potential security situation, two security guards from a private
security agency were hired to control the crowd but they worked for only 47 days and due to lack
of funds, their services were discontinued. Now only one security guard from NADRA is on duty.
To facilitate the beneficiaries, an Assistant has also been hired by BISP for a period of three
months. BISP Assistant Director mentioned that formal orientation training on BDC distribution
has not been given to BISP Tehsil staff. No mechanism was communicated to BISP staff for
handling BDC related complaints like PIN lost/deactivation, card lost/captured at ATM etc.
Currently BISP staff is completely isolated from BDC related complaints; no record of complaints
is maintained by them and the complainants are simply referred to the bank counter.
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3. Arrangement and Process at Different Counters:
a. BISP Counter
The beneficiary upon her arrival at BDC Centre is entertained by BISP Assistant (hired for
BDC assignment), who segregates them in line with their purpose of visit to BISP office.
BISP Assistant verifies their documents (CNIC, letter etc.) and refers the beneficiaries to
NADRA desk for further processing.
b. NADRA Counters
There are two NADRA counters with two computers installed in a hall that has a seating
arrangement for seven beneficiaries at a time. NADRA has a backup power generator for
alternative electric power which also provides backup to the bank’s computers. No UPS was
available and the computer systems would abruptly shut down on power failure, however,
during observation time there was no electricity load shedding.
At NADRA counters, there is one data entry operator and one Site In-charges (AS) to handle
CNIC verification for BDC distribution. NADRA staff has an initial contract of three month
till August 2012 which is being extended as the BDC assignment is still in process.
NADRA staff confirms BISP beneficiary from their database by entering her CNIC number
and then verifies her fingerprints. After successful biometric verification, NADRA staff enters
beneficiary’s phone number, print a token and refer her to the bank counter for BDC
collection.
If beneficiary’s CNIC has some problem, then NADRA refer her to nearest NADRA office
for correction of CNIC by providing a printed token that entitles her to a free change of CNIC
as well as priority service at NADRA office. The issues requiring CNIC modification include
expired CNIC, CNIC without photograph, and thumb impression not clear or mismatch.
c. Bank Counters
There are two counters installed for bank staff in a spacious hall that can accommodate seven
beneficiaries at a time. There is one Card Distribution Officer (CDO) and one District
Coordination Officer (DCO) hired for the handling, processing and issuance of BDCs to
beneficiaries. All staff is deputed on an initial contract of three month till August 2012 which
will be extended as the BDC assignment is still in process.
The bank staff obtains from the beneficiary her CNIC and token number issued by NADRA
staff. They enter the serial number/ code in their online record which serves as a key for data
sharing between NADRA and bank.
Bank staff obtains and enters the following information about the beneficiary in their record
before issuing a BDC to her:
i.
ii.
iii.
iv.
v.
vi.

Date of birth of the beneficiary.
Birth place of the beneficiary.
Mother name of the beneficiary
CNIC number of the beneficiary.
Expiry date of the beneficiary’s CNIC.
Contact phone number of the beneficiary.
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After entering this information, bank staff obtains her thumb impression (or signatures) on the
back of the printed token, apply bank stamp, register BDC in beneficiary’s name, tag Ufone
SIM with her account and handover BDC envelop and Ufone SIM. They instruct the
beneficiary to get the Ufone SIM registered in her name from the Ufone counter, and, to visit
the nearest Bank Alfalah branch after two days to know how to use the card.
d. Mobile Phone Counter
Though this is not a standard procedure, but BDC Card holders of Bank Alfalah are being
provided with Ufone SIM also. The basic purpose of providing Ufone SIM is to inform the
beneficiary about the release of disbursement through a short messaging Service (SMS).
There is one Ufone counter with two Ufone representatives. After the issuance of BDC, bank
staff refers the beneficiary to Ufone desk for SIM registration and activation. SIM activation
takes around five-ten minutes and it was reported to be a major bottleneck during the earlier
months when the daily number of beneficiaries was very high.

4. Lessons Learnt:
The rush of the beneficiaries was very high in the early period of the BDC Centre and each day
about 40-50 beneficiaries visited to collect their BDCs. The day when we visited the centre, only
8 beneficiaries visited the office for BDCs during the observation time from 10:00 a.m. till 02:00
p.m. All the visiting beneficiaries received their BDCs through the same step by step procedure
detailed above.
Behaviour of the staff at the three counters was satisfactory but the only lapse was that they did
not greet the beneficiary. Some beneficiaries complained about the rude behaviour of BISP Staff.
When TPE Team visited BISP Tehsil Office 10 beneficiaries (some had come from BDCs and
others for obtaining information etc.) were sitting on the ground outside the main gate of BISP
office. On asking they mentioned that they were stopped from entering BISP Tehsil office due to
unknown reason.
The bank staff does not explain what is in the BDC envelope or how to use the BDC but only
instruct them to visit the nearest Bank Alfalah Branch or Ufone franchise and give this envelope
to the manager.
BISP Assistant Director told that some beneficiaries of Tehsil Toba Tek Singh received their
CNICs from Tehsil Kamalia due to the short distance/easy access hence the number of
beneficiaries here is low as compared to the early days.

5. Recommendations:





As most of BDC distribution work has been completed, therefore, the staff strength at BDC
Centre appears to be high compared to the present workload. Reminders may be sent to the
beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the envelope and guide her about using the BDC as well as the importance of PIN
code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their misapprehensions.
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Beneficiary Exit Interview 1:
Samina Kausar wife of Ghulam Mustafa had been visiting the tehsil office for BDC since June 2012
when the postman told her about the change in BISP payment mode. While delivering her fourth
instalment in May, the postman had advised her to collect her BDC from the BDC Centre Toba Tek
Singh. He also guided her about the office location.
On her 1st visit to the BDC centre in June, the NADRA counter verification revealed that her CNIC
was without her picture and had expired in 2011. NADRA officer referred her to nearest NADRA
office with a token for new CNIC. She visited the BDC centre again in August to collect her BDC as
she needed money for upcoming Eid ul Azha. She had earlier visited the NADRA office for her CNIC
but it was not ready, and the NADRA officer told her that she can collect her BDC by showing the
receipt instead of her CNIC. But the NADRA counter at the BDC centre refused to accept it and
strictly told her that BDCs are issued only on CNICs of eligible beneficiaries, and told her to come
again after she receive her new CNIC.
She collected her CNIC from NADRA office a day earlier and was visiting the BDC centre for the
third time. She used to travel on local bus which charges Rs. 40 from Chak 256 GB to the city, and
from there she walked to the BDC centre. She has been waiting in the office garage for half an hour,
with about forty other beneficiaries. Samina told that there was no fan in garage. There was no
washroom and no drinking water and she went to a nearby hotel to drink water.
She was called in by the BISP officer after 30 minutes and was guided to the NADRA counter where
her finger prints were verified and was referred to the next (bank) counter with a token. The officer at
the next counter took the token and matched her information on the computer. He also asked her some
questions about her mother’s name, place of birth and her contact number. The bank counter issued
her BDC and Ufone SIM and referred her to the Ufone counter in the other room for getting the SIM
activated. The whole process took about seven minutes and she was briefed that she can collect her
cash transfer from any bank ATM or Ufone franchise.
Samina has planned to visit the prescribed Ufone franchise in Toba Tek Singh after three days to
withdraw her money. She expressed satisfaction for the bank and NADRA staff but was a little
annoyed at the harsh behaviour of the BISP staff.
Beneficiary Exit Interview 2:
Razia Bibi wife of Munir Ahmed reached BDC centre Toba Tek Singh at 10:15 a.m. She travelled on
a rented motor cycle with two other beneficiaries from Chak 256 GB for which they paid Rs. 200 per
head. She was visiting the BDC centre for the first time and easily reached the office as the motor
cycle driver knew it. Razia had been declared eligible beneficiary in the PSC phase. Her survey was
conducted in 2010 and she has a valid CNIC which she presented to the data collectors. She was
informed about her eligibility as well as the change in payment mode though the postman, who came
to deliver her first BISP instalment of Rs. 3,000 on 3rd September 2012. He also advised her to take
her CNIC with photocopy and the money order receipt with her.
Razia has waited with other beneficiaries in the office garage which had about 40 chairs. The office
was quite crowded with beneficiaries and she had to wait for about 25 minutes for her turn. A BISP
officer was checking the documents which the beneficiaries brought and was sorting the beneficiaries
according to the purpose of their visits. He was ushering in a group of ten beneficiaries at a time to the
room with BDC counters. On her turn, she followed other women in the group through various
counters, and after clarification of her documents and personal information, she finally received her
BDC and the Ufone SIM card. She got her SIM card registered and activated at the Ufone counter.
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She seemed satisfied about the behaviour of the staff and the facilitation they provided at each level;
however her understanding about the BDC usage and the purpose of SIM was inadequate. She said
that she will go to the bank with her son who is a student of 8th class, and seek help from the bank
staff.
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P-Q2-BDC-Centre-Southern Punjab-04
Observation Report of BDC Distribution Centre, Mian Channu
1. Introduction and Background of the Centre:
BDC Distribution Centre Mian Channu is functioning at the BISP Tehsil office Mian Channu
situated in Jinnah Town. NADRA and Tameer Microfinance Bank are the partner organizations
involved in BDC distribution process at this centre. BISP Tehsil office has spared two rooms for
NADRA and bank counters for the issuance of BDC.
The BDC distribution process was planned to start in the first phase of BDC Distribution during
last week of February 2012 but the process could start in the first week of June 2012.
Three BDC Centres located at BISP Tehsil offices in Khanewal district (Kabirwala, Khanewal
and Jahanian) were planned to remain operational for three months. According to BISP HQ
decision, BDC Centres at other tehsil offices of district Khanewal stopped functioning from 30 th
September 2012 on the completion of around 90% BDC issuance target.
There are around 7,914 beneficiaries covered by this BISP Tehsil office and till the date of our
visit about 5,247 BDCs had been issued. According to BISP staff, still about 2,700 beneficiaries
have to collect their BDC. The target set by BISP Divisional office requires issuance of around
170 BDCs in a day. Currently, the average number of beneficiaries visiting BISP office to collect
BDC is around 20-30, however, during peak time even 294 BDCs were issued in a single day.
BISP HQ informed beneficiaries about the change in payment mode through postal letters but
about 30% beneficiaries received these letters. BISP staff also used other communication modes
to inform beneficiaries. These included public announcements in area mosques, information
dissemination through local notables, visits of other beneficiaries and postmen. The beneficiaries
were asked to bring their CNIC, receipt of paid vouchers, phone numbers and BISP letters (if they
had received) with them for collecting their BDC.

2. General Observations (Logistics and Facilities) at BDC Centre:
The access to BDC Centre is difficult as it is not conspicuously located however most rickshaw
and Chingchi drivers know the location of BISP office. BDC standees were displayed at the BDC
Centre. The office building has insufficient space to accommodate large crowd of beneficiaries, a
tent was installed outside the office building and the office porch too was used as a waiting area
for the beneficiaries and about one hundred plastic chairs were available at the centre. Although
the waiting area was shaded but there were no fans despite suffocating weather conditions. Water
Tank and washroom are available for the beneficiaries.
To handle any potential security situation, two security guards from a private security agency
were hired by NADRA to control the crowd. To facilitate the beneficiaries, two Assistants
(supervisors) have also been hired by BISP for a period of three months.
BISP AD received orientation training about the distribution of BDC and coordination with PO.
The training was on alternate payment mode and held at BISP Divisional office Multan from 22nd
March to 25th March 2012. That particular training was focused towards administrative
arrangements and planning about how to manage large number of visitors during BDC
distribution process.
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No mechanism was communicated to BISP staff for handling of BDC related complaints like PIN
loss/deactivation, card loss etc. The CMS system do not cater for payment related complaints and
currently BISP and bank staff is collecting verbal complaints and such complaints are later
forwarded to BISP HQ by BISP AD and to Tameer Bank HQ by bank staff, but we were informed
that none of the complaints has been resolved till the date of our visit.

3. Arrangement and Process at Different Counters:
a. BISP Counter
As currently not many beneficiaries are coming for BDCs, therefore, there is no need for
making a queue. The beneficiary upon her arrival at BDC Centre is entertained by BISP Naib
Qasid and Assistant, who segregate them in line with their purpose of visit to BISP office.
BISP Assistant verifies their documents (CNIC, BISP letter, receipt of paid vouchers etc.) and
after checking the eligible status of beneficiaries refer them to NADRA desk for further
processing.
b. NADRA Counters
There are two NADRA counters with two computers installed in a separate room, which has
seating arrangement for around five beneficiaries at a time. No UPS was available and the
computer systems were abruptly shut down on power failure. During observation, there was
electricity load shedding for two hours.
At NADRA counters, there are three data entry operators and one Site In-charge to handle
CNIC verification for BDC distribution. NADRA staff has an initial contract of three month
from June to August 2012.
NADRA staff confirms BISP beneficiary from their database by entering her CNIC number
that produces the details of each beneficiary and then verifies her fingerprints. After
successful bio-metric verification, NADRA staff enters beneficiary’s phone number, print a
token and refer her to bank counter for BDC collection.
If beneficiary’s CNIC has some problem, then NADRA refer her to the nearest NADRA
office for correction of CNIC by providing a printed token that entitles her to a free new
CNIC as well as priority service at NADRA office. The major reasons for CNIC modification
include expired CNIC, CNIC without photograph, thumb impression not clear or mismatch.
c. Bank Counters
There are two bank counters in a room that can accommodate two beneficiaries at a time.
There is one brand ambassador (Card Distribution Officer) hired for handling, processing and
issuance of BDCs to beneficiaries. All staff is deputed on an initial contract of three month
from early June to August 2012.
Bank staff obtains from beneficiary her CNIC and token number issued by NADRA staff.
They enter the serial number/ code in their online record which serves as a key for data
sharing between NADRA and bank.
Bank staff obtains and enters the following information about a beneficiary in their record
before issuing a BDC to her:
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Date of birth of the beneficiary.
Birth place of the beneficiary.
Mother name of the beneficiary
CNIC number of the beneficiary.
Expiry date of the beneficiary’s CNIC.
Cell phone number of the beneficiary.

After entering these information, bank staff obtains her thumb impression (or signatures) on
the back of the printed token, registers BDC to her name and handover the BDC envelope.
They instruct the beneficiary to visit the nearest UBL Omni Franchise after three days for the
withdrawal of cash grant.
d. Mobile Phone Counter
N/A

4. Lessons Learnt:
The card distribution process started at 9 a.m. and the beneficiaries started coming soon after. The
rush of the beneficiaries has decreased and each day about 20-30 visit for collecting their BDCs.
The day we visited the centre, only 14 beneficiaries visited the office for BDCs during the
observation time from 9 a.m. to 1 p.m. All the visiting beneficiaries received their BDCs through
the same step by step procedure detailed above.
In BISP office, the counters for BISP and other PO were poorly allocated. There is a room quite
adjacent to office porch where the NADRA counters have been installed while the last two rooms
of the office were allocated for bank.
Tameer Bank is working in close collaboration with Telenor which is a telecom company.
Telenor further hired the services of another company (Brand-Tech) who appointed human
resources (bank staff) in BISP office for BDC assignment. Behaviour of the staff at the three
counters was satisfactory but the only lapse was that they did not greet the beneficiary.
There were 3 data entry operators and one site in-charge at NADRA counter but they had only
two counters with two computers. The bank staff comprised a total of 2 members and they had
two laptops. Presently, the number of beneficiaries is very low so there is no problem, but BISP
staff informed us that during peak time, there used to be a delay at bank desk because the number
of staff at NADRA and bank counters was not balanced. There was also some networking issue
during the early stages that halt the process.
The bank staff does not explain what is in the BDC envelope or how to use the BDC but only
instruct them to visit the nearest Telenor franchise and give this envelope to the franchisee.
BISP staff appreciated the decision of BISP HQ for change in payment mechanism such as BDCs.
They consider Pakistan Post as inefficient despite its maximum outreach and coverage. They feel
that with the passage of time the beneficiaries will learn the usage of BDC.
There is no BISP Assistant Complaint designated for the office since June 2012 accordingly two
BISP Assistants have been provided by the BISP management to handle and to deal with the
beneficiaries.
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5. Recommendations:






As NADRA’s verification takes around two minutes and Bank BDC issuance takes around
five to ten minutes, therefore for balanced output at a BDC Centre, the standard number of
NADRA counters may be reduced or number of bank counters increased.
There is also a need to properly accommodate the designated staff as three NADRA data
entry operators had only two computers installed at their counter.
As the number of beneficiaries has reduced and there are around 2700 beneficiaries who are
still to collect their BDC, so reminders may be sent to beneficiaries who have not collected
their BDCs till now, so that the present staff could be appropriately utilized.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the envelope and guide her about using the BDC as well as the importance of PIN
code.
The rooms and counters for POs should be properly allocated and in line for the comfort of
the beneficiaries.

Beneficiary Exit Interview 1:
Kalsoom Bibi w/o Allah Dad is a 50 years old house wife who lives in Chak No. 88/15-L Tehsil Mian
Channu, some 45 kms from the BDC centre. She came along with her husband on a bus for which
they had to spend Rs. 200 and reached office in about 1.5 hour. This was her second visit regarding
BDC collection, as during her first visit she lost her CNIC while travelling or at the BDC centre. She
expressed her concern as this was really expensive for them to visit the office again and again.
She did not receive any intimation letter for BDC collection and learnt about it through other
beneficiaries and postman. She visited the Centre with her husband on 27th August 2012 and reached
the office after a search of about 25 minutes in the streets. At BISP office she realized that she had
lost her CNIC either during travelling or in the crowd at the BDC Centre.
She returned on 28th August 2012 with the photocopy of her CNIC which by chance was present at
her home. First she went to NADRA Office along with her husband at 9:00 am and applied for her
new CNIC by spending Rs.300 as fee and later she visited BDC centre at 10:00 am. She mentioned
that for this reason (new CNIC) she had to travel in early morning as her village is situated at a
distance of 45 kms from Mian Channu city.
She was satisfied at the BDC delivery process at various desks and she got her BDC card within 3
minutes by showing photocopy of her CNIC. But she seemed uncomfortable during all this process.
She mentioned that her village (Chak 88/15-L) is very far from office and she left her infant at home
with her in-laws. She was worried about her infant and wanted to go back at the earliest. She did not
know the contents of the envelope given at the bank counter and she was simply told by bank staff to
visit the Telenor franchise and get her Rs. 3,000 by presenting envelope to the franchisee. She was
confused to go to Telenor franchise as her new CNIC will be ready in the next month. She quoted
during interview that, “if her card was not lost she could have been the owner of Rs. 3,000 like other
women and could buy something for her family”.
Beneficiary Exit Interview 2:
Shehnaz Bibi w/o Muhammad Shafiq is a 43 years old woman who lives in Chak 80/15-L, located
about 45 km from this BDC Centre. She came via rented bike from her village to BDC centre which
took about 1½ hour and she had to spend Rs. 500 as bike rent.
She visited BDC Centre located at Mian Channu four times for collecting her BDC. She had to return
back on her 1st visit on 27th of Ramadan as there was a large crowd of beneficiaries who had come to
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collect their cards. Though BISP staff and security staff tried to bring some order but they failed as the
beneficiaries became unmanageable. She therefore went back without collecting her BDC. On 6 th July
when she went back to BDC Centre Mian Channu the security guards misbehaved. She was
disappointed and went back her home. On 25th August 2012 she again visited BDC centre and that
time she succeeded in entering the office.
At BISP office when her documents were checked, the NADRA officer told her to get a new CNIC
with her picture on it. She was given reference token by NADRA Counter. On 28/08/2012 she came
again on a rented motor bike for which they had to spend Rs.500 and visited NADRA Office first.
Though she was given a reference token but she had to pay Rs.300 for a new CNIC at NADRA Office
Mian Channu and was asked to come back after a month. Later she visited BDC centre with newly
issued token by NADRA Office, but at the centre she was informed that BDC can be issued after she
gets her new CNIC next month. She was very disappointed about her BDC. She mentioned that she is
poor and has to come alone. Every time she has to pay for transport and it is very difficult for her to
visit again and again on rented motorbike with the driver .She said that she has applied for new CNIC
and BISP should have issued her BDC on the basis of NADRA’s token.
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P-Q2-BDC-Centre-Southern Punjab-05
Observation Report of BDC Distribution Centre, Bahawalpur
1. Introduction and Background of the Centre:
BDC Distribution Centre Bahawalpur is functioning at the BISP Divisional & Tehsil office
Bahawalpur situated at Gulistan Colony on Hasilpur Road, Bahawalpur. NADRA and Tameer
Microfinance Bank are the partner organizations involved in BDC distribution process at this
centre. BISP Tehsil office has spared one room for NADRA and bank counters for the issuance of
BDC.
The BDC distribution process was planned to start in the first phase of BDC Distribution phase
from 7th May 2012 and started on the same date.
Till date 10,539 BDCs have been issued. Target set by BISP Divisional office is to issue around
150 BDCs in a day. Currently, the average number of beneficiaries visiting BISP office to collect
BDC is around 200-300; however, during peak time even 1500 beneficiaries came to collect their
BDCs on a single day. Due to technical problems, only two BDC could be issued on the day the
TPE Team visited this Centre for observation.
BISP HQ informed beneficiaries about the change in payment mode through postal letters but
about 30% beneficiaries had received these letters. BISP staff also used other communication
modes to inform beneficiaries. These included public announcements in area mosques,
information dissemination through local notables, other beneficiaries and postmen. The
beneficiaries were asked to bring their CNIC, receipt of paid vouchers disbursed in the month of
June 2012, phone numbers and BISP letters for collecting their BDC.

2. General Observations (Logistics and Facilities) at BDC Centre:
The access to BDC Centre is easy and most rickshaw and Chingchi drivers know the location of
BISP office. There were no BDC standees at the BDC Centre. The office building has insufficient
space to accommodate large crowd of beneficiaries. The porch was used as a waiting area for the
beneficiaries and though one hundred plastic chairs were available but only 50 beneficiaries could
be accommodated due to the small space. Although it was shaded but no fans were available in
the waiting area. Water and washroom facilities are available for the beneficiaries.
To handle any potential security situation, two security guards from a private security agency
were hired by NADRA to control the crowd. To facilitate the beneficiaries, two Assistants
(supervisors) have also been hired by BISP for a period of three months.

3. Arrangement and Process at Different Counters:
a. BISP Counter
The beneficiary upon her arrival at BDC Centre is entertained by BISP Naib Qasid who
segregates them in line with their purpose of visit to BISP office. BISP Divisional Assistant
Complaint verifies their documents (CNIC, BISP last MO receipt etc.) and refers the
beneficiaries to NADRA desk for further processing.
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b. NADRA Counters
There are three NADRA counters with two computers installed in a congested room, which
has seating arrangement for three beneficiaries at a time. NADRA has a backup power
generator for alternative electric power which also provides backup to the bank’s computers.
No UPS was available and the computer systems were abruptly shut down on power failure.
During observation, there was electricity load shedding of one hour and link to NADRA
server was down for eight times in one hour. The electric switch of generator was also out of
order. (NADRA internet connection was down from 10:00 am till 12:30 pm. When the TPE
team arrived, the internet connection was down and no BDCs were being issued. However,
the connection restored for 10 minutes during which two beneficiaries were issued BDCs.
The remaining beneficiaries were still waiting for NADRA internet connection to be up and
running. BISP staff informed that NADRA has been facing such issues since last couple of
days.
At NADRA counter, there are five data entry operators and one site in-charge to handle CNIC
verification for BDC distribution. In fact five DEOs were appointed for Bahawalpur BDC
centre which are higher in number compared to the number of counters. One site in charge
and two guards are also provided by NADRA.
NADRA staff confirms BISP beneficiary from their database by entering her CNIC number
that produces the details of each beneficiary and then verifies her fingerprints. After
successful biometric verification NADRA staff enters beneficiary’s phone number, print a
token and refer her to bank counter for BDC collection.
If beneficiary’s CNIC has some problem, then NADRA refers her to the nearest NADRA
office for correction of CNIC by providing a printed token that entitles her to a free change of
CNIC as well as priority service at NADRA office. The major reasons for CNIC modification
include expired CNIC, CNIC without photograph, thumb impression not clear or mismatch.
c. Bank Counters
There are three Tameer Bank counters in a joint congested room with NADRA that can
accommodate three beneficiaries at a time. There are three CDOs (Card Distribution Officers)
hired for the handling, processing and issuance of BDCs to beneficiaries.
Bank staff obtains from beneficiary her CNIC and token number issued by NADRA staff. They
enter the serial number/ code in their online record which serves as a key for data sharing between
NADRA and bank.

Bank staff obtains and enters the following information about the beneficiary in their record
before issuing a BDC to her:
i.
ii.

CNIC number of beneficiary.
Mobile phone number of the beneficiary.

After entering this information, bank staff registers BDC to the beneficiary’s name. It was
observed that the bank staff was not taking the thumb impression of beneficiary as a proof for
issuance of BDC. Beneficiaries were not provided with any information on ‘how to use their
BDC’.
d. Mobile Phone Counters
N/A
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4. Lessons Learnt:
Behaviour of the staff at the three counters was satisfactory but the only lapse was that they did
not greet the beneficiary. On the other hand behaviour of security guards and Naib Qasid was not
pleasant with beneficiaries.
NADRA did not arrange fans for staff and beneficiaries. BISP had provided one pedestal fan to
NADRA & Bank Staff.
The beneficiaries seemed confused after obtaining BDCs. The bank staff did not explain to
beneficiaries what is in the BDC envelope or how to use the BDC.
BDC Complaint mechanism was communicated by AD Bahawalpur city, who advised them to send
BDC Complaints for redressal to BISP control room at BISP HQ. The CMS system does not cater
for payment related complaints and about 179 BDCs have been reactivated due to efforts of BISP
staff. In total, there have been about 378 BDC complaints which have all been forwarded. Out of
these about 199 complaints have been sent for redressal more than twice.

5. Recommendations:







BISP Management should complete logistic arrangement of BDC centre in time.
BISP should train guards and naib qasids so that they behave properly with the beneficiaries.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the envelope and guide her about using the BDC as well as the importance of PIN
code. Although this was happening but it was erratic – explained the process to only some
beneficiaries.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
Security guards should be appointed at the office in order to provide office security and to
control the huge crowd.

Beneficiary Exit Interview 1:
Begum Mai w/o Mohammad Aslam is a 37 year old married woman, resident of Basti Sahuwan Gul
Dera; a village some 45 kms from the BDC Centre at Divisional Office Bahawalpur. She received her
BDC today on her fifth visit to the BDC centre. She has been visiting the office since early June when
she first learnt about the alternate payment mode from her neighbours and visited with other
beneficiaries the old office in Model Town a Block, about 1.5 kilometres away from the current
location. The BDC distribution was in its initial stage and the BDC centre was comparatively less
crowded. When she presented her CNIC and the survey slip at the BISP counter on her turn, the
officer told her that her CNIC is without her picture and the BDC cannot be delivered on this CNIC.
She was referred to NADRA office with a reference token issued by the NADRA counter and was
advised to return after obtaining a new CNIC.
She received her new CNIC from NADRA in 20 days and revisited the office with her son in July
2012. At that time the office was being shifted to the new building and the peon told her about the
new office address. She went to the new office on the same day and found the building with great
difficulty, asking people on her way and wandering around for more than an hour. But when she
finally reached the correct address, the guards at the office gate returned her back without letting her
inside. They misbehaved and told her very rudely that the office has not started working and that she
may visit after a few days. She revisited the office during the next week but there was a huge crowd of
beneficiaries in the street. There was a complete chaos and it was almost impossible to even get near
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the office gate. On her third visit, she managed to get in the building but the beneficiaries were
returned back after four hours due to a network failure, the same happened on her next visit on 6 th
August.
Today was her fifth visit and she had arrived at the office at 8:30 a.m. on a motor bike with her son.
She waited in the street till 9:00 a.m. for the office to open and then for her turn in the veranda with
other beneficiaries. Soon after the first batch of ten beneficiaries got their BDCs at around 10:30 a.m.,
the system network malfunctioned and the distribution was halted for more than three hours. There
were about 50 women waiting for the BDC and were moving around the office building without any
guidance. Begum Mai had also managed to reach the NADRA desk, making her way through the
crowd all by herself. There was no order and the office staff was unable to organize the angry crowd.
The women were being pushed out of the rooms and into the yard by guards but the crowd were being
out of control. Tameer Bank staff had been working to fix the system all this time and finally the
system responded for a short while at 1:40 p.m. Begum Mai was one lucky beneficiary to receive her
BDC during that short time before the system went down again.
Begum Mai was very glad that she made it finally. She told that she was very disappointed with the
BISP staff and so decided to take control, otherwise she would be unsuccessful like her earlier visits.
She told that there is no facility for the visitors in this new building at all. no seating arrangement, the
women are kept waiting in streets or in the ground and are being mistreated by the staff. There is no
basic facility of drinking water or washroom or fans.
About the usage of the BDC, she said that the officer only told her to get her money from the Telenor
franchise by showing this BDC, and also advised her to be sure to not receive less than Rs. 3,000 from
the franchise. She said that she had seen the other women visiting the nearby franchise on her earlier
visits and it will not be difficult for her to reach there. She also told that if given a choice, she would
have preferred the Pakistan Post for its convenience of delivery at doorsteps.
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P-Q2-BDC-Centre-Southern Punjab-06
Observation Report of BDC Distribution Centre, Lodhran
1. Introduction and Background of the Centre:
BDC Distribution Centre Lodhran is functioning at BISP Tehsil office Lodhran situated in
Mohalla EidGah. NADRA and Tameer Microfinance Bank are the partner organizations involved
in BDC distribution process at this centre. BISP Tehsil office has spared one room for NADRA
and one veranda for bank counters for issuance of BDC.
The BDC distribution process was planned to start on 6th June 2012 but it started two days later.
There are around 14,000 beneficiaries covered by this BISP Tehsil office and till the date of our
visit about 11,017 BDCs had been issued. According to BISP staff, still about 3,000 beneficiaries
have to collect their BDC. The daily target set by BISP Divisional office is to issue 250 BDCs in a
day. Currently, the average number of beneficiaries visiting BISP office to collect BDCs is around
250; however, during peak time even 400 BDCs were issued in a single day.
BISP HQ informed beneficiaries about the change in payment mode through postal letters but
about 10% beneficiaries had received these letters. BISP staff also used other communication
modes to inform beneficiaries. These included public announcements in area mosques,
information dissemination through local notables, information by other beneficiaries and postmen.
The beneficiaries were asked to bring with them their CNIC, receipt of paid voucher, phone
number and BISP letter for collecting their BDCs.

2. General Observations (Logistics and Facilities) at BDC Centre:
The access to BDC Centre is easy as it is conspicuously located and most rickshaw and Chingchi
drivers know the location of BISP office. There was no BDC standees at the BDC Centre. The
office building has insufficient space to accommodate large crowd of beneficiaries accordingly a
tent was installed outside the office building and the porch was also used as a waiting area for
beneficiaries. For seating, one hundred plastic chairs are available at the centre of which 20 are in
the porch. Although there was shade but no fans in the waiting area despite suffocating weather.
Water and washroom are available for beneficiaries.
To handle any potential security situation, two extra security guards from a private security
agency were hired by NADRA to control the crowd. Three policemen were arranged by BISP
Assistant Director which included a lady constable.
BISP AD received orientation training about BDC distribution and coordination with PO. The
training was on alternate payment mode and held at BISP Divisional office Multan from 22 nd
March 2012 to 25th March 2012. That particular training was focused towards administrative
arrangements and planning about how to manage large number of visitors during BDC
distribution process.
No mechanism was communicated to BISP staff for handling of BDC related complaints like PIN
loss/deactivation, card loss etc. The CMS system do not cater for payment related complaints and
currently BISP and bank staff is collecting verbal complaints and such complaints are later
forwarded to BISP HQ by BISP AD and to Tameer Bank HQ by the bank staff, but none of the
complaints had been resolved till the date of our visit.
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3. Arrangement and Process at Different Counters:
a. BISP Counter
As currently many beneficiaries are coming for BDC cards, therefore, there is need for
making a queue. The beneficiary upon her arrival at BDC Centre is entertained by BISP naib
qasid and Assistant Complaint, who segregates them in line with their purpose of visit. BISP
Assistant verifies their documents (CNIC, BISP letter, receipt of paid vouchers etc.) and after
checking their eligibility status refer them to NADRA counter.
b. NADRA Counters
There are three NADRA counters with three computers installed in a small separate room,
which has seating arrangement for three beneficiaries. No UPS was available and the
computer systems were abruptly shut down on power failure. During observation, there was
electricity load shedding for one hour.
At NADRA counters, there are five data entry operators and one Site In-charge along with
one supervisor to handle CNIC verification for BDC distribution. NADRA staff has an initial
contract of three month from start June to August 2012.
NADRA staff confirms BISP beneficiary from their database by entering her CNIC number
that produces the details of each beneficiary and then verifies her fingerprints. After
successful biometric verification, NADRA staff enters beneficiary’s phone number, print a
token and refer her to bank counter for BDC collection.
If beneficiary’s CNIC has some problem, then NADRA refer her to nearest NADRA office
for new CNIC, by providing a printed token that entitles her to a free CNIC as well as priority
service at NADRA office. The major reasons for CNIC modification include expired CNIC,
CNIC without photograph, thumb impression not clear or mismatch.
c. Bank Counters
There are three bank counters in a veranda. Three brand ambassadors (Card Distribution
Officers) have been hired for the handling, processing and issuance of BDCs to beneficiaries.
All staff is deputed on an initial contract of three month from early June to August 2012.
Bank staff obtains from beneficiary her CNIC and token number issued by NADRA staff.
They enter the serial number/ code in the online record which serves as a key for data sharing
between NADRA and bank.
Bank staff obtains and enters the following information about the beneficiary in their record
before issuing a BDC to her:
i.
ii.
iii.

CNIC number of the beneficiary.
Expiry date of the beneficiary’s CNIC.
Cell phone number of the beneficiary.

After entering these information, bank staff obtains her thumb impression (or signatures) on
the back of the printed token, registers BDC to the beneficiary’s name and hand over the BDC
envelope. They instruct the beneficiary to visit the nearest retailer after three days for
withdrawal of their cash transfer.
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d. Mobile Phone Counter
N/A

4. Lessons Learnt:
The rush of the beneficiaries has decreased and each day about 30-50 visit for collecting their
BDCs. The day when we visited the centre, only 20 beneficiaries visited the office for BDCs
during the observation time from 10 a.m. to 2 p.m. The beneficiaries received their BDCs through
the same step by step procedure detailed above.
In BISP office, the counters for BISP and other PO were poorly allocated. There is a veranda
adjacent to office porch where the Bank counters have been installed while the last small rooms of
the office were allocated for NADRA.
Tameer Bank is working in close collaboration with Telenor which is a telecom company.
Telenor further hired the services of another company (Brand-Tech) who provided human
resource (bank staff) for BDC assignment.
Behaviour of the staff at the three counters was satisfactory but the only lapse was that they did
not greet the beneficiary.
The bank staff does not explain what is in the envelope or how to use the card but only instruct
them to visit the nearest Telenor franchise and give this envelope to the franchisee.
BISP staff appreciated the decision of BISP HQ for change in payment mechanism to BDCs.
They consider Pakistan Post as inefficient despite its maximum outreach and coverage. They feel
that with the passage of time the beneficiaries will learn the usage of BDC.

5. Recommendations:








As NADRA’s verification takes around two minutes and Bank BDC issuance takes around
five to ten minutes, therefore for balanced output at a BDC Centre, the standard number of
bank counters should be increase.
As the number of beneficiaries had reduced and there are around 3000 beneficiaries who have
to collect their BDCs. So, the reminders may be sent to the beneficiaries who have not
collected their BDCs till now, so that the present staff could be appropriately utilized.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the envelope and guide her about using the BDC card as well as the importance of
PIN code.
The rooms and counters for PO should be properly and in line allocated for the ease and
comfort of beneficiaries.
Access to the payment record of the beneficiary in order to confirm the transactions.
Staff should be increased at Tehsil level in order to expedite the BDC issuance process.
Good will of the franchise should be verified by the POs so that in case of any
misappropriation, strict action by the concerned can be taken.

Beneficiary Exit Interview 1:
Pathani Mai w/o Mohammad Nawaz reached the BDC centre at 9:30 a.m. and has successfully
collected her BDC after waiting for an hour. This is her 5 th visit for collecting BDC since June 2012
when she first visited with a neighbouring beneficiary on postman’s advice. She has received her first
three installments through Pakistan Post.
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When she came to collect her BDC for the first time in June, she was told by the NADRA
representative that her CNIC has expired and she was referred to NADRA office with a token for
getting a new CNIC. She got her new CNIC within a month without any fee and came back on 25 th
July to collect her BDC. She told that they located the address by asking passer-by on their way. And
finally they saw a banner of Benazir Income Support Program on the building and were guided by the
guards towards the waiting area.
Pathani told that the street and the waiting area were packed with beneficiaries during her second and
following visits. She could hardly find a place to wait in the open waiting area adjacent to the office
building. It was shaded with a tent and there were about 100 chairs but none was vacant. There was no
washroom and due to Ramadan no drinking water was provided. The beneficiaries were taken in
groups of tens at intervals but the rush was not subsiding. It went on till the evening when the officer
told the rest of them to come another day. They were finding it hard to control the unruly crowd and
were told that their cards have not been issued by the head office yet.
She came on the day of our visit a week after her earlier visit and could collect her BDC in an hour.
The rush has now subsided and it was comparatively peaceful. She travelled with her husband on a
bus. At her turn, she was guided by the BISP representative towards NADRA desk. She had brought
her CNIC and the latest money order receipt which she presented at the NADRA desk. After
verification of her finger prints she was issued a token to be shown on the bank desk. At the bank desk
the officer checked the token and issued her the BDC, without taking any thumb impression. The
whole process was completed in less than a minute. She seemed satisfied on the behaviour of the staff
at every step, however complained that no one explained to her about how to use the BDC for getting
the cash grant. She said that she can ask for guidance from her neighbouring beneficiaries who had
already collected their instalment through their BDCs.
Beneficiary Exit Interview 2:
Sakina Mai w/o Noor Ahmed was revisiting BDC centre a second time to collect her BDC. She is 41
and lives in Chak Togawala Salsadar tehsil Lodhran which is about 6 kms from the BDC Centre.
She came today with her brother on his motor cycle, 20 days after her previous visit. On her earlier
visit in July 2012, she returned back due to the network malfunction after waiting for four hours. She
was informed about the BDC by the local postman, who also advised her to take her CNIC and her
last money order receipt with her.
About her previous visit she told that when she reached the office at around 9:00 a.m., she waited in a
separate open waiting area, in a vast courtyard of a nearby building with a large number of other
women. The area was shaded with a tent, and had a seating arrangement for about 100 people. She
told that an official organized a group of 10 women who were sent inside the BISP office building for
getting their BDCs after intervals. But soon after the second batch was ushered inside, the network
system went down. The women were told to wait till the system resumes, but it did not. She waited
for four hours, and the rush of beneficiaries kept increasing with the passage of time. After 2 p.m. the
officer told all the women to leave and visit some other day, as the system was not working.
This was her second visit for BDC collection. Her brother works in Lodhran and had been in contact
with this office. He confirmed about the situation at the centre and then brought her for BDC
collection. She expressed her complete satisfaction with the process and treatment by staff. She said
that this time it was much peaceful and she did not have to wait long.
She was completely uninformed about the usage of her BDC and told that no one had explained it to
her, or informed her about the money collection point (franchise). But she was not worried as her
brothers are educated and would guide her.
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P-Q2-BDC-Centre-Southern Punjab-07
Observation Report of BDC Distribution Centre, Yazman
1. Introduction and Background of the Centre:
BDC Distribution Centre Yazman is functioning at the BISP Tehsil office Yazman. The office
building is situated on Yazman-Bahawalpur Road. NADRA and Tameer Bank is the partner
organizations involved in BDC distribution process. BISP Tehsil office has a common hall for
both counters for issuance of BDC. The BDC distribution process was planned to start on 5 th May
2012 but started on 8th May 2012.
There are 11,484 beneficiaries under the jurisdiction of BISP Tehsil office Yazman and till 16 th
August 2012, 9,340 BDCs have been issued. Currently, the average number of beneficiaries
visiting BISP office to collect BDC is around 250. BISP HQ informed beneficiaries about the
change in payment mode through postal letters but most of the beneficiaries did not receive these
letters. BISP Tehsil office also used other communication modes to inform beneficiaries. These
included public announcements in area mosques, information dissemination through local
notables and social workers, and sending messages through postmen to active beneficiaries. The
beneficiaries were asked to bring their CNIC, phone numbers and BISP letters for collecting their
BDCs.

2. General Observations (Logistics and Facilities) at BDC Centre:
The access to BDC Centre is difficult as it is not conspicuously located. There were no BDC
banners or standees at the BDC Centre. The office building has ample space to accommodate
around hundred (100) visitors and a big courtyard inside the office was used as a waiting area for
the beneficiaries. During the initial busy days of June/July the weather was very harsh hence
shade was required. Water cooler and washroom are available for the beneficiaries.
Despite the arrangement for controlling the flow of visitors in BISP Tehsil office, the security has
been a major issue, because the office is situated in a residential area and the neighbourhood
demanded their security assurance. To handle any potential security situation, only Naib Qasid is
controlling the crowd but sometimes it become difficult for him to handle the huge crowd. Now
only one security guard from NADRA is on duty. To facilitate the beneficiaries, no contingency
staff has been hired. BISP Assistant Director mentioned that orientation training on BDC
distribution has not been provided to BISP Tehsil staff.

3. Arrangement and Process at Different Counters:
a. BISP Counter
The beneficiary upon her arrival at BDC Centre is entertained by BISP naib qasid, who
segregates them in line with their purpose of visit to BISP office. BISP Complaint Assistant
verifies their documents (CNIC, letter etc.) and refers the beneficiaries to NADRA desk for
further processing.
b. NADRA Counters
There are three NADRA counters with three computers in a hall that has a seating
arrangement for seven beneficiaries at a time. NADRA has a backup power generator for
alternative electric power which also provides backup to the bank’s computers. No UPS was
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available and the computer systems were abruptly shut down on power failure. During
observation, there was two hours electricity load shedding.
At NADRA counters, there are two data entry operators and one Site In-charge (AS) to
handle CNIC verification. NADRA staff has an initial contract of three month till August
2012 which will be extended as the BDC assignment is still in process.
NADRA staff confirms BISP beneficiary from their database by entering her CNIC number
that produces the details of each beneficiary and then verifies her fingerprints. After
successful biometric verification NADRA staff enters beneficiary’s phone number, print a
token and refer her to the bank counter for BDC collection.
If beneficiary’s CNIC has some problem, then NADRA refer her to the nearest NADRA
office for correction of CNIC by providing a printed token that entitles her to a free change of
CNIC as well as priority service at NADRA office. The major reasons for CNIC modification
include expired CNIC, CNIC without photograph, thumb impression not clear or mismatch.
c. Bank Counters
There are three counters in a common spacious hall that can accommodate around seven
beneficiaries at a time. Three Card Distribution Officers (CDO) have been hired for handling,
processing and issuance of BDCs to beneficiaries. All staff is deputed on an initial contract of
three month till August 2012 which will be extended as the BDC assignment is still in
process.
The bank staff obtains from the beneficiary her CNIC and token number issued by NADRA
staff. They enter the serial number/ code in the online record which serves as a key for data
sharing between NADRA and bank.
Bank staff obtains and enters the following information about the beneficiary in their record
before issuing a BDC:
i.
ii.
iii.

CNIC number of the beneficiary.
Expiry date of the beneficiary’s CNIC.
Contact phone number of the beneficiary.

After entering this information, bank staff obtains her thumb impression (or signatures) on the
back of the printed token, stamp it with bank stamp, register BDC to the beneficiary’s name,
and handover the BDC envelope. They instruct the beneficiary to visit the nearest retailer to
get their BISP cash grant.
d. Mobile Phone Counters
N/A

4. Lessons Learnt:
The number of beneficiaries at the BDC Centre was very high during the early period and each
day about 250-300 beneficiaries visited for collecting their BDCs. The day when we visited the
centre, only 15-18 beneficiaries visited the office for BDCs during the observation time from
12:00 noon till 03:00 p.m. probably because it was raining. All the visiting beneficiaries received
their BDCs through the same step by step procedure detailed above.
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Behaviour of the staff at the three counters was satisfactory but the only lapse was that they did
not greet the beneficiary.
The main issues observed at this centre were: (a) fans and water arrangements were insufficient;
(b) security arrangements were inadequate; and (c) there was no contingency staff
The bank staff do not explain what is in the envelope or how to use the card but only instruct them
to visit the nearest Bank Telenor retailer and give this envelope to the manager.
BDC Complaint mechanism was communicated by AD Bahawalpur city, who advised them to
send BDC Complaints for redressal to BISP control room at BISP HQ.
BISP Tehsil Staff did not give any suggestion for improvement of this system.

5. Recommendations:








In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the envelope and guide her about using the BDC card as well as the importance of
PIN code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their misapprehensions.
Security arrangements should be ensured at the centre.
District headquarter should be taken on board in case of any emergency at BDC Centre due to
huge number of beneficiaries presence at the centre.
BISP Divisional Office should provide contingency staff.
There may be a team from divisional office to provide support (in terms of crowd
management and other technical issues) at new BDC centres.
Information sharing should take place at appropriate time as happened in case of BDC
issuance, the complaint redressal instructions/ presentation was sent in July.

Beneficiary Exit Interview 1:
Tasleem Bibi w/o Ata Hussain was declared BISP beneficiary in the PSC phase in 2011.She had
received her first BISP instalment of Rs.3,000 through Pakistan Post. She did not receive any
intimation letter about BDC collection. She learnt about BDC from neighbours and visited the BISP
office with neighbouring beneficiaries in July 2012 but was returned without BDC after waiting for
five hours. She told that the centre was overcrowded and beneficiaries outnumbered the cards, so the
officers sent many women back without the cards. However she managed to get the office contact
number and had confirmed about the availability of the BDC before coming to collect on the day of
our visit. She said “pehlay card khatam ho gay thay, aaj doosra phaira hei, mein ne pehlay office
phone kar k pata kar lia tha takay phir khali hath na jana paray”.
She came to BDC centre with her brother on a borrowed motor cycle. When she reached the office at
around 11:30 a.m., she waited in the corridor. Her turn came after an hour or so, when she followed
other women to the room where the BDC were being distributed. She was not guided by any staff
member. She was glad that the card has been issued without any problem, “afsaron ne do jaga
angootha lagwaya shanakhti card ki parchi li or card day dia”. She was amazed at the easy process
of BDC delivery at different desks and wondered what took them to make the women wait for that
long.
She was really glad that she could get her card before Eid as she had to manage some money for Eid
shopping for her children. About using the card, she told that the officer did not tell anything and she
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will do exactly what other beneficiaries are doing. However, the officer told her about the Telenor
franchise where all the beneficiaries are going after receiving their BDCs.
Beneficiary Exit Interview 2:
Reshmi Mai w/o Beer Raam is a 37 years’ old housewife and lives in Chak No. DNB, Post office
Chak No.22, Yazman, some 70 kms from the BDC centre. She came with her husband on a rented
motor bike for which they had to spend Rs. 300 and reached office in about 2½ hour. This was her 5th
visit regarding BDC collection, and had been returned in earlier four visits due to the shortage of the
cards. She expressed her annoyance as this was really expensive for them to visit the office.
She did not receive any intimation letter for BDC collection and learnt about it through neighbouring
beneficiaries. She visited the centre with her husband in June 2012 and reached the office after a
search of about 40 minutes in streets. At BISP office when her documents were checked, the BISP
officer told her to get a new CNIC with her picture on it. She was not given any reference token
however, she got her new CNIC made in 25 days by paying Rs. 200 at NADRA.
She returned with the new CNIC again on 14th July but could not get her BDC even in the following
three visits due to the very large crowd of beneficiaries. Although there was enough seating
arrangement in the vast courtyard of office but the office was packed with women and there was a
chaotic situation. She was disappointed as BISP staff behaviour was also very unfriendly, but she took
courage to visit once again when she saw that some neighbouring beneficiaries have received their
BDCs the day before. She expressed her relief that this time it was comparatively very peaceful as the
rush has finally subsided.
She was satisfied at the BDC delivery process at various desks as against her fears about the
complications; “yeh to bohat asan kaam tha, unhon nay meri shanakhti card ki parchi li angoothay
lagway or adhay minute mein card day dia”. She did not know the contents of the envelope given at
the bank counter and she was simply told to visit a certain Telenor franchise and get her Rs.3,000 by
presenting envelop to the franchisee. She wants to buy things for her children for the upcoming Eid.
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P-Q2-BDC-Centre-Southern Punjab-08
Observation Report of BDC Distribution Centre, Shorkot
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Shorkot is functioning at the BISP Tehsil office for Shorkot. The
building of BISP Tehsil Office is situated inside Mohalla Siraye, ward number 3, near
Government Girls College Shorkot. NADRA and UBL is the partner organizations involved in
BDC distribution process at this centre. BISP Tehsil office has spared a room for NADRA
counter and a waiting hall for UBL and BISP counters for the issuance of BDC.
BDC distribution process plan was not shared with BISP Tehsil Office by BISP management and
it was started on 8th August 2012. According to BISP Tehsil Official he received a phone call
from UBL Manager Shorkot for starting BDC distribution from 7th August 2012.
BDC Centres are located at each BISP tehsil office of District Jhang (Jhang, Ahmadpur Sial, and
Shorkot) which were planned to remain operational for three months.
3,995 beneficiaries are covered by this BISP tehsil and till 11th September, according to BISP
staff, about 1,672 BDCs had been issued and, still about 2,282 beneficiaries have to collect their
BDC. Earlier the target was set at 100 BDCs per NADRA counter per day. Now there is no set
target and the distribution centre caters to all beneficiaries who visit to collect their cards.
Currently, the average number of beneficiaries visiting BISP office to collect BDC is around 100,
however, during peak time; even 300 BDCs were issued in a single day.
BISP HQ informed beneficiaries about the change in payment mode through postal letters but
most of the beneficiaries did not receive these letters. BISP Tehsil office also used other
communication modes to inform beneficiaries. These included public announcements in area
mosques, information dissemination through local notables and social workers, and, sending
printed tokens through BISP Tehsil Official to active beneficiaries. For the purpose of BDC
distribution the area of Tehsil office Shorkot was divided into major segments/ UCs as per
population strength and tokens were printed with specific collection date on it, to inform the
beneficiary for BDC collection. BISP Tehsil Official designed format of Token which was issued
to beneficiaries asking them to visit on specified dates. Through lists of beneficiaries (UC-wise
and village-wise) BISP Tehsil Official approached them and informed them about BDC
distribution dates. Now beneficiaries of 17 UCs have received their BDCs. The beneficiaries were
asked to bring their CNICs, phone numbers and these BISP tokens with them for collecting their
BDCs.

2. Logistics and Facilities at BDC Centre:
The access to BDC Centre is difficult as it is located in a Mohalla and it is not conspicuous as
there were no BDC banners or standees.
The office building has ample space to accommodate around 120 visitors (if chairs were
available) and the office veranda and courtyard was used as a waiting area for the beneficiaries.
Furniture/tents should be arranged to accommodate more beneficiaries who sit in the lawn.
Currently the office can comfortably accommodate 50 visitors in veranda. Water cooler and
washroom are available for beneficiaries.
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Despite the arrangement for controlling the flow of visitors in BISP Tehsil office, security has
been a major issue, because the office is situated in a residential area and the neighbours
demanded their security assurance. To handle any potential security situation, two security guards
by NADRA were hired to control the crowd.
BISP Tehsil office staff did not receive any formal orientation training regarding the distribution
of BDCs and coordination with PO. However BISP staff learnt about technical details through
interaction with the PO representatives and through observation of the distribution operation.
No mechanism was communicated to BISP staff for handling of BDC related complaints. BISP
CMS system do not cater to payment related complaints and so currently BISP staff is completely
isolated from BDC related complaints; no record of complaints is maintained by them and such
complaints are simply referred to the bank counter.

3. Arrangement and Process at Different Counters:
a. BISP Counter
The beneficiaries upon their arrival at BDC Centre are met by BISP Naib Qasid who
segregates them in line with their purpose of visit. BISP complaint Assistant verifies their
documents (CNIC, token number etc.) and refers the beneficiaries to NADRA desk for further
processing.
b. NADRA Counters
There is one NADRA counter with one computer installed in a separate room, which has
seating arrangement for one beneficiary at a time. NADRA has a backup power generator for
alternative electric power which also provides backup to the bank’s computers. No UPS was
available and the computer systems were abruptly shut down on power failure. During
observation, there was electricity load shedding of two hours.
At NADRA counter, there is only one data entry operator to handle CNIC verification. In fact
two DOs were appointed but they come on alternative days with mutual understanding.
Previously 5 Dos were appointed in July but they remained only for 20 days and then three
DOs were transferred to Jhang.
NADRA staff confirms BISP beneficiary from their database by entering her CNIC number
that produces the details and then verifies her fingerprints. After successful biometric
verification, NADRA staff enters beneficiary’s phone number, print a token and refer her to
the Bank counter for BDC collection.
If beneficiary’s CNIC has some problem, then NADRA refer her to the nearest NADRA
office for correction of CNIC by providing a printed token that entitles her to a free new
CNIC as well as priority service. The major reasons for CNIC modification include expired
CNIC, CNIC without photograph, thumb impression not clear or mismatch.
c. Bank Counters
There is one UBL counter installed in a spacious hall that can accommodate around 15
beneficiaries at a time. There are two CDOs (Card Distribution Officers) hired for the
handling, processing and issuance of BDCs to beneficiaries.
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The bank staff obtain from beneficiary her CNIC and token number issued by NADRA staff.
They enter the serial number/ code in the online record which serves as a key for data sharing
between NADRA and bank. Bank staff obtains and enters the following information about the
beneficiary in their record before issuing a BDC to her:
i.
ii.
iii.
iv.
v.
vi.

Date of birth of the beneficiary.
Birth place of the beneficiary.
Mother name of the beneficiary
CNIC number of the beneficiary.
Expiry date of the beneficiary’s CNIC.
Mobile phone number of the beneficiary.

After entering this information, bank staff obtains her thumb impression (or signatures) on the
register and registers BDC to the beneficiary’s name. The bank staff was well trained and was
treating the beneficiaries politely. They were maintaining excellent record on a register and
on their MIS system regarding BDCs issued to the beneficiaries. Beneficiaries were being
provided detailed information on ‘how to use their BDC’.
d. Mobile Phone Counter
N/A

4. Lessons Learnt:
Behaviour of the staff at the three counters was satisfactory but the only lapse was that they did
not greet the beneficiary. On the other hand behaviour of security guards and Naib Qasid wasn’t
satisfactory.
The number of bank and NADRA counters was insufficient to handle the large number of
beneficiaries. When TPE Team visited the BDC Centre only 20 chairs were available for
beneficiaries and almost 100 beneficiaries were sitting on floor under veranda and in courtyard
without tents and fans. Some (almost 50) were sitting on the ground outside office.
It was an excellent experience to see that the bank staff of this BDC Centre were explaining to the
beneficiaries in detail about the contents of BDC envelope, how to use the BDC, and for safekeeping of the PIN Code.

5. Recommendations:







NADRA and Bank counters should be increased so as to cover more beneficiaries at a time.
BISP Management should complete logistic arrangement of BDC centre in time or at least
should intimate the responsible officer of BISP Tehsil Office.
BISP should train guards and naib qasids so that they behave properly with the beneficiaries.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the BDC envelope and guide her about using the BDC card as well as the
importance of PIN code. (This BDC Centre seems to be an exception as the bank staff was
explaining this in detail. It is necessary that this practise should be continued and followed at
the other centres also).
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
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BISP CMS should be appropriately modified to cater to payment (BDC) complaints. BISP
staff should take the lead in helping the beneficiaries in getting their complaints addressed by
the partner bank.

Beneficiary Exit Interview 1:
Sumera Bibi was visiting the BDC centre BISP Tehsil office Shorkot for the third time, during the
past one and a half months, for collecting her BDC. She has been a BISP beneficiary after the PSC
survey and till June 2012, received Rs. 10,000 in four instalments of BISP cash transfers. She was
informed about the change in payment mode by the postman in August.
About her previous visits she told the TPE team that she had an expired CNIC and NADRA counter
had referred her to NADRA office for a new CNIC. She had spent Rs. 1,000 for an urgent CNIC
which she received in ten days. She told that she visited the BDC centre the day she collected her
CNIC in September but due to rush and power failure, she had to wait for her turn for about five
hours, and in the end BISP counter officer told her to bring the copy of her CNIC from the photocopy
shop in the market. She did not return back and went home as it was very late. It was her third visit
(on the day we visited). She was accompanied by her husband and travelled on his bicycle. She was
satisfied that she has finally been able to collect her BDC.
She has expressed satisfaction about the BDC collection process and the staff behaviour, but she think
that power failure and network issues have made the process slower. Although she does not
understand the process to withdraw money by using BDC, but she said that she would prefer it over
the postal system as the postman always deducted Rs. 100 from the total amount in the name of
service charges. She has used the BISP money in strengthening her husband’s small fruit business.
Beneficiary Exit Interview 2:
Khurshid Mai w/o Mohammad Zafar had been declared an eligible BISP beneficiary in the PSC phase
of BISP and has received three instalments through Pakistan Post till July 2012. Like many other
beneficiaries she did not receive any intimation letter from BISP and was informed by the postman
about the change in payment mode to BDC. He also guided them to take their valid CNIC, its copy
and money order receipts with them.
Today was her second visit to the BDC Centre as two days ago, due to the crowd, she was not allowed
to enter the centre. She had waited outside the gate for two hour today and could manage to enter with
great difficulty, as the gate keeper would always tell her that BDC distribution is not being carried out
due to load shedding.
She travelled for two hours on foot and also crossed a river on her way to reach the van stop, and from
there she and the other beneficiaries travelled on van for 45 minutes by paying Rs. 50 to reach
Shorkot city. As it was very difficult for her to travel all that distance once again, so she pleaded with
the guards to let her enter the office.
About using the BDC for withdrawing money, she wasn’t very sure. She said that the bank staff
explained to her about how to use the BDC but being illiterate she could not understand it. She was,
however, sure that as told by the bank counter the shop in Tehsil Chowk Shorkot would give her cash
transfer after seeing her BDC and CNIC.
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P-Q2- BDC-Centre-Balochistan-01
Observation Report of BDC Distribution Centre, Uthal
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Uthal is located at BISP Divisional Office in Uthal City. NADRA and
Bank Alfalah are the partner organizations for BDC distribution at this centre. BISP Divisional
Office has given a room to NADRA for setting up their counter while Bank Alfalah counter is in
the lounge of this building.
The BDC distribution process started in the second week of March 2012 as planned. The total
number of beneficiaries of this tehsil was 2,567 and till the date of TPE team’s visit 2,421 BDCs
had been issued and a few beneficiaries remain to collect their BDCs. Earlier the target was set at
80 to 100 BDCs per NADRA counter per day, now there is no set target and the distribution
centre caters to the few beneficiaries who visit to collect their cards each day. Earlier BDC
Centres were opened at Winder and Dureji also which have now been closed and remaining
beneficiaries of those areas can now visit this BDC centre for obtaining their BDC.
BISP Divisional Office used different modes of communication to inform beneficiaries; such as
the use of volunteers identified in different areas of the district, as well as public announcements
and information dissemination through local notables and social workers to maximize outreach to
beneficiaries. For avoiding unmanageable crowds during BDC distribution, beneficiaries of
different union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to BDC Centre is easy as it is located in a street off Uthal Bazaar. BDC banners and
standees were displayed at the BDC Centre to make it conspicuous.
The office building has ample space to accommodate around fifty visitors. During summer when
the number of visitors was high, they waited in the veranda or outside the building where there
was no shade or fans in the waiting area. Currently, the office can comfortably accommodate the
few visitors who come for BDCs. A water cooler/dispenser is available for drinking water. There
is no washroom for beneficiaries’ use.
For security an extra guard has been hired and to facilitate the beneficiaries an Assistant has been
hired by BISP for a period of three months. BISP staff did not receive any formal orientation/
training regarding distribution of BDCs but Learned about it from their interaction with bank
representatives and through observation of the distribution process.

3. Arrangement and Process at Different Counters
a. BISP Counter
Currently not many beneficiaries are coming for collecting BDC cards and there is therefore,
no need for a queue. The beneficiary who comes for BDC is greeted by the BISP Assistant,
who verifies their documents and refer them to NADRA counter.
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b. NADRA Counters
There is a NADRA counter with one computer in a separate room, which has seating
arrangements for five beneficiaries. NADRA has a backup power generator which provides
backup to the bank computer also. The generator was used during electricity load shedding
which lasted three hours during our observation period. There was no UPS and the computer
systems shut down during power changeover.
At the NADRA counter, there is one data entry operator and one site in-charge for data and
biometric verification for BDC distribution. NADRA staff had an initial contract of three
month which has been extended as the BDC assignment is still in process.
NADRA staff enters CNIC number which checks and confirm from their database that she is
a BISP beneficiary and produces her details. Then after successful bio-metric verification
(fingerprints matched), the system prints a token and the staff refers her to the bank counter.
If a beneficiary’s CNIC has some problem, NADRA desk refers her to the nearest NADRA
office for data correction of her CNIC information and to obtain a new CNIC. A printed token
is provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
c. Bank Counters
There is one counter for bank staff in the office lounge where one CDO (Card Distribution
Officer) sits for processing and issuance of BDCs to beneficiaries. The staff was deputed on
an initial contract of three month which has been extended as the BDC assignment is still in
process.
The bank staff obtains from the beneficiary her CNIC and token issued by NADRA staff.
They enter the token serial number in their online record which serves as a key for data
sharing between NADRA and bank. Bank staff obtains and enters information about the
beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s name,
cell phone number) in their record. Then her thumb impression (or signature) is taken, the
number of BDC is linked to the beneficiary’s name, and BDC envelope is given to her. As
there is no Ufone counter, they instruct the beneficiary to get the Ufone SIM registered in her
name from a Ufone office, and to visit the nearest Bank Alfalah branch after two days to
know how to use the BDC for withdrawing their cash grant.

4. Lessons Learned
The card distribution process started in time. The rush of the beneficiaries has decreased and each
day only about 7-8 visit for collecting their BDCs. Only 7 beneficiaries visited the office for
BDCs during the observation time from 9 a.m. to 12 p.m.
Behaviour of the staff at the three counters was satisfactory.
BISP staff informed us that during the earlier stages when the number of beneficiaries was high,
there used to be a delay at the bank counter because the time required at bank counter is much
more as compared to the NADRA counter.
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NADRA staff complains about the delay in update of NADRA HQ record with database provided
to them at BISP office. for some discrepant cases although the beneficiary gets her new CNIC
after required modifications but such information/modification did not appear in their records and
this is the major problem they have to face. For such cases they simply advise the beneficiary to
revisit after a week.
The bank staff explained what is in the BDC envelope or how to use the BDC, however, being
illiterate most beneficiaries were not clear about the use. They also instructed the beneficiaries to
visit the nearest Bank Alfalah branch and give the envelope to branch manager or staff.
BISP staff feels that the beneficiaries will be dependent on their male family members or even
outsiders for cash withdrawal through BDCs.
In a few cases biometric issues continued even after re-issue of new CNIC (a NADRA
representative explained that after a new thumb impression, the system can take the beneficiary’s
biometric information after the old thumb impression has been discarded by NADRA HQ
otherwise the problem persists).
Currently BISP staff does not have any role in addressing BDC complaints. They simply direct
the beneficiary to the bank counter for redressal of their BDC complaint. The bank staff record
the complaint and forward it to their Head Quarters for redressal.

5. Recommendations




As most of the BDC distribution work has been completed; reminders may be sent to the
beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
BISP may improve its CMS so that it can handle BDC (as well as other payment complaints)
and link it to the partner banks.

Beneficiary Exit Interview 1
Pirani widow of Mohammad Hassan is a 52 year old woman who has five children. She lives in
Ritatra, P.O. Mohalla of Uthal which is about 45 km from the BDC Centre.
She was revisiting the BDC centre a second time to collect her BDC. On her first visit some days ago,
she came to learn about how to get a BDC. She was asked to bring her CNIC. On the day of our visit,
she came to the BDC Centre to collect her BDC and had brought her CNIC and PSC Survey slip. She
came with a group of five beneficiaries from her village in a Suzuki van and spent Rs.160 for the
round trip.
When she reached the office at 9:30 a.m., she waited in the car porch area where chairs have been
placed for visitors/ beneficiaries. On her turn, she was guided towards the first desk where BISP
assistant checked her CNIC and survey slip and referred her to the NADRA counter. At the NADRA
counter, the staff, after checking her CNIC and biometric verification sent her to the bank counter
with a printed token. The bank official took the token and entered the token number in his computer.
On receiving her data from NADRA, he asked her for some personal information, got her thumb
impression on the token and gave her the BDC envelope. She was told about the contents of the
envelope and how to use her BDC and was asked to go to any branch of Bank Alfalah after two/ three
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days to withdraw her cash grant. She was also asked to go to the Ufone Franchise to collect and get
her SIM activated so that she can receive text messages regarding her cash transfers.
She was completely satisfied with the process and treatment by the staff, and said that she did not
have to wait long to collect her BDC. However, even after getting her BDC and instructions from
Bank Alfalah staff, she was not confident that she will be able to use her card, and she planned to ask
someone in her neighbourhood or some educated person about how to use the BDC for withdrawing
money.
Beneficiary Exit Interview 2
Shaini wife of Ishiq Ali is 27 year old and is mother of a 3 year old child. She is a house wife and
lives in a joint family of 8 members. Even though her husband and brother-in-law are deaf and dumb
but they work as fishermen and go to the sea for catching fish. They are usually away on fishing trips
of 10/12 days.
She lives in Goth Sheikh Mehta Khan Kanwari which is about 9 km from BISP Divisional Office
Uthal. The main road going to Goth Kanwari is pucca but all streets inside the Goth are unpaved. She
has to walk for 2 kilometre to reach the main road to get local transport. From there she came in a
motorcycle rickshaw which costs Rs.30 per person. The travelling expenses paid by her (for three
persons) were Rs.180.
Being illiterate, she requested a political worker of the area to help her get her BDC for receiving cash
grant. He inquired from BISP Office Uthal and was told by the staff that she has to come herself and
bring her CNIC to get her BDC. She reached the BDC Centre at 9.45 with her father-in-law and the
political worker to collect her BDC. She had brought her CNIC and PSC Survey slip. She waited with
other women in the car porch where chairs have been placed for visitors/ beneficiaries. On her turn,
she was guided towards the first desk where BISP assistant checked the documents she had brought
with her (CNIC and PSC survey slip) and referred her to the NADRA counter. At the NADRA
counter, the staff, after checking her CNIC and biometric verification informed her that her thumb
impression did not match. She was given printed slip and was asked to go to the NADRA office to
update her CNIC.
She planned to go to NADRA Centre for getting a new CNIC and thought that she may need three or
four visits for obtaining her CNIC and BDC and then withdraw her first cash grant through BDC. The
problem she faces is that her father-in-law is very old to follow-up the case alone. Her husband is
disabled and most of the time he is at sea on fishing trips. She was also worried about the amount she
would have to spend on these three/ four visits.
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P-Q2- BDC-Centre-Balochistan-02
Observation Report of BDC Distribution Centre, Lakra

1. BDC Centre – Introduction and Background:
BDC Distribution Centre Lakra of district Lasbela is operating in the Union Council room
opposite Lakra Tehsil Office. NADRA and Bank Alfalah are the partner organizations for BDC
distribution. The centre started BDC issuance in the second week of April, 2012.
The total number of beneficiaries of Lakra is 1,585 and till the date of the TPE team’s visit only
about 346 BDCs have been issued while 1,239 beneficiaries remain to collect their BDCs. The
current target is 30 to 40 BDCs per NADRA counter per day.
Most of the beneficiaries came to know of the change in mode of payment from local influential
people or political workers. Different modes of communication were used to inform beneficiaries
(such as use of volunteers identified in different areas of the district) as well as public
announcements and information dissemination through local notables and social workers. For
avoiding unmanageable crowds during BDC distribution, beneficiaries of different union councils
were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is slightly difficult as it is located on a street; however it is opposite
the Tehsil Office which is an important landmark of the town. As it was raining very heavily so
the surroundings were muddy and slippery.
There was no BDC banner but standees were observed. The room can accommodate five/ six
visitors while others waiting for their turn can sit in the musalihat anjuman room located right
next to this room. There was no drinking water or washroom for the beneficiaries.
There was no regular BISP counter at this centre. BISP Supervisor was at the centre but in
addition to this centre, he is responsible for looking after Centres at Lakra, Hub, and Kharan also.

3. Arrangement and Process at Different Counters
a. NADRA Counters
There is one NADRA counter with one computer. NADRA has a backup power generator
which was not in working condition and no UPS was available so the computers shut down
during power outages. During our observation time, there was electricity load shedding which
lasted for four hours.
At the NADRA counter, there is one data entry operator to handle CNIC verification. As no
beneficiary turned up due to heavy rains and lack of public transport so no case was processed
at this counter.
b. Bank Counters
Bank counter is working in the same room. There is one CDO (Card Distribution Officer)
hired for the processing and issuance of BDCs. Staff was deputed on an initial contract of
three month which has been extended as the BDC assignment is still in process.
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As no beneficiary turned up due to heavy rains and lack of public transport so no case was
processed at this counter.

4. Lessons Learned
There was no regular BISP counter at this centre. BISP Supervisor was at the centre but in
addition to this centre, he is responsible for looking after Centres at Lakra, Hub, and Kharan also.
On the day of our observation visit, no beneficiary visited the centre due to heavy rain. The BDC
Centre staff explained that due to unavailability of public transport in harsh weather conditions
people tend to avoid coming out of their homes. However, the staff arrived for opening the BDC
Centre.

5. Recommendations


The generator should be repaired to provide backup power during power outages.

Beneficiary Exit Interviews:
Due to non-availability of public transport and heavy rain throughout the day, no beneficiary visited
the BDC centre on the day TPE Team visited the BDC Centre.
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P-Q2-BDC-Centre-Balochistan-03
Observation Report of BDC Distribution Centre, Killa Saifullah
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Killa Saifullah is located next to the DC Office in the District assembly
(actually Zila Council) Hall of Killa Saifullah City. This is a large hall with stage on one side.
NADRA and bank counters have been set up on the stage while the beneficiaries can wait in the
hall. NADRA and Tameer Bank are the partner organizations involved in BDC distribution.
BDC distribution process started in the last week of June 2012. The total number of beneficiaries
serviced in tehsil Killa Saifullah was 1,257 and till the date of the TPE team’s visit only 262
BDCs had been issued and still about 989 beneficiaries have to collect their BDCs. Although a
major percentage of beneficiaries have to collect their cards but the average number of
beneficiaries visiting the BDC office to collect BDCs was only around 5. Even earlier (during
July 2012) a maximum of only 52 BDCs were issued in a single day. Earlier BDC Centres were
opened at Nasai and Road Jogezai also which have now been closed and remaining beneficiaries
of those areas can now visit this BDC centre for obtaining their BDC.
For avoiding unmanageable crowds during BDC distribution, beneficiaries of different Union
Councils were asked to visit on specific dates.
Most of the beneficiaries came to know of the change in mode of payment from local influential
people or political workers. Different modes of communication were used to inform beneficiaries
such as public announcements and information dissemination through local notables and social
workers. For avoiding unmanageable crowds during BDC distribution, beneficiaries of different
union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy and it is conspicuously located. There were no BDC
banners in BDC centre, however, a single standee was displayed.
The hall has ample space to accommodate around fifty visitors. Currently, the office can
comfortably accommodate the number of visitors who visit each day. A water cooler/dispenser
and a washroom are available for beneficiaries’ use. For security one guard was hired by
NADRA. To facilitate the beneficiaries, an Assistant had also been hired by BISP for a period of
three months. On the day of our visit there was no BISP staff at the BDC Centre and we
interviewed the DEO (Data Entry Operator) of NADRA.

3. Arrangement and Process at Different Counters
a. NADRA Counters
There is one NADRA counter with a computer. NADRA has a backup power generator which
also provides backup to the bank computer. No UPS was available and the computer systems
would shut down upon power outages. During the observation, there was electricity load
shedding for three hours and the generator was used during this period to keep the systems
operational.
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At NADRA counter, there is one data entry operator and one site-in-charge to handle CNIC
verification for BDC distribution. NADRA staff has an initial contract of three months.
NADRA staff enters CNIC number which checks and confirm from their database that she is
a BISP beneficiary and produces her details. Then after successful bio-metric verification
(fingerprints matched), the system prints a token and the staff refers her to the bank counter.
If a beneficiary’s CNIC has some problem, NADRA desk refers her to the nearest NADRA
office for data correction of her CNIC information and to obtain a new CNIC. A printed token
is provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
b. Bank Counters
There is one counter for bank staff which can service one beneficiary at a time. One CDO has
been hired for processing and issue of BDCs to beneficiaries. Bank staff has been deputed on
an initial contract of three months.
The bank staff obtains from the beneficiary her CNIC and token issued by NADRA staff.
They enter the token serial number in their online record which serves as a key for data
sharing between NADRA and bank. Bank staff obtains and enters information about the
beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s name,
cell phone number) in their record. Then her thumb impression (or signature) is taken, the
number of BDC is linked to the beneficiary’s name, and BDC envelope is given to her. Bank
staff instruct the beneficiary to visit the nearest Telenor franchise for withdrawing their cash
grant.

4. Lessons Learned
As the staff did not come on time, the card distribution process started at 10:30 a.m. Although
80% still have to collect their BDCs but currently only about 5 beneficiaries come for BDC
collections per day. Only 7 beneficiaries visited the office for BDCs during the observation time
from 9 a.m. to 1 p.m. All the beneficiaries receive their BDCs through the same step by step
procedure detailed above. Behaviour of the staff at the two counters was satisfactory.
NADRA staff complains about the delay in update of NADRA HQ record with database provided
to them at this BDC Centre. The staff said that for some discrepant cases although the beneficiary
gets her new CNIC after required modifications but such information/modification did not appear
in their records and this is the major problem they have to face. For such case they advise the
beneficiary to wait or come back after a week.
The bank staff explained what is in the BDC envelope; however, being illiterate most
beneficiaries were not clear about the use. They also instruct the beneficiaries to visit the nearest
Telenor franchise and give the envelope to the staff.
Currently BISP staff does not have any role in addressing the BDC complaints. They do not even
record these in a register but simply direct the beneficiary to the bank counter for redressal of
their BDC complaint. The bank counter simply record the complaints but these could presently be
addressed by the Bank Head Quarter.
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5. Recommendations





As currently only few beneficiaries visit this BDC Centre, therefore, reminders may be sent to
the beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
As the BDC Centres act as complaint registration ad redressal units also, therefore, these
centres should continue working till the time regular tehsil offices start operating in
Balochistan,
BISP may improve its CMS so that it can handle BDC (as well as other payment complaints)
and link it to the partner banks.

Beneficiary Exit Interview 1
Bader Jamila widow of Fateh Khan is 44 years old and lives in Kili Bahdurwala, District Killa
Saifullah, which is about 8 km from this BDC Centre. She came with her son by wagon and paid
Rs.30 per person for one side.
She did not receive her money orders for some time and her son found from the postman that now she
would start receiving money through bank and for that she should collect her BDC from the BDC
Centre at Killa Saifullah. On her first visit to the BDC Centre, she was informed by NADRA that she
has a CNIC discrepancy (thumb impressions mismatch + photograph required). She was given a
printed token which entitled her to a free new CNIC and priority service. She went to NADRA Office
and after two visits got a new CNIC.
This was her fourth visit to the city in connection with her BDC. When she reached the office at 9:50
a.m., she waited for some time in the spacious hall (earlier this hall was used for district assembly/
council meetings) where counters have been set up on a stage and beneficiaries wait in the hall. On
her turn, she was guided towards the first desk where the BISP official checked the documents she
had brought with her and referred her to NADRA counter. At the NADRA counter, NADRA staff
after checking her CNIC, entered the CNIC number in the system, and after biometric verification
gave her a printed token and sent her to the bank counter to collect her BDC card. The bank official
took the token and entered the token number in his computer. When he received her data from
NADRA, he asked her for some personal information, got her thumb impression on the token and
gave her the BDC envelope. After giving her BDC envelope, bank staff guided her about how to use
her BDC for withdrawing cash grant and asked her to go to a Tameer Bank branch or a Telenor
franchise after 2 days, from where she could collect her cash grant. She was completely satisfied with
the process and treatment by the staff.
Beneficiary Exit Interview 2
Bibi Razma wife of Atta Muhammad is 67 years old and lives in Kili Bahdurwala, District Killa
Saifullah, which is about 8 km from this BDC Centre. She is a mother of 6 children. She was guided
by the postal staff to collect her BDC and she came to BDC Centre Killa Saifullah by wagon
accompanied by her son and paid Rs.30 per person for one side.
This was her first visit to the BDC Centre. She reached here at 9.40 and waited with a group of
women for some time in the spacious hall (which was earlier used for district assembly/ council
meetings) where counters have been set up on a stage and beneficiaries wait in the hall.
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On her turn, she was guided towards the first desk where the BISP official checked the documents she
had brought with her and referred her to NADRA counter. After verifying her documents she was
given a token and was guided to the bank counter by the NADRA representative. The bank official
took the token and entered the token number in his computer. When he received her data from
NADRA, he asked her for some personal information, got her thumb impression on the token and
gave her the BDC envelope. After giving her BDC envelope, bank staff guided her about how to use
her BDC for withdrawing cash grant and asked her to go to a Tameer Bank branch or a Telenor
franchise after 2 days, from where she could collect her cash grant. She was completely satisfied with
the process and treatment by the staff.
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P-Q2-BDC-Centre-Balochistan-04
Observation Report of BDC Distribution Centre, Kharan
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Kharan is working at the NADRA Office Kharan in a room that was
formerly a levies’ lockup. NADRA and Tameer Bank are the partner organizations involved in
BDC distribution at this centre.
The BDC distribution process started in the second week of May 2012. The total number of BISP
beneficiaries of this tehsil is 2,454 and till the date of TPE team’s visit about 1,987 BDCs had
been issued and only 467 beneficiaries have to collect their BDCs. Earlier the target was set at 70
to 90 BDCs per NADRA counter per day. Now there is no set target and the distribution centre
can and does cater to all the beneficiaries who visit to collect their cards each day. Currently, the
average number of beneficiaries visiting the BISP office to collect BDCs is around 5 to 7.
However, during peak time, even 110 BDCs have been issued in a single day. Earlier BDC
Centres were opened at Washuk which has now been closed and remaining beneficiaries of that
district can now visit this BDC centre for obtaining their BDCs.
Different modes of communication were used to inform beneficiaries such as public
announcements and information dissemination through local notables and social workers to
maximize outreach to beneficiaries. For avoiding unmanageable crowds during BDC distribution,
beneficiaries of different Union Councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy as it is conspicuously located, however, there were no BDC
banners or standees at this centre.
The room where counters have been established can accommodate five visitors (the usual number
visiting each day) while there is no place outside the room where beneficiaries could wait for their
turn. There are no drinking water or washroom facilities for the beneficiaries.
To handle security one security guard has been hired by NADRA. To facilitate the beneficiaries,
an Assistant has also been hired by BISP for a period of three months. On the day of our visit
there was no BISP staff at the BDC Centre and we interviewed the DEO (Data Entry Operator) of
NADRA.

3. Arrangement and Process at Different Counters
a. NADRA Counters
There is one NADRA counter with one computer. NADRA has a backup power generator
which also provides backup to the bank counter also. No UPS was available and the computer
systems shut down upon power outages, which lasted for two hours during our observation
time.
At the NADRA counter, there is one data entry operator to handle CNIC verification for BDC
distribution. NADRA staff enters CNIC number which checks and confirm from their
database that she is a BISP beneficiary and produces her details. Then after successful bio-
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metric verification (fingerprints matched), the system prints a token and the staff refers her to
the bank counter.
If a beneficiary’s CNIC has some problem, NADRA desk refers her to the nearest NADRA
office for data correction of her CNIC information and to obtain a new CNIC. A printed token
is provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
b. Bank Counters
For issuance of BDCs to beneficiaries, there is one bank counter in the same room which is
manned by one CDO (Card Distribution Officer).
The bank staff obtains from the beneficiary her CNIC and token issued by NADRA staff.
They enter the token serial number in their online record which serves as a key for data
sharing between NADRA and bank. Bank staff obtains and enters information about the
beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s name,
cell phone number) in their record. Then her thumb impression (or signature) is taken, the
number of BDC is linked to the beneficiary’s name, and BDC envelope is given to her. Bank
staff advise the beneficiary to visit the nearest Telenor franchise for withdrawing their cash
grant.

4. Lessons Learned
The card distribution process started at 10 a.m. The rush of beneficiaries has decreased and each
day only about 5-7 visit for collecting their BDCs. Only 5 beneficiaries visited the office for
BDCs during the observation time from 10 a.m. to 12 p.m. All the visiting beneficiaries received
their BDCs through the same step by step procedure detailed above. Behaviour of the staff at the
two counters was satisfactory.
NADRA staff complains about the delay in update of NADRA HQ record with database provided
to them at BISP office. The staff said that for some discrepant cases although the beneficiary gets
her new CNIC after required modifications but such information/modification did not appear in
their records and this is the major problem they have to face. For such case they advise the
beneficiary to wait or come back after a week.
Currently BISP staff does not have any role in addressing the BDC complaints. They do not even
record these in a register but simply direct the beneficiary to the bank counter for redressal of
their BDC complaint. The bank counter too simply record the complaint and forward it to the
Bank Head Quarter.

5. Recommendations




As most of BDC distribution work has been completed, reminders may be sent to
beneficiaries who have not collected their BDCs till now.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the BDC envelope and guide her about using the BDC as well as stress the
importance of the PIN code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
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Beneficiary Exit Interview 1
Zareena wife of Mohammad Ashraf was revisiting the BDC centre to collect her BDC. She is a 31
year old woman who lives in village Tagzi of Kharan which is about 7 km from the BDC Centre.
When she came to the BDC Centre on her first visit to collect her BDC she did not bring her CNIC
and was advised by BDC Centre staff to come again with her CNIC as BDC cannot be issued without
entering her CNIC number in the database.
This was her second visit for BDC collection. Today she came with her mother-in-law and brother-inlaw and travelled by van. When she reached the office at 10:30 a.m., she waited for some time in the
veranda and on her turn, she was guided towards the first desk where the NADRA official after
checking her CNIC and biometric verification sent her to the bank counter with a printed token to
collect her BDC card. The bank official took the token and entered the token number in his computer.
When he received her data from NADRA, he asked her for some personal information, got her thumb
impression on the token and gave her the BDC Envelope. After issuing a BDC to Zareena, the bank
staff guided her about the procedures followed for disbursement of cash grant and referred her to a
Telenor franchise from where she could collect her cash grant after 2 days.
On this visit she was completely satisfied with the process because she got her BDC. She was also
satisfied with the behaviour of the staff. She was, however, not confident that she would be able to use
her BDC and said that she would take someone’s help in withdrawing her cash grant.
Beneficiary Exit Interview 2
Khazima aged 32 years is the wife of Khan Muhammad and they have four children (three daughters
and one son). She lives in Killi Sirgudan Tomulk which is 7 km From BDC Centre Kharan, and she
has to spend 30 minutes traveling by wagon to the BDC Centre.
She had received six BISP instalments after which these stopped. Her husband enquired from post
office Kharan, where postal staff told him that now she would receive her cash grant from the bank
for which she must collect her BDC from the BDC Centre.
The first time she visited BDC Centre Kharan to collect her BDC, she was told by NADRA counter to
update her CNIC with a recent picture. They also gave her a token so that she can get a new CNIC
free of cost. Khazima went to NADRA Office to get an updated CNIC with recent picture. After she
got her new CNIC she again visited BDC Centre and collected her BDC. On the day of TPE Team’s
visit she had come to the Centre to complain that she went to the franchise and was informed that her
data has not been updated and her name did not appear in the list of beneficiaries whose instalment
has been transferred to her account.
Despite visiting the city four times to get her BDC (and to withdraw her cash grant) she has still not
received her cash grant. She spends about Rs.150 per visit.
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P-Q2-BDC-Centre-Balochistan-05
Observation Report of BDC Distribution Centre, Bela
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Bela is located in Bela City at the former UC Nazim’s office and can be
reached after crossing Bela Bazar and Thana. NADRA and Bank Alfalah are the official partner
organizations involved with BDC distribution process. This Centre is in one room with a small
veranda in front.
The BDC distribution process started from 14th March 2012. The total number of beneficiaries of
tehsil Bela was 4,100 and till the date of TPE team’s visit about 3,793 BDCs had been issued and
only 307 beneficiaries remain to collect their BDCs. Earlier the target was set at issuing 80 to 100
BDCs per day. Now there is no set target and the distribution centre can and does cater to all the
beneficiaries who visit to collect their cards each day. Currently, the average number of
beneficiaries visiting the BISP office to collect BDCs is around 6 or 7 however, during peak time;
even 115 BDCs have been issued in a single day.
Different modes of communication were used to inform beneficiaries such as the use of
volunteers identified in different areas of the district, as well as, public announcements and
information dissemination through local notables and social workers to maximize outreach to
beneficiaries. For avoiding unmanageable crowds during BDC distribution, beneficiaries of
different Union Councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is difficult as it is not conspicuously located. There were no BDC
banners or standees at the BDC Centre.
The room can accommodate five visitors at a time while there is no chair in the veranda outside
the room. Currently, the office can comfortably accommodate the number of visitors who visit
each day. No water cooler/dispenser or washrooms were available for the beneficiaries’ use.
To handle security there was one security guard. To facilitate the beneficiaries, we were informed
that a female assistant was hired by BISP for a period of three months to facilitate the process of
distribution, but her contract has expired. On the day of our visit there was no BISP staff at the
BDC Centre and we interviewed a Supervisor of NADRA who is responsible for many centres of
Lasbela district.

3. Arrangements and Process at Different Counters
a. NADRA Counters
There is one NADRA counter with one computer. NADRA has a backup power generator
which also provides backup to the bank computer. No UPS was available and the computer
systems shut down during power changeover; during TPE Team’s observation, electricity
load shedding lasted about an hour.
At the NADRA counter, there is one data entry operator to handle CNIC verification of
beneficiaries. As no beneficiary turned up due to heavy rains and lack of public transport so
no case was processed at this counter.
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b. Bank Counters
Bank counter is working in the same room. There is one CDO (Card Distribution Officer)
hired for the processing and issuance of BDCs. Staff was deputed on an initial contract of
three month which has been extended as the BDC assignment is still in process.
As no beneficiary turned up due to heavy rains, muddy area around the centre, and, lack of
public transport so no case was processed at this counter.

4. Lessons Learned
Due to very heavy rain, muddy surroundings of the centre and lack of public transport on the day
of TPE Team’s observation, the staff could not reach the centre in time and the centre opened at
10:00 am. No beneficiary was present due to heavy rain. According to staff, the rush of
beneficiaries has decreased and each day only about 5-6 visit for collecting their BDCs. No
beneficiaries visited the office for BDCs during the observation time from 9 a.m. to 12 p.m. due
to rain.
There was no regular BISP counter at this centre.
During discussion, we were informed by NADRA staff that they wanted to speed up the linkage
of NADRA HQ record with the database provided to them at this BDC Centre. The staff said that
for some discrepant cases although the beneficiary gets her new CNIC after required
modifications but such information/modification did not appear in their records and this is the
major problem they have to face. For such case they advise the beneficiary to wait or come back
after a week.

5. Recommendations





As most of the BDC distribution work has been completed, reminders may be sent to the
beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
Beneficiaries must be educated/ trained regarding the use of BDCs.
As the BDC Centres act as complaint registration and redressal units also, therefore, these
centres should continue working till the time regular tehsil offices start operating in
Balochistan,
BISP may improve its CMS so that it can handle BDC (as well as other payment complaints)
and link it to the partner banks.

Beneficiary Exit Interviews
Due to heavy rain and non-availability of public transport throughout the day, no beneficiary visited
the BDC centre on the day of TPE Team’s visit to this BDC Centre.
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P-Q2-BDC-Centre-Balochistan-06
Observation Report of BDC Distribution Centre, Noshki
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Noshki is operational in a room next to NADRA Office located in the
District Nazim Complex in Noshki City. NADRA and Bank Alfalah are the official partner
organizations involved in BDC distribution process at this centre.
The BDC distribution process started from 8th May 2012. The total number of BISP beneficiaries
in Noshki was 2,973 and till the date of the TPE team’s visit 2,427 BDCs had been issued; and
only about 500 beneficiaries remain to collect their BDCs.
Earlier, the target set was to distribute 90 to 100 BDCs per day. Now that the bulk of BDCs have
been distributed, there is no set target and the distribution centre can and does cater to all the
beneficiaries who visit to collect their cards each day. Currently, the average number of
beneficiaries visiting the Centre to collect BDCs is less than 5 however, during peak days even
110 BDCs have been issued in a single day.
Different modes of communication were used to inform beneficiaries such as public
announcements and information dissemination through local notables and social workers to
maximize outreach to beneficiaries. For avoiding unmanageable crowds during BDC distribution,
beneficiaries of different union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy as it is located in the District Offices Complex which
houses the most important offices of the district. There were no BDC banners or standees at the
BDC Centre.
The room can accommodate five visitors at a time and the office can comfortably accommodate
the number of visitors who visit each day. No water cooler and no washroom facility is available
for the beneficiaries.
There are two security guards: one from NADRA and the second from police (because this is
located in the district government compound). To facilitate the beneficiaries, an Assistant has also
been hired by BISP for a period of three months to facilitate the process of distribution. On the
day of our visit BISP assistant was not present, however, we interviewed the BISP Supervisor
who was visiting this centre. This Supervisor is responsible for Noshki, Dalbandin and Nokundi.
BISP staff did not receive any formal orientation/ training regarding distribution of BDCs but
Learned about it from their interaction with bank representatives and through observation of the
distribution process.

3. Arrangement and Process at Different Counters
a. NADRA Counters
There is one NADRA counter with a computer. NADRA has a backup power generator as an
alternative electric power source. However, no UPS was available and the computer systems
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shut down during power changeover. During observation time, electricity load shedding
lasted two hours.
At the NADRA counter, there is one data entry operator to handle CNIC verification for BDC
distribution. NADRA staff was given an initial contract of three month which has been
extended as the BDC assignment is still not complete.
NADRA staff enters CNIC number which checks and confirm from their database that she is
a BISP beneficiary and produces her details. Then after successful bio-metric verification
(fingerprints matched), the system prints a token and the staff refers her to the bank counter.
If a beneficiary’s CNIC has some problem, NADRA staff refers her to the NADRA office
located nearby for correction of her information and to obtain a new CNIC. A printed token is
provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
During the observation time from 9 a.m. to 12 p.m. two beneficiaries came in connection with
their complaints regarding BDCs.
b. Bank Counters
There is one counter in the same room. There is one CDO (Card Distribution Officer) hired
for the handling, processing and issuance of BDCs to beneficiaries. The CDO is deputed on
an initial contract of three months which can be extended as required.
Only two beneficiaries came during the observation period and both had come for getting
their BDC Complaints addressed.

4. Lessons Learned
The BDC Centre opened at 9 a.m. The rush of the beneficiaries has decreased and each day only
about 4-5 beneficiaries visit for collecting their BDCs. Only 2 beneficiaries visited the office
during the observation time from 9 a.m. to 12 p.m. and both beneficiaries had come in connection
with their complaints regarding BDCs.
Behaviour of the staff at the two counters was satisfactory, as per observations and according to
the beneficiaries they serviced.

5. Recommendations





As most of the BDC distribution work has been completed; reminders may be sent to the
beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanisms and remove
their apprehensions in this regard.
BISP may improve its CMS so that it can handle BDC (as well as other payment complaints)
and link it to the partner banks.
As the BDC Centres act as complaint registration and redressal units also, therefore, these
centres should continue working till the time regular tehsil offices start operating in
Balochistan,
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Beneficiary Exit Interview 1
Gull Bibi wife of Zareef Khan was revisiting the BDC centre to collect her BDC. She is a 47 year old
woman who has eight children. She lives in Killi Qadir Abad of Noshki City which is about 1 km
from the BDC Centre.
She walked to the BDC Centre with a family member to collect her BDC. When she reached the
office at 10:00 am, she waited in the veranda where there were no chairs, and after about 20 minutes
she was sent inside the room to begin the process for collecting her BDC.
She was guided towards the first desk where the NADRA official checked her documents she had
brought with her (CNIC, survey slip and the PMT score information). At the NADRA counter, the
staff, after checking her CNIC and verifying it sent her with a printed token to the bank counter to
collect her BDC.
The bank official took the token and entered the token number in his computer. When he received her
data from NADRA, he asked her for some personal information, got her thumb impression on the
token and gave her the BDC Envelope. After issuing her BDC, the bank staff guided her about the
procedures followed for disbursement of cash grant and referred her to a Telenor franchise from
where she could collect her cash grant after 2 days.
On this visit she was satisfied because she got her BDC. She was also satisfied with the behaviour of
the staff.
Beneficiary Exit Interview 2
Bilquis wife of Essa Khan was visiting the BDC centre in connection with a complaint to collect her
PIN Code. She is a 24 year old woman who lives in Killi Jamaldini, of Noshki city which is about 3
km from the BDC Centre. She came with her husband on a motorcycle.
She was advised by the postman to collect her BDC as she will start getting her cash transfers through
bank. The first time she visited BDC Centre to collect her BDC, she was told by NADRA counter to
update her CNIC with a recent picture. They also gave her a token so that she can get a new CNIC
free of cost. Bilquis went to NADRA Office to get an updated CNIC with recent picture. After she got
her new CNIC she again visited BDC Centre and collected her BDC.
She informed that about ten days ago she went to a franchise and collected her cash grant. After
withdrawing her cash grant she lost her PIN Code. She came to the BDC Centre for the third time to
report about losing her PIN and was asked to come after a week.
On the day of TPE Team’s visit, she had come to the BDC Centre at 11:50 to receive her PIN Code
and waited in the veranda with other women. On her turn she went to the bank counter and got her
new PIN Code. She was satisfied that she had received her PIN and despite four trips she wasn’t
worried because her house is only 3 km from the BDC Centre.
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P-Q2-BDC-Centre-Balochistan-07
Observation Report of BDC Distribution Centre, Hub
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Hub is functioning in a room of the old Municipal Committee Building
on the main RCD Road in Hub City. NADRA and Bank Alfalah are the official partner
organizations involved in BDC distribution process at this centre.
BDC distribution process started from the 9th February 2012. The total number of beneficiaries of
Hub tehsil was 4,177 and till the date of the TPE team’s visit about 2,421 BDCs had been issued
and 1,756 beneficiaries remain to collect their BDCs. Earlier the expected number/target was to
service 80 to 90 beneficiaries per day. Now there is no set target and the distribution centre can
and does cater to all the beneficiaries who visit to collect their cards each day. Currently, the
average number of beneficiaries visiting the BISP office to collect BDCs is around 6 or 7
however, during its peak time; even 140 BDCs have been issued in a single day.
Different modes of communication were used to inform beneficiaries such as the use of
volunteers identified in different areas of the district, as well as, public announcements and
information dissemination through local notables and social workers to maximize outreach to
beneficiaries. For avoiding unmanageable crowds during BDC distribution, beneficiaries of
different Union Councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy and it is located on the main road of Hub. There were no
banners but one standee was seen at this BDC Centre.
The BDC Centre has ample space to accommodate 5-6 visitors in the room and the veranda can
also be used as a waiting area. During summers there were no fans in the waiting area. No
additional furniture was needed or arranged and the beneficiaries sat on the ground in the veranda.
Currently, the room can comfortably accommodate the number of visitors who visit the centre
each day. No water cooler/dispenser or washroom was available for the beneficiaries.
To handle security one security guard has been hired by NADRA. To facilitate the beneficiaries,
an Assistant has also been hired by BISP for a period of three months. We interviewed the Field
Supervisor of BISP who is responsible for the huge area of Lakra, Uthal, Hub and Kharan.
BISP staff did not receive any formal orientation/ training regarding distribution of BDCs but
Learned about it from their interaction with bank representatives and through observation of the
distribution process.
No mechanism was communicated to BISP staff for handling of BDC related complaints like PIN
lost/deactivation, card lost/captured by the ATM etc. The electronic Complaints Management
System (CMS) system does not cater for payment related complaints and so currently BISP staff
is completely isolated from the process of resolution of BDC related complaints; no record of
complaints is maintained by them and all such complaints are simply redirected to the bank
counter.
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3. Arrangement and Process at Different Counters
a. NADRA Counters
There is one NADRA counter with one computer installed in the same room, which has
seating arrangements for five beneficiaries at a time. NADRA has a backup power generator
which also provides backup to the bank computer. No UPS was available and the computer
systems shut down during power changeover. During our observation time, there was
electricity load shedding of three hours.
At the NADRA counter, there is one data entry operator to handle CNIC verification for BDC
distribution. NADRA staff has an initial contract of three month which has been extended as
the BDC assignment is still not complete. NADRA Site In-charge also visited the centre but
he is responsible for some other BDC centres also.
NADRA staff enters CNIC number which checks and confirm from their database that she is
a BISP beneficiary and produces her details. Then after successful bio-metric verification
(fingerprints matched), the system prints a token and the staff refers her to the bank counter.
If a beneficiary’s CNIC has some problem, NADRA desk refers her to the nearest NADRA
office for data correction of her CNIC information and to obtain a new CNIC. A printed token
is provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
b. Bank Counters
There is one bank counter with a computer. A CDO (Card Distribution Officer) has been
hired for the handling, processing and issuance of BDCs to beneficiaries. He was deputed on
an initial contract of three month which has been extended as the BDC assignment is still in
process.
The bank staff obtains from the beneficiary her CNIC and token issued by NADRA staff.
They enter the token serial number in their online record which serves as a key for data
sharing between NADRA and bank. Bank staff obtains and enters information about the
beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s name,
cell phone number) in their record. Then her thumb impression (or signature) is taken, the
number of BDC is linked to the beneficiary’s name, and BDC envelope is given to her. Bank
staff instruct the beneficiary to visit the nearest Bank Alfalah branch for withdrawing their
cash grant.
c. Ufone Counters
We were informed that earlier the BDC centre had a counter for Ufone also. Now the bank
staff instructs the beneficiaries to go to the nearest Ufone franchise and get her SIM registered
from there.

4. Lessons Learned
The card distribution process started at 9 a.m. Each day only about 6-7 beneficiaries visit for
collecting their BDCs and most of them revisit after removing discrepancies in their CNIC data.
Only 5 beneficiaries visited the office for BDCs during the observation time from 9 a.m. to 12
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p.m. The beneficiaries receive their BDCs through the same step by step procedure detailed
above.
Behaviour of the staff at the two counters was satisfactory.
NADRA staff complains about the delay in update of NADRA HQ record with database provided
to them at this BDC Centre. The staff said that for some discrepant cases although the beneficiary
gets her new CNIC after required modifications but such information/modification did not appear
in their records and this is the major problem they have to face. For such case they advise the
beneficiary to wait or come back after a week.
The bank staff explained what is in the BDC envelope, however, being illiterate most
beneficiaries were not clear about the use. They also instruct them to visit the nearest Bank
Alfalah Branch, and, to hand over the envelope to the manager who will explain how to use the
BDC Card.
BISP staff feels that the beneficiaries will be dependent on their male family members or even
outsiders for cash withdrawal through BDCs.

5. Recommendations





As currently only few beneficiaries visit this BDC Centre, therefore, reminders may be sent to
the beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the envelope and guide her about using the BDC card as well as the importance of
PIN code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
As the BDC Centres act as complaint registration and redressal units also, therefore, these
centres should continue working till the time regular tehsil offices start operating in
Balochistan,

Beneficiary Exit Interview 1
Noor Jahan wife of Wilayat Ali was revisiting the BDC centre to collect her BDC. She is 38 years old
and lives in Usman Goth of Hub which is about 5/6 km from the BDC Centre. She came with a
neighbouring woman by rickshaw and reached the BDC Centre in about 45 minutes and would spend
Rs.200 for the return trip.
This was her second visit to the BDC Centre. In her first visit she couldn’t get her BDC due to
extreme rush at the Centre.
When she reached the office at 10:30 a.m., she waited in the veranda with other women. On her turn,
she was guided towards the first desk where the BISP official checked her CNIC and Survey slip and
referred her to the NADRA counter. At the NADRA counter, the staff, after checking her CNIC and
verifying it gave her a token and sent her to the Bank counter to collect her BDC card.
The bank official took her token and entered the token number in his computer. When he received her
data from NADRA, he asked her for some personal information, got her thumb impression on the
token and gave her the BDC Envelope. After issuing her BDC, the bank staff guided her about the
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procedures followed for disbursement of cash grant and asked her to visit the Bank Alfalah branch
after two days from where she could withdraw her cash grant from an ATM.
On this visit she was satisfied because she got her BDC and this time there wasn’t an unruly crowd.
She was also satisfied with the behaviour of the staff.
Beneficiary Exit Interview 2
Sonia Bibi wife of Mohammad Ibrahim was revisiting the BDC centre for the second time to collect
her BDC. She is 24 year old and lives in Goth Mahmoud Baloch of Winder which is about 30 km
from the BDC Centre. She came by wagon and reached here in about an hour after spending Rs.100
for the round trip.
When she came to the BDC Centre on her previous visit, she was informed that there is a mismatch of
her thumb impression and she was asked to go to the NADRA office and get a new CNIC. She was
given a printed token to facilitate her in getting a new CNIC. She went to NADRA office on the same
day for updating her information. She was asked to come back after fifteen days and she got her new
CNIC on her next visit to NADRA Centre.
On the day of TPE Team’s visit, she came to the BDC Centre with her new CNIC to collect her BDC.
When she reached the office at 9:30 a.m., she sat in the same room, and on her turn, she was guided
towards the first desk where the BISP official checked her CNIC and Survey slip and referred her to
the NADRA counter. At the NADRA counter, the staff, after checking her CNIC and verifying it gave
her a token and sent her to the Bank counter to collect her BDC card.
The bank official took her token and entered the token number in his computer. When he received her
data from NADRA, he asked her for some personal information, got her thumb impression on the
token and gave her the BDC Envelope. After issuing her BDC, the bank staff guided her about the
procedures followed for disbursement of cash grant and asked her to visit the Bank Alfalah branch
after two days from where she could withdraw her cash grant from an ATM.
On this visit she was satisfied because she got her BDC. She was also satisfied with the behaviour of
the staff.
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P-Q2-BDC-Centre-Balochistan-08
Observation Report of BDC Distribution Centre, Lehri
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Lehri is functional in one old dilapidated room of the Tehsil Nazim’s
Office in Lehri City. NADRA and Tameer Bank are the official partner organizations involved
with the BDC distribution at this centre.
The BDC distribution process started in the first week of June 2012. The total number of
beneficiaries of Lehri tehsil was 1,887 and till the date of the TPE team’s visit about 1,396 BDCs
had been issued, with about 500 beneficiaries still have to collect their BDCs. Initially the target
set by BISP was to service 20 to 30 beneficiaries per NADRA counter each day. Now there is no
set target and the BDC distribution centre can and does cater to all the beneficiaries who visit to
collect their cards each day.
Currently, the average number of beneficiaries visiting the BISP office to collect BDCs is around
5 however, during peak time, even 80 BDCs have been issued in a single day. This Centre is also
dealing with beneficiaries of Haji Shehr (about 45 km away) and Bakhtiarabad/ Domki (about 70
km away from this Centre).
Most of the beneficiaries came to know of the change in mode of payment from local influential
people or political workers. Different modes of communication were used to inform beneficiaries
such as public announcements and information dissemination through local notables and social
workers. For avoiding unmanageable crowds during BDC distribution, beneficiaries of different
union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy as it is located in the main bazar and people know about the
location of Nazim’s office. There were no BDC banners and standees at the BDC Centre.
The room has ample space to accommodate the visitors who come every day for collecting their
cards. Earlier the outside lawn was used as a waiting area for the beneficiaries and during summer
there was no shade or fans in the waiting area. There is no water-cooler/dispenser or washroom
for the beneficiaries.
To handle security there was one security guard hired by NADRA. To facilitate the beneficiaries,
an Assistant has also been hired by BISP for a period of three months. On the day of our visit we
interviewed the Field Supervisor of BISP who was visiting this BDC Centre but is responsible for
the huge area of Sibi, Dhadar, Ziarat and Lehri.
BISP staff did not receive any formal orientation/ training regarding distribution of BDCs but
Learned about it from their interaction with bank representatives and through observation of the
distribution process.
No mechanism was communicated to BISP staff for handling of BDC related complaints and the
Complaints Management System (CMS) system itself does not cater to payment related
complaints and so currently BISP staff is completely isolated from the process of resolution of
BDC related complaints; no records of complaints are maintained by them and all such
complaints are simply redirected to the bank counter.
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3. Arrangement and Process at Different Counters
a. NADRA Counters
There is one NADRA counter with one computer. NADRA has a backup power generator
which also provides backup to the bank computer. No UPS was available and the computer
systems shut down during power changeovers. During our observation period, electricity load
shedding lasted for two hours.
At the NADRA counter, there is one data entry operator to handle CNIC verification for BDC
distribution. NADRA staff has an initial contract of three month which has been extended as
the BDC assignment is still in process.
NADRA staff enters CNIC number which checks and confirm from their database that she is
a BISP beneficiary and produces her details. Then after successful bio-metric verification
(fingerprints matched), the system prints a token and the staff refers her to the bank counter.
If a beneficiary’s CNIC has some problem, NADRA desk refers her to the nearest NADRA
office for data correction of her CNIC information and to obtain a new CNIC. A printed token
is provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
b. Bank Counters
There is one bank counter with one computer and a CDO (Card Distribution Officer) has been
hired for the handling, processing and issuance of BDCs to beneficiaries. All staff is deputed
on an initial contract of three months which has been extended as the BDC assignment is still
not complete.
The bank staff obtains from the beneficiary her CNIC and token issued by NADRA staff.
They enter the token serial number in their online record which serves as a key for data
sharing between NADRA and bank. Bank staff obtains and enters information about the
beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s name,
cell phone number) in their record. Then her thumb impression (or signature) is taken, the
number of BDC is linked to the beneficiary’s name, and BDC envelope is given to her. Bank
staff instruct the beneficiary to visit the nearest branch of Tameer Bank or Telenor Franchise
for withdrawing their cash grant.

4. Lessons Learned
The BDC Office opened at 9 a.m. but no beneficiary was present at that time as it was raining and
many roads were blocked. Even otherwise, the rush of beneficiaries has decreased and each day
only about 2-4 visit to collect their BDCs. Only 2 beneficiaries visited the office during the TPE’s
observation time between 9 a.m. to 12 p.m.
The behaviour of the staff was satisfactory.
During discussion, we were informed by NADRA staff that they wanted to speed up the linkage
of NADRA HQ record with the database provided to them at this BDC Centre. The staff said that
for some discrepant cases although the beneficiary gets her new CNIC after required
modifications but such information/modification did not appear in their records and this is the
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major problem they have to face. For such case they advise the beneficiary to wait or come back
after a week.
Currently BISP staff does not have any role in addressing the BDC complaints. They do not even
record these in a register but simply direct the beneficiary to the bank counter for redressal of
their BDC complaint. The bank counter too simply record the complaint and forward it to the
Bank Head Quarter.

5. Recommendations






As most of the BDC distribution work has been completed, reminders may be sent to the
beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the envelope and guide her about using the BDC card as well as the importance of
PIN code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
As the BDC Centres act as complaint registration and redressal units also, therefore, these
centres should continue working till the time regular tehsil offices start operating in
Balochistan,
BISP may improve its CMS so that it can handle BDC (as well as other payment complaints)
and link it to the partner banks.

Beneficiary Exit Interview 1
Shah Bibi wife of Abdul Aziz was revisiting the BDC centre a second time to collect her BDC. She is
50 year old and has three children. She lives in Killi Kamalzai, Bakhtiyar Abad Domki in tehsil Lehri
which is about 35 km from this BDC Centre. She travelled with her son by wagon and spent Rs.160
for the round trip and the journey takes more than an hour.
She was receiving her cash transfers through Pakistan Post but then the money orders stopped
coming. She thought that probably she has become ineligible for cash grant. Later she was told by
some neighbour that now she will start getting her cash transfers through bank and for that she has to
collect her BDC from the BDC Centre at Lehri.
About a week earlier, she had to spend time and money on her first visit to the BDC Centre but had to
return unsuccessful because that day the NADRA representative was not present.
On the day of TPE Team’s visit, she reached the office at 11:00 a.m. She waited for 20 minutes and
was then sent inside the room for collecting her BDC. She was guided to the NADRA counter. At the
NADRA counter, the staff checked her CNIC and after biometric verification gave her a printed token
and sent her to the bank counter to collect her BDC. The bank official took her token and entered the
token number in his computer. When he received her data from NADRA, he asked her for some
personal information, got her thumb impression on the token and gave her the BDC Envelope. After
issuing her BDC, the bank staff guided her about the procedures followed for disbursement of cash
grant and asked her to visit the Telenor Franchise after two days from where she could withdraw her
cash grant or she could withdraw her cash grant from any ATM.
On this visit she was satisfied because she got her BDC and this time the bank and NADRA staff were
present at the BDC Centre. She was satisfied with the behaviour of the staff.
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Beneficiary Exit Interview 2
Taj Bibi wife of Mohammad Nawaz is 32 year old and has three children. She lives in Killi Tarheem
village of tehsil Lehri which is about 55 km from this BDC Centre. She travelled with her husband by
bus and spent Rs.300 per round trip and the journey took more than two hour.
She was receiving her cash transfers through Pakistan Post but then the money orders stopped
coming. She was told by the post office staff that now she will get her cash transfers through bank and
she should collect her BDC from the BDC Centre at Lehri.
This was her first visit. When she reached the office at 10:00 a.m., she was sent inside the room for
collecting her BDC. She was guided to the NADRA counter, At NADRA counter, the staff, after
checking her CNIC and biometric verification gave her a printed token and sent her to the Bank
counter to collect her BDC card. The bank official took her token and entered the token number in his
computer. When he received her data from NADRA, he asked her for some personal information, got
her thumb impression on the token and gave her the BDC Envelope. After issuing her BDC, the bank
staff guided her about the procedures followed for disbursement of cash grant and asked her to visit
the Telenor Franchise after two days from where she could withdraw her cash grant or she could
withdraw her cash grant from any ATM.
She was satisfied with the behaviour of the staff and thought that her husband has understood and
would be able to withdraw her money from some ATM or would accompany her to a franchise.
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P-Q2-BDC-Centre-Balochistan-09
Observation Report of BDC Distribution Centre, Quetta
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Quetta is working within the BISP Divisional Office building situated
on Faiz Muhammad Road, within city centre Quetta. NADRA, Bank Alfalah and Ufone are the
partner organizations involved in BDC distribution process at this centre. BISP Divisional office
has provided a large room on the first floor for NADRA, Bank Alfalah and Ufone counters for the
issuance of BDCs. Half of the huge hall on the ground floor is being used as a waiting room for
beneficiaries.
As per plan, the BDC distribution process was started during the first week of February 2012.
Initially there were two BDC Centres established in Quetta city to issue BDCs to beneficiaries. In
May 2012, BISP officials decided to close the second BDC centre which was established outside
the city centre and to continue with this BDC Centre because now one centre is sufficient for
managing the beneficiaries coming here.
We were told that there were 9,734 beneficiaries covered by the BISP Divisional Office Quetta in
City and Saddar areas and up till now about 4,290 BDCs have been issued and more than 5,000
beneficiaries still have to collect their BDCs. Earlier the target was set at 150 BDCs per NADRA
counter per day.
Now there is no set target and the distribution centre cater to all beneficiaries who visit to collect
their cards between 9 am to 5 pm. Currently, the average number of beneficiaries visiting BISP
office to collect BDC has dropped to around 30-40, however, during peak time, even 300 BDCs
could be issued in a single day. Due to Ramadan, the number of beneficiaries visiting BISP office
to collect BDCs has reduced to around 10.
Beneficiaries were informed about the change in payment mode through letters sent by post but
most of the beneficiaries claimed that they did not receive any such letter. However, BISP
Divisional Office staff also used other communication modes to inform beneficiaries of the shift.
These included public announcements in local mosques, information dissemination through local
notables and social workers, and, conveying the message to individual beneficiaries through
postmen. BISP beneficiaries have also been informed about BDCs by BISP officials and trainers
at the Vocational Training Centre Quetta during training sessions. Also BISP field staff conveyed
the same message to all those they interact with during field visits.

2. Logistics and Facilities at BDC Centre:
The access to BDC Centre is very easy as it is conspicuously located. There were two BDC
banners but no standees at the BDC Centre.
BISP Divisional Office Quetta building has enough space to accommodate more than 100 visitors
at a time. A small open space on the first floor outside the BDC room was also being used as a
waiting area for the beneficiaries. A water cooler is available for the beneficiaries but there is no
separate washroom for them. BISP staff, male visitors and beneficiaries have to use a shared
washroom.

GHK Consulting Ltd.
J40252715

249

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 2 – BDC Centres
P-Q2-BDC-Centre-Balochistan-09

During these days, the BISP Divisional Office is not facing issues with handling large numbers of
visitors, because on an average, 60 to 80 visitors (including beneficiaries coming for matters other
than issuing of BDCs) are coming to the BISP Divisional Office. NADRA has arranged one
security guard from a private security agency to handle any potential security situation and to
control the crowd.
BISP Divisional office staff did not receive any formal orientation or training regarding the
distribution of BDCs and coordination with Partner Organizations. BISP staff Learned about this
from their interaction with bank representatives and through observation of the distribution
process.
No mechanism was communicated to BISP staff for handling of BDC related complaints. BISP
CMS do not cater for payment related complaints and so currently BISP staff is completely
isolated from BDC related complaints; no record of complaints is maintained by them and such
complaints are simply referred to the bank counter. Surprisingly it was observed that a BISP peon
was recording CNIC and telephone numbers of beneficiaries on a loose sheet for information.

3. Arrangement and Process at Different Counters
a. BISP Counter
As currently not many beneficiaries are coming for BDC cards, therefore, there is no need for
making a queue. The beneficiary upon her arrival at BDC Centre is entertained by the BISP
Complaint Assistant (female) who verifies beneficiaries’ documents (CNIC, letter for BDC
etc.) and refers them to the NADRA desk for further processing.
b. NADRA Counters
There are two NADRA counters with a computer each installed in a room for NADRA and
other PO staff. NADRA has a backup power generator for alternative electric power which
also provides backup to the bank’s computers. No UPS was available and the computer
systems abruptly shut down during power changeovers. During the time of the observation,
there was electricity load shedding of two hours.
NADRA staff enters CNIC number which checks and confirm from their database that she is
a BISP beneficiary and produces her details. Then after successful bio-metric verification
(fingerprints matched), the system prints a token and the staff refers her to the bank counter.
If a beneficiary’s CNIC has some problem, NADRA staff refers her to the NADRA office
located nearby for correction of her information and to obtain a new CNIC. A printed token is
provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
c. Bank Counters
There is only one counter installed by bank staff in the same room where NADRA staff is
working. One CDO (Card Distribution Officer) is handling, processing and issuing BDCs to
beneficiaries. The bank staff obtains from the beneficiary her CNIC and token issued by
NADRA staff. They enter the token serial number in their online record which serves as a key
for data sharing between NADRA and bank. Bank staff obtains and enters information about
the beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s
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name, cell phone number) in their record. Then her thumb impression (or signature) is taken,
the number of BDC is linked to the beneficiary’s name, and BDC envelope is given to her.
Bank staff instructs the beneficiary to visit the nearest Bank Alfalah branch for withdrawing
their cash grant.
d. Mobile Phone Counter
Though this is not a standard procedure, but beneficiaries of Bank Alfalah are also being
provided with a Ufone SIM. The basic purpose of providing a Ufone SIM is to inform the
beneficiary about the release of disbursement through a text message (SMS).
There is one Ufone counter with a Ufone representative who is working closely with the bank
staff. After the issuance of each BDC, bank staff refers the beneficiary to the Ufone desk for
SIM registration and activation. SIM activation takes around five minutes and it was reported
to be a major bottleneck during the earlier months when the daily number of beneficiaries was
very high.

4. Lessons Learned
The card distribution process started at 9 a.m. Due to it being a Saturday in the month of
Ramadan, only 6 beneficiaries visited the office for BDCs during the observation time from 9
a.m. to 1:30 p.m.
Behaviour of the staff at the three counters was satisfactory and the beneficiaries were satisfied.
There were 2 data entry operators at NADRA counter but they had 3 computers. There is only one
bank DEO. Processing at NADRA counter takes 2/3 minutes while bank counter takes about five
minutes so the two counters are not balanced.
The bank staff do not explain what is in the envelope or how to use the card but only instruct them
to visit the nearest Bank Alfalah Branch and give this envelop to the manager.
BISP staff was not recording BDC complaints. In case, any complainant visits BDC centre, they
referred to the bank representative in order to have their complaints addressed.
In case of pin lost complaints, the bank representative ensures to register the complaints at their
head office via mobile telephone. The complaints are usually resolved within 30 minutes of
registration.
In case of BDC lost the complainants have to contact bank representative. Bank representative
then guide the complainant about how she should register her complaint or the bank staff register
her complaint at the bank’s head office via mobile phone. After registration of the complaint, the
Bank’s Head Office sends a duplicate BDC to the local bank branch and then the local bank
branch sends the duplicate BDC to the Bank representative sitting in the BDC centre. This process
takes around 15/20 days. The bank representative inform BISP staff to contact such beneficiaries
and inform them that their replacement BDC is ready and can be collected from the BDC centre
from where she had her first BDC issued. Beneficiaries then visit the BDC centre and collect their
duplicate BDCs from the bank representative after verification of their CNICs and online bank
records. Bank representative also get signatures and then hand over the new BDC.
BISP staff entertains the beneficiary even if the beneficiary does not have BISP letter for change
in payment mode.
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Divisional Director BISP Quetta and Assistant Complaint Officer mentioned that BISP gave the
PSC survey task to PCO which conducted a HH survey using local teachers. The teachers filled
forms only at central places (Sardar baithak). Now a number of mistakes are being corrected and
about 20% of these beneficiaries have dropped-off and they are not contacting BDC Centres for
issuance of their BDCs.
Another major issue is non-deserving beneficiaries (from rich families) who are not willing to
send their women to BDC centres because of cultural concerns. Some have tried to get their
BDCs issued by sending their male family members and they mentioned that their women are sick
etc. but when they learned that without a physical visit by the beneficiaries BISP will not issue
their BDCs they stopped visiting the centre. Some are feeling ashamed to come in their large
vehicles because they will be exposed. BISP staff estimates that probably about 30% beneficiaries
will not come to collect their BDCs because they are well off and should not have been eligible if
PSC Survey was carefully done.
Difficulties in verification of beneficiary’s thumb impression because it is not matching with
NADRA records due to different reasons, i.e. previously NADRA issued CNIC’s with thumb
impressions of male \family member’s or get thumb impressions from other female members etc.
to meet their targets. Now CNICs are either outdated or not verified against NARDA records. In
both the cases BISP is referring beneficiaries to NADRA offices so that beneficiaries can get
CNICs with their own thumb impressions / pictures. Beneficiaries are facing problems because
NADRA is taking a minimum of 20 days to issue updated CNICs. In some cases females are
visiting NADRA office for the last two or three months to get their CNICs but have not yet
received them. In Baluchistan, the situation is very trying as it is very difficult for females to visit
NADRA offices repeatedly from remote areas after spending on travelling expenses. Resultantly
these delays are affecting overall progress of issuing BDCs and discouraging beneficiaries.
The room allotted to NADRA, Bank Alfalah and Ufone Representatives is on the first floor at the
BISP Divisional Office Quetta which comes under direct sunlight and is very hot as it is without
air conditioning. It is difficult to sit and work especially in summer and during the month of
Ramadan. It is also difficult for senior citizens to go up to the first floor.
There is no separate wash room for females. The existing washroom is shared by both males and
females.
It was observed that some male visitors were asking the staff to prepare BDCs for their family
members (beneficiaries). This shows that there is still need for creating awareness that only
beneficiaries are eligible to get their BDC and they have to visit the BDC centres with their CNIC.
It was observed that no acknowledgment is given to the complainant by BISP or Bank official, if
she informed about her complaint of BDC lost. Complaints are noted by the BISP Naib Qasid on
a single sheet of paper. He only notes down the name, CNIC number and mobile phone number
but some time he just records the name or CNIC.

5. Recommendations
BISP


Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
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BISP staff needs training for dealing with BDC related cases including their recording,
handling and processing.
Reminders may be sent to the beneficiaries who have not collected their BDCs till now, so
that the present staff could be appropriately utilized.
BISP should consider separate wash room facility for BISP beneficiaries
BISP should update the Case Management System with new capability of dealing with BDC
related complaints. Presently no complaints are being registered and monitored

Bank Alfalah


Bank staff needs to inform the beneficiary about the contents of the BDC envelope and guide
about using the BDC card as well as the importance of PIN code. Standees at the BDC Centre
are helpful to address the issue.

Ufone


Partner organisation for mobile phone services (Ufone) needs to properly train and equip their
front end service providers so that they can inform the beneficiaries about the benefits of
using mobile phone services for viewing cash transfer alerts.

Beneficiary Exit Interview 1
Zolekha wife of Jafar Khan was revisiting BDC centre for the second time to collect her BDC. She is
a 45 year old lady who lives in Killi Shanawaz, Sariab Mill, Kechibaig, Quetta city, which is about 12
km from the BDC Centre. She came by bus and spent Rs.50 per round trip and about 1½ hour to reach
here.
She did not receive her money orders for some time and found from the postman that she would start
receiving money through bank and for that she should collect her BDC from the BDC Centre at
Quetta. On her first visit to the BDC Centre, she was informed by NADRA that she has a CNIC
discrepancy (photograph required). She was given a printed token which entitled her to a free new
CNIC and priority service. She went to NADRA Office and after about 15 days got a new CNIC.
On the day of TPE Team’s visit, it was her fourth visit to the city in connection with her BDC (twice
to BDC Centre and twice to NADRA). When she reached the office at 9:50 a.m., she waited for some
time in the veranda outside the hall on the first floor. On her turn, she was guided towards the first
desk where the BISP official (a lady) checked the documents she had brought with her and referred
her to NADRA counter. NADRA staff after checking her CNIC, entered the CNIC number in the
system, and after biometric verification gave her a printed token and sent her to the bank counter to
collect her BDC. The bank official took the token and entered the token number in his computer.
When he received her data from NADRA, he asked her for some personal information, got her thumb
impression on the token and gave her the BDC envelope. After giving her BDC envelope, bank staff
guided her about how to use her BDC for withdrawing cash grant and asked her to go to a Bank
Alfalah branch or Ufone franchise after 2 days, from where she could collect her cash grant. She then
went to the last counter from where she got a Ufone SIM which was activated by the Ufone staff.
She was satisfied with the process and treatment by the staff. However she faced a problem in
understanding what the staff told her. She can speak and understand only Balochi while the staff could
speak only Urdu or Pushto.
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Beneficiary Exit Interview 2
Jamila Khatoon wife of Mohammad Sadiq has five children. She is 55 years old and lives in Sariab
Mill area of Quetta, which is about 7 km from the BDC Centre. She came by rickshaw with her son
and spent Rs.200 for the round trip and about 40 minutes to reach here.
She got her BDC in end March 2012 and her son withdrew her cash grant on 5 th April 2012 from an
ATM of Bank Alfalah. After that she misplaced her BDC. She came to the BDC Centre and
complained about the lost card and requested for a replacement.
She has been visiting the BDC Centre repeatedly to get a new BDC, but till 21st July 2012 she has not
received her new BDC. When she asks for a new card, the bank staff advise her to come back after 15
days.
As she has not received her card for the last two months and she is not satisfied with the process of
receiving a replacement of her BDC.
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P-Q2-BDC-Centre-Balochistan-10
Observation Report of BDC Distribution Centre, Nokundi
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Nokundi is located in a room which was earlier the ex-Nazim’s office in
Nokundi City. NADRA and Bank Alfalah are the official partner organization involved with the
BDC distribution process at this centre.
The BDC distribution process started from the first week of October 2012. The total number of
beneficiaries of tehsil Nokundi was 1,100 and till the date of the TPE team’s visit about 285
BDCs had been issued while a majority of about 815 beneficiaries still have to collect their BDCs.
Currently, only a few beneficiaries visit the BDC Centre to collect their BDCs, however, earlier
even 80 BDCs have been issued in a single day.
Most of the beneficiaries came to know of the change in mode of payment from local influential
people or political workers. Different modes of communication were used to inform beneficiaries
such as public announcements and information dissemination through local notables and social
workers. For avoiding unmanageable crowds during BDC distribution, beneficiaries of different
union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy because it is located behind the main bazar Nokundi in a
room of ex-nazim’s office and most people know about the office. There were no BDC banners
and standees at the BDC Centre.
This is an old room in poor physical condition and appeared not to have been cleaned for a long
time (though the operations started only about 15/20 days ago). The room can accommodate only
four/ five visitors. Drinking water or washroom facility was not available for the beneficiaries.
No one was present at the usual office opening time and after trying many numbers, we were able
to contact the bank representative who came and opened the office. There was no guard, BISP
staff or NADRA staff and we were told that the staff is not coming since a week. We were
informed by the bank representative that most of the BDC distributed by the Centre were
“dummy” cards i.e. money wasn’t transferred and they could not be used to withdraw cash. As
there is no ATM at Nokundi, therefore, a PoS / Swipe machine has been kept at the centre. The
beneficiaries, coming from villages located 60/70 km away, would first complain and after
repeated visits insult the staff because they couldn’t withdraw their cash grant. As a result the
BDCs were taken back to Quetta for replacement and the BDC Centre has remained closed for the
previous eight/ ten days.

3. Arrangement and Process at Different Counters
a. NADRA Counters
There is one NADRA counter with one computer. There is no backup power generator for
alternative electric power. No UPS was available. During the observation period, there was
electricity load shedding for one hour.
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At the NADRA counter, there is one data entry operator to handle CNIC verification for BDC
distribution.
As no beneficiary turned up (because they probably know that the BDC Centre has remained
closed for a week) so no case was processed at this counter.
b. Bank Counters
There is one counter for bank staff and one CDO (Card Distribution Officer) has been hired
for the handling, processing and issuance of BDCs to beneficiaries.
As no beneficiary turned up (because they probably know that the BDC Centre has remained
closed for a week) so no case was processed at this counter.

4. Lessons Learned
The BDC office Nokundi did not open in time. The bank representative was contacted and he
came and opened the centre around 10:00. The BDC Centre has not opened for the last eight/ ten
days.
No beneficiaries visited the office for BDCs during the observation time from 9 a.m. to 12 pm due
to absence of BISP, NADRA and bank staff since the last week.
The bank representative complained that most of the BDC distributed by the Centre were
“dummy” cards i.e. money wasn’t transferred and they could not be used to withdraw cash.
As there is no ATM at Nokundi, therefore, a PoS / Swipe machine has been kept at the centre.
The beneficiaries, coming from villages located 60/70 km away, would first complain and after
repeated visits insult the staff because they couldn’t withdraw their cash grant.

5. Recommendations





Presence of NADRA and Bank may be ensured at the BDC Centre. This is crucial because
there is no ATM in Nokundi and the only PoS of the city is present in this BDC Centre.
The distribution of “dummy” cards should be investigated to ensure that beneficiaries receive
proper BDCs and do not have to visit the Centre repeatedly from their villages located far
away.
Availability of an electric generator must be ensured.
Water cooler and washroom facilities must be ensured.

Beneficiary Exit Interviews
No beneficiary came to the BDC centre on the day of TPE Team’s visit, probably because the
NADRA and bank representatives do not attend the office regularly.
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P-Q2-BDC-Centre-Balochistan-11
Observation Report of BDC Distribution Centre, Pishin
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Pishin is functional at the NADRA Office on Band Road, Pishin.
NADRA and UBL are the partner organizations involved in BDC distribution process at this
centre.
The BDC distribution process was planned to start during the first of week of September 2012 but
due to some delays in the hiring and training of POs staff, the process could not start until 18 th
September 2012.
The total number of beneficiaries of Pishin was 10,923 and till the date of TPE team’s visit about
1,510 BDCs had been issued while still about 9,413 beneficiaries have to collect their BDCs. As
this is the main office of the district, the beneficiaries of other tehsils of Pishin district collect their
BDCs from this office. Earlier the target was set at 100 BDCs per NADRA counter per day. We
were informed that currently the average number of beneficiaries visiting the BISP office to
collect BDCs has reduced to about 10, however, during peak time even 110 BDCs have been
issued in a single day.
Most of the beneficiaries came to know of the change in mode of payment from local influential
people or political workers. Different modes of communication were used to inform beneficiaries
such as public announcements and information dissemination through local notables and social
workers. For avoiding unmanageable crowds during BDC distribution, beneficiaries of different
union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy because it is located in the main NADRA Office which is
known by most people. BDC banners and standees have been displayed at this BDC Centre.
The hall can accommodate around 15 to 20 visitors and the office Veranda was used as a waiting
area for the beneficiaries. Drinking water was available but there was no washroom for the
beneficiaries.
There is a security guard hired from a private security agency to control the crowd. To facilitate
the beneficiaries, an Assistant has also been hired by BISP for a period of three months to
facilitate the process of distribution.
BISP staff did not receive any formal orientation or training regarding the distribution of BDCs
and coordination with Partner Organizations. BISP staff Learned about this from their interaction
with bank representatives and through observation of the distribution process.
No mechanism was communicated to BISP staff for handling of BDC related complaints. BISP
CMS do not cater for payment related complaints and so currently BISP staff is completely
isolated from BDC related complaints; no record of complaints is maintained by them and such
complaints are simply referred to the bank counter.
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3. Arrangement and Process at Different Counters
a. BISP Counter
Currently not many beneficiaries are coming in for BDC cards and there is therefore, no need
for a queue. The beneficiary is, upon her arrival at the BDC Centre, greeted by the BISP
Assistant, who verifies their documents (CNIC, token number etc.) and refer the beneficiaries
to the NADRA desk for further processing.
b. NADRA Counters
There are two NADRA counters with two computers. NADRA has a backup power generator
for alternative electric power which also provides backup to bank computer. No UPS was
available. During observation time by TPE Team, there was no electricity load shedding.
At the NADRA counters, there are 2 data entry operators who handle CNIC verification for
BDC distribution. NADRA staff enters CNIC number which checks and confirm from their
database that she is a BISP beneficiary and produces her details. Then after successful biometric verification (fingerprints matched), the system prints a token and the staff refers her to
the bank counter.
If a beneficiary’s CNIC has some problem, NADRA staff refers her to the NADRA office
located nearby for correction of her information and to obtain a new CNIC. A printed token is
provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
c. Bank Counters
There are two bank counters with three CDO (Card Distribution Officer) hired for handling,
processing and issuance of BDCs to beneficiaries. The staff is deputed on an initial contract
of three month from September to December 2012.
The bank staff obtains from the beneficiary her CNIC and token issued by NADRA counter.
They enter the token serial number in their online record which serves as a key for data
sharing between NADRA and bank. Bank staff obtains and enters information about the
beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s name,
cell phone number) in their record. Then her thumb impression (or signature) is taken, the
number of BDC is linked to the beneficiary’s name, and BDC envelope is given to her. Bank
staff instructs the beneficiary to get the Ufone SIM registered in her name from a Ufone
office, and to visit the nearest UBL Bank branch, Ufone franchise or Omni Dukan after two
days to know how to use the BDC and collect their cash grant.

4. Lessons Learned
The card distribution process started at 9 a.m. Though most beneficiaries still need to collect their
BDCs but only about 6-7 beneficiaries visit each day for collecting their BDCs. Only 4
beneficiaries visited the office for BDCs during the observation time from 9 a.m. to 12 p.m.
Behaviour of staff at the three counters was satisfactory.
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NADRA staff complains about the delay in update of NADRA HQ record with database provided
to them at this BDC Centre. The staff said that for some discrepant cases although the beneficiary
gets her new CNIC after required modifications but such information/modification did not appear
in their records and this is the major problem they have to face. For such case they advise the
beneficiary to wait or come back after a week.
The bank staff does not explain what is in the BDC envelope or how to use the BDC but only
instruct them to visit the nearest UBL Branch or Omni Shop and give this envelop to the staff.
We were informed that commission of Rs.200 per BDC withdrawal was being illegally deducted
by a Ufone franchise. The TPE Team observed this at the franchise and the agent told that the
beneficiaries are giving the money of their free will, however, the beneficiaries thought that this
was some sort of fee that the franchise was entitled to deduct.
BISP staff feels that the beneficiaries will be dependent on their male family members or even
outsiders for cash withdrawal through BDCs.

5. Recommendations





As only a few beneficiaries have collected their BDCs, therefore, reminders must be sent to
the beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the BDC envelope and guide her about using the BDC card as well as the
importance of PIN code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
BISP staff should test check whether the beneficiaries are receiving their entire cash grant
(without any deduction).

Beneficiary Exit Interview 1
Bibi Sakeena wife of Abdul Malik was visiting the BDC centre a second time to collect her BDC. She
is 25 year old and lives in Killi Mandan Kareez, Yaroo of Pishin, which is about 20 km from the BDC
Centre. She came with her mother-in-law by bus and spent Rs.100 (per person for round trip) and 45
minutes to reach the BDC Centre to collect her BDC.
This was her second visit – on her first visit the NADRA representative was not present and so her
BDC could not be processed. She reached the office at 9:00 a.m., and waited in the office veranda
with other women and after some time, she was asked to go to the first desk where BISP official
checked her CNIC and survey slip and referred her to NADRA counter. At NADRA counter, the staff,
checked her CNIC and after verifying it checked her thumb impression on the biometric machine.
After that he sent her with a printed token to the bank counter to collect her BDC card.
The bank official took the token and entered the token number in his computer. When he received her
data from NADRA, he asked her for some personal information, got her thumb impression on the
token and gave her the BDC envelope. After giving her BDC envelope, bank staff guided her about
how to use her BDC for withdrawing cash grant and asked her to go to M/s S.K. Mobile a Ufone
franchise after 2 days, from where she could collect her cash grant.
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Beneficiary Exit Interview 2
Bibi Sofia wife of Mohammad Yousaf was revisiting the BDC centre to collect her BDC. She is a 32
year old and lives in Mohalla Lodnian Karbala of Pishin, which is about 7 km from this BDC Centre.
She came with a family member by motorcycle rickshaw and spent Rs.140 (for round trip) and 30
minutes to reach the BDC Centre to collect her BDC.
This was her third visit – and on her first two visits the NADRA representative was not present and so
her BDC could not be processed. She reached the office at 10:00 a.m., and waited in the office
veranda with other women and after some time, she was asked to go to the first desk where BISP
official checked her CNIC and survey slip and referred her to NADRA counter. At NADRA counter,
the staff, checked her CNIC and after verifying it checked her thumb impression on the biometric
machine. After that he sent her with a printed token to the bank counter to collect her BDC card.
The bank official took the token and entered the token number in his computer. When he received her
data from NADRA, he asked her for some personal information, got her thumb impression on the
token and gave her the BDC envelope. After giving her BDC envelope, bank staff guided her about
how to use her BDC for withdrawing cash grant and asked her to go to M/s S.K. Mobile a Ufone
franchise after 2 days, from where she could collect her cash grant.
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P-Q2-BDC-Centre-Balochistan-12
Observation Report of BDC Distribution Centre, Turbat
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Turbat is functional at NADRA Office located in Makran Plaza, Main
road near Asghar Gate, Turbat. NADRA and Bank Alfalah are the partner organization involved
in BDC distribution process at this centre.
The BDC distribution process started from 22nd October 2012. We were informed that the total
number of beneficiaries of Turbat was 17,000 and till the date of TPE team’s visit only 465 BDCs
had been issued. We were informed that there are 8,096 beneficiaries in tehsil Turbat and 12,700
beneficiaries in Turbat/Kech district. Currently, the average number of beneficiaries visiting this
centre to collect BDCs daily is around 80 or 90.
BISP Divisional Office Turbat used other modes of communication to inform beneficiaries; such
as the use of volunteers identified in different areas of the district, as well as, public
announcements, local TV channel, radio and information dissemination via local notables and
social workers to maximize outreach to beneficiaries. For avoiding unmanageable crowds during
BDC distribution, beneficiaries of different union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy as it is located in NADRA Office about which most people
know. There were no BDC banners and standees at the BDC Centre.
Because of the large number of beneficiaries coming to the BDC Centre from different villages,
this Centre is now being used by the passenger vans as a destination/hub for dropping and picking
up the beneficiaries. The women would drop here, some would go to the BDC Centre while others
who had to go to the bazar would go, shop and then come back here and return to the village in
the same van.
Two shops of this plaza have been combined to make a hall for setting up the BDC Centre. This
can accommodate around 15 to 20 visitors and the veranda in front of the shops was also being
used as waiting area for the beneficiaries. The veranda has fans. Drinking water is available but
there is no washroom for the beneficiaries.
There are two guards to control the crowd, one from BISP and one from NADRA. To facilitate
the beneficiaries, an Assistant has also been hired by BISP for a period of three months to
facilitate the process of distribution.
BISP Divisional office staff did not receive any formal orientation or training regarding the
distribution of BDCs and coordination with Partner Organizations. BISP staff Learned about this
from their interaction with bank representatives and through observation of the distribution
process.
No mechanism was communicated to BISP staff for handling of BDC related complaints. BISP
CMS do not cater for payment related complaints and so currently BISP staff is completely
isolated from BDC related complaints; no record of complaints is maintained by them and such
complaints are simply referred to the bank counter.
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3. Arrangement and Process at Different Counters
a. BISP Counter
There is one BISP Counter with two staff members. Currently soon after EID vocations the
beneficiaries turnover was large and they were coming for collecting their BDCs. The
beneficiaries, upon arrival at the BDC Centre, were greeted by BISP Assistant, who
segregates them according to the reason for their visit. The BISP Assistant verifies their
documents (CNIC, token number etc.) and refers the beneficiaries to the NADRA desk for
further processing. Most beneficiaries had come for inquiring about BDCs.
b. NADRA Counters
There are three NADRA counters with three computers. There is no backup power generator
for alternative electric power because the electricity is being imported from Iran and therefore
during our observation time, there was no electricity load shedding.
At the NADRA counters, there are 2 data entry operators and one Site In-charge to handle
CNIC verification for BDC distribution. NADRA staff has an initial contract of three month
from October to December 2012.
NADRA staff enters CNIC number which checks and confirm from their database that she is
a BISP beneficiary and produces her details. Then after successful bio-metric verification
(fingerprints matched), the system prints a token and the staff refers her to the bank counter.
If a beneficiary’s CNIC has some problem, NADRA staff refers her to the NADRA office
located nearby for correction of her information and to obtain a new CNIC. A printed token is
provided that entitles her to get a free CNIC as well as priority service at NADRA office.
CNIC updates are required due to expired CNICs, CNICs without photographs, thumb
impressions not clear and/or biometric mismatch.
c. Bank Counters
There is one bank counter and a CDO (Card Distribution Officer) has been hired for handling,
processing and issuance of BDCs to beneficiaries.
The bank staff obtains from the beneficiary her CNIC and token issued by NADRA staff.
They enter the token serial number in their online record which serves as a key for data
sharing between NADRA and bank. Bank staff obtains and enters information about the
beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s name,
cell phone number) in their record. Then her thumb impression (or signature) is taken, the
number of BDC is linked to the beneficiary’s name, and BDC envelope is given to her. Bank
staff instructs the beneficiary to get the Ufone SIM registered in her name from a Ufone
office, and to visit the nearest Bank Alfalah branch, Ufone franchise or Omni Dukan after two
days to know how to use the card.

4. Lessons Learned
The card distribution process started at 9 a.m. and the beneficiaries had come even earlier. The
rush of the beneficiaries is increasing and each day about 70-80 visit for collecting their BDCs.
More than 100 beneficiaries visited the office for BDCs during the observation time from 9 a.m.
to 12 p.m. but most asked about their eligibility or how to obtain their BDC. All the visiting
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beneficiaries who came for BDCs, received their BDCs through the same step by step procedure
detailed above.
Behaviour of the staff at the three counters was satisfactory. There are two data entry operators
and one site in-charge at the NADRA counters but only one bank representative. As NADRA
verification took about 2/3 minutes and bank registration about 5/6 minutes, therefore, a delay
was observed at the bank desk because the number of staff at NADRA and bank counters was not
balanced.
NADRA staff complains about the delay in update of NADRA HQ record with database provided
to them at this BDC Centre. The staff said that for some discrepant cases although the beneficiary
gets her new CNIC after required modifications but such information/modification did not appear
in their records and this is the major problem they have to face. For such case they advise the
beneficiary to wait or come back after a week.
The bank staff explained what is in the BDC envelope, however, being illiterate most
beneficiaries were not clear about the use. They also instruct the beneficiaries to visit the nearest
ATM, franchise or Omni Dukan and give the envelope to the staff.
Currently BISP staff does not have any role in addressing the BDC complaints. They do not even
record these in a register but simply direct the beneficiary to the bank counter for redressal of
their BDC complaint.
BISP staff feels that the beneficiaries will be dependent on their male family members or even
outsiders for cash withdrawal through BDCs.

5. Recommendations





As NADRA’s verification takes around 2/3 minutes and Bank BDC issuance takes around 5/6
minutes, therefore for balanced output at this BDC Centre, the number of NADRA counter
may be reduced and the number of bank counters increased.
The staff strength at BDC Centre appears to be low for the present workload the number of
staff may be increased to reduce the long wait for beneficiaries.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the BDC envelope in detail and guide her about using the BDC card as well as the
importance of PIN code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.

Beneficiary Exit Interview 1
Zareena wife of Allah Bachaya was visiting the BDC centre for the first time to collect her BDC. She
is 36 years old and lives in Shekhan Bazar, Turbat, which is about 6 km from the BDC Centre. She
came to the BDC Centre with another beneficiary by Motorcycle rickshaw in about 30 minutes and
spent Rs.100 on round trip.
She reached the office at 9:30 a.m., and waited in the veranda with other women and after some time
on her turn, she went to the first desk where BISP official checked her CNIC and survey slip and
referred her to NADRA counter. At NADRA counter, the staff, checked her CNIC and after verifying
it checked her thumb impression on the biometric machine. After that he sent her with a printed token
to the bank counter to collect her BDC card.
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The bank official took the token and entered the token number in his computer. When he received her
data from NADRA, he asked her for some personal information, got her thumb impression on the
token and gave her the BDC envelope. They also referred her to an Ufone franchise from where she
could collect her Ufone SIM Card. After giving her BDC envelope, according to Zareena, the bank
staff did not guide her about how to use her BDC or the importance of her PIN Code. She was simply
asked to go to a Bank Alfalah branch after two days and give the envelope to the staff who will advise
her about how to withdraw her cash grant from an ATM.
Beneficiary Exit Interview 2
Gul Azra wife of Mayar was revisiting the BDC centre a second time to collect her BDC. She is 54
years old and lives in Shekhan Bazar, Turbat, which is about 6 km from the BDC Centre. She came to
the BDC Centre with her daughter by Motorcycle rickshaw in about 30 minutes and spent Rs.100 on
round trip.
This was her second visit – on her first visit the NADRA representative was not present and so her
BDC could not be processed. She reached the office at 9:00 a.m., and waited in the veranda with other
women and after some time on her turn, she went to the first desk where BISP official checked her
CNIC and survey slip and referred her to NADRA counter. At NADRA counter, the staff, checked her
CNIC and after verifying it checked her thumb impression on the biometric machine. After that he
sent her with a printed token to the bank counter to collect her BDC card.
The bank official took the token and entered the token number in his computer. When he received her
data from NADRA, he asked her for some personal information, got her thumb impression on the
token and gave her the BDC envelope. They also referred her to an Ufone franchise from where she
could collect her Ufone SIM Card. After giving her BDC envelope, according to Gul Azra, the bank
staff did not guide her about how to use her BDC or the importance of her PIN Code. She was simply
asked to go to a Bank Alfalah branch after two days and give the envelope to the staff who will advise
her about how to withdraw her cash grant from an ATM.
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P-Q2-BDC-Centre-Balochistan-13
Observation Report of BDC Distribution Centre, Gawadar
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Gawadar is functional at Gawadar Municipal Committee Office in
Zahoor Shah Hashmi Mohalla of Gawadar. NADRA and Summit Bank are the partner
organization involved in BDC distribution process at this centre.
The BDC distribution process started on 9th July 2012. The total number of BISP beneficiaries in
Gawadar was 3,633 and till the date of the TPE team’s visit about 3,150 BDCs had been issued
while still about 500 beneficiaries have to collect their BDCs. Though the standard target is 150
per NADRA counter per day but currently the average number of beneficiaries visiting to collect
BDCs has reduced to less than five.
Most of the beneficiaries came to know of the change in mode of payment from local influential
people or political workers. Different modes of communication were used to inform beneficiaries
such as public announcements and information dissemination through postmen, local notables and
social workers. For avoiding unmanageable crowds during BDC distribution, beneficiaries of
different union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy. It is working in a small room earlier occupied by the exTehsil Nazim of Gawadar. It is located in the municipal committee building which is in a lane
behind Jannat Bazar, one of the main markets of Gawadar. There were no BDC banners or
standees at the BDC Centre but municipal committee is one of the most prominent landmarks of
Gawadar city.
The small room can accommodate around 5/6 visitors and has only two counters, the third counter
for BISP could not be squeezed in. There is a gallery outside but without any fan or chairs where
beneficiaries could be seated. Drinking water is a problem in Gawadar city. BDC Centre staff
brings water for their own use but there is no water for beneficiaries. There is no washroom for
beneficiaries. There is one guard to control the crowd and to facilitate the beneficiaries an
Assistant has also been hired by BISP for a period of three months.
BISP staff did not receive any formal orientation or training regarding the distribution of BDCs
and coordination with Partner Organizations. BISP staff Learned about this from their interaction
with bank representatives and observation of the distribution process.
No mechanism was communicated to BISP staff for handling of BDC related complaints. BISP
CMS do not cater for payment related complaints and so currently BISP staff is completely
isolated from BDC related complaints. No record of complaints is maintained by them and such
complaints are simply referred to the bank counter.

3. Arrangement and Process at Different Counters
a. BISP Counter
As it is a very small room therefore there is no BISP Counter, however, BISP Assistant
present at the BDC Centre, greets the beneficiary upon her arrival at the BDC Centre, verifies
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their documents (CNIC, PSC survey slip) and refers the beneficiaries to NADRA desk for
further processing of the case.
b. NADRA Counters
There is one NADRA counter with one computer. NADRA has a backup power generator for
alternative electric power. No UPS was available, however, during the TPE Team’s
observation period, there was no load shedding, as electricity to Gawadar is being provided
by Iran.
At the NADRA counters, there is one data entry operator to handle CNIC verification for
BDC distribution. NADRA staff had an initial contract of three month which has been
extended as the BDC assignment is still in process.
NADRA staff enters CNIC number which checks and confirm from their database that she is
a BISP beneficiary and produces her details. Then after successful bio-metric verification
(fingerprints matched), the system prints a token and the staff refers her to the bank counter.
If a beneficiary’s CNIC has some problem, NADRA staff refers her to the NADRA office for
correction of her information and to obtain a new CNIC. A printed token is provided that
entitles her to get a free CNIC as well as priority service at NADRA office. CNIC updates are
required due to expired CNICs, CNICs without photographs, thumb impressions not clear
and/or biometric mismatch.
c. Bank Counters
The counter for bank staff is also working in the same room. There is one CDO (Card
Distribution Officer) for handling, processing and issuance of BDCs to beneficiaries. Staff is
deputed on an initial contract of three month which has been extended as the BDC assignment
is still in process.
The bank staff obtains from the beneficiary her CNIC and token issued by NADRA counter.
They enter the token serial number in their online record which serves as a key for data
sharing between NADRA and bank. Bank staff obtains and enters information about the
beneficiary (such as CNIC number and expiry date, date and place of birth, mother’s name,
cell phone number) in their record.
Then her thumb impression (or signature) is taken, the number of BDC is linked to the
beneficiary’s name, and BDC envelope is given to her. Bank staff instructs the beneficiary to
get the Ufone SIM registered in her name from a Ufone office, and, to visit the Summit Bank
branch after two days to learn how to use the BDC for withdrawal of their cash grant.

4. Lessons Learned
The card distribution process started late as the staff arrived late. We were informed that the rush
of the beneficiaries has decreased and each day only about 6-7 beneficiaries visit for collecting
their BDCs or filing complaints. Because of VIP movement there was high security and so only
one beneficiary visited the office for BDC during the observation time from 9 a.m. to 12 p.m.
Behaviour of the staff was satisfactory.

GHK Consulting Ltd.
J40252715

266

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 2 – BDC Centres
P-Q2-BDC-Centre-Balochistan-13

5. Recommendations







As most of the BDC distribution work has been completed, reminders may be sent to the
beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
In line with the standard procedure, bank staff should inform the beneficiary about the
contents of the envelope and guide her about using the BDC card as well as the importance of
PIN code.
Being the front end service providers, BISP staff must be properly trained so that they can
inform the beneficiaries about the benefits of alternative payment mechanism and remove
their apprehensions.
Provision of drinking water and washroom facilities must be ensured.
As the BDC Centres act as complaint registration and redressal units also, therefore, these
centres should continue working till the time regular tehsil offices start operating in
Balochistan,
BISP may improve its CMS so that it can handle BDC (as well as other payment complaints)
and link it to the partner banks.

Beneficiary Exit Interview 1
Saeeda widow of Lal Buksh was revisiting the BDC centre a second time to collect her BDC. She is a
36 year old woman who lives in Meer Lal Bukhsh ward, Gawadar city, which is about one km from
the BDC Centre.
She walked to the BDC Centre to collect her BDC. This was her second visit – on her first visit the
NADRA representative was not present and so her BDC could not be processed. She reached the
office at 9:00 a.m., and went to the first desk where BISP official checked her CNIC and survey slip
and referred her to NADRA counter. At NADRA counter, the staff, checked her CNIC and after
verifying it checked her thumb impression on the biometric machine. After that he sent her with a
printed token to the bank counter to collect her BDC card.
The bank official took the token and entered the token number in his computer. When he received her
data from NADRA, he asked her for some personal information, got her thumb impression on the
token and gave her the BDC envelope. According to Saeeda, after giving her BDC envelope, the bank
staff did not guide her about how to use her BDC for withdrawing cash grant and simply asked her to
go to the Summit Bank branch after 2 days, and give the envelope to the bank staff who would guide
us about how to withdraw her cash grant.
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P-Q2-BDC-Centre-Balochistan-14
Observation Report of BDC Distribution Centre, Jiwani
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Jiwani is functional at the Social Welfare Office which can be seen as
soon as one enters Jiwani city. NADRA and Summit Bank are the partner organization involved
in BDC distribution process at this centre.
The BDC distribution process started from 9th July 2012. We were told that the total number of
BISP beneficiaries of tehsil Jiwani was 1,159 and till the date of TPE team’s visit about 842
BDCs had been issued and still about 300 beneficiaries have to collect their BDCs. Currently,
very few beneficiaries visit this office to collect BDCs, however, during peak time over 100
BDCs have been issued in a single day.
Most of the beneficiaries came to know of the change in mode of payment from local influential
people or political workers. Different modes of communication were used to inform beneficiaries
such as public announcements and information dissemination through postmen, local notables and
social workers. For avoiding unmanageable crowds during BDC distribution, beneficiaries of
different union councils were asked to visit on specific dates.

2. Logistics and Facilities at BDC Centre:
The access to this BDC Centre is easy. On entering Jiwani city, Social Welfare Office building is
quite prominent and the BDC Centre is located in one room of this building. There were no BDC
banners or standees at the BDC Centre.
The small room has three counters inside and can accommodate 5/6 visitors. Drinking water or
washroom is not available for the beneficiaries.
We were told that there is one security guard provided by NADRA but he was not present on the
day of our visit. To facilitate the beneficiaries, an Assistant has also been hired by BISP to
facilitate the process of distribution.
BISP staff did not receive any formal orientation or training regarding the distribution of BDCs
and coordination with Partner Organizations. BISP staff Learned about this from their interaction
with bank representatives and through observation of the distribution process.
No mechanism was communicated to BISP staff for handling of BDC related complaints. BISP
CMS do not cater for payment related complaints and so currently BISP staff is completely
isolated from BDC related complaints; no record of complaints is maintained by them and such
complaints are simply referred to the bank counter.

3. Arrangement and Process at Different Counters
a. BISP Counters
There is one BISP counter where BISP assistant sits and guides the beneficiaries to NADRA
counter after checking her papers, however, there was no beneficiary on the day of TPE
Team’s visit.
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b. NADRA Counters
There is one NADRA counter with one computer. NADRA has a backup power generator for
alternative electric power. No UPS was available, however, there was no electricity load
shedding during our observation hours because Jiwani gets uninterrupted electricity from
Iran.
There is one position of data entry operator to handle CNIC verification for BDC distribution.
At the NADRA counter, the DEO was absent due to which process of issuing BDCs remained
suspended during the day we visited the Centre. We were informed that he is not regular in
attending the BDC Centre.
c. Bank Counters
There is one counter for bank staff manned by one CDO (Card Distribution Officer) hired for
the handling, processing and issuance of BDCs to beneficiaries. He has been deputed on an
initial contract of three months.
The bank CDO informed us that to facilitate the beneficiaries at Jiwani, a PoS/ Swipe
machine has been kept at the BDC centre. The beneficiaries, coming from villages located far
away, could visit the bank branch or come to the BDC Centre to withdraw their cash grant.
As no beneficiary turned up (because they probably know that the NADRA DEO remains
absent) so no case was processed at this counter.

4. Lessons Learned
The card distribution process remained suspended as NADRA DEO did not attend the office since
last many days.
No beneficiary came for collecting her BDC during our observation time. The rush of the
beneficiaries has decreased and only very few beneficiaries visit for collecting their BDCs.
However, it was not clear why no beneficiary visited to withdraw her cash grant from the Swipe
machine present at this Centre.

5. Recommendations






NADRA staff was not present at the BDC Centre since long without any information, that’s
why beneficiaries are facing problems and BDCs cannot be issued. The presence of NADRA
staff should be ensured.
As most of BDC distribution work has been completed, reminders may be sent to those
beneficiaries who have not collected their BDCs till now, so that the present staff could be
appropriately utilized.
As the BDC Centres act as complaint registration and redressal units also, therefore, these
centres should continue working till the time regular tehsil offices start operating in
Balochistan,
BISP may improve its CMS so that it can handle BDC (as well as other payment complaints)
and link it to the partner banks.
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Beneficiary Exit Interviews
No beneficiary came to the BDC centre on the day of TPE Team’s visit to this BDC Centre, probably
because the NADRA DEO was not attending the office.
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P-Q2-BDC-Centre-Sindh-01
Observation Report of BDC Distribution Centre, Matiari
1. BDC Centre – Introduction and Background:
This BDC Centre has been established at the Government Boys’ Degree College in Matiari and is
operational since 26th March2012. The administration of the college has given two rooms for the
centre and permission for this was taken by NADRA Officials after discussing the matter with the
school administration.
There are two partner organizations (POs) working in collaboration with BISP at this BDC
Centre. There is one counter of UBL and two counters of NADRA but there is no BISP counter
here. As about six months have passed since it became operational, there is a very low influx of
beneficiaries, due to which the bank staff has a lax attitude and arrived at the centre between
09:30 to 10:00 a.m.
This BDC Centre was given a deadline of 26th March 2012 by BISP to begin its operations.
However the BISP staff told us that while they set up this centre on 26th March 2012, but due to
the non-availability of certain resources and arrangements, this centre was shut down after
operating for four days and reopened on 30th April 2012. In the beginning, NADRA and the
concerned bank established their counters –two counters each – but due to the heavy turnout of
beneficiaries, BISP instructed the banks to increase their counters. After that NADRA and the
concerned bank opened fourteen counters (seven for each), which is why NADRA and the
concerned banks had been given separate rooms, but now the number of beneficiaries has tapered
down and there are only two counters each for NADRA and UBL again.
According to BISP AD, this BDC Centre was given a target to cover 40,114 beneficiaries. Since
then the BDC Centre has distributed 34,000 Benazir Debit Cards (BDCs). According to BISP
officials, they have issued up to 900 cards in a day in the past but this week on average they
issued 25-30 cards per day. They have not been provided any daily target by BISP.
According to BISP standard procedure, beneficiaries are supposed to be provided intimation
letters informing them of the change in their payment mode but while we were at the BDC Centre
we did not meet even a single beneficiary who affirmed to have received this letter. According to
BISP, beneficiaries were informed through influential personalities of Matiari City that they
should go to BDC Centres of their respective areas to get their BDCs made. Furthermore, BISP
informed us that they also placed banners advertising the BDC Centre on the college gate, but
when we reached there we did not find any banners or panaflex standees. As a result we observed
that unofficial agents were taking advantage of poor, illiterate women- due to their lack of
awareness- and were seen sending women into the centre after receiving a commission from
them. There was no BISP official checking for intimation letters before sending the women
inside.

2. Logistics and Facilities at BDC Centre:
Two rooms were allocated to the BDC Centre at the Government Boys’ College and these were
situated at the back of the main building. There were no seating arrangements for the
beneficiaries, who were found sitting on the floor under the open sky. Moreover there was no
arrangement for drinking water or any washroom facilities for the beneficiaries. The rooms
allocated to the BDC Centre covered a large area, but there was no arrangement for its cleaning
and according to the staff there were no security arrangements at the centre either.
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There were severe electricity problems at the centre. Power outages (load-shedding) would occur
every 10 to 15 minutes. A generator provided by NADRA was available but they did not have the
budget to buy fuel for it and consequently beneficiaries were facing great difficulties. There was
no UPS as a contingency to face the challenges of load-shedding, therefore whenever the power
went out all operations came to a halt. The computer would take about 5 minutes to switch on,
after the main electricity supply was restored. During the time we were at the centre, loadshedding took place eight times.
Training was not provided to the BISP staff about BDC distribution. According to the BISP Field
Supervisor, he held two meetings with the Divisional Director, at the Divisional Office
Hyderabad, to discuss administrative arrangements. There was no complaint registration
mechanism whereby BDC complaints could be addressed at the BDC Centre. Complaints in
connection with BDC are dealt with by the BISP Tehsil Office Hala or by the BISP Divisional
Office Hyderabad as although building and furniture for BISP office is available at Matiari, staff
has not been posted. According to the Field Supervisor, BISP hired no additional staff for this
BDC Distribution Centre.
There is only one BISP official assigned as a Field Supervisor at the BDC Centre and according
to him the Divisional Director has given him the charge of AD (Assistant Director) but these are
only verbal instructions. The Field Supervisor told us that since this centre was opened, two
officers (one male and one female) were appointed for guiding beneficiaries about the procedure
to use the card but since the last two months they had been transferred because of the low daily
turnout of beneficiaries. NADRA staff told us that excluding their officer-in-charge everyone else
was working on daily wages of Rs.250, however, the bank staff working there was getting
Rs.500/day.

3. Arrangement and Process at Different Counters
a. BISP Counters
A Field Supervisor was present at the centre for guiding the beneficiaries.
b. NADRA Counters
Presently there are only two NADRA counters at the BDC Centre. In the beginning,
according to the NADRA staff, there were seven counters but due to the low turnover of
beneficiaries the number of counters was reduced. There was no seating arrangement for
beneficiaries in the room where NADRA counter was present. Beneficiaries entering this
room had to sit on the floor or stand in line to wait for their turn. At the NADRA counter
there were two data entry supervisors along with a site-in-charge. As soon as a beneficiary
entered the centre, the data entry operator would take her CNIC and verify it through the
NADRA data base. After verifying the CNIC, he would obtain the beneficiary’s thumb
impression through a biometric device. After verification of her thumb impression a receipt is
given to the beneficiary. We observed that after providing receipt to the beneficiary, the data
entry operator was not instructing any beneficiary to go to the bank counter.
It was further observed that if there was any problem with the verification of a beneficiary’s
CNIC the data entry operator would instruct the beneficiary to go to the NADRA office to
have her CNIC modified. The most common issues with CNIC verification was that the name
of the beneficiary’s husband was missing or thumb impressions did not match with NADRA’s
database.
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c. Bank Counters
Presently there are two bank counters at this BDC Centre. Two CDOs (Card Distribution
Officers) and one DCO (District Coordination Officer) have been hired to manage the bank
counters at this centre. The bank staff has been hired on daily wages and they get Rs.500/day.
At each bank counter the staff would collect CNICs and NADRA receipts from the
beneficiaries – these receipts are computer generated but do not have NADRA seal on them.
The CDO then records code and serial number of the receipt on line, using his laptop. This
online record is automatically shared between NADRA and the bank.
The bank CDO is able to access the following information:
i.
ii.
iii.
iv.

Date of birth on beneficiary’s CNIC
Mother’s name of beneficiary
CNIC number of beneficiary
Expiry date of CNIC

They keep this information in their own record and thereafter a BDC is issued to the
beneficiary. After the CDO issues a BDC to the beneficiary he then sends her to the second
counter. At this counter another CDO records the complete information of the beneficiary,
notes the card number and obtains thumb impression of the beneficiary. It was observed that
no instructions were being given to the beneficiaries about how to use their BDC.
d. Mobile Phone Counter
N/A

4. Lessons Learned
In the morning, at about 08:30 a.m., when we reached BDC Centre Matiari, we saw five
beneficiaries sitting on the floor. The opening time of the centre was 09:00a.m. but the staff was
slightly late and the centre opened at 09:35 a.m. The beneficiaries, since they were few in
number, did not feel the need to form a queue and when more beneficiaries arrived they simply
sat on the floor along with the other beneficiaries.
Though most of the beneficiaries came to receive their BDCs, however, during our observation
period four to five beneficiaries were there due to CNIC discrepancy. The card distribution started
at 10:00 a.m. Informal agents were sending beneficiaries into the BDC Centre one by one and
introducing them at the counter. Most of the agents went to the counter with the beneficiary
whereas the staff available at the NADRA or bank counters was not giving any guidance to the
beneficiaries.
According to the BDC staff this payment mode of BISP cash transfers is very difficult to
understand. If the beneficiaries had been given awareness about how to use the BDCs they would
be able to save their money and this would be an improvement over the postal method where
there are allegations that the postman usually charges Rs.100-200 for delivering each BISP
instalment. Without being provided any awareness, beneficiaries have to rely on someone else to
withdraw their BDC cash transfers (who at times may act as commission agents, thus for the
beneficiary it is not much different from the postal method).
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5. Recommendations





As required by the SOPs, BISP staff should ensure that banners and standees are placed
outside as well as inside the BDC centre for informing beneficiaries.
BDC Centre’s staff should not allow any commercial agent to approach the NADRA or bank
counter so that they cannot take advantage of beneficiaries.
BDC Centre’s staff should arrange necessary facilities for the beneficiaries such as seating
arrangements, fans, drinking water and washroom
As required by the SOPs, on handing over the BDC to the beneficiaries, the bank staff should
provide awareness to the beneficiaries about how to use their BDC so that problems related to
payment are reduced e.g. beneficiaries should be advised to keep their debit cards and PIN
code secure and not share it with anyone else.

Beneficiary Exit Interview 1
Shamo w/o Punjoo had come to BDC Centre twice earlier. She is 34 years old and lives near the
Matiari City bus stop. Her house is at five minutes’ walking distance from the BDC Centre. In April
2012 Shamo sent her husband to the BDC Centre with her CNIC. Those were the initial days when
after the inauguration of the BDC Centre, it had been shut down for a month and thus Shamo’s
husband came back without obtaining her debit card.
In July 2012, Shamo went with her husband to the BDC Centre. She said that even this time there
were many people and it was extremely crowded. They waited for their turn outside in the scorching
heat and spent the whole day there. There was no washroom and drinking water facilities were not
available. In the evening they were sent into the centre by an agent. First she showed her CNIC at the
NADRA counter. NADRA staff checked her CNIC in their computer database and told her there was
no match because there was no photograph on her CNIC, and so BDC was not issued to her. At that
time Shamo was not given any sort of guidance to go to NADRA Office and get a new CNIC.
Today Shamo visited the BDC Centre for the third time to receive her debit card, and again she had to
sit on the floor while waiting for her turn. This time due to a smaller crowd the agents sent her to the
centre a bit earlier where she presented her CNIC at the NADRA counter. The NADRA staff checked
her CNIC on their data base and once again sent her back home saying that her photo was missing on
her CNIC. This time too, they did not give her any guidance regarding where she can get this
discrepancy resolved, and the requirement for obtaining a new CNIC.
After three visits to the office she did not get her BDC and she was very confused and disheartened.
When she came out of the office, she saw, so many women with freshly issued Benazir Debit Cards.
She inquired from the agent about what to do next and he told her that unless she did not get a CNIC
with a photograph she would not be issued the BDC. Shamo was not satisfied with her BDC Centre
experience and decided to go back home.

Beneficiary Exit Interview 2
Maryam w/o Ghulam Mustafa, is 34 years of age and is a resident of Old Hala, Windyar Para,
Hyderabad. Her house is 34 kilometres away from the BDC Centre. She travelled in a Qingqi from
Hala to the bus stop and from there she took a local bus which would take her to the BDC Centre in
Matiari. The total return travel cost was approximately Rs.140 and it would consume one hour and
twenty minutes.
Today, this was her first visit to the BDC Centre, and she faced many problems in finding the office.
She asked two or three strangers for the address of the BDC Centre and reached there after spending
an additional half an hour. Maryam thought that accessing the BDC Centre in Matiari would be easier
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for her compared to the Hala centre, since so many other women of her village received their BDCs
from the Matiari centre. She had been waiting in line outside the centre since 07:00 a.m. As soon as
the centre opened she was the first beneficiary who went in with her CNIC and after a little while she
came out of the centre with a package containing her BDC. However the staff at the bank counter did
not give her any guidance about how to use the card or about the pin code. Maryam thought the BDC
was similar to her Watan Card. She said she would show her BDC to some educated person in her
village and he would tell her how to use the card – many other women of the village adopted the same
procedure. These women handed over their BDCs (and PINs) to someone educated and that person
went to the bank using his sources, received the money and handed it over to the concerned women.
Maryam does not think this procedure is secure but due to a lack of knowledge and after having
received no guidance from the BDC staff, this was her only option. Maryam is not satisfied with staff
of the BDC Centre as they did not provide her any advice in this regard.
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P-Q2-BDC-Centre-Sindh-02
Observation Report of BDC Distribution Centre, Naushero Feroz
1. BDC Centre – Introduction and Background:
BDC Centre Naushero Feroz is located at the Government Boys’ High School which is in the city
centre. BISP has two partner organizations at this BDC Centre - NADRA and Habib Bank
Limited. These three organizations work together for the issuance of BDCs. At this BDC Centre,
NADRA and Habib Bank counters have been set up in separate rooms. However, there was no
staff or separate counter for BISP. The BISP management was instructed to inaugurate this BDC
Centre in the third week of February. However, due to a delay in the release of funds, the BDC
Centre was inaugurated on 10th March 2012. After the initial start up on 10th March 2012, the
bank staff closed their operations due to insufficient space for their operations; the bank staff had
been told to work in the same room as NADRA. However, due to the lack of space in this room,
they insisted on being accommodated in a separate room. Another reason for the delay was a
strike by NADRA workers which lasted for two weeks. The BDC distribution process
successfully started on 23rd April 2012 when the first BDC was issued. This BDC Centre is very
convenient for beneficiaries as it is located in a school in the centre of the city. Due to its
convenient location, it is easily accessible and the rickshaw drivers were familiar with the
location.
When we reached BDC Centre Naushero Feroz at 8:55 am, it was already crowded. Although, the
BDC centre is located in an open space, the banners and the standees were not visible anywhere.
The BDC Centre opened on time. The NADRA staff reached at 9:10 am and the bank staff
reached the office at 9:25 am. When asked about the reason for being late, the bank staff reported
that they live in Khairpur, about 120 km away from Naushero Feroz. There were also four police
constables present at the BDC Centre to maintain security.
NADRA has a team of 8 staff members at the site, comprising of one site in-charge, 2 supervisors,
3 Data Entry Operators (DEOs) and 2 security guards. The Bank has a team of 6 staff members
including one site in-charge, 3 DEOs and 2 security guards. However, the site in-charges for both
the organizations were not present on the day we visited the site.
There was no BISP staff present at the BDC Centre, however the BISP Assistant Director (AD)
Naushero Feroz heard about our visit to this centre and thus came to inspect the centre. He was
only present at the BDC Centre for around 10 minutes. However he informed us that he was
recently deputed to Naushero Feroz – around a week ago – and thus did not know anything about
the establishment of this BDC Centre. We were told about the previous AD who was now posted
as AD in Khairpur; and that he had complete information regarding this centre. Thus we
conducted the AD interview with him in Khairpur after our BDC Centre observation was over. He
informed us that 14,062 BDCs have been issued to the beneficiaries at the centre. However,
NADRA still has to issue 3,000 more cards. The AD also informed us that when the BDC Centre
started, on average 400 BDCs were being issued daily. Currently, they issue around 50 BDCs
daily.
The beneficiaries were sent letters in the mail to inform them of the change in their mode of
payment. However, most beneficiaries did not receive these letters. The AD reported that they
used notable persons in the area to communicate the message and also made public
announcements in some areas. According to the AD, if any beneficiary does not have their BISP
letter, they can get their Debit Card by verifying their CNIC at the NADRA counter. The AD also
reported that the BDC Centre staff (NADRA and bank representatives) was not given any
orientation training by BISP.
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2. Logistics and Facilities at BDC Centre:
The courtyard at the BDC Centre was very spacious and could easily accommodate 300-400
beneficiaries. However, there was no shelter in the courtyard and people were sitting in the
veranda on the floor or under a tree. There was no drinking water or bathroom facility available
for the beneficiaries. There was no staff from BISP who could guide the beneficiaries. The
beneficiaries were entering the main gate of the BDC Centre and joining the line in the courtyard
to the NADRA counter and getting their verification done – there is a window at the NADRA
counter room which looks out into the courtyard and the initial verification of beneficiaries was
done here. After the verification process by NADRA staff, the beneficiaries were given a token
from this window and asked to enter the building.
There was a NADRA-provided generator to deal with power failures. However, the NADRA staff
informed us that it had not been working for over a month now. Therefore, every time there was a
power outage, the system networking would also shut down and there was no UPS facility
available either. During our observation period, there was a power outage for about 1 hr 15
minutes. This resulted in no BDC issuance for 1 hr 15 minutes as well. The beneficiaries had to
wait until the power was back for their cards to be issued.

3. Arrangement and Process at Different Counters
a. BISP Counters
There was no BISP counter at this BDC centre, which is causing a number of difficulties for
the beneficiaries. In case of a discrepancy in a beneficiary’s form, there was no BISP staff to
guide them which created more confusion for them. The current AD Naushero Feroz visited
the BDC Centre for around 10 minutes, and did not know anything about this centre therefore
we conducted our interview with AD Khairpur who was previously posted at Naushero Feroz.
b. NADRA Counters
There were 3 NADRA counters at this BDC Centre. The NADRA counters were in a separate
room and there was seating arrangement for 5 beneficiaries. There were 6 NADRA staff
members, present at the BDC Centre when we visited. There was one supervisor, 3 DEOs and
2 security guards; we were informed that the site in-charge was in Karachi on an official visit.
According to them, they were initially given a 3 months contract which was later extended to
5 months in order to cover as many beneficiaries as possible.
NADRA had a counter placed right in front of the window of their room which opens towards
the backside of the school. The DEO sitting at this counter checked the beneficiaries’ CNICs
and informed them about their status. When the CNIC was verified, he gave them a receipt as
token and told them to come inside. The beneficiary would then go to the next counter where
their CNIC was verified in the database and a thumb impression would be taken. The second
DEO then gave them a computerized NADRA slip and directed them towards the bank
counter. In case, a beneficiary had a discrepancy in her card such as expired CNIC, CNIC
without a photograph or thumb impression mismatch, the beneficiary was directed to get a
new CNIC made from the closest NADRA Office.
c. Bank Counters
There were 3 HBL counters at this BDC Centre. These were located in a separate room. There
were 5 bank staff members including 3 DEOs, and 2 security guards; the site in-charge was
not present when we went to the BDC Centre. No seating arrangement was available for
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beneficiaries; who were standing at the counter to receive their cards. Two of the bank
counters had laptops while the last counter had a DEO maintaining a manual record of the
card receiving process. As soon as a beneficiary came to the bank counter with the NADRA
token, the DEO would enter that serial number in the online record so that the data is shared
with the main server between NADRA and the bank. After entering the serial number, the
DEO collected some personal information from the beneficiaries including:
i.
ii.
iii.
iv.
v.

Beneficiary’s date of birth
Beneficiary’s mother’s name
CNIC number
Expiry date of beneficiary’s CNIC
Cell phone number

After entering all this information into the system, a BDC was issued to the beneficiary and a
thumb impression was taken at the next counter as a form of confirmation that the card has
been received by her. After a BDC was provided to them, beneficiaries were not provided
any guidance regarding how to use heir Card. They were only told that they can access their
money after two days from the bank’s ATM.
During our visit when the BDCs were being issued at the bank counters, one of the
beneficiaries received her card and came back with her BDC envelope within 10 minutes. She
informed the bank staff that her pin code was erased. At that time, all the beneficiaries present
there who had received their BDC envelope opened their packages and checked if their pin
code was intact. However, all of them had an erased pin code. When we asked the bank staff
about the reason, they reported that they had received these cards like this from their
management. There was no BDC related complaint redressal mechanism at this BDC Centre
and the staff referred all the complaints to the Naushero Feroze branch of HBL.
d. Mobile Phone Counter
There is no mobile counter in this BDC Centre as SIMs are not being issued.

4. Lessons Learned
BDC Centre Naushero Feroz opened at 9 am. However, the bank staff arrived late which delayed
the card distribution process.
All the logistics of this BDC Centre are dependent on NADRA, however, NADRA has not
replaced/repaired the generator due to which the beneficiaries have to wait longer to get their
cards. While we were at the centre, there was a power outage which lasted 1 hr 15 minutes and all
operations came to a halt during this duration.
There were no BISP officers/representatives present at the BDC Centre to guide the beneficiaries.
There were no bathroom or drinking water facilities for beneficiaries at this centre. It was also
observed that the site in-charges of NADRA and HBL were both absent during our visit to the
BDC Centre.
It was strange that the bank staff was aware that the PIN codes in the BDC envelopes were erased,
however, instead of reporting this problem to their Head Office, they continued issuing BDCs to
the beneficiaries. This resulted in creating a large crowd of complainants, both inside and outside
the BDC Centre.
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It was observed that the bank representatives at the bank counter were not guiding beneficiaries
about how to use their BDCs or informing them that they should keep their PIN codes safe. As a
result of this beneficiaries were emerging from the centre without any awareness about how to use
their cards for withdrawing their money.
According to the AD, no BDC complaint mechanism is being provided by BISP. The BDC
complaints (like other Payment Complaints) are not being registered in the CMS and therefore,
BISP refer all the BDC related complaints to the bank or the bank counters located at the BDC
Centre.

5. Recommendations








BISP should display standees and/or banners outside the BDC Centre
BISP should ensure that beneficiaries are provided eligibility letters informing them of the
change in their payment mode. Most of the beneficiaries visiting this BDC Centre claimed
that they did not receive any such letters
BISP should appoint representatives/officers at the BDC Centre to guide the beneficiaries in
case of any kind of discrepancy or complaint. This would also help in the supervision of the
bank and NADRA staff
BISP should also establish a BDC complaint redressal mechanism so that complainants are
not turned back when they visit BISP Offices.
BISP should provide its own generator to deal with power outages as this is a huge source of
delay in the issuance of BDCs and a hindrance to the functioning of this BDC Centre
HBL management should ensure that all BDC envelopes have a valid PIN code as well as
other items (BDC, brochure, list of outlets, etc.) enclosed in them.
Bank staff should open the BDC envelope in front of the beneficiaries and guide them
regarding the use of BDCs and the safe-keeping of PIN codes. This would also help to ensure
that the envelope contains all the requisite items.

Beneficiary Exit Interview 1:
Zahida Parveen w/o Yaqoob Mallah, 34 years old, is a resident of Goth Laliya, Post Office Laliya,
Taluka Moro, District Naushero Feroze. This was her tenth visit to BDC Centre Naushero Feroze and
she visited the office nine times previously but did not receive her BDC. She did not receive any letter
from BISP informing her to collect her card from this centre. Her village is about 30 km away from
the BDC Centre. She came on a motor bike with her husband due to the long distance. She presented a
number of reasons for her unsuccessful previous trips. These included no power at the BDC Centre;
the BDC centre being extremely crowded with beneficiaries; no bank staff present at the BDC Centre;
and sometimes a clash between the various staff members at the BDC Centre which caused a closure
of the office.
Zahida’s last visit to the BDC Centre was on 29th September 2012. She was given a token on that
visit, however due to a power failure at the time a BDC could not be issued to her. Zahida had to wait
the whole day and still a card was not issued to her. On the day of our interview with her (5th October
2012) she brought this same token and was eventually issued a BDC. Unfortunately, the PIN code in
her BDC envelope was erased. She went back inside and complained to the bank representative. The
bank representative told her that they could not do anything about it here at the BDC Centre and
advised her to go to bank branch at Naushero Feroz for filing her complaint. When we conducted the
exit interview with Zahida, she started crying. She explained that despite making so many visits and
spending so much money on the trips to the office, she received a card which could not be used as
there was no PIN code, and therefore, she could not access her money. She further said that she
complained about her PIN code but this complaint was not registered and she felt that she did not
receive any satisfactory response from BISP or bank counter.
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Beneficiary Exit Interview 2
Sabul w/o of Abdul Latif Burdi, 33 years old, lives in Bangal Khan Burdi Mari, Post Office Shahpur
Jahawa. Sabul reported that this was her sixth visit to the BDC Centre. She made the first two visits in
the last week of August 2012 and in the first week of September 2012 to collect her BDC. However,
both times, due to the BDC Centre being crowded, she could not get her card. On 12 th September
2012, she finally received her BDC on her third visit. The bank representative told her that she could
withdraw her money from an ATM after 2 days and she came home without opening the packet at the
office. After 3 days, Sabul went with her husband to an ATM in Moro city to withdraw money. She
reported that she gave the BDC envelope to the security guard at the bank. The security guard opened
the envelope and told her that there was no PIN code in the envelope.
Sabul went to register a complaint twice at the BDC Centre regarding her PIN code. Both times, the
bank representative told her to go to the HBL Branch in Naushero Feroz. However, when Sabul went
to the HBL Branch, none of the staff responded to her complaint. They told her that she could only get
her card from the BDC Centre. Sabul said, today (5th October 2012) at the BDC Centre, the bank
representative took a copy of her CNIC and told her that she should visit the BDC Centre again in a
month and her problem will be resolved and she will be given a new BDC and PIN.
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P-Q2-BDC-Centre-Sindh-03
Observation Report of BDC Distribution Centre, Old Sukkur
1. BDC Centre – Introduction and Background:
The BDC Centre Old Sukkur is located at the Government Boys’ High School near Latif Park in
UC 10, Old Sukkur Tehsil of Sukkur District. This centre has been operational since 11 th April
2012 which was the projected date for its inauguration. The partner organisations working to
distribute Benazir Debit Cards (BDCs) are NADRA and Bank Alfalah. According to the Assistant
Director (AD) of BISP Tehsil Office Old Sukkur, there are 2 BDC Centres currently operational
in this district for the distribution of BDCs – Old Sukkur and Rohri. Initially there were 5 BDC
Centres in this district but 3 of them were shut down after they completed their distribution
targets. BDC Centre Old Sukkur has distributed 6,200 BDCs, up till 6th October 2012. It issues
approximately 90-120 BDCs daily; it used to issue about 200 BDCs daily when it began but now
the number of beneficiaries has declined.
The beneficiaries at the BDC Centre informed us that they learned about the change in their
payment mode through other beneficiaries. However according to the AD, they informed
beneficiaries through the post office and local notables in the community. Announcements were
made in all the areas, telling beneficiaries to get their cards made from the BDC Centre Old
Sukkur.

2. Logistics and Facilities at BDC Centre:
BDC Centre Old Sukkur has been allotted 2 rooms at the Government Boys’ High School and
these rooms are located behind the school building. According to NADRA staff, these rooms were
built for accommodating extra classes but were not being used. Additionally, there is a large park
next to them therefore it was thought to be a good location, with great ease of access for
beneficiaries. When we visited the BDC Centre, it opened at 9:00 a.m. as per the prescribed
opening time and most of the staff was present on time. This included 4 NADRA staff members
and 1 Bank Alfalah officer. The NADRA staff told us that there were 2 large banners outside the
BDC Centre but these were damaged in the recent rainfalls and were now lying in disrepair inside
the centre, however there were BDC standees on display outside the centre.
There were 2 NADRA counters at this BDC Centre, with 5 staff members – 3 Data Entry
Operators (DEOs), 1 Supervisor and 1 peon – however 1 DEO had gone to the NADRA office
and he arrived 3 hours after the centre opened. There was 1 Bank Alfalah counter with 2 staff
members – a Card Distribution Officer and a District Focal Person (to monitor the entire district)
– however only the CDO was present when we visited. The District Focal Person is in charge of
supervising affairs at all centres in the district so he is usually travelling between centres. There
were only 3 beneficiaries outside the BDC Centre when we visited it. The beneficiaries were
waiting outside underneath a tent, with no seating arrangements and an empty water cooler. There
were no security personnel posted at the centre; NADRA staff said that there had been no security
officers for 3 months. A NADRA peon at the gate was escorting beneficiaries one by one into the
BDC Centre. The NADRA supervisor told us that previously they used to issue tokens to
beneficiaries, through a classroom window looking out into the waiting area, after initial
verification of beneficiary details, in order to manage the crowd efficiently but now the number of
beneficiaries had declined.
There were poor seating arrangements inside the BDC Centre; the NADRA counter had 5 chairs
for beneficiaries. According to the NADRA staff, BISP did not provide any facilities initially; 10
days after the opening of this centre they provided 2 tents and a water cooler, which BISP
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officials used to refill but nobody does it anymore. There was even no bathroom facility for the
beneficiaries at the school. There was a NADRA provided generator at the BDC Centre to cope
with load-shedding and while we were there it was turned on when the electricity went out for 30
minutes.

3. Arrangement and Process at Different Counters
a. BISP Counters
There is no BISP counter at this centre and no BISP officials have been deputed here either.
The interview with the AD was conducted 2 days after the BDC Centre observation at the
BISP Tehsil Office Old Sukkur, on 8th October 2012.
b. NADRA Counters
There were 2 NADRA counters established in a separate room at this BDC Centre. These
counters used to operate through the windows in this room which opens in the waiting area, in
order to handle the flow of beneficiaries, but since there are fewer beneficiaries now they are
called into the room. There were 5 chairs to seat beneficiaries in this room. A NADRA
generator was used when load-shedding occurred at the centre for 30 minutes. There were 5
NADRA staff members posted here (3 DEOs, a supervisor and a peon) and they had been
hired on a 3 month contract. Beneficiary details were being checked by the NADRA counters
here, and after it was verified that the beneficiary’s status is eligible their CNIC number
would be entered into the database and a computerised token issued for them, after which
they could proceed to the bank counter in another room. Those beneficiaries who could not be
verified due to a number of discrepancies, such as a missing picture from CNIC, mismatched
thumb print etc. were instructed to visit the NADRA office and get a new CNIC made.
c. Bank Counters
There was only one bank counter at this BDC Centre and it was manned by just one Card
Distribution Officer (CDO). The District Focal Person was not present when we arrived at the
centre but he came towards the end of our observation period. He told us that he was in
charge of supervising bank counters at all centres in this district. He was the only person at
this counter with the duty of handling BDC related complaints, however due to his frequent
travelling he was not present at the centre at all times. There were no seating arrangements for
beneficiaries at the bank counter. This counter was being operated through a window which
opens in the waiting area where the beneficiaries had to stand in line. The CDO was provided
with a laptop into which he was entering beneficiary details and opening bank accounts for
them. The beneficiary would first provide the NADRA token to the CDO; he would then
enter the token serial number into the online database. He would then ask for personal
information from the beneficiary such as:
i.
ii.
iii.
iv.
v.

Date of birth of beneficiary
Mother’s name of beneficiary
CNIC number of beneficiary
Expiry date of beneficiary’s CNIC
Contact number of beneficiary

After obtaining this information, the CDO would obtain the beneficiary’s thumb impression
and finally he would issue a BDC to the beneficiary, along with a Ufone SIM. Beneficiaries
were not being provided any guidance with regards to using the BDC and they were only
being told to withdraw their instalment from an ATM after two days.
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d. Mobile Phone Counter
There is no separate Mobile Phone Counter and Ufone SIMs were being provided to
beneficiaries at the bank counter by the bank staff (alongwith the BDC Envelope).

4. Lessons Learned
The BDC Centre Old Sukkur opened on time in the morning and the staff was present on time
too. The NADRA staff was playing a conspicuous role at this centre, since there were 5 NADRA
staff members and only one Bank Alfalah representative here. They were largely cooperative with
the beneficiaries and took care of the old or pregnant women who had come to the centre. They
even had a female DEO who was handling beneficiaries at the centre. Beneficiaries were not
provided with any seating arrangements outside the BDC Centre nor were there arrangements for
water, fans or bathrooms. Beneficiaries were being escorted into the centre by a NADRA peon.
There were chairs for beneficiaries, only at the NADRA counter. A NADRA provided generator
provided backup in case of load-shedding.
The bank counter was under-staffed and thus beneficiaries were not provided instructions on how
to use their BDCs and keep their pin codes safe etc.
There was no BISP counter at the centre and there were no BISP officials to help/ guide the
beneficiaries. The BDC Centre banners were damaged due to rains, but there were standees
outside the centre. There was no proper mechanism for registration of BDC complaints at this
centre. Such complaints could only be registered with the District Focal Person of Bank Alfalah,
however he was not always present due to his district-wide responsibilities.

5. Recommendations








BISP should establish a counter at this BDC Centre and post some BISP officials here so that
they may guide the beneficiaries and also handle BDC complaints
Beneficiaries should be provided with basic facilities at this centre, such as seating, water,
bathrooms etc. especially in the waiting area outside the centre
BDC Centre banners should be placed prominently outside the centre
BISP should send letters informing beneficiaries of the change in their payment mode and
with instructions on how to obtain their BDCs.
The Bank Alfalah counter at this BDC Centre is under-staffed hence there should be more
bank representatives at this centre to handle beneficiaries.
Beneficiaries should be instructed about how to use their BDCs after these have been issued
to them; this awareness should be provided at the bank counter or a BISP counter should be
established to guide beneficiaries in this regard
A properly functioning complaint registration mechanism needs to be established at this
centre as this is presently lacking. BISP should set up its own counter to register BDC
complaints and forward them to Bank Alfalah or the bank should depute a permanently
placed representative to handle BDC complaints

Beneficiary Exit Interview 1
Farzana Khatoon, wife of Nazeer Ahmed Mehar, had come to BDC Centre Old Sukkur for the fourth
time to obtain her Benazir Debit Card. Farzana is 42 years old and a resident of Goth Jamali Bagarji,
Taluka New Sukkur, District Sukkur. Her house is around 10 km from the BDC Centre and she had
come here with her mother-in-law and brother-in-law’s wife in a Chingchi rickshaw, which cost her
around Rs.400. She had come 2 months after getting a new CNIC made; she had made 4 visits to this
centre before that in August 2012. The first two times she went there was a huge crowd of
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beneficiaries as a result of which she came back empty-handed. On her third visit she took her CNIC
and PSC slip to the BDC Centre; there was still a huge crowd but she waited for her turn. When it
came, she was told that there was a discrepancy on her CNIC – mismatch of thumb impression – and
so she was instructed to get a new CNIC made. It took her 2 months to get the new CNIC and she
came to the BDC Centre for the fourth time on 6th October 2012 with her PSC slip and new CNIC.
She was issued a BDC this time but she was not told how to operate the card. She was only told to
withdraw money from any ATM using this BDC after 2 days.

Beneficiary Exit Interview 2
Musamat Laila, wife of Raheem Bux, is 57 years old and resides at House No. 631/82, Mohalla Minar
Road, Local Board, Sukkur. Her house is located around 2 km from the BDC Centre and she had
come here on a Chingchi rickshaw with her son, which cost her around Rs.100. This was her first visit
to the BDC Centre and she had brought her CNIC and PSC slip with her. She came to the centre at
9:30 a.m. and there was a big crowd of beneficiaries by then thus she had to stand and wait despite her
old age. When her turn came and her details were verified it was found that she had a PMT score of
32.57 which disqualified her for the BISP cash transfers, thus she was told that she would not get a
BDC and was sent back home empty-handed. Laila told us that she thought she was eligible for the
cash transfers because she was a widow and had 4 sons (of which 3 were studying at school and one
worked as a labourer earning only Rs.150 per day) and 2 daughters. She said it was very difficult for
them to subsist on such a meagre income and that they lived in a rented house. She said she wanted
BISP to conduct a re-survey of her household but did not register any complaint to this effect at the
BDC Centre.
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P-Q2-BDC-Centre-Sindh-04
Observation Report of BDC Distribution Centre, Shahdadkot
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Shahdadkot is located in the UC-2 building. This building is next to
Shahdadkot Civil Hospital and the BDC Centre is located inside the building. The BDC Centre
was well-known because of its prominent location. NADRA and UBL are partner organizations in
the BDC distribution process. UC-2 Shahdadkot gave half portion of its building for the BDC
Centre which comprised of a large room and an open ground. The NADRA and Bank counters
were set up in the room while the ground was being used with a tent as a waiting area for the
beneficiaries.
The BDC management set 18th March 2012 to inaugurate the BDC Centre, however, due to the
incomplete set up of the partner organisations by the due date, the Divisional Director suggested
opening the centre later. This BDC Centre thus officially opened on 25th May 2012. The centre
was responsible for covering 10,000 beneficiaries. However, by the time of our visit, the centre
had issued 8,990 BDCs. According to the bank staff, they had to issue around 1,000 more cards.
They said they did not have a daily target set by BISP that they needed to meet. They were only
told that they should issue as many BDCs daily as possible. Initially there were around 300-400
BDCs being issued daily at this centre but now they issue around 20-25 BDCs daily.
BISP Headquarters has established a prescribed procedure for operations at the BDC Centre,
whereby only beneficiaries with BISP letters informing them of the change in payment mode
were to be issued BDCs. However, most of the beneficiaries did not receive these letters and the
BISP management informed them through local notables of the area and through the local post
office staff. NADRA verified CNICs of the beneficiaries who came to this centre to determine
whether they were eligible for BDC issuance.

2. Logistics and Facilities at BDC Centre:
The commute to this BDC Centre was very easy as it was functioning in a conspicuous and wellknown area. The main gate of the building also had a banner. The people of Shahdadkot and the
rickshaw drivers knew about the BDC Centre. The building can easily accommodate 200-300
visitors because it had a large ground. They used this ground as a waiting area for the
beneficiaries. The bigger room was used for BDC distribution. When the centre started in May
2012, it was very hot and the Centre was always packed with beneficiaries. Some of the
beneficiaries even fainted and got injured. Due to lack of female security staff, the male staff
could not control the large number of beneficiaries.
When we visited this BDC Centre for observation, it opened on time at 9:00 a.m. and the NADRA
and bank staff arrived there by 9:10 a.m. The BDC distribution process started by 9:25 am. When
we reached the BDC Centre at around 8:40 a.m. there were about 20 people in the waiting area
(tent) with a majority of females. There were two male security guards who were hired by
NADRA for the whole BDC Centre. The waiting area for the beneficiaries was shaded with a tent.
However, when there were too many people, the beneficiaries spilled out into the courtyard. The
waiting area could accommodate around 100 beneficiaries. The BDC staff at this centre (NADRA
and UBL staff) was not given any orientation training by BISP for the BDC issuance process,
however, BDC staff handled BDC related problems on their own.
There was a back-up generator provided by NADRA which was connected to the computers at
this centre. There was no UPS present because the bank counters had laptops. During the
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observation period, there was load-shedding for about 30 minutes and the generator was used
during that time. However, it took about 20 minutes for the generator to be switched on and in the
meanwhile, the NADRA and bank counters halted their operations. When the power went out,
there were 10-15 beneficiaries waiting at the NADRA counter. However, as soon as the generator
was turned on, NADRA completed their processing.
There are currently 3 functioning BDC Distributions Centres in District Qambar Shahdadkot.
This was the only BDC Centre within the jurisdiction of the BISP Tehsil Office Shahdadkot. The
BISP Tehsil Office is not functioning yet but according to the Assistant Director, once they have
5 staff members hired, the office will begin work. Due to the lack of a prescribed redressal
procedure for BDC related complaints at this BDC Centre, such complaints, including lost pincode, damaged card etc., are referred to the BISP Divisional Office Larkana and no record is
maintained for these complaints here.

3. Arrangement and Process at Different Counters
a. BISP Counters
Currently there are no BISP counters at this BDC Centre. However, there was one site incharge present over here. He was organizing a queue for the beneficiaries and was also
attending to each beneficiary who was coming in. This BISP representative has been hired by
BISP on contract; he was in charge of the process of checking beneficiaries’ BISP letters,
CNICs, token numbers, sending them in the right line and guiding them. An AD was also
posted on deputation by BISP to look after the BDC Centre as BISP Tehsil Office is not
functioning.
b. NADRA Counters
Currently, NADRA has 2 counters with 2 computers. There were a total of 6 staff members of
NADRA including 2 Data Entry Operators (DEOs), 2 security guards, 1 site in-charge and 1
sweeper employed on basic salary. There was no separate room for NADRA. The 2 counters
were set up in one room. All the beneficiaries were sent together in a line into the office.
NADRA processed beneficiaries sequentially, giving each beneficiary between 1-2 minutes.
NADRA staff used their database to verify each beneficiary’s CNIC number, finger prints and
then verified their bio-metric information. NADRA staff wrote down each beneficiary’s
phone number on their printed token and referred them to the bank counter for their BDC
collection. If the beneficiary’s CNIC could not be verified or there was any other problem, the
NADRA staff referred the beneficiary to the closest NADRA office to get a new CNIC made.
c. Bank Counters
Currently, there are 3 bank counters functioning, located in one room. There are 3 laptops
available for the staff. There were 5 beneficiaries present at the counter and the bank staff was
processing their requests. Staff members included 2 Card Distribution Officers, 1 site incharge and 2 helpers present who were hired by UBL on daily wages of Rs.500. The CDOs
were also hired for Rs.500 daily and are working on a 3 month contract. However, since the
BDC Centre started later than the initial date, their contract has been extended. The staff was
hired for the BDC issuance process which involves taking the beneficiary’s CNIC number
and the serial number on the token given by the NADRA counter, and entering and coding it
with the key server. This key server allows for data sharing between NADRA and the bank.
The bank staff would then obtain the following information from the beneficiaries:
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Date of birth of the beneficiary
Birth place of the beneficiary
Mother’s name of the beneficiary
CNIC number of the beneficiary
Expiry date of the beneficiary’s CNIC
Cell phone/contact number of the beneficiary

After recording this information, the bank staff would takes the beneficiary’s thumb
impression (signature) on the token given to them and in a register for confirmation. Finally
the beneficiary would be issued her BDC.
d. Mobile Phone Counter
N/A

4. Lessons Learned
The bank staff only handed them the envelopes containing their BDCs and wrote their names on
it. They were not guiding the beneficiaries regarding how to use their BDC or the importance of
PIN code. The waiting area was quite spacious and shaded and had seating arrangements,
however, there were no fans, drinking water or a bathroom facility. The BISP staff told us that the
office was less crowded now. Due to the lack of female security guards, it was very difficult to
handle the beneficiaries during rush hour. There was a NADRA provided generator at this centre
but it was turned on after a delay, when the electricity went out during our visit, which created a
delay in the BDC issuance process. But since there were very few beneficiaries no agitation was
felt.
A major problem faced at this BDC centre was that a number of beneficiaries’ data was not in
NADRA’s database. This caused problem for many beneficiaries who had come from far off
areas. According to NADRA staff, BISP had not entered this information into their database
software which was causing this problem. As a result they had to ask beneficiaries to wait for a
few days and visit again. This problem had been occurring since the last 2-3 months. The BISP
site in-charge had lodged a complaint with the Deputy Director Larkana regarding this but up till
September 2012 nothing had been done to resolve the issue.
When we visited this BDC Centre, the BISP representative was sitting outside under the tent and
collecting the beneficiaries’ CNICs and tokens himself. He was completing the NADRA process
on behalf of the beneficiaries and informing them of the outcome. However, after an hour, he
noticed that we were monitoring him and then he told the beneficiaries to form a queue and
started taking them to the NADRA counter inside. The bank staff had two extra helpers who had
no meaningful role; after the BDC issuance, they were making the beneficiaries put their thumb
impression in the register which could be done by the CDOs as well.
During our observation, some BDC related complaints came up including lost pin-code. There
was no redressal mechanism for such complaints at the BDC Centre nor was the BISP Tehsil
Office operational. The bank staff were writing the UBL helpline number on a paper and giving it
to the beneficiaries. In case the issue was not being resolved, they wrote down the address of
BISP Divisional Office Larkana and gave it to the beneficiaries. During our observation, there
was one beneficiary who had a NADRA token which was 15 days old. When she went to the bank
counter for processing and they entered her CNIC number, her card was showing as issued by this
BDC Centre on 13th August 2012. However, the beneficiary and her daughter raised a hue and cry
saying that they did not receive the BDC. This incident pointed towards fraud committed at the
BDC Centre probably by the staff; the woman said that she had come to this centre earlier and
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they gave her the token and told her that they could not see her data and sent her home but in the
meanwhile they must have secretly issued and received her card.

5. Recommendations









As per standard procedure, beneficiaries should be sent letters by BISP informing them of the
change in payment mode, presently a large number of beneficiaries are visiting this BDC
Centre without BISP letters
The beneficiary data that is missing on the NADRA database should be shared with/sent to
NADRA by BISP immediately. As a result of this problem many beneficiaries have been
waiting for months to obtain their BDCs and have had to make unnecessary repeated trips to
the BDC Centre
There should be a prescribed procedure to address BDC related complaints at the BDC Centre
so that the beneficiaries who travel to the office do no have to face difficulties and can
register their complaints smoothly.
BISP Tehsil Office should also be made operational as soon as possible since beneficiaries
with complaints are currently being referred to the BISP Divisional Office which entails
longer commutes for certain beneficiaries
BISP and the payment agency (UBL) should provide beneficiaries with instructions about
how to use BDCs and how to keep their pin-codes safe etc. and create awareness with regards
to cash withdrawal so that BDC complaints can be reduced
BISP should set up a separate counter at this BDC Centre and increase its staff numbers, since
they are currently under-staffed, in order to better supervise BDC activities
There should be a mechanism to register complaints regarding fraudulently withdrawn BDCs
and an investigation should be carried out regarding the case that came up during our visit

Beneficiary Exit Interview 1
Shahida Khatoon w/o Gulsher Lashari was at the BDC Centre for the third time to collect her debit
card. She is 35 years old and lives in Moral Chandio, Jalil Kalhoro, Taluka Sajawal Junejo,
Shahdadkot. She covered a 5 km distance to get here and spent Rs.30 to collect her BDC with her son.
This time it was easier to get to the BDC Centre because she has been to the centre twice before. She
did not receive her BDC the first two times because her bio-metric data was not available in the
NADRA software. Shahida made her first two trips in August 2012. Both times NADRA staff told her
that her bio-metric data was not available and that she could only get her card once the data was
available so she should wait till then. On 28th September 2012, was her third visit to the BDC Centre
and she finally received her card. The BDC staff did not inform Shahida Khatoon regarding the usage
of the BDC. Due to this, she was worried about how and where she could use her BDC. Since she did
not have any awareness, she did not know from which bank or ATM she could access the money. The
bank staff only gave her the BDC envelope and did not tell her anything else. However, the
beneficiary was satisfied that she did not have to go back empty-handed the third time and that she
received her BDC. She was also satisfied with the behaviour of the bank and NADRA staff.

Beneficiary Exit Interview 2
Anwar Khatoon w/o Muhammad Hassan Laghari was at the BDC Centre for the second time to
collect her BDC. She is 42 years old and lives in Goth Allah Bux Laghari, Qambar Shahdadkot.
Anwar covered a distance of 3 km and spent Rs.40 on the trip with some women from her
neighbourhood to get to the BDC Centre. She travelled by wagon and it was easier for her to get to the
BDC Centre because she kept asking bystanders at the stop about the BDC Centre. Initially when she
came to the BDC Centre in June 2012, her bio-metric data was not present in the NADRA software.
Therefore, she did not receive her BDC. On 28th September 2012 when she came to get her BDC, she
did not receive it. She was told that her CNIC had to be updated to resolve the issue. To resolve the
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issue of her unverified CNIC number, the NADRA staff told her to visit the closest NADRA office.
This issue made Anwar Khatoon somewhat worried that there was something wrong with her CNIC
and this issue needed to be resolved first before she could get her card. She was not satisfied with the
NADRA process. She had to wait for two hours and had to return without a BDC for the second time.

GHK Consulting Ltd.
J40252715

291

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 2 - BDC Centres
P-Q2-BDC-Centre-Sindh-05

P-Q2-BDC-Centre-Sindh-05
Observation Report of BDC Distribution Centre, Hyderabad City
1. BDC Centre – Introduction and Background
The BDC Centre Hyderabad City has been established at the Municipal Office Hyderabad City
where they have been allotted one large room for their operations. The Municipal Office is
located in one of the largest and busiest areas of Hyderabad. There is a bus station next to it where
buses from cities and villages all over Sindh arrive and depart. This makes the BDC Centre easily
accessible for beneficiaries. The partner organisations working at the BDC Centre Hyderabad
City are NADRA and Habib Bank Limited (HBL). This BDC Centre was projected to begin
operations on 27th February 2012 but due to a NADRA workers’ strike it was inaugurated on 4th
March 2012.
When the BDC Centre started functioning, BISP established one counter where 2 mobilisers were
appointed on a three month contract. They were given orientation training regarding handling
grievance complaints. However as the contract had expired there was no BISP counter when we
visited the BDC Centre. According to BISP supervisor there were four BDC distribution points in
Hyderabad – one each in Latifabad, Qasimabad, Hyderabad City and Tando Jam (Rural) – but the
ones in Latifabad, Qasimabad and Tando Jam had met their targets and were shut down.

2. Logistics and Facilities at BDC Centre
We arrived at the BDC Centre at 8:40 a.m.; it was closed at that time. At 9:00 a.m. the sweeper
came, opened the door to the centre and began cleaning the room. There were no beneficiaries by
then and they slowly started arriving later. The bank staff arrived at 9:15 a.m. and claimed that
they travel from Karachi daily which was why they reached late. The NADRA staff reached at
9:25 a.m. and cited lack of local conveyance due to a strike. There was indeed a call for a major
strike on that day which is why even the beneficiaries arrived later.
There were no basic facilities for beneficiaries at the BDC Centre. There was a small courtyard
outside the centre, used as a waiting area, which could accommodate only 30-40 people. There
was no seating arrangement in this area at all. While there was a water cooler for beneficiaries it
was empty. There was no bathroom for beneficiaries. It was only for the use of the BDC Centre
staff and Municipal Office staff. There were no banners or standees on display outside the centre,
nor were there any security guards posted outside the BDC Centre; there was a bank-hired guard
inside, at the bank counter. According to the bank staff, they have hired 4 security guards – 2 for
the day and 2 for night – but there was only one guard when we visited.
There were 3 NADRA counters manned by 2 Data Entry Operators (DEOs) and 1 Supervisor.
There were 2 HBL counters and the staff members included 1 Card Distribution Officer (CDO)
and 1 site in-charge, along with 4 security guards. All 5 of these counters were located in the same
room since only one room had been allocated for the BDC Centre. There were 8 seats available
for beneficiaries in this room, but these were not next to the counters therefore beneficiaries had
to stand in line while visiting the counters. There was a NADRA provided generator at this centre
to cope with load-shedding. During our visit, there was a power outage for 40 minutes, as a result
of which operations came to a halt for 5-10 minutes while the generator was being turned on.
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3. Arrangement and Process at Different Counters
a. BISP Counters
There was no BISP Counter at this Centre.
b. NADRA Counters
There are 3 NADRA counters staffed by 2 DEOs and 1 Supervisor. The NADRA and bank
counters were in the same room and beneficiaries had to stand in line while getting their
details verified. There appeared to be a language gap between the NADRA staff and the
beneficiaries; the staff that had been hired was Urdu-speaking and were not able to
understand the beneficiaries speaking in Sindhi or Seraiki. The NADRA staff informed us
that they had initially been hired on a 3 month contract but this would be extended every 2
months so that BDC issuance was not halted and all the beneficiaries could be covered.
NADRA had set up its counters at the entrance of the room and beneficiary details were being
checked there; after it was verified that the beneficiary’s status is eligible their CNIC number
would be entered into a database and a computerised token was issued for them and they were
then instructed to proceed to the bank counter with that token. Those beneficiaries whose
details could not be verified due to discrepancies such as expired CNIC, missing picture from
CNIC, mismatched thumb print etc. were instructed to visit the NADRA office and get a new
CNIC made. They were being issued a computerised token so that they could get a new
CNIC, free of cost.
c. Bank Counters
There are 2 bank counters at this centre and they could entertain 2 beneficiaries at a time.
There was a Card Distribution Officer and a site in-charge handling these counters. The CDO
had been hired contractually on daily wages but the site in-charge was a bank employee. The
bank counter took the token given to the beneficiary at the NADRA counter and entered the
serial number into the shared database. After this they requested the following information
from the beneficiary:
i.
ii.
iii.
iv.
v.
vi.

Date of birth of the beneficiary
Birth place of the beneficiary
Mother’s name of the beneficiary
CNIC number of the beneficiary
Expiry date of the beneficiary’s CNIC
Cell phone/contact number of the beneficiary

After recording all of this information in their database, the bank staff acquired the
beneficiary’s thumb impression, as a signature, and issued a BDC to the beneficiary. This
BDC is handed over to the beneficiary in an envelope. The bank staff was not observed to be
informing the beneficiaries about how to use the BDC or about the PIN code system, they
were simply asking beneficiaries to go to the nearest HBL branch where they could withdraw
their cash transfer.

4. Lessons Learned
BDC Centre Hyderabad City opened at 9:00 a.m. but it was being cleaned by the sweeper at the
time and the bank staff and NADRA staff arrived at 9:15 a.m. and 9:25 a.m. respectively. There
were no security guards, stationed outside the centre, nor were there any banners or standees
displayed outside. There was no BISP counter at this centre or any BISP official to facilitate
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beneficiaries; there was only one BISP supervisor who would occasionally check in at the centre.
There were no seating arrangements for beneficiaries in the waiting area, which was a courtyard;
no water in the water cooler; and no bathrooms for beneficiaries. There were 8 chairs inside the
centre for beneficiaries but these were not next to the counters so beneficiaries had to stand while
their BDCs were being processed. There was no mechanism to handle BDC related complaints
here. Furthermore, beneficiaries were not being guided about how to use their BDCs or safeguard
their PIN code; they were only being told by bank staff members where to withdraw their money
from. The language barrier (Urdu-Sindhi) between the NADRA staff and beneficiaries was also a
cause of concern.

5. Recommendations








As per standard procedure, BISP should send letters to beneficiaries informing them of the
change in their payment mode and that they should get their CNIC discrepancies removed so
that they can know about their status in the program and act immediately to avail their
payments
BISP should ensure that BDC Distribution Centre banners and standees are properly
displayed outside the centre.
BISP should establish a counter at this BDC Centre and permanently depute some officials to
handle beneficiary concerns, facilitate them in the BDC issuance process, handle complaints
and guide beneficiaries in the use of BDCs
BISP should establish a mechanism to register BDC related complaints at this office, even if
it is in collaboration with the payment agency (bank)
Basic facilities such as seating, water, fans, bathrooms etc. for beneficiaries should be
provided at this BDC Centre so that they do not have to face these problems – this is
especially pertinent for older, pregnant or disabled women
In light of the language barrier observed at this BDC Centre, NADRA should ensure that the
staff they hire is able to clearly and effectively communicate with the beneficiaries so that the
BDC issuance process runs smoothly

Beneficiary Exit Interview 1:
Bilquis Bibi w/o Aslam Khan is a 38 year old woman who lives in House No. 2-C-233, Ghosia
Masjid, Eid Gah Colony, Latifabad, Hyderabad. Her house is six km from the BDC Centre and she
came to the centre on a motorcycle with her brother. This was her second visit to the BDC Centre.
The first time she visited was in June 2012 and when she handed over her CNIC to the NADRA
officials she was told that there was a discrepancy – her picture was not visible – and she should get a
new CNIC; she was given a token to show at the NADRA office for issuance of a new CNIC. She
went to NADRA office to get her card, which took 2 months. On 17th September 2012, while we were
visiting she again came to this centre and brought her PSC slip and new CNIC with her. Bilquis had to
wait for an hour in the crowd before her turn came. This time her CNIC was verified and she was
issued a BDC. However the bank counter official did not guide her about how to use the BDC, about
the PIN code system, about the outlets where the BDC could be used or even to wait for two days
before attempting to withdraw her money. She was thus clueless about how and when she could
access her payments.

Beneficiary Exit Interview 2
Najma w/o Shafi Muhammad is a 32 year old woman who lives in Muhammad Khan Bagrani,
Qasimabad, Hyderabad. Her house is approximately 5 km from the BDC Centre and she came on a
rickshaw with her son, which cost her around Rs.250. This was her second visit to the BDC Centre.
The first time she visited was in June 2012; when she presented her CNIC for verification to the
NADRA staff she learnt that her CNIC had expired and was instructed to get a new CNIC; she was
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given a token to show at the NADRA office for issuance of a new CNIC. Her new CNIC took two
months and when she visited this time with her new CNIC and PSC slip, a BDC was issued to her.
The bank staff did not guide her about how to use the BDC, about the PIN code system or which
outlet to withdraw the money from however she was told that she could withdraw her money after two
days.
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P-Q2-BDC-Centre-Sindh-06
Observation Report of BDC Distribution Centre, Karachi East
1. BDC Centre – Introduction and Background
BDC Centre Karachi East is located in one of the rooms of NADRA Office in Gulistan-e-Johar,
Tehsil Gulshan Town. There are two other partner organizations working with BISP at this BDC
Centre: NADRA and UBL. This BDC Centre is easily accessible as it is on the main road of
Gulistan-e-Jauhar and the majority of people know about this NADRA office.
This BDC Centre was located in a very spacious area because NADRA Office has a large
courtyard. However, there were no visible banners or standees placed outside the centre. The
BDC Centre opened on time at 9:00 am but the office staff came at 9:20 am. When we reached
the BDC Centre at 9:00 am, there were about 8-10 people outside the BDC Centre (room) out of
which 5-6 women had come to get their cards. There was a private security guard, hired by
NADRA, to control the security situation at the centre.
The BDC Centre staff comprised of seven members from NADRA, two from the bank and one
from BISP. The Assistant Director (AD) BISP did not remember the projected date for
inauguration of the BDC Centre set by BISP management. However, he said that the centre began
operations on 7th February 2012. But in the third week of February 2012, the BDC Centre was
closed down for 15 days due to a strike by NADRA workers. According to staff, this BDC Centre
has issued 7,800 cards till date and the initial target given to the BDC Centre was of 12,000 cards.
However, due to the closure of other BDC Centres in Karachi, their target has been included here
and currently it has been increased to 16,500 cards.
The BDC staff informed us that when this BDC Centre opened, they issued around 250-300 cards
daily. However, currently, they issue about 40 cards daily. According to the Assistant Director,
BISP Headquarter informed beneficiaries through letters about the change in their payment mode.
However, most of the beneficiaries did not receive those letters therefore BISP instructed local
notables in many areas to spread the word. BISP also sent letters to local post offices instructing
them to inform beneficiaries regarding the change in their payment mode to BDCs, and that they
should get their BDCs promptly.
According to BISP AD, even if any beneficiary does not have a BISP letter, she can get their
CNIC verified at NADRA counter and get their BDC. BISP AD also informed us that there was
no orientation training provided to the staff.

2. Logistics and Facilities at BDC Centre
BDC Centre Karachi East comprised of only one room located in the Gulistan-e-Jauhar NADRA
office. This room had an area of about 14x12 feet. There is a small veranda/waiting area outside
the room where there were about 10 chairs for beneficiaries. The veranda has a fan. Next to the
veranda, there is a huge courtyard. The NADRA office was slightly distanced from the BDC
Centre and thus there was no mingling between visitors of NADRA and BDC Centre. For their
own convenience, the BDC Centre staff put the NADRA counters near the windows so that
women could get their CNICs verified from the database before they entered the centre. They
were only allowed to enter if found to be eligible beneficiary.
Inside the BDC Centre, there was no place for the beneficiaries to sit and all the beneficiaries
received their cards while standing. This BDC Centre did not have any drinking water or
bathroom facility for the beneficiaries. According to the AD and other staff at the BDC Centre,
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NADRA was responsible for providing a generator and DSL internet at the centre. During our
visit, the power went out once for about half an hour. However the generator was quickly
switched on within a couple of minutes. There was only one BISP representative at this centre to
guide beneficiaries.

3. Arrangement and Process at Different Counters
a. BISP Counters
At this BDC Centre, there was only one staff member from BISP. This staff member was a
Naib Qasid and was given a counter (table and chair). He was only checking and informing
the beneficiaries whether they were eligible or not, through their tracking form. According to
BISP staff and AD, they were not required to be involved in addressing BDC related
complaints. Payment related complaints could not be entered in BISP CMS as it does not
cater to such complaints. All BDC related complaints are referred to the bank counter located
at the BDC Centre for redressal.
b. NADRA Counters
There were 3 NADRA counters at this BDC Centre. There was no separate room for the
NADRA counters and there was no seating arrangement for the beneficiaries in the room. To
overcome the issue of power outage, there was a large generator provided by NADRA to
provide electricity during power outage. However, NADRA counters did not have a UPS.
This caused a delay for 10 minutes twice in the BDC process when the computers turned off;
once when the power went out and the second time when the power came back. According to
NADRA staff, NADRA counters have this set up since the beginning.
NADRA has 7 staff members at this BDC Centre; 1 female site in-charge, 1 female and 4
male Data Entry Operators (DEOs) and 1 male security guard. The female DEO was on
vacation when we visited the centre. The NADRA staff informed us that initially they were
on a 3 month contract but the contract had been extended because the given target for the
BDC distribution had not been met yet. They also told us that all the DEOs have a salary of
Rs.7,500 per month. When a beneficiary would come to the NADRA counter, the DEO would
take her CNIC and verify her CNIC number in the NADRA database to check if she was a
beneficiary or not. After CNIC verification the NADRA representative would tell her to enter
the room for biometric verification. After that, the representative gave them a NADRA
computerized token and told them to go to the bank counter.
In case a beneficiary’s CNIC could not be verified, or had some discrepancy – such as expired
CNIC, CNIC without photograph or a mismatch of thumb impression – the NADRA
representative would tell the beneficiary to get a new CNIC from the NADRA office.
c. Bank Counters
This BDC Centre had 2 UBL (bank) counters in the same room as BISP and NADRA
counters. The bank only had 2 staff members both DEOs. One of the bank counters had a
laptop and on the second counter the bank representative was manually maintaining a record
of BDCs receiving by beneficiaries.
When the beneficiary came to the bank counter with her token, the bank representative would
take her token and verify the serial number in their online record. This showed the
beneficiary’s complete details as the bank’s computer has a shared database with NADRA’s
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main server. After entering the serial number, the bank’s representative would ask for the
required information from the beneficiary, which included:
i.
ii.
iii.
iv.
v.

Date of birth of beneficiary
Mother’s name of beneficiary
CNIC number of beneficiary
Expiry date of the beneficiary’s CNIC
Cell phone number of the beneficiary

After entering this information, the bank’s representative issues a BDC to the beneficiary. At
the second counter, the beneficiary is asked to give a thumb impression to confirm receipt of
the BDC. After the BDC is issued by the bank, the bank representative does not provide the
beneficiary with any information regarding the usage of BDC. The beneficiaries are only
informed that they can access their money after two days from any ATM and they should not
share the PIN code inside the BDC envelope with anyone.
d. Mobile Phone Counter
N/A

4. Lessons Learned
The BDC Centre Karachi East opened on time at 9:00 am. However, since the BDC staff arrived
late, the BDC distribution process also started 30 minutes later.
The BISP or bank staff does not guide the beneficiaries about how to use the BDC. Due to this the
beneficiaries were confused as they have never used/seen an ATM card before.
Many ineligible women were also coming to the BDC Centre hoping that they might receive the
BDC as well. When they did not receive the card or found out they were ineligible, they passed
comments on BISP such as: “There is corruption in this program. We are also poor. Why are we
not getting the money?”
There were no banners or standees displayed outside the BDC Centre. It was further observed that
there were minimal seating arrangements for beneficiaries and no water or bathroom facilities for
them at the centre.
The AD claimed that BISP had sent out change of payment mode letters but they primarily relied
on informal channels to inform beneficiaries such as local notables and local post offices. Many
of the beneficiaries who came to this centre did not have BISP letters.
The BDC complaints are not handled by BISP staff but simply are referred to the bank counter.

5. Recommendations




BISP should ensure that change of payment mode letters are sent to all beneficiaries, so that
they know from where to collect their BDCs.
BISP should ensure that banners and standees are displayed outside the BDC Centre so that it
is conspicuous and easily accessible for beneficiaries
The NADRA counter takes a maximum of 2 minutes to complete the verification process of
the beneficiary. However, the bank counter takes 2-5 minutes. The bank should increase the
number of counters to pace up the process and balance with NADRA
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BISP should increase the number of its representatives at the BDC Centre and provide
training to them, so that they can properly guide beneficiaries who visit this centre
According to the AD, there should be an ATM machine in the BISP Tehsil Offices so all the
beneficiaries can easily draw their money from this ATM.
BISP and bank staff should make it a point to guide/inform the beneficiaries regarding the
usage of the BDC
BISP should establish a complaint registration/redressal mechanism for payment complaints
at this centre so that beneficiaries do not have to make trips to many different offices in order
to register their complaint

Beneficiary Exit Interview 1
Rukhsana w/o Aleemudin is 43 years old and lives in Village Achar Satar, Muhammad Bin Qasim
Post Office, Dhabeji, Tehsil and District Karachi. According to Rukhsana, on 16th October 2012 it
was her first visit to the BDC Centre Karachi East. She had her BISP eligibility letter and her CNIC in
her hands. She reported that a day ago on 15th October 2012, she went to BISP Divisional Office
Karachi East to register her complaint to update her CNIC. The staff over there registered her
complaint and told her to collect her BDC from this BDC Centre. Today, she came from her village
with her neighbours in a bus and then rickshaw. This BDC Centre is about 65 km away from her
village. It took her 3 hours to get here and she spent Rs.80 on the trip. Due to the long queue at the
BDC Centre, she decided to wait under a tree. She reported that there was no drinking water facility,
not enough seating arrangement and no bathroom facility available at the BDC Centre. According to
Rukhsana, she got her CNIC checked by the NADRA representative who told her that her CNIC
could not be verified as her data had not been updated by BISP yet. She reported that she was not
satisfied with the behavior/service of the staff because the BISP representative at the Divisional
Office told her that her issue had been resolved but when she came to this BDC Centre the bank
representative told her she could not get her card.

Beneficiary Exit Interview 2
Maqsooda Begum w/o Muhammad Shafiq Butt lives in House No. 420, Ibrahim Hyderi, Korangi,
Tehsil and District Malir, Karachi. According to Maqsooda Begum, on 16 th October 2012 was her
first visit to the BDC Centre Karachi East and she came with her husband. She did not receive any
intimation letter from BISP to collect her card. Maqsooda informed us that almost a month ago, she
went to the BDC Centre Malir with her neighbours to get her BDC. The staff at BDC Centre Malir
told her that her CNIC could not be verified and she should come back after a month. She went to the
BDC Centre Malir again on 15th October 2012. This time the staff at the Centre told her to go to the
BDC Centre Karachi East and she would get her card from there. For this reason Maqsooda Begum
came to the BDC Centre Karachi East with her husband on a motorcycle. Her house is about 50 km
from the BDC Centre. It took her about 1 hour and 30 minutes to get here and she spent about Rs.200
on the trip. They kept asking people on the way for directions and finally got here.
Maqsooda Begum reported that after reaching the BDC Centre she went to the NADRA counter
where the NADRA staff took her CNIC and checked it in the computer. After verifying her CNIC, the
NADRA representative told her to come inside the room and took her thumb impression. After that he
gave her a slip and told her to go to the bank counter. According to her, she was absolutely satisfied
with the behaviour of NADRA representative. Maqsooda went to the bank counter after that and gave
her CNIC and NADRA token to the bank representative. The bank representative checked her
information on the computer. He asked for her mother’s name and then gave her the BDC in an
envelope. He then told her to go to the next counter. The second representative took her thumb
impression and told her she could withdraw the money after two days from an ATM using her BDC.
Maqsooda Begum was not very satisfied with the bank staff’s treatment as she said that they did not
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guide her about how to use the BDC; since she had never seen an ATM card in her life she said she
had no idea how she would use it.
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P-Q2-BDC-Centre-Sindh-07
Observation Report of BDC Distribution Centre, Moro
1. BDC Centre – Introduction and Background
BDC Centre Moro is located at the Taluka Municipal Office (TMO) in a central location of the
city. This BDC Centre opened at Mehran College Moro on the projected date conveyed by BISP,
26th March 2012, but shut down 2 weeks later due to the deteriorating law and order situation and
reopened 2 months later in the first week of June 2012. The location of this BDC Centre was
shifted from Mehran College to the TMO in order to accommodate the increasing numbers of
beneficiaries. The partner organisations working with BISP at this centre for the issuance of
BDCs are NADRA and Habib Bank Limited (HBL). According to the Assistant Director (AD)
there are 4 BDC distribution points functioning in this district and only one in Moro Tehsil. BDC
Centre Moro has issued 5,600 BDCs till date (overall beneficiaries in Moro are about 15,800) and
has a daily turnover of around 60-70 BDCs.

2. Logistics and Facilities at BDC Centre
BDC Centre Moro is at a central location of the city and is thus easily accessible for beneficiaries.
However there were no BDC banners or standees displayed outside the centre to guide the
beneficiaries. The BDC Centre opened 5 minutes ahead of time; when we reached the centre at
8:50 am the gatekeeper was directing beneficiaries to form a line and thereafter allowing them
into the office one by one. BDC Centre staff was also present on time, except for one NADRA
employee (DEO) who was 20 minutes late. There was no waiting room for beneficiaries at the
BDC Centre nor were there any tents for shade or chairs to sit on. The beneficiaries and the males
who accompanied them sat under trees in search of shade while they waited for their turns. There
were no drinking water or washroom facilities available at this centre for beneficiaries.
The BDC Centre had been allotted one large room by the TMO, in which there was a NADRA
counter on one side and a bank counter on another. The room in which BDC issuance/distribution
was taking place had around 30-40 chairs for beneficiaries and there were about 2 chairs at each
counter which made the collection process convenient for beneficiaries. Outside the BDC Centre
there was a counter which appeared to be manned by political workers. When we asked the BISP
Supervisor in this regard, he informed us that they were present to help the beneficiaries. He told
us that when this BDC Centre opened in Moro, BISP had planned Union Council-wise
distribution of BDCs, however people from all over the district after hearing about BDC
distribution flocked to this centre. This occasionally led to quarrels between beneficiaries at the
centre, which was subsequently shut down for 2 months. Then the influential politicians of the
area pledged to maintain order at the centre and had the centre reopened upon their own
responsibility. They made announcements in villages regarding the reopening of the BDC Centre
at the TMO and appointed their representatives outside the centre.
There was only one BISP official – a Supervisor – present at this centre and he told us that he
only visits the BDC Centre occasionally. There was a NADRA-provided generator at the centre
and it was used when the power went out for 20 minutes during our observation period. There
were no security guards at the BDC Centre provided by BISP or partner organisation, instead the
political workers operating outside the centre had their own private security personnel.
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3. Arrangement and Process at Different Counters
a. BISP Counters
There was one BISP counter but no BISP officials were seen; there were 2 political workers
stationed at this counter, controlling and facilitating beneficiaries who had come here. There
was a BISP Supervisor at the centre but he is not permanently posted here and only visits
occasionally.
b. NADRA Counters
There were 4 NADRA counters, 4 staff members and about 20-30 beneficiaries in the room
during our observation period. There was seating arrangement for beneficiaries in the room
and at the counter. All of the NADRA staff members were on 3 month contracts but these
were periodically extended to facilitate BDC issuance. At the NADRA counter the DEO
would first verify the beneficiary’s CNIC on their database. Then he would obtain the
beneficiary’s thumb impression and issue a computerised token and guide them to the bank
counter. If a beneficiary’s CNIC would not be verified she would be informed about the
discrepancy, and the DEO would issue a computerised token to her to take to the NADRA
office and get another CNIC made free of cost.
The attitude of NADRA staff towards beneficiaries did not appear appropriate; during our
observation one DEO was seen to be treating beneficiaries in a way which appeared to be
sexual harassment. When we talked to the AD in this regard he told us that they had received
several complaints about this but no action had been taken thus far.
c. Bank Counters
There were 4 HBL counters in the same room as the NADRA counters at this centre. There
were 6 staff members: 4 CDOs, 1 site in-charge and 1 security guard. The site in-charge was a
permanent bank employee while the rest were on 3 month contracts which were periodically
extended. All the bank staff posted at the counters had been provided laptops by HBL. When
a beneficiary would arrive at the bank counter with the NADRA token, the CDO would enter
the token number in their online database. After this they would obtain the following
information from beneficiaries:
i.
ii.
iii.
iv.
v.

Date of birth of beneficiary
Mother’s name of beneficiary
CNIC number of beneficiary
Expiry date of beneficiary’s CNIC
Cell phone number of beneficiary

Then the beneficiary would be made to provide their thumb impression on the NADRA token
as a receipt and finally a BDC would be issued to them.
After issuing the BDC, bank staff was not seen to be providing any information to
beneficiaries regarding how to use the BDC, about the PIN code security or where to
withdraw the money from. While we were at the BDC Centre there were some beneficiaries
who had come to register complaints about their PIN codes. The HBL site in-charge received
these complaints, recorded their cell phone numbers and entered the complaints in an Excel
sheet on his laptop. He was then telling these beneficiaries to come back in 15 days to inquire
about their complaints.
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4. Lessons Learnt
The BDC Centre Moro opened on time and all the staff, except one NADRA DEO, was present
on time as well.
There were no BDC banners or standees seen outside the centre. There was no seating
arrangement for beneficiaries outside the centre – beneficiaries were seen to be resting under the
shade of trees or waiting in line – however there were sufficient seating arrangements inside the
centre. There were no drinking water or washroom facilities for beneficiaries.
There was a political presence at the centre, with one counter outside the BDC Centre being
manned by political workers, however, the BDC issuance and distribution process proceeded
smoothly.
The NADRA staff was seen on occasions to behave inappropriately.
The bank staff was issuing BDCs smoothly and consistently but they were not guiding
beneficiaries about how to use these BDCs and where they could withdraw their money from.
There were no BISP officials to guide and facilitate beneficiaries in this regard either – only one
BISP Supervisor was present monitoring the centre occasionally.
BDC complaint redressal mechanism is not handled by BISP staff; these complaints were being
forwarded to bank counter to be registered by the HBL site in-charge.

5. Recommendations








BISP should ensure that beneficiaries are promptly provided letters informing them of the
change in their payment mode, so that beneficiaries do not have to rely on political workers or
local notables and can immediately collect their BDCs as instructed by BISP
BISP should ensure that BDC banners and standees are visibly displayed outside the BDC
Centre, as per standard practice, so that beneficiaries can easily identify the centre
BDC Centres should provide basic facilities such as drinking water, seating arrangements in
the waiting area, washroom facilities etc. for beneficiaries who come to the BDC Centre to
acquire their BDCs
BISP should ensure that appropriate action is taken against NADRA officials accused of
misbehaviour so that beneficiaries do not have to face difficulties whilst obtaining their BDCs
BISP should establish its own complaint registration/redressal mechanism to handle BDC
related complaints that are brought to this centre; they should also establish a shared database
with payment agencies so that beneficiaries can gain information about the progress on their
case from the BDC Centre – there is a need for one-window operations to deal with payment
complaints so that beneficiaries do not have to make repeated and unnecessary trips to various
offices which implies a waste of time and money
BISP and bank counter officials should guide beneficiaries regarding the use of BDCs so that
BDC related complaints can be minimised and beneficiaries who are using ATM/debit cards
for the first time in their lives can gain awareness

Beneficiary Exit Interview 1
Khalida wife of Ghulam Mustafa is a 39 year old woman who lives in Purano Ghachiro, Moro,
Naushero Feroz. Khalida did not receive any letter from BISP informing her of the change in her
payment mode or to collect her card from this centre. This was her first visit to the BDC Centre Moro
and her house is about 10 km from the centre. She came here to collect her BDC with her brother on a
rickshaw, paying Rs.100 in travel fare. She waited in the crowded line of beneficiaries with her CNIC
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and PSC slip, outside the centre where there were no seating arrangements for her. She provided these
documents to the BDC Centre staff and was issued a BDC; she was satisfied that her trip proved
successful. She was not provided any information by the bank staff about how to use the BDC or
which bank branch to withdraw her payment. They only instructed her to use the BDC after 2 days.
She was nonetheless satisfied with the attitude of the staff and was glad she received the BDC on her
first attempt.

Beneficiary Exit Interview 2
Musamat Rani wife of Noor Muhammad is a 52 year old woman resident of Detal Bhatti, Post Office
Peer Bux, Taluka Moro, District Naushero Feroz. Her house is located 8 km from the BDC Centre
and she came here with her husband on a bus. This was her first visit to the BDC Centre Moro. When
she arrived the crowd of beneficiaries was so huge that she had to wait 2 hours for her turn to come.
She reported that there were no seating arrangements, no fans, no drinking water and no washroom
facilities in the waiting area outside the BDC Centre. She had not received any letter from BISP
informing her of the change in payment mode or to come to this centre to collect her BDC. Musamat
Rani brought her CNIC and PSC slip along with her to this centre. She received her Benazir Debit
Card (BDC) without any hitches and she was satisfied with the attitude of the NADRA and bank staff
present here. She was not provided with any guidance regarding how to use the BDC or about the pin
code system but she was told to wait for 2 days before withdrawing her payment through the BDC.
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P-Q2-BDC-Centre-Sindh-08
Observation Report of BDC Distribution Centre, Qambar
1. BDC Centre – Introduction and Background
BDC Centre Qambar is located at NADRA Office next to Boys’ Degree College in Qambar
which is 5 minutes away from the main city. NADRA has provided two rooms for the operations
of this BDC Centre. NADRA counter is one room and the bank counter is situated in another
room. The BDC Centre began its test phase on 31st March 2012. However, due to a shortage of
bank staff, the BDC Centre was closed for 2 months. The BDC Centre reopened on 10 th June
2012 and has been working regularly since then. NADRA and United Bank Limited (UBL) work
together at this BDC Centre to distribute BDCs. There is no other BDC Centre in District Qambar
Shahdadkot. The BDC Centre Qambar’s card distribution target is around 32,000 BDCs and up
till 28th September 2012, it had distributed about 16,000 BDCs and the current average
distribution is about 90-100 cards daily.

2. Logistics and Facilities at BDC Centre
According to the directives of BISP, BDC Centres should open by 9:00 am. However, when we
went to the BDC Centre Qambar at 8:55 am, it was already open and working. When we reached
the office, NADRA’s site in-charge was verifying a beneficiary and there was no other NADRA
staff present. There was one Card Distribution Officer (CDO) present at the bank counter and a
site in-charge was present himself at the card distribution counter. There were no banners,
standees or information material present at the BDC Centre Qambar. There was no seating
arrangement for the beneficiaries. Beneficiaries would wait for their turn to come in the courtyard
outside. There were no drinking water or bathroom facilities available at the centre either.
When we reached the BDC Centre, there were more than 20 beneficiaries outside the BDC Centre
including both men and women. The men were there to accompany the beneficiaries or to register
their complaints while the women were there to receive their BDCs. These complaints included
lost PIN codes, fraudulently withdrawn money by BDCs etc. At the gate of the BDC Centre, there
was a police constable who would let one beneficiary in the gate after every two minutes. It was
very crowded close to the BDC Centre gate; there were both men and women present who were
not given any instructions by the security personnel or BDC staff to form a queue. There is no
BISP Tehsil Office in Qambar. Due to this, the BISP Assistant Director and the Supervisor
received all the beneficiary complaints at the BDC Centre. The internet and generator facilities at
the BDC Centre were provided by NADRA. During our observation period, there was a power
outage for 4 hours during which the generator was used however connectivity was lost on the
computers for 1 hour in between.

3. Arrangement and Process at Different Counters
a. BISP Counters
There is no BISP counter at this BDC Centre. However, according to the AD, he supervises
the BDC Centre. He deals with all the discrepancy/eligibility complaints as well as BDC
related complaints. According to the Assistant Director, when the BDC Centre started, one
male and one female were hired on a 3 month contract to guide and mobilize the
beneficiaries. Using their help, beneficiaries were guided and helped during the process.
However BISP counter was subsequently shut down. The BISP AD and Supervisor were the
only two BISP officials at this centre however they only visit the centre occasionally and are
mostly in the field or rotate between offices.
GHK Consulting Ltd.
J40252715

305

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 2 - BDC Centres
P-Q2-BDC-Centre-Sindh-08

b. NADRA Counters
There were 4 NADRA counters present in this BDC Centre; 3 DEO counters and 1 for the
main server where all the data is shared. There was no seating arrangement for the
beneficiaries next to the NADRA counters. When a beneficiary came to the NADRA counter,
she was asked for a copy of her CNIC and her status was checked. If the beneficiary was
eligible and there was no discrepancy in her CNIC, she was further directed to give her thumb
impression on the biometric device for checking her data with the data base. The beneficiary
was then given a computerised token and sent to the bank counter. In case, there was a
discrepancy in the beneficiary’s CNIC, they were being sent to the BISP officials instead of
being informed about the discrepancy and being advised to visit the NADRA office.
c. Bank Counters
There were 4 UBL counters present at this BDC Centre; 3 for CDOs and 1 for thumb and data
entry. The bank staff comprised of 5 members; 4 DEOs and 1 site in-charge. The bank staff
had 4 laptops and one desktop. These computers were used for data entry. As soon as the
beneficiary bring the token given to her at the NADRA counter to the bank counter, a bank
account was opened for her and basic information was obtained from the beneficiary. These
details include:
i.
ii.
iii.
iv.
v.

Data of birth of beneficiary
Mother’s name of the beneficiary
CNIC number of beneficiary
Expiry date of CNIC of beneficiary
Cell phone number of beneficiary

After noting the beneficiary’s information for their bank account, the bank account was
opened and a BDC was issued to the beneficiary. After that, the beneficiary was asked to give
her information and BDC Number at the next counter and put her thumb impressions in a
register. After issuing the BDC to the beneficiaries, they were not provided any information
or guided in terms of the usage of the card. The beneficiaries were also not informed
regarding the process of registering a complaint if there were any issues with the card.
When we reached BDC Centre Qambar, some beneficiaries were there to register a complaint
regarding fraudulently withdrawn money from their BDCs. The bank staff at the BDC Centre
did not help them in any way. According to the bank staff, they get a number of similar
complaints everyday and they send these complaints to the UBL Regional Office Larkana.
They do not have any authority to deal with such complaints, they informed.
According to the Divisional Director Larkana, the BDC Centre Qambar bank staff has been
reported to have opened beneficiaries’ BDC envelopes and use the BDCs to withdraw money
and then resealing the envelopes. He informed us that he also had a discussion with the UBL
Manager to shut down the BDC Centre Qambar due to this reason.

4. Lessons Learned
According to the beneficiaries, the BDC Centre Qambar usually opens after 9:30 am however,
due to our visit it opened early at 8:45 am. When we reached the BDC Centre, some of the bank
and NADRA staff was already present but some staff members came 30 minutes later.
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There were no BDC banners or standees displayed outside the centre. There were insufficient
seating arrangements for beneficiaries and no drinking water or washroom facilities for them.
There was no BISP counter to facilitate and guide beneficiaries.
The NADRA counter was not properly guiding beneficiaries with CNIC discrepancy.
The bank counter was not guiding beneficiaries regarding the usage of BDCs and where and how
to withdraw their payments.
It was further observed that most of the beneficiaries who obtained their BDCs from this centre
complained about their money being fraudulently withdrawn through their BDCs.
There was no mechanism to register BDC related complaints here and beneficiaries were being
diverted to the UBL Regional Larkana.

5. Recommendations










BISP should ensure that all beneficiaries are promptly provided intimation letters informing
them of the change in their payment mode so that they may update their CNICs and remove
any discrepancies, and collect their BDCs immediately.
It should be ensured that BDC banners and standees are visibly displayed outside BDC
Centres, to guide beneficiaries.
Women police constables may be hired for BDC Centre Qambar in order to manage the flow
of beneficiaries.
BISP counter should be established at BDC Centre Qambar in order to guide and facilitate
beneficiaries.
BISP should establish a complaint registration/redressal mechanism for BDC related
complaints; there should be a shared database between BISP and payment agencies so that
one-window operations can be established which would save a lot of time and money for
beneficiaries/complainants.
NADRA should properly guide beneficiaries with discrepancies on their CNICs and provide
them with tokens to obtain new CNICs free of cost.
UBL staff should guide beneficiaries with regard to the usage of BDCs so that payment
complaints can be minimized and awareness can be raised amongst beneficiaries who are first
time ATM/debit card users.
UBL should investigate the accusations of unsealed BDC envelopes and payments withdrawn
by using these cards and take appropriate action; UBL should immediately block these BDCs
and BISP should work to promptly reissue the misappropriated payments to the beneficiaries.

Beneficiary Exit Interview 1
Madina wife of Dawood is a 44 year old woman who lives in Gali Parh Tootak, Tehsil and District
Khuzdar (in Balochistan province but she is currently visiting her relatives here). Madina did not
receive any intimation letter from BISP regarding the change in her payment mode or instructing her
to update her CNIC and remove all discrepancies from it. On 28th September 2012, Madina came to
BDC Centre Qambar with one of the girls in her neighbourhood. Madina took the bus from her house
to the BDC Centre Qambar which cost her around Rs.300. This was her first visit to this BDC Centre.
Her house is about 16 hours away from the BDC Centre Qambar. Madina had to wait in the crowd of
beneficiaries for her turn. When her turn came, she gave her CNIC and the PSC slip to the BDC
Centre staff to verify. The NADRA officer at the BDC Centre informed Madina that there is a
discrepancy of her thumb impressions. He told her that she would have to get a new CNIC made and
once she receives that she could collect her BDC from the BDC Centre Qambar. According to
Madina, the NADRA staff did not inform her where she could get her new CNIC. However, this time
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she was satisfied that after she got a new CNIC she could get her BDC from this BDC Centre. The
staff did not inform her that it would not be possible for her to get her BDC from BDC Centre
Qambar because she is a beneficiary from “another province”.

Beneficiary Exit Interview 2
Husna Khatoon wife of Ali Akbar Mugheri is a 40 year old woman who lives in Goth Juma Khan
Mugheri, Tapal Ghar Safirabad, District Qambar Shahdadkot. On 28th September 2012, Husna came
to the BDC Centre Qambar to get her BDC with her husband on a motorcycle. She did not receive an
intimation letter from BISP regarding the change in her payment mode and this was her first visit to
this BDC Centre. The BDC Centre, which was 5 km from her house, was very crowded with
beneficiaries at the time and Husna had to wait in line for almost 2 hours. When her turn came, she
gave her CNIC and PSC slip to the BDC Centre staff for verification. After that, Husna received her
BDC. However, despite receiving the BDC, Husna did not know how to use the card. She was not
guided in this regard by the bank staff; they did not inform her about how to use the BDC or where
she could withdraw the money from and only told her to wait for two days before using the BDC.
They told her to use the BDC at a bank but did not tell her which bank.

GHK Consulting Ltd.
J40252715

308

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 2 - BDC Centres
P-Q2-BDC-Centre-Sindh-09

P-Q2-BDC-Centre-Sindh-09
Observation Report of BDC Distribution Centre, Bhirya
1. BDC Centre – Introduction and Background
BDC Centre Bhirya is located at the Mukhtiarkar Office in Bhirya. The Mukhtiarkar Office
initially provided two rooms to the BDC Centre for its operations but subsequently one room was
taken back and now BDC distribution takes place in one room of this office. This centre has been
operational since 23rd April 2012. The partner organisations working here are NADRA and Habib
Bank Limited (HBL). According to the Assistant Director Bhirya there is only one BDC
distribution point in Bhirya Tehsil, which is this one. Till 5th October 2012 the BDC Centre
Bhirya had distributed about 11,908 BDCs.

2. Logistics and Facilities at BDC Centre
The BDC Centre Bhirya is at ten minutes’ walking distance from the main city. When we visited
the BDC Centre at 8:40 am there were 20-30 people (male and female) waiting outside for the
centre to open. The BDC Centre opened at 9:25 am with the arrival of a peon and the NADRA
Supervisor. The rest of the staff began arriving gradually and the bank staff was the last to arrive,
at 9:45 am. All the staff members who arrived late claimed that they were travelling from nearby
villages which are about 20-25 km from the Bhirya Centre.
By the time the BDC Centre began operations there were about 100 beneficiaries waiting outside
the centre, in the courtyard where there were no seating arrangements for beneficiaries. There
were police personnel in plain-clothes managing the flow of beneficiaries; they were extremely
rude with the beneficiaries. When they saw us talking to BDC officials they quickly went and
changed into uniforms. The BDC officials also made seating arrangements for beneficiaries upon
seeing us. The beneficiaries were not being instructed to form a queue and there was no one to
check if they were carrying BISP intimation letters with them. There were no washroom facilities
for beneficiaries and despite the presence of a water cooler there was no drinking water available
for beneficiaries. While there were BDC banners displayed outside the centre, there were no
standees.
Both the NADRA and bank counters were situated in the same room of the BDC Centre. There
was a NADRA provided generator at the BDC Centre and it was used when there was a power
outage of 20 minutes during our observation period.

3. Arrangement and Process at Different Counters
a. BISP Counters
There was no BISP counter at BDC Centre Bhirya however the BISP Tehsil Office is located
in the same building where beneficiaries were being provided guidance and facilitation
regarding their complaints, discrepancies etc.
b. NADRA Counters
There were 3 NADRA counters at this centre which were catering to 3 beneficiaries at a time,
with 5 staff members – 4 Data Entry Operators (DEOs) and 1 Supervisor. There were no
seating arrangements for beneficiaries at the counters and they had to get their details
processed while standing at the counters. When any beneficiary arrive at the counter, the
DEO ask for her CNIC with which he verify her details and confirm her eligibility status.
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Upon confirmation, the DEO would enter the beneficiary’s CNIC number into the database
and issue a computerised token to her and direct her towards the bank counter.
c. Bank Counters
There were 3 bank counters at this centre in the same room as the NADRA counters. There
were no seating arrangements for beneficiaries at the bank counters. There were 4 staff
members – 3 Card Distribution Officers (CDOs) and 1 site in-charge. HBL has provided
laptops to all the staff members. When a beneficiary arrives at the bank counter, the CDO
obtained NADRA token provided to her and entered the serial number on the token along
with basic information of the beneficiary into the bank database. This information obtained
from the beneficiary included details such as:
i.
ii.
iii.
iv.
v.

Date of birth of beneficiary
Mother’s name of beneficiary
CNIC number of beneficiary
Expiry date of the beneficiary’s CNIC
Cell phone number of the beneficiary

After obtaining this information, the CDO would acquire the beneficiary’s thumb impression
on the back of the NADRA token. The beneficiary would then be issued and handed over a
Benazir Debit Card (BDC). It was observed that the bank staff was not providing any
instructions to the beneficiary regarding how to use the BDC or about the security of PIN
code etc.
d. Mobile Phone Counter
N/A

4. Lessons Learned
This BDC Centre is located outside the main city, at the Mukhtiarkar Office in Bhirya. There
were BDC banners on display outside the centre, but there were no standees.
It was observed that the centre did not open at the prescribed time (9:00 am) as a result of which
the number of beneficiaries began building up and this caused delays in the distribution process.
The police guards at the centre were not in uniform and only changed upon seeing us; moreover
they were seen misbehaving with beneficiaries.
There were no seating arrangements for beneficiaries, either inside or outside the centre, and there
were no drinking water or washroom facilities for beneficiaries either; seats were only provided
outside when the BDC officials saw the TPE Team noting the lack of these facilities.
Beneficiaries were being entertained at NADRA and bank counters which were both located in
the same room inside the centre. However, upon issuing BDCs to beneficiaries the bank staff was
not guiding them regarding the usage of these BDCs.
We further learnt that while BDCs continue to be issued to beneficiaries in and around Bhirya,
there is only one bank in Bhirya. This is the Muslim Commercial Bank (MCB) and there is no
ATM or ‘swipe machine’ at this bank, thus beneficiaries have to travel far in order to withdraw
their payments.
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5. Recommendations










BISP should ensure that intimation letters are promptly sent to beneficiaries informing them
of the change in their payment mode and requesting them to collect their BDCs from the
relevant BDC Centre, so that beneficiaries can immediately remove any CNIC discrepancies
and collect their BDCs in order to access payments.
Banners and standees should be displayed outside BDC Centres, in order to make the centre
conspicuous and easily accessible.
Proper facilities such as water, seating, fans, washrooms etc. must be provided to the
beneficiaries at BDC Centre and the entire staff at the centre should be trained to facilitate the
beneficiaries, so that they do not face any difficulties in acquiring their BDCs and there
should be no incidents of misbehaviour as witnessed at this centre.
BISP counters should be established at this BDC Centre to guide and facilitate beneficiaries
in obtaining their BDCs and to create awareness about how to use these BDCs properly.
BISP should establish a mechanism to handle payment and BDC related complaints at all its
BDC Centres; one-window operations need to be established so that beneficiaries/
complainants can register their complaints at the BDC Centre/ BISP office instead of
travelling to payment agencies (banks) and can also inquire about the status of their
complaints from here.
BISP should urge its partner banks to establish cash withdrawal points (ATMs) either at BDC
Centres or in close vicinity so that beneficiaries do not have to travel far to access their
payments

Beneficiary Exit Interview 1
Musamat Rukhsana wife of Zahid Ali Panhwar is a 30 year old woman who is a resident of Goth
Purano Jatoi, Post Office Purano Jatoi, Taluka Moro, District Naushero Feroz. Her house is
approximately 40 km from the BDC Centre and she came here with her brother on a motorcycle. This
was her second visit to the BDC Centre Bhirya. She first visited in June 2012 and there was such a
huge crowd of beneficiaries at the time that she had to return without receiving her BDC. This time
she brought her CNIC and PSC slip with her. She did not have an intimation letter from BISP. She
reached the BDC Centre at 10:00 am this time and did not have to wait long for her turn. She gave her
CNIC and PSC slip to the bank officials and was issued a BDC. She was thus satisfied with the
procedure and the BDC Centre staff. She was not instructed by the bank staff or any BISP official
regarding how to use the BDC and she was concerned because she did not have any prior knowledge
in this regard. However she was told to wait for two days before using the card to withdraw her
payment.

Beneficiary Exit Interview 2
Ameeran wife of Khadim Hussain is a 40 year old woman who lives in Goth Dhani Bux Shahi,
Taluka Moro, District Naushero Feroz. Her house is approximately 10 km from the BDC Centre
Bhirya and she came here on a motorcycle with her husband. She had visited this centre thrice before
in August 2012 but each time she was told that the computers were not working as a result of which
BDCs were not being issued at that time. This was her fourth visit to the BDC Centre and she came
with her CNIC and PSC slip. She did not receive an intimation letter from BISP. She waited for her
turn outside in the courtyard, on the floor. She reported that there were no facilities for seating, fans,
drinking water or washroom at the BDC Centre. When her turn came she went into the centre and
provided her CNIC at the NADRA counter. After verification she received a token from NADRA and
was directed to the bank counter. At the bank counter she provided her personal details to the bank
representative and provided a thumb impression. She was then issued a BDC. She was not provided
with any guidance regarding how to use the BDC and since she had never seen an ATM/debit card
before she did not gain any awareness about it at the BDC Centre. The bank representative did inform
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her to wait for two days before using the BDC to withdraw her payment. On the whole she was
satisfied with the process since she was able to acquire a BDC.
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P-Q2-BDC-Centre-Sindh-10
Observation Report of BDC Distribution Centre, Rohri
1. BDC Centre – Introduction and Background
BDC Centre Rohri was established at the Government High School which is located in central
Rohri. There are three partner organisations for BDC issuance - NADRA, Bank Alfalah and
Ufone. The NADRA counter is located in one room, while Bank Alfalah and Ufone counters are
in another room. There is presently no BISP counter at this BDC Centre, nor is there any BISP
staff assigned here. However, according to the BDC staff, BISP had set up a counter, with 2 male
staff members, during the first three months after this centre opened and even hired lady police
constables to manage beneficiaries during that period but there were no BISP officials anymore.
According to the BDC Centre staff, BISP had set the third week of February 2012 as the projected
date to inaugurate BDC Centre Rohri, but due to the NADRA workers’ strike and logistical
problems faced by BISP and NADRA in setting up the centre it eventually opened on 19 th April
2012. However, according to the Assistant Director (AD) of the Tehsil Office Rohri, BISP had
planned April 2012 as the start date for this BDC Centre.
Due to the central location of this BDC Centre it was easily accessible for beneficiaries. When we
reached BDC Centre Rohri at 9:00 am there were only a couple of beneficiaries were waiting
outside. There were no banners or standees on display. The centre opened on time and the entire
staff had arrived by 9:20 am. There were 2 private security guards outside the centre; they had
been hired by NADRA. According to the staff, this BDC Centre has distributed about 11,000
BDCs; BISP had initially set a distribution target of 12,500 cards but had recently added 4,000
additional beneficiaries to the list. In the beginning they used to issue 300 BDCs daily but that
number has now reduced to 50 BDCs daily. The AD told us that BISP mailed intimation letters to
beneficiaries informing them of the change in payment mode however most beneficiaries did not
receive these and so public announcements were made through local notables and BISP even
circulated advertisements on TV and in newspapers.

2. Logistics and Facilities at BDC Centre
This BDC Centre was allocated 2 rooms at the Government High School Rohri with a small
courtyard/veranda outside as a waiting area for beneficiaries. The courtyard was tented to provide
shade and to cordon off the BDC Centre so as not to disturb the faculty and students at the high
school. Approximately 100 beneficiaries could be accommodated in the courtyard. However these
days since the number of beneficiaries was so low they were waiting inside the NADRA room
where there around 30 chairs; the room with the bank and Ufone counters also had around 30
chairs. There were no drinking water and washroom facilities available for beneficiaries.
According to the AD they do not have any prescribed procedure outlined by BISP to handle BDC
related complaints; such complaints cannot even be registered on the CMS. Thus when
beneficiaries come to them with BDC complaints they refer them to the bank branch or the bank
counter at the BDC Centre. He further said that the responsibility for providing internet and power
generator facilities at this centre has been designated to NADRA. During our observation period
there was no load-shedding hence the generator was not put into use.
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3. Arrangement and Process at Different Counters
a. BISP Counters
N/A
b. NADRA Counters
There were 2 NADRA counters at this BDC Centre located in a separate room, with seating
arrangement for 30 beneficiaries. The staff told us that initially there had been 5 counters
however with the decline in number of beneficiaries they had also reduced the number of
counters. There was a NADRA provided generator to cope with load-shedding but the
computers were not connected to a UPS, so if the power went out all systems would shut
down for some time– there was no power outage during our observation period. There were 7
NADRA staff members which included: 4 Data Entry Operators (DEOs), 1 site in-charge and
2 security guards. The staff members told us that they had been hired on 3 month contracts
but these were periodically extended to meet the BDC issuance target.
When a beneficiary would arrive at the NADRA counter, the DEO would first acquire her
CNIC, enter the CNIC number in their database and verify the beneficiary’s eligibility status.
After verification the beneficiary’s thumb impression would be acquired and then a
computerised token would be issued to her. The beneficiary would then be directed towards
the bank counter. In case the beneficiary’s CNIC could not be verified – if the CNIC was not
on the NADRA database or if there was any discrepancy such as expired CNIC, missing
picture, thumb impression mismatch etc. – the NADRA representative would instruct the
beneficiary to get a new CNIC made from the nearest NADRA office.
c. Bank and Mobile Phone Counters
The Bank Alfalah counter and the Ufone counter were located in a separate room of the BDC
Centre, and each counter had only one staff member. There were 25-30 chairs for
beneficiaries. When a beneficiary would enter the room with the NADRA token, the Card
Distribution Officer (CDO) – a bank representative – would enter the serial number on the
token into the online database, linked to the NADRA database on their main server. He would
then inquire about the following information from the beneficiary:
i.
ii.
iii.
iv.

Date of birth of the beneficiary
Mother’s name of the beneficiary
CNIC number of the beneficiary
Expiry date of beneficiary’s CNIC

In addition, he would acquire the beneficiary’s cell phone number from the Ufone
representative, based on the SIM which would be provided to the beneficiary. After entering
and confirming all of this information, the CDO issues a BDC to the beneficiary. The Ufone
representative at the adjacent counter then acquires the beneficiary’s thumb impression in a
manual register as receipt and hands over a Ufone SIM to her through which SMS alerts are
sent by BISP regarding her cash transfers.
It was observed that the bank representative was informing beneficiaries that they should
withdraw their payments after two days. During our observation of the bank counter there
were some beneficiaries whose names matched with the NADRA records but not with the
bank records. The reason for this was that the bank obtains its records from the BISP’s PSC
forms and often this does not match the data in NADRA’s records. In such cases the bank
representative was referring the beneficiaries to the BISP Tehsil Office where they could
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update their names through the CMS. He said that he could issue a BDC to such beneficiaries,
however if they ever lost their pin code or had similar complaints and called the bank helpline
and provided their name as it appears on the CNIC, the operator would not be able to help
them since they would not appear in the bank’s records. He further told us that BDC related
complaints were resolved here too; the bank had provided him with a mobile phone through
which he would call the helpline and connect the beneficiary with the operator. A record of all
complaints is also maintained in a manual register, he said.

4. Lessons Learned
The BDC Centre Rohri is easily accessible however there were no banners or standees displayed
outside the centre. The centre opened on time and apart from the bank representative all of the
staff arrived on time. There is a tented courtyard outside the centre which serves as a waiting area
for beneficiaries. There were sufficient seating arrangements, with each room having about 30
chairs however there was no drinking water for beneficiaries or any bathroom facilities.
There was no BISP counter at this centre and BDC related complaints were being received and
addressed by the bank representative. It was further observed that while there were no BISP
officials to guide beneficiaries about BDC usage, the bank staff member was not guiding
beneficiaries in this regard either. Due to the dwindling number of beneficiaries now the BDC
staff had also been reduced and thus the bank and mobile phone counters – working in tandem –
were understaffed. One of the problems that beneficiaries had to face was regarding mismatch of
data between NADRA and Bank Alfalah. This was due to the fact that bank records were based
on the data obtained from BISP PSC forms. Wherever there were discrepancies between NADRA
records and BISP records the beneficiaries would not be issued BDCs and this was a huge source
of concern for them. They were instead being referred to the BISP Tehsil Office Rohri or BISP
Divisional Office Sukkur to remove the discrepancy.

5. Recommendations







BISP should provide intimation letters to beneficiaries informing them of the change in
payment mode and instructing them to remove CNIC discrepancies promptly, so that
beneficiaries can immediately collect their BDCs and withdraw their payments.
Banners and standees advertising the BDC Centre should be visibly displayed outside the
centre.
All facilities (drinking water, fans, washrooms etc.) should be provided at BDC Centres for
the beneficiaries’ convenience.
BISP should establish a permanent counter at the BDC Centre Rohri in order to guide and
facilitate beneficiaries regarding the process of obtaining and using BDCs and to handle
complaints.
BISP should establish a complaint registration/redressal mechanism for BDC payment
complaints at the BDC Centre so that beneficiaries do not have to make unnecessary trips to
other offices regarding their complaints.
BISP should establish a counter at the BDC Centre to deal with complaints regarding name
discrepancies on the PSC form so that such discrepancies can immediately be resolved in
real-time through the CMS while the beneficiary is present at the BDC Centre, instead of
making them visit the BISP Divisional/Tehsil Office which implies a waste of time and
money.

Beneficiary Exit Interview 1
Raheema Khatoon w/o Qambar Ali is a 37 year old woman who lives in Goth Mehran Khan Bijarani
Post Office Bego, Tehsil Tangwani, District Kashmor. Raheema reported that she received her first
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BISP instalment through the postman in July 2012. Two months after receiving the first instalment,
she found out from the women of the village that now she will receive the instalments through the
BDC. The women informed her that she will get this BDC from Rohri High School. According to
Raheema, on 6th October 2012 was her first visit to the BDC Centre Rohri and she did not receive any
intimation letter to collect her card from the BDC Centre. Raheema told us that she only brought her
CNIC with her today. According to Raheema, the BDC Centre is at a distance of 60 km from her
village and it took her about 3 hours to get here. Raheema went to Shikarpur first in a Suzuki and
from Shikarpur she took a van to Sukkur and from Sukkur to Rohri she took another van. Her husband
also came along with her. She said that it costs around Rs.230 per person to get here from her village.
After getting to Rohri, she reached here by asking bystanders about the High School (where the BDC
Centre is located).
Raheema reported that while the rooms inside the BDC Centre were spacious there were no fans,
drinking water or bathroom facilities. Raheema told us that when she went to the NADRA counter,
the representative took her CNIC and checked it on his computer. He also took a thumb impression.
After that, he gave her a slip and told her to go to the bank counter. She said she was satisfied with the
NADRA representative’s treatment. After that, Raheema went to the next room and gave her CNIC
and NADRA token to the bank representative. After checking her information on the computer, the
representative asked her for her mother’s name. He then gave her the BDC as well as a Ufone SIM.
The bank representative took her thumb impression and told her that she could withdraw her money
through the BDC at an ATM. Raheema was also satisfied with the behaviour of the bank
representative because she received her BDC.

Beneficiary Exit Interview 2
Maran w/o Shah Mubar is a 48 year old woman who lives in Ghauspur, Tehsil Kandhkot, District
Kashmor. According to Maran, she received her first BISP instalment in July 2012 through the
postman. Sometime after receiving the first instalment, she found out from her neighbours that now
she would receive her BISP instalments through the Benazir Debit Card (BDC) and that she would get
her card at the BDC Centre Rohri. She did not receive any eligibility or intimation letter from BISP
asking her to collect her BDC. According to Maran, today 6th October 2012 was her third visit to the
BDC Centre Rohri.
Maran reported that her village was about 40 km from the BDC Centre and it took her 2 hours to get
here. Maran took a van from her to village to Sukkur and then from Sukkur to Rohri to get to the BDC
Centre. Each time she comes to the BDC Centre, her husband also accompanies her. It costs Rs.160
per person for each trip to the BDC Centre. According to Maran, the first time she came to this BDC
Centre was in August 2012. At that time, NADRA informed her that there was a discrepancy in her
CNIC because there was no picture. NADRA staff gave her a token and told her to get a new CNIC
made. Maran came to the BDC Centre again in September 2012. At that time, she had only the
NADRA token that she was given as a receipt when she went to get a new CNIC. The NADRA staff
at the BDC Centre Rohri told her that she should come back to get her BDC after she gets her new
CNIC. Today, 6th October 2012, was her third visit and she had her new CNIC with her this time.
According to Maran, the NADRA staff checked her CNIC on the computer and gave her a receipt.
They told her to go to the bank counter and collect her BDC from there. When Maran gave her CNIC
and NADRA token to the bank representative, he informed her that her name “Maran” matched the
NADRA database however her name was showing up as “Marvi” in the bank records which are based
on the BISP record and thus it was not matching. Therefore, she could not get her BDC once again
today. The bank representative told her to go to the BISP Tehsil Office Rohri and get her name
changed on the PSC form through CMS and then she would receive her BDC. Maran reported that she
was not satisfied with the BDC Centre Rohri staff because every time she went to the centre they
created a new issue.
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P-Q2-BDC-Centre-Sindh-11
Observation Report of BDC Distribution Centre, Karachi Central
1. BDC Centre – Introduction and Background
BDC Centre Karachi Central is located in Haji Murad Ali Goth, Khamosh Colony, Liaquatabad,
in a Sindhi primary school. The partner organizations in the BDC distribution process are
NADRA and United Bank Limited (UBL). This BDC Centre has been provided one room at the
primary school to manage its operations. This room had two partitions; one side was reserved for
NADRA counters and one side for the bank counters. When we reached the BDC Centre at 8:40
am, there were about 20 people waiting outside the BDC Centre with a majority of women among
them.
The staff at the BDC Centre does not remember the original date given by BISP Headquarters to
start this BDC Centre. However, according to the Assistant Director, the BDC Centre started on
10th February 2012. According to the AD, they have thus far issued 6,500 BDCs; they were
initially given a target of about 10,000 BDCs but this was increased to accommodate beneficiaries
of BDC Centres Lyari and Karachi West whoch have now been closed. He said that initially there
were 5 BDC distribution centres in Karachi – in Malir, Karachi East (Gulistan-e-Jauhar), Lyari,
Karachi Central (Liaquatabad) and Karachi West – however the BDC Centre at Malir had been
closed down and its responsibilities were assigned to BDC Centre Karachi East (Gulistan-eJauhar) while the ones in Lyari and Karachi West had shut down and their responsibilities were
assigned to BDC Centre Karachi Central (Liaquatabad). Thus there are only 2 BDC Centres
operational in Karachi now (Karachi East and Karachi Central) and this was the reason for the
increased BDC target at this centre. When this BDC Centre started functioning it was issuing an
average of 200 BDCs daily but now it distributes only about 50 BDCs daily.
The AD claimed that all the necessary arrangements were in place when the BDC Centre started.
BISP Divisional Office and BISP Tehsil Office Lyari handed over the responsibility of informing
beneficiaries about the change in their payment modes to local post offices; the postman would
inform beneficiaries while delivering their money orders. When beneficiaries who did not have
BISP eligibility letter came to the BDC Centre, the NADRA representative would verify their
eligibility status through their CNICs. There was no mechanism for redressal of BDC related
complaints established by BISP at this BDC Centre. All such complaints were being directly
referred to UBL. According to the BDC Centre staff, they were not given any orientation or
training for the BDC issuance process. All the beneficiaries whose CNICs could not be verified
were being referred to the NADRA Office since they could only be issued BDCs after they
obtained new CNICs.

2. Logistics and Facilities at BDC Centre
Although the BDC Centre was easily accessible, it was not in a central location. Moreover there
were no banners or standees outside the centre. The Goth Murad Ali Sindhi School in Khamosh
Colony was well known. The rickshaw drivers were also familiar with it and would easily bring
the beneficiaries to the centre. Since the BDC Centre was inside the school building, people did
not have to face a lot of difficulties in finding the centre. The BDC Centre opened at 9:25 am on
the day of our visit though beneficiaries had started coming before 9:00 am and were being
handled by a local PPP leader at the BDC Centre gate until the office opened. NADRA staff
arrived at 9:20 am and bank staff reached the office at 9:30 am. NADRA staff and beneficiaries
had to wait for bank staff to begin the BDC issuance process.
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During early days the BDC Centre was always crowded, however, once the staff reached half of
their given target for BDC issuance, the crowd/line ups started to decrease. At that time, the staff
would issue 20-30 cards daily and they were very relaxed. However, since last month, the BDC
Centre has started to get crowded again and around 50-60 cards are issued daily. This is because
the Lyari and Karachi West BDC Centres have been closed and merged with this one.
Although, the school had a lot of space and a huge ground, the BDC Centre was situated in an old
store room which was quite congested. A wooden partition was used to create separate spaces for
NADRA and bank counters. While seating arrangements were available for beneficiaries at the
centre, it was crowded due to small size of the room and many beneficiaries had to stand in the
courtyard. Most of the men accompanying the beneficiaries had to wait at the main gate of the
school or in the ground. There was also a lot of garbage in the BDC Centre and there was only
one pedestal fan which was placed in the bank counter part of the room. We observed an
individual at the BDC Centre who was handling beneficiaries informally and was seated at the
bank counter with the bank staff; we learnt that he was a local PPP leader, who was very familiar
with the area and in our assessment he exerted a certain influence over the BDC issuance process.
There was an empty water cooler at the centre and there was no bathroom for the beneficiaries.
No security guards were posted at the BDC Centre. A generator has been provided by NADRA so
that operations can continue even during a power failure. Load-shedding for one hour happened
during our observation period and it took about 20 minutes for the generator to be switched on (as
fuel had to be brought) during which time the BDC issuance process came to a halt.

3. Arrangement and Process at Different Counters
a. BISP Counters
In this BDC Centre, there was no BISP counter but one BISP employee (a naib qasid) was
present. This employee was only there to help the beneficiaries form a line and facilitate them
regarding which counter to visit first.
b. NADRA Counters
There were 3 NADRA counters with 5 staff members including 1 site in-charge and 4 Data
Entry Operators (DEOs). The staff were provided with 3 laptops. Due to the congested
seating arrangements at the NADRA counter, beneficiaries had to stand while their processing
was done. The room/portion with the NADRA counter had seating arrangements for about 20
beneficiaries and the rest of the beneficiaries were being told to make a line by the BISP
representative. However, due to the closed space and lack of organisation, beneficiaries were
seen breaking the line and standing next to the NADRA staff.
NADRA staff was hired on 3 month contracts (they earn Rs.250/day) and these contracts have
been extended to continue the BDC distribution process until the target is completed. The site
in-charge was verifying beneficiaries’ eligibility status. Those beneficiaries whose CNICs
could not be verified were being referred to the closest NADRA Office; they would be given
computerised tokens to take along to the NADRA Office with the help of which their CNICs
would be made free of cost. The DEOs were entering the eligible beneficiaries’ CNIC
numbers in their database, checking their details, verifying their fingerprints and giving them
a computerised token. After their biometric verification process was completed, the
beneficiaries would be referred to the bank counter with the NADRA token.
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c. Bank Counters
Two bank counters are established by UBL at this BDC Centre. The portion of the room in
which the bank counters were placed had 2 chairs, 2 tables, 1 pedestal fan and 2 laptops for
the bank staff. Around 20 beneficiaries can be accommodated next to the bank counter at one
time. In case the office is crowded, the remaining beneficiaries are told to stand and wait
because the portion for the bank staff does not have enough space. There were 3 bank staff
members from UBL, including 1 site in-charge and 2 Card Distribution Officers (CDO). The
bank staff would take the beneficiary’s CNIC and NADRA token number and enter the serial
number in the online record on the main server where data sharing takes place between
NADRA and the bank. Before issuing the BDC, the CDO takes the following information
from the beneficiaries and records it:
i.
ii.
iii.
iv.
v.
vi.

Date of birth of the beneficiary
Birthplace of the beneficiary
Mother name of the beneficiary
CNIC number of the beneficiary
Expiry date of the beneficiary CNIC
Cell phone number of the beneficiary

After entering this information, the bank staff takes a thumb impression (signature) of the
beneficiary in a register to confirm receipt, take the printed token and issue their BDC.
The bank staff was not guiding the beneficiaries regarding the usage of BDCs and about the
PIN code safety. However they were instructing beneficiaries to withdraw their payments
after two days.

4. Lessons Learned
During our observation, about 150 people came to the BDC Centre. Accommodating them in such
a small space was an issue for the BDC staff and about 30-35 cards were issued that day.
There were no banners or standees displayed outside the BDC Centre. We observed that the
centre did not open on time; it became operational by 9:30 am when the entire staff had arrived.
There were around 20 beneficiaries waiting for the centre to open when we arrived at 8:50 am.
Due to the lack of drinking water and bathroom facilities, beneficiaries and attendants who had
come from afar had to face many difficulties. They often buy juice or water from outside but
faced problems since there was no bathroom.
According to the NADRA staff, out of every 10 people visiting this centre, 2 were ineligible; 4
were eligible but had CNIC discrepancies; and 4 were eligible and would be issued BDCs.
During our observation, there were no BDC related complaints. However, according to the AD
and the BDC staff, all such complaints are directly referred to the bank because BISP CMS does
not cater to BDC complaints. They informed that most complaints were for PIN lost, BDC lost or
BDC captured.
There was no BISP counter to guide and facilitate beneficiaries; a naib qasid was present but had
a minimal role of helping beneficiaries form queues.
A local PPP leader seemed to play an influential role as he was present at the BDC issuing bank
counter.
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The bank staff was not guiding beneficiaries about how and where to use BDCs and neither was
the BISP representative.

5. Recommendations









As per standard procedure, BISP should provide intimation letters to beneficiaries informing
them of the change in payment mode and instructing them to remove CNIC discrepancies
promptly, so that beneficiaries can immediately collect their BDCs and start withdrawing
their payments.
BISP should ensure that banners and standees advertising a BDC Centre are visibly displayed
outside the centre, so that beneficiaries can easily identify the BDC Centre
All facilities (drinking water, fans, washrooms etc.) must be provided at BDC Centres for the
beneficiaries’ convenience and the centre should open on time so that no delays or difficulties
are faced by beneficiaries in obtaining their BDCs.
BISP should establish a permanent counter at the BDC Centre Karachi Central and increase
the number or staff members stationed there, in order to guide and facilitate beneficiaries
regarding the process of obtaining and using BDCs and to handle complaints – BISP presence
is crucial in order to prevent influence by political agents as was observed at this centre.
BISP should establish a complaint registration/redressal mechanism for BDC payment
complaints at the BDC Centre so that beneficiaries do not have to make unnecessary trips to
other offices regarding their complaints which entails a waste of time and money for them.
When the BDC is issued to a beneficiary, bank staff should guide and inform them regarding
BDC usage, PIN code security and where and when to withdraw their cash transfers so that
beneficiaries without prior experience of ATM cards can smoothly access their payments.

Beneficiary Exit Interview 1
Gul Bibi w/o Muhammad Khan Magsi was at the BDC Centre for the first time to obtain her BDC
with her son. She is 73 years old and lives in Qasba Colony, Karachi. She came to the BDC Centre in
a bus. However, initially she could not find the centre and had to get a rickshaw which cost her
Rs.100. She had to wait for 30 minutes at the main gate and then the courtyard before getting to enter
the BDC Centre. Since there was no discrepancy in her CNIC, she received her BDC. However, Gul
Bibi was worried about using her BDC; she did not know about ATM cards and how to use them. The
bank staff at the BDC Centre did not guide her in this regard. Her son who accompanied her along to
the centre was also standing outside when the BDC was handed over to her. However even he did not
know about how to use the card. They said that they would go to the UBL branch and ask someone
about how to use it over there. The bank staff put the name of the UBL branch on their envelope while
giving them the card. Her son was literate and could read this which is why they decided to go to
UBL. Gul Bibi and her son reported that they came to the BDC Centre to try their luck as they were
not sure if Gul Bibi was eligible or not. They were also uncertain because many beneficiaries go home
empty-handed due to a CNIC discrepancy or missing data in the NADRA database etc. Gul Bibi had
such fears in her mind but she was very satisfied after receiving her BDC. She was also satisfied with
the treatment of the NADRA and bank staff and was glad that she did not have to wait for long.

Beneficiary Exit Interview 2
Zubaida Bibi w/o Dilawal Hussain was at the BDC Centre for the first time to get her BDC. She came
from Baldia Town, Sector-C with some women from her neighbourhood after a commute of 40 km
which took them about 1 hour and 30 minutes. She spent Rs.20 on the travel expenses. They faced
some difficulty in getting to the BDC Centre as they were not familiar with its location and had to ask
a number of people on the way to get here. This was Zubaida Bibi’s first visit to the BDC Centre but
she did not receive her card due to a biometric discrepancy. Her finger prints did not match with the
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NADRA database at the NADRA counter. NADRA staff referred her to the closest NADRA Office to
get a new CNIC made and told her to visit the BDC Centre again after obtaining that. The NADRA
staff gave her a computerised token so she could get her CNIC made free of cost. She was nonetheless
satisfied with the NADRA process because she was guided in the right direction by the NADRA staff.
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G-Q2-Southern Punjab-01
Missing CNIC
Asma Parveen
Muhammad Tariq
Mohalla Rajputan Wala, Noor Shah, Dakhana Khas,
Tehsil and District Sahiwal.
36502-4644374-2
26600263
26th July 2012

1. Beneficiary/ Complainant Profile and Background
Thirty years old Asma Parveen is living with her husband and four (4) children (includes three
sons and one daughter in a joint family system. Her mother-in-law and she became BISP
beneficiaries with a discrepancy in CNIC after the household surveyed under Poverty Score Card
(PSC) survey. However, they had their CNIC information missing in the BISP record.
She lives in five Marla old semi-pacca house that consists of two living rooms, a semi-pacca
courtyard, small washroom and open kitchen. The locality where she lives called Mohalla
Rajputan and it comprise basic facilities like natural gas and electricity services. Streets are
unpaved having open drainage system. The BISP Divisional Office Sahiwal is located at a
distance of 25 Km, and Post Office is at 01 Km from her house.
Asma Parveen is a housewife and stays home to look after her children. Her husband Muhammad
Tariq has a rented barber shop (monthly rent Rs.2500) in the ‘Main Bazar’ of Noor Shah. Asma
Parveen does not know her husband’s monthly income; however she mentioned that her husband
gives her Rs.100 daily (about Rs.3000 a month) to buy grocery..

2. Beneficiary/ Complainant Relationship with BISP
The PSC survey of Asma Parveen was conducted in May 2011. Survey team provided her a
survey receipt for future reference. She considers Pakistan People’s Party (PPP) the owner of this
programme. She mentioned that if she gets the BISP cash grant, she will spend the money on her
children’s education.
There has been no communication taken place between the beneficiary and BISP. She did not
receive BISP welcome letter after her eligibility. Regarding her discrepancy in CNIC, her
husband received a phone call from BISP office. The staff required to submit the copy of Asma
Parveen’s CNIC in the BISP Tehsil Office. She is unaware of the BISP eligibility criteria and
PMT Score. She considered her poverty “which plays an important role in her eligibility under the
program”.

3. How did the Complaint Emerge
BISP Tehsil Office Sahiwal (located at BISP Divisional Office) received a list of missing CNICs
from BISP Divisional Office in September-October 2011. From the provided list, the Assistant
Director (AD) and Assistant Complaint Officer (ACO) BISP Tehsil office called on the mobile of
Muhammad Tariq and asked him to submit the copy of her wife’s and mother’s CNIC so that they
can get the BISP cash grant. Some days later, in November 2011, BISP received a phone call and
got to know that Asma Parveen did not have CNIC in hand to submit and she would be receiving
it from Nadra in January 2012.
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Although Ishrat Bibi had her CNIC ready for submission, but she didn’t submit the copy, and
thought to submit together with Asma Parveen’s CNIC.
After getting her CNIC from NADRA, Asma Parveen visited BISP Tehsil Office along with her
mother-in-law Ishrat Bibi after spending Rs.50 (each) on a bus from their place Noor Shah to
Sahiwal bus stand. They further spent Rs.15 (each) on a ‘Chingchi’ from bus stand to BISP Tehsil
Office; the round trip cost them about Rs.260.
At the first attempt, Asma Parveen and Ishrat Bibi could not submit the copy of their CNICs
because of the huge crowd gathered outside the BISP offices in order to collect their Benazir
Debit Cards (BDCs) and they could not find a way to go inside the office and returned home
disappointedly. They made this visit to BISP Tehsil Office on the advice of local PPP’s activist
Zakir Husssain. While coming back from the BISP office, they met Zakir Hussain and informed
him that they couldn’t submit their CNICs who once again advised them to go to the BISP office
in order to resolve their problem. On second time, they both met with BISP Assistant Director
(AD) whom they submitted a copy of their CNICs along with the survey receipt.

4. Processing of the Complaint
a) Provider Version
After receiving copies of CNICs of both Ishrat Bibi and Asma Parveen along with the survey
receipt, the BISP Assistant Director (AD) put them in the common file of CNICs received
from other potential beneficiaries. The CNIC numbers of both potential beneficiaries were
also recorded in the list of beneficiaries with missing CNICs sent by the Divisional Office.
Missing CNICs information was partially passed on to BISP Divisional Office. Until March
2012, the CNIC information of Ishrat Bibi and Asma Parveen was not updated, and both cases
were pending at BISP Tehsil Office for further processing. Later her payment was generated,
and a BDC card was also issued to Asma Perveen. Her first payment was deposited into her
account on October 1, 2012, which she had withdrawn on the next day.
b) Client Version
While mentioning about the communication between BISP and herself, she mentioned that
she had never received any written notification from BISP mentioning about her eligibility or
regarding the discrepancy in CNIC. She is little disappointed over the delay in updating her
CNIC information.
Asma Parveen mentioned that the BISP AD had shown hope that their CNIC information will
be updated very soon, and they will start getting the cash grant; however, Ishrat Bibi (motherin-law) made two more visits to BISP Tehsil Office for knowing the progress but returned
home disappointedly.

5. What have we learnt? Learnt
There is no practice (at BISP Tehsil level) for asking written complaint from the complainants.
Little understanding of missing CNIC information update at BISP Tehsil Level.
No formal acknowledgement was provided to complainants regarding their complaints.
In this case, there has been no written communication taken place between the BISP and the
beneficiaries.
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6. Recommendations




Proper communication between complainants/ beneficiaries and the BISP is recommended.
BISP Tehsil Office must forward the record to BISP Divisional Office on a weekly basis for
further processing, and updating information of missing CNICs related cases.
Staff training on complaint handling and processing is recommended.
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G-Q2-Southern Punjab-02
CNIC Update
Aisha Mai
Muhammad Mushtaq
5 Marla Scheme, Sheikhpur Shujara, Tehsil Shujabad,
District Multan
36304-1356508-0
1647456
13th August 2012

1. Beneficiary/ Complainant Profile and Background Information
Aisha Mai W/O Muhammad Mushtaq is 56 years old Illiterate BISP beneficiary suffering from
‘Hepatitis C’, lives in Tehsil Shujabad. She has six children including four sons and two
daughters. Her daughters and two sons are married and now live separately. Her 19 years old son
has been working as a house painter in Saudi Arabia since last six months and earns SAR 500 per
month. Aisha Mai’s youngest son, who is 16 years old is not literate and works in restaurant
where he gets remuneration of 4000 Rest per month. . Aisha’s husband works as a labourer and
earns about Rs.6000 per month averagely.
The locality where Aisha Mai lives with her family in a 5 Marla semi pacca house is deprived of
basic living facilities. The streets are unpaved with open drainage system, which sprouts smell in
the environment. There are two Government Middle Schools separately for boys and girls and
also a private dispensary in the area.

2. Beneficiary/ Complainant Relationship with BISP
Aisha Mai was declared BISP beneficiary with the discrepancy in CNIC after the Poverty
Scorecard (PSC) Survey. She came to know about BISP through neighbours and Pakistan
television (PTV) Home Channel. After few days watching an advertisement on PTV, her PSC
survey was conducted (in August 2009) by a survey team. The survey team provided her a survey
receipt, and asked her to keep it safe for future reference. She is unaware of the BISP eligibility
criteria and mentioned, “She was chosen for BISP cash grant because she is poor”.
She also quoted that, “now she has her valid CNIC and belongs to a poor family and will
appreciate if BISP issue her the cash grant that will help in paving her house”. She was thankful
to Pakistan People’s Party whom she considers the owner of the BISP for the initiation of this
program for poor and needy people of Pakistan.

3. How did the Complaint Emerge
While describing her complaint, Aisha Mai mentioned that “during the PSC survey, she had a
valid CNIC, but its number might be wrongly recorded on the PSC form by the survey team and
that is why she has been asked again by BISP for the provision of the copy of her CNIC”. In
February 2012, she received “BISP CNIC Discrepancy Letter” through area postman. In the letter,
BISP informed about her eligibility status, and to provide a copy of her valid CNIC in the nearest
BISP office. In April 2012, Aisha Mai visited BISP Tehsil Office along with her husband and
daughter on rented motorcycle after spending Rs.100.

GHK Consulting Ltd.
J40252715

330

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Southern Punjab-02

At BISP Tehsil Office, the Assistant Complaint asked her to submit the copy of her CNIC along
with an ‘application form’, which her husband obtained from near photocopier shop after
spending Rs.30. The Assistant Complaint filed the application form on behalf of Aisha Mai and
advised her to wait for next six months for her cash grant to be generated.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) has become functional at BISP Tehsil Office
Shujabad in last week of March 2012. Before CMS, all pending cases, related to grievance
and beneficiary services were kept in a common file based at Tehsil office.
As mentioned earlier, Aisha Mai provided the copy of her CNIC at the BISP Tehsil Office
along with an application. The BISP Assistant Complaint (AC) or the Data Entry Operator
(DEO) received her application form and copy of the CNIC. But, no complaint
acknowledgement i.e. the computer generated Update_ID was provided to Aisha Mai for
future reference.
Later on, the DEO entered the beneficiary’s complaint in CMS on 6th May 2012. BISP
Update_ID number (10079896) was generated by CMS and after performing necessary
checks, DEO forwarded the complaint to BISP Assistant Director (AD) also called the
Supervisor without mentioning the Diary Number in the CMS. After receiving the complaint
in his inbox, the BISP Tehsil Supervisor verified the details of the complaint and found
missing diary number of the complaint. The Supervisor replied back to DEO with remarks to
provide the Diary Number. In return DEO resent the email with remarks that Diary number of
this complaint is unavailable.
On the second time the Supervisor once again sent the complaint back to DEO with the same
remarks to provide the complaint Diary Number. This time the DEO resent the complaint
with a request (in the remarks box) for the acceptance of the complaint without Diary
Number. However the Supervisor sent it back on the third time to the DEO having the same
old remarks. This time the DEO informed Supervisor that the application of Aisha Mai has
been lost so no Diary Number can be provided on this complaint. After receiving that reply,
the Supervisor forwarded beneficiary’s complaint to BISP Approver (BISP Divisional
Director Multan) without Diary number. On September 10, the complaint has been approved
after the Approver’s decision.
b) Client Version
Aisha Mai visited BISP Tehsil Office twice after lodging her complaint. Each time she visited
along with her husband on a rented bike after spending Rs.100. However, BISP Tehsil staff
could not provide her a satisfactory answer on the redressal of her complaint.
From April 2012 to date, Aisha Mai did not receive any update from BISP Tehsil Office. This
has raised her concern as the other neighbouring women are regularly receiving their BISP
cash grant. She is also little disappointed as she mentioned that her application for updating
CNIC information was submitted in the BISP Tehsil Office a long ago, but she is still waiting
for the resolution of her complaint.
She has mentioned that she belongs to a poor family and a patient of Hepatitis C. A large
chunk of the households’ monthly income get consumed on her medicines expenses. Her
husband Muhammad Mushtaq has also become orthopaedic patient and cannot make earning
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as before. Therefore, she requested BISP for the resolution of her complaint and issuance of
cash grant as soon as possible.

5. What have we learnt?
BISP Tehsil office is located in Mughal Colony, Near the Railway Crossing in city Shujabad. The
office is closer to the main Multan road and easily accessible; however, there are no directional
signs which make it difficult to find the BISP office for non-residents of the city. The office
building consists of 4 rooms, 1 kitchen, 3 wash rooms, store room and one big hall with a sitting
arrangement of more than 50 visitors.
The BISP Tehsil Officials keep CNIC update cases/ hard copy of the applications in a common
file. There is no complaint register to record such complaints; therefore it is hard to find Diary
Number of every complaint.
In this particular case, the DEO mentioned that the hard copy of Aisha Mai has been misplaced in
the Office, and he is unable to recall the Diary Number of complaint hence unable to find the
actual application. It was emerged from the office as per the DEO statement, that ‘because of
immense workload he is unable to provide complaint acknowledgement slip to every complainant
and also maintaining the complaint records manually’. The staff is providing 6 months’ time to
every complainant for the redressal of their complaints without caring for the nature of the
complaint. This is to avoid unnecessary/ repeated visits by the complainants. In the office, there is
a bundle of applications for CNIC update (more than 400) pending from previous months and
waiting to be entered into CMS for further processing.

6. Recommendations






Proper communication between complainants/ beneficiaries and the BISP is recommended.
Staff Refresher on Case Management System (CMS) and record keeping is recommended.
Tehsil Staff should properly keep the old records of complaints and must enter into CMS.
Every effort should be made whenever possible to provide the complaint acknowledgement
i.e. CMS Update_ID to the complainant for future reference.
Diary number is essential to be put on every complaint and therefore recommended for the
future complaints. This is to ensure that the physical records of the complaints are available as
and when required.
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G-Q2-Southern Punjab-03
CNIC Update
Shavian Mai
Nazi Hussain
Jock Mandala, Boar, Tehsil Taunsa Sharif, District Dera
Ghazi Khan.
32103-1447286-0
20783892
13th August 2012

1. Beneficiary/ Complainant Profile and Background
Shabiran Mai W/O Nazir Hussain is a 24 years old Illiterate woman living in Tehsil Taunsa Sharif
of district Dera Ghazi Khan. She has four children including two sons and two daughters. Her
three children are school going. Her husband is a labourer, and he earns Rs.5000 per month.
Shabiran Mai financially supports her kitchen, and by doing embroidery work at home, she earns
about Rs.1000 per month.
The locality of Jhok Mandoali, Bhoarr, where she lives in, is located at a distance of about 10 Km
from BISP Tehsil Office Taunsa Sharif and comprises low income households associated with the
agriculture labour. Basti Jhok Mandoali comprises almost 40 households from same tribe/caste
i.e. Sanjrani Mandoali. There is only one Government Middle School for boys and girls, where
they are not allowed to attend school due to cultural barriers. There is no road infrastructure and
an unpaved street leads to her house. The plot size is one Kanal in which she made a Kacha
house, consists of four rooms and one open kitchen.
Tehsil Taunsa Sharif is located on the Karachi-Peshawar Highway that is also known as Indus
Highway, it is approximately 975 km from Karachi and 600 km from Lahore. Taunsa is also the
location of one of the head works on the Indus River called Taunsa Barrage, located several kilo
meters south of Taunsa city.

2. Receiver Woman / Complainant Relationship with BISP
Shabiran Mai is an eligible BISP beneficiary under Phase-II of the program. She does not know
about the BISP eligibility criteria except that she has been selected to receive a cash grant due to
poverty. Her Poverty Scorecard (PSC) Survey was undertaken in April 2011 by the BISP survey
team. Team filled the survey form and provided her a survey receipt for the future reference. . She
only came to know about BISP from the survey team and does not have any further information
regarding BISP. However she did not receive BISP letter of eligibility or any other intimation
regarding her CNIC discrepancy. She considers Pakistan People’s Party, the owner of BISP and
appreciates the party’s initiative to helping poor and needy people of Pakistan.

3. How did the Complaint Emerge?
When neighbouring women of her locality started receiving the BISP cash grant in June 2012, she
got concerned and asked those women about the way to get the ‘money’. The neighbouring
women advised her to send her husband to a ‘computer shop’ (Internet Café) to get a printout of
her survey result. As per the advice, her husband went to an internet café in city Taunsa on a
rented motorcycle (rent Rs.100) and after spending additional Rs.20, he obtained the printout of
his wife, Shabiran Mai’s tracking information. The owner of the internet café informed him that
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her wife has become eligible for the BISP cash grant, but in order to get the ‘money’ he needs to
visit BISP Tehsil Office to submit the CNIC photocopy of her wife’s CNIC.
Her husband visited BISP Tehsil Office on 18th July 2012 to submit a copy of her wife’s CNIC
along with survey acknowledgement slip. The documents were received by the BISP Assistant
Complaint (AC), who entered the complaint into BISP Case Management System (CMS) at the
same time; however complaint registration acknowledgement has not been provided to the
complainant (husband of Shabiran Mai) for future reference. The AC also advised him that in
order to get any update on the complaint, he may visit the office on or after 31st July 2012.

4. Processing of the Case
a) Provider Version
The CMS became operational at the BISP Tehsil Office Taunsa Sharif in March 2012. After
taking the documents of Shabiran Bibi, the complaint was entered into the CMS by the AC/
Data Entry Operator (DEO). The Update ID (10292414) was generated through CMS, and the
copy of CNIC along with the complaint also noted in the manual diary number (207).
After entering this complaint in CMS, the AC/DEO forwarded the complaint to BISP
Assistant Director (AD), the Supervisor on 18th July 2012 for further processing. The
Supervisor, after performing necessary verifications, he found that household head’s name did
not match with the National Database Registration Authority (NADRA) database. Therefore,
giving the reason of ‘head name not matched’ in Supervisor remarks, he took a decision to
reject the complaint. According to the BISP Supervisor, after rejecting the case, he came to
know from one of his colleagues from BISP Divisional Office DG Khan that if the household
head (if not the actual beneficiary) name is unmatched with the NADRA record, it does not
affect the case process, and the case can be accepted at Supervisor level for further
processing. After knowing this, the BISP Supervisor asked DEO to lodge this complaint again
through CMS. However, as of 03rd August 2012, the online ‘Request State’ of the case is
appearing as ‘In Process’ because the case has not been forwarded to the Divisional Director/
Approver who is the final authority to accept or reject the complaint(s).
b) Client Version
Shabiran Mai never visited BISP Tehsil Office for lodging or to follow her complaint due to
cultural issues. Her husband visited the office once on a motorbike after spending additional
Rs.100 to follow up the complaint, but the BISP Tehsil staff could not provide him a
satisfactory answer regarding the timeframe to solve the complaint.
As other neighbouring women have been receiving the BISP cash grant, Shabiran Bibi is
concerned over the time BISP is taking to solve her complaint. As of 03rd August 2012, she
has not received any update from the BISP office; therefore disappointment is encircling her,
and she is getting convinced that she may not receive BISP cash grant.

5. What We Learnt
The BISP AD rejected this complaint for further processing due to name mismatch of the
household head and when he came to know that such cases can be processed, he asked his DEO to
enter the complaint into CMS once again. However, it hasn’t happened yet and after about one
month, the beneficiary is still waiting for her complaint resolution.
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Although the BISP staff has started to work on the resolution of grievance complaints through
CMS, but they are not clear about the capabilities and options available in the CMS to resolve
complaints and reports available to monitor the progress.
As we know, for any type of complaints registered in the CMS, it is essential for the BISP staff to
provide complaint acknowledgement or the ID generated to the complainant for future reference.
However, it does not happen in this case, and the complainant was not provided with the
complaint number or CMS generated ID, although it is reflected in the beneficiary’s tracking
information but the complainant is not aware of it.
The accessibility to the BISP Tehsil office Taunsa Sharif is easy however there are no directional
signs posted to facilitate the visitors. The office building consists of three rooms, one kitchen,
three wash rooms, a store room and one big courtyard with a sitting arrangement for 100 visitors.
The BISP Tehsil Officials also maintains CNIC complaints record in a file and a register to note
the diary number of the complaint. They fill the CNIC complaint details in a register in remarks
column However, the date when the DEO registered the complaint on CMS is available. This also
raises a concern that may be the complaint is received some days or even months before entering
into CMS. In CNIC updating cases, the DEO provides a time of 10-15 days to the complainant for
the complaint to be resolved.
According to BISP AD, he previously run a campaign in May 2012 on local cable network for 45
days after paying Rs.5,000 in order to intimate potential BISP beneficiaries for the submission of
their CNICs. In result of the campaign, it can be assumed that ineligible beneficiaries may also
start pouring in to the office to submit their CNIC photocopies to get BISP cash grant.

6. Recommendations




Proper communication between complainants/potential beneficiaries and the BISP is highly
recommended.
Staff Refreshers on Case Management System (CMS) and record keeping is also
recommended.
There was a need to introduce proper mechanism for submitting complaints including
issuance of acknowledgements and complaint IDs to the complainants.
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G-Q2-Southern Punjab-04
CNIC Update
Ameer Begum
Allah Din
Basti Gulshan-e-Mustafa, House No 588, Tehsil Kahror
Pacca, District Lodhran
36202-9616074-2
26905716
13th August 2012

1. Receiver Woman / Complainant Profile and Background
Ameer Begum is 50 year old, illiterate women living in Basti Gulshan-e-Mustafa with her two
sons, husband and her mother who is also a BISP potential beneficiary. Ameer Begum’s daughter
and three sons are married and lives separately. She lives in a four Marla house. The house
consists of one living room, a semi-pacca courtyard, small washroom and open kitchen. Her son
Sajad is 13 years old and heart patient from last three years and he left his studies, the other son
Ejaz is 12 year old and illiterate.
Basti Gulshan-e-Mustafa is semi developed urban area of city Kahror Pacca, falls under Union
Council Patwayan Wala. Most of the streets of Basti Gulshan-e-Mustafa are unpaved and not
properly maintained. Even at some places vacant plots were being used for garbage disposal.
Basti Gulshan-e-Mustafa comprises low income families mostly associated with labour work.
Kahror Pacca is a town and Tehsil headquarters in Lodhran District of Punjab, Pakistan. The
BISP Tehsil Office Kahror Pacca is located at a distance of two Km and Post Office is at about
one Km from her house.

2. Receiver Woman / Complainant Relationship with BISP
Ameer Begum learnt about BISP from Pakistan Television and through a local influential Mr
Hyatullah Tareen. She does not know about the BISP eligibility criteria and how she has been
selected for the BISP cash grant in Phase-II. She mentioned that she has not received any
notification letter from BISP that she is opted for cash grant.
She mentioned that BISP is a People’s Party programme through which ‘Benazir money’ is being
distributed among poor and needy people. She mentioned that the Poverty Score Card (PSC)
survey was conducted in August 2011 when a team visited her house and filled a PSC survey
form of her household and also issued a survey receipt for future reference.
She quoted during an interview that, “She has her valid CNIC and belongs to a poor family. If she
got BISP cash grant then she would be able to save some money for recovery of loan which she
had been taken for heart surgery of his son Sajjad.”

3. How did the Complaint Emerge
She provided her CNIC to the PSC survey team along with her husband’s CNIC but due to their
negligence, they did not record the CNIC number on the PSC survey form. Later on, Ameer
Begum and her mother Ghulam Jannat got selected as a potential BISP beneficiary for the cash
grant, but payment could not be generated due to missing CNIC information of both potential
beneficiaries in the BISP database.
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In October 2011, Ameer Begum visited BISP Tehsil Office Kahror Pacca along with other
neighbouring women for knowing her eligibility status. During her visit to BISP Tehsil Office
Kahror Pacca, the staff informed that she and her mother have been selected as potential BISP
beneficiary however in order to get the cash grant, they have to provide photocopies of their
CNICs in the office.
On 12th July 2012, Ameer Begum again visited the BISP Tehsil Office alone by foot to follow-up
her complaint. This time BISP Assistant Complaint (AC) also called the Data Entry Operator
(DEO) register her complaint in CMS. However, no complaint acknowledgement i.e. the
computer generated Update ID was provided to Ameer Begum for future reference. DEO also
advised her to wait for next three to four months for her cash grant to be generated.

4. Processing of the Complaint
a) Provider Version
In October 2011, the BISP Divisional Office Multan sent the list of missing CNICs to all
Tehsil offices of District Lodhran. In that list, 539 cases of missing CNICs were related to
Tehsil Kahror Pacca. The Divisional Office Multan mentioned dead line to BISP Tehsil
Office Kahror Pacca to provide all missing CNICs of eligible households till 30 th November
2011.
That List was received at BISP Tehsil office Kahror Pacca in October 2011 via email. To
redress such grievances, Assistant Director (AD) BISP Tehsil Office Kahror Pacca contacted
the post office Kahror Pacca while providing them the list of those eligible women. The post
office was asked to contact pending receiver women in order to inform them about the
provision of CNICs at the BISP Tehsil Office as early as possible.
The photocopy of Ameer Begum’s CNIC was received at the BISP Tehsil Office in October
2011. It was placed in the common file for missing CNIC cases. The officials at the BISP
Tehsil Office mentioned that they have received instructions from BISP Divisional Office
Multan to keep the information of missing CNICs and photocopies of the CNICs at Tehsil
level till further instructions. Therefore, they put the photocopy of the Ameer Begum’s CNIC
in the same file for future reference.
BISP Case Management System (CMS) became operational at BISP Tehsil Office Kahror
Pacca in April 2012. During July 2012, on the third time Ameer Begum visited BISP Tehsil
Office for complaint follow-up. She had shown her Original CNIC to DEO. This Time AC/
DEO entered Ameer Begum Complaint in CMS on 12th July 2012 and CMS generated Update
ID no. 10268305; however, the update ID/ complaint acknowledgement was not provided to
Ameer Begum for future reference. DEO mentioned her that she should wait for next three to
four months for her cash grant to be generated. While looking the detail and updated status of
Ameer Begum Complaint in the CMS, the CNIC information of Ameer Begum has been
entered by DEO with the remarks “ Ameer begum CNIC no 3620296160742 needs to be
updated. From 12th July 2012 till now, the case ‘Request State’ is showing as (in the process)
without any further action being taken by the Supervisor (BISP Assistant Director) or the
BISP Divisional Director.
b) Client Version
Ameer Begum mentioned that she submitted a photocopy of her CNIC at BISP Tehsil Office
Kahror Pacca in October 2011.
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Later on, she visited four times (three times on Chingchi after spending Rs.20 and fourth time
she went alone by foot) BISP Tehsil Office along with other receiver women for knowing
about the progress on her complaint; however she did not receive any update from BISP
Tehsil Office. This has raised her concern as the other neighbouring women started receiving
the BISP cash grant. She is also disappointed as she said that her CNIC information was
submitted in the BISP Tehsil Office a long ago, but she is still waiting for resolution of the
problem.
The BISP staff in Tehsil Office Kahror Pacca obtained the required missing CNIC
information from her without communicating the purpose of taking such information. She
told that when she inquired from the BISP staff about the timeframe for receiving the cash
grant, she has not been provided any details. The staff told her that whenever the cash grant
would be released, it would be delivered at her doorstep and that it might take about three to
four months.

5. What have we learnt?
BISP Tehsil Office Kahror Pacca is located in city centre. The Office has easy accessibility
however there are no directional signs posted which could help visitors to approach the office
without any hindrance. The office building consists of 2 rooms, 1 kitchen, 1 washes room and one
shed along with a small courtyard with a sitting arrangement of 10 visitors. Building is very
congested to facilitate large no of beneficiaries at a time. The street at which BISP Tehsil Office is
located is very narrow.
As per information gathered by the GHK team during their visit in February 2012, the staff
mentioned that CNIC information update cases are not forwarded to the BISP Divisional Office
because such cases are not resolved and that the Tehsil Office keeps a record of such cases at their
own level. Out of 539 pending receivers women cases 520 CNICs were collected including this
particular case.
Furthermore, there has been no mechanism/practice for submission of written complaints in the
BISP tehsil office observed. There was a communication gap observed between complainants and
the BISP. The BISP higher-ups do not make frequent visits to the office in related to complaint
handling and record keeping. The BISP tehsil staff has unclear understanding of the CMS.
In April 2012, BISP tehsil officials started entering the missing CNIC cases in the CMS. DEO
mentioned that out of 520 CNICs they have entered about 425 missing CNIC cases including this
particular case in CMS. But no complaint acknowledgement or updated ID was provided to
complainants for future reference. DEO mentioned to every complainant visiting for updating
their missing CNIC that they should wait for next three to four months for their cash grant to be
generated.

6. Recommendations





BISP Tehsil Office must forward the record to BISP Divisional Office on a weekly basis for
further processing and updating of those missing CNICs for which the information has been
received and updated in the Tehsil Office record.
Introduce proper mechanism for submitting complaints including issuance of
acknowledgement/ complaint ID/ update ID to the complainants.
Proper communication between complainants/ beneficiaries and the BISP is strongly
recommended.
BISP must send letter mentioning clear discrepancies in the profiles of potential beneficiaries.
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Grievance Case Study Number

G-Q2-Southern Punjab-05

Nature of Case
Complainant/ Beneficiary
Widow of:

Missing Household
Munawar Bibi
Muhammad Maqbool Ahmad (Late)
House No#81,Street No # 1,Mohallah Abdullah Park,
Jaranwala
3310456597760

Address
CNIC Number
PSC form number
Case Study Date

12th August 2012

1. Beneficiary/ Complainant Profile and Background Information
Munawar Bibi is 52 years old, illiterate widow, living with her four grandchildren (3 daughters
and one son) and a brother Muhammad Sarwar. She is divorced and physically challenged.
Munawar Bibi had only one married daughter who left home some years ago and since that time
she looks after her grand children like a mother. Her grand son Fida Hussain is 14 years old and
he left his studies in class 9th and now works on daily wages and earns Rs. 85 per day. Arroj Iqbal
is 15 years old and left her studies after primary class and now supports her grand mother in
domestic chores. Tahira and Tayaba are twins and both study in 6th grade. Munawar Bibi lives in
2.5 Marla old and pacca home which consist of four rooms and two washrooms. There is one
open kitchen and one shed. Their monthly expenses bear by some rich and kind people of
Mohallah Abdullah Park.
Jaranwala is a city in the Faisalabad District of Punjab, Pakistan. It is 35 km south east from
Faisalabad and 110 km from Lahore. The area where she is living is developed. Streets are paved
and wide. Sewerage system is well developed. Electricity and Gas services are available in the
area. The BISP Tehsil Office Jaranwala is at a distance of 1.5 Km, and the Post Office is 1.3 Km
from her house.

2. Beneficiary/ Complainant Relationship with BISP
Munawar Bibi was declared BISP beneficiary under the Parliamentarian Phase (Phase-I) against
Application form no. 2005. Eleven (11) BISP Instalments were also generated between 21st
January 2009 to 26th April 2011 and reported delivered by Pakistan Post. During Phase-I, she did
not know about the basic concept of the programme. Manzoor Hussain, her neighbour helped to
get an application form and submitted for the cash grant under phase-I, after she was declared as
the BISP beneficiary. Each time, she received her cash grant at her door step through postman.
The Poverty Score Card (PSC) survey was conducted during September 2011 in her vicinity. She
mentioned that when the PSC survey team visited her house she was not present at home therefore
could not be included in the phase-II. She quoted during an interview with TPE team that, “she
has her valid CNIC and belongs to a poor family and she appreciated BISP Programme through
which if she get the grant she will be able to make dowry of her granddaughters. She considers
that Benazir Income Support Program is initiated by the Pakistan People’s Party (PPP), and she
owns it.
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3. How did the Complaint Emerge
Since she was not surveyed under phase-II, Munawar Bibi’s neighbours and local activist
Manzoor Hussain told her about the BISP survey. She waited for some months to BISP PSC
survey to be held again.
During December 2011, Manzoor Hussain suggested Munawar Bibi that she should submit her
CNIC copy in the BISP Tehsil official so that BISP can arrange resurvey of her household.
Munawar Bibi gave her CNIC photocopy to Manzoor Hussain and requested him to submit her
CNIC on her behalf.

4. Processing of the Complaint
a) Provider Version
Manzoor Hussain visited BISP Tehsil Office Jaranwala on a bike by spending Rs 30(Petrol)
and submitted a photocopy of CNIC of Munawar Bibi. BISP Tehsil Official kept CNIC
photocopy in a file and asked Manzoor Hussain to wait till some months. After waiting for
some months, Manzoor Hussain revisited BISP Tehsil Office on May 23, 2012 and
resubmitted the CNIC photocopy of Munawar Bibi and filed an appeal of missing household
under Case Management System (CMS).
The BISP Assistant Complaint (AC), also called the Data Entry Operator (DEO), recorded the
information on a register and entered this case in CMS. The complainant was told that the
BISP Tehsil office may contact with Munnawar Bibi in case of any other information is
required.
BISP CMS has become functional at BISP Tehsil Office Jaranwala on 7th May 2012. Before
all grievance cases were pending and kept in a file at BISP Tehsil Office Jaranwala.
The photocopy of CNIC of Munawar Bibi was submitted in December 2011 and again
submitted in May 2012 at BISP Tehsil Office. DEO recorded this case in CMS on 23rd May
2012 and BISP appeal ID no.10118308 was generated. DEO allotted reference no 187 to this
appeal in CMS. Furthermore, the appeal was recorded with no mobile number details of
Munawar Bibi which is Compulsory as per CMS manual. The complaint /appeal were
forwarded to BISP data base for further actions and the case is marked as close in the CMS.
b) Client Version
Fifty two (52) years old Munawar Bibi belongs to a poor family. She is facing many financial
difficulties in her life. Although she lives with her brother but he is physically challenged. She
relies on financial aid of some kind persons of Mohallah to run her kitchen. Munawar Bibi did
not visit BISP Tehsil Office Jaranwala. Each time her neighbour Mr Manzoor Hussain visited
the BISP Tehsil Office Jaranwala on his Bike by spending Rs.30 of petrol.
Till August 2012, Munawar Bibi did not receive any update from BISP Tehsil Office. This
has raised her concern as the other neighbouring women had started receiving the BISP cash
grant. However from the Tehsil Office, Manzoor Hussain could not get any update except the
reply from DEO (AC) that BISP PSC Survey Team will visit soon to resurvey her household.
Munawar Bibi is disappointed as she said that her CNIC information was submitted in the
BISP Tehsil Office for resurvey a long ago, but still waiting for the resolution of her appeal.
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5. What have we learnt?We Learnt
BISP Tehsil Office Jaranwala is located in the City centre Jaranwala. The Office is very easy to
find because a BISP board outside the office helps the visitors to identify the building. The office
building consists of 3 rooms, 1 kitchen, 1 washes room and one shed along with a small courtyard
with a sitting arrangement of 25 visitors. Building is very congested to facilitate large no of
beneficiaries at a time. For now, the BISP staff is maintaining complaint registers without
separating them according to the nature of complaints. Same files/registers are being used to file
different types of complaints and related documents.
o
o

o
o

In CMS Targeting Manual, it is mentioned that DEO will provide BISP complaint ID no. to
complainant but in this particular case it was not followed.
The case has been updated now in CMS but no proper acknowledgement is issued to the
complainant for future reference. The BISP Tehsil Staff managing missing household
requests on a register with serial number and addresses, but the date of requests/complaints
were not mentioned on the register.
This Complaint was forwarded to BISP data base for further actions and status of the
complaint is marked as Close.
PSC Survey is not yet done by BISP.

6. Recommendations



Proper communication between complainants/ beneficiaries and the BISP is highly
recommended.
Further staff training on complaint handling and processing and also on Case Management
System (CMS) is recommended. In this connection, quarterly Refresher Course is
recommended. This may help to improve the effectiveness of CMS.
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G-Q2-Southern Punjab-06
CNIC Update
Perveen Bibi
Muhammad Adrees
Mouza Kohla, Near Government Hospital, UC. No 24.Tehsil &
District Okara
3520298573522
26168237
2nd August 2012

1. Beneficiary/ Complainant Profile and Background Information
Perveen Bibi is 56 years old, illiterate and married woman. Her daughter Amna is married and
now Perveen Bibi live with her five sons in a 7 Marla semi pacca house, consists of two rooms, a
katcha courtyard, a small open washroom and open kitchen in Mouza Kohla. Perveen Bibi’s
husband Muhammad Adrees is working as a security guard in a security provider company at
Lahore. He earns Rs 4000 per month. Muhammad Muzamal is her elder son, 25 years old,
illiterate and married. He is living in the same household along with his wife. He worked as a
labourer and earns averagely Rs. 3500 per month.
Perveen Bibi second son Muhammad Yasin is 22 years old, illiterate, and working as a designer in
the paint factory in Lahore. He earns Rs. 10,000 per month. The third son named Mubashar
Hussain is 12 years old and studying in class three. Her fourth son Farooq Raza is 11 years old
and he is mentally retarded. Her fifth son Munawar Islam is 10 years old and he is studying in
class three. The street lead to Perveen Bibi’s house is unpaved. The source of drinking water is a
hand pump.
Mouza Kohla is a main village of Union Council 24, Tehsil & District Okara in Punjab, Pakistan
The area where she is living is poorly developed. Electricity service is available in the village.
Local People use woods for fuel purposes. The BISP Tehsil Office Okara is at a distance of 32
Km and Post Office is also 32 Km from her house

2. Receiver Woman / Complainant Relationship with BISP
Perveen Bibi mentioned that her Poverty Score Card (PSC) survey was conducted in around
May/June 2011. She learnt about the BISP from a TV Channel. She also mentioned that the
survey team had provided her a survey receipt for future reference; however she did not know
what to do with it until the BISP office contacted village notable, Mr Showkat Ali and asked him
to submit Perveen Bibi’s CNIC photocopy.
She also mentioned that, BISP did not send her any notification letter regarding her eligibility and
the discrepancy in CNIC. She was unaware of the BISP eligibility criterion and the way she has
been selected for the BISP cash grant. She mentioned that she is unaware of the BISP complaint
redressal mechanism and the time duration to resolve this matter.. She considers that Benazir
Income Support Program is initiated by the Pakistan People’s Party (PPP) and they own it.

3. How did the Complaint Emerge?
Perveen Bibi described her complaint that during the PSC survey, she presented her valid CNIC
to PSC survey team and the PSC survey team recorded information about names of all household
members and other required information, but due to some mistake one digit of her CNIC was
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noted wrongly and due to this reason her payment of BISP cash grant has not been generated yet.
The actual CNIC number is 35202-9857352-2 but on the BISP database it shows as 353029857352-2.
In November 2011, Perveen Bibi submitted her CNIC copy in the BISP Tehsil Office Okara
through Mr Showkat Ali (Village Notable). Perveen Bibi mentioned that since the CNIC copy is
submitted in BISP Tehsil office there has been no communication from BISP so far.

4. Processing of the Complaint
a) Provider Version
In October 2011, the BISP Divisional Office Sahiwal sent the list of missing CNICs to all
Tehsil offices of District Okara. The list was received in the Tehsil office Okara through an
email. After receiving the list, the Assistant Complaint (AC) started telephone contacts with
the potential beneficiaries, and also contacted area notables regarding missing CNIC
information. Mr Showkat Ali (Village Notable Kohla) received a phone call from BISP Tehsil
Office Okara to visit the BISP Tehsil Office Okara.
On the next day after receiving the phone call (in November 2011), Mr Showkat Ali visited
BISP Tehsil Office and received missing CNICs list of 104 beneficiaries of Mouza Kohla.
The name of Perveen Bibi was one of them at serial number 7). Mr Showkat Ali contacted
Perveen Bibi and collected the photocopy of CNIC of Perveen Bibi and submitted it at BISP
Tehsil Office in November 2011. The AC took this photocopy of Perveen Bibi’s CNIC and
kept in a file. The AC also re-confirmed her contact information and mentioned to Mr
Showkat Ali that she may be contacted if any other information is required.
As on 31st August 2012, Perveen Bibi’s case is still pending at the BISP Tehsil Office level
without any action. Furthermore, there has been no communication with Perveen Bibi by the
BISP Officials.
b) Client Version
Perveen Bibi never visited BISP Tehsil Office for lodging or to follow her complaint due to
cultural issues. Perveen Bibi provided her CNIC’s photocopy in the BISP Tehsil Office Okara
through area notable.
As other neighbouring women have been receiving the BISP cash grant, Perveen Bibi is
concerned over the time BISP is taking to solve her complaint. She once again contacted to
Mr Showkat Ali (in January 2012) to visit BISP Tehsil Office and ask about her BISP cash
grant and if her CNIC problem has been solved. However in the Tehsil Office, Mr Showkat
Ali could not get any update except the reply from AC that Perveen Bibi’s cash grant or the
Benazir Debit Card (BDC) will be delivered to her by the postman. She is also little
disappointed as she said that her CNIC information was submitted in the BISP Tehsil Office a
long ago but she is still waiting for the resolution of the problem.
She was disappointed and was not sure whether she will be paid or not after going through the
whole complicated and cumbersome processes. She did not try to influence the whole process
as she said that she did not know anyone (political figure or notable) who can help her in
resolving her grievance. Regarding the communication gap between her and the BISP,
Perveen Bibi mentioned “since she has not received any notification in writing from BISP,
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therefore she is suspicious that after resolution of CNIC information, BISP may ask her to
provide some other information which may further delay the approval of her cash grant”.

5. What have we learnt?We learnt
The BISP Tehsil office is located in Waris Colony in city centre Okara. The BISP office is about
2 km far away from the main Lahore/Multan road 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 2
rooms, 1 kitchen, 2 washes room and a courtyard with a sitting arrangement of 20-25
beneficiaries.
Perveen Bibi CNIC update case had been taken by the BISP Tehsil Official before the Case
Management System (CMS) was operational. Now CMS is operationalized but BISP Tehsil Staff
has not started to enter the pending complaints in CMS yet.
While the BISP prescribed process mentioned in the Targeting Manual regarding CNIC
information update states that, the BISP will send a notification letter to the potential beneficiary
to inform her regarding the discrepancy in CNIC. However BISP Tehsil Office telephonically
communicated with village notable Mr Showkat Ali about the CNIC update information and
asked to provide required information. In BISP Targeting Manual, it is also mentioned that the
Pending Receiver Woman/household member chooses the type of mechanism to inform or
complete the information (the request form should have a form number or CNIC of any member
of the family or address to reach the record).
There is also no practice (at BISP Tehsil level) for demanding written complaint from the
complainants. No proper acknowledgement is provided to the complainants for their complaints.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is strongly
recommended.
Staff training on complaint handling and processing and also on the CMS is recommended.
Tehsil Staff should properly keep records of pending complaints and must enter them in the
CMS.
There is a need to introduce proper mechanism for submitting complaints including issuance
of acknowledgement/complaint ID/update ID to the complainants.
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G-Q2-Southern Punjab-07
Missing CNIC
Naseema Bibi
Abdul Qadir
Basti Araien, Mouza Ghannia, Tehsil Ahmadpur East,
District Bahawalpur
31201-8211530-6
5749445
10th August 2012

1. Receiver Woman/ Complainant Profile and Background
Naseema Bibi W/O Abdul Qadir is 42 years old Illiterate BISP beneficiary living in Tehsil
Ahmadpur East, District Bahawalpur. She has eight children including four sons and four
daughters. Her eldest daughter is married. Her three children including two sons and one daughter
are studying in nearby ‘Madrassa’ while one son works on a furniture shop in Karachi. Her three
children who are under five years of age stay with her at home. Her husband works as a labourer
on daily wages and earns about Rs.4500 per month. Naseema Bibi also works as a packing lady in
a ‘snuff or chewing tobacco’ (Naswar) making factory and earns about Rs.2000 per month.
She is living in five (05) Marla, old katcha house that comprises two rooms, one open kitchen and
a washroom. The area Basti Arian where she lives is located at a distance of about two (02) Km
from the City Ahmadpur East. The locality comprises poor households associated with agriculture
business. There is no paved street in the locality and open drainage system sprouts smell in the
area.

2. Receiver Woman / Complainant Relationship with BISP
Naseema Bibi was declared potential BISP beneficiary in Phase-II of the programme; however
she does not know about the BISP eligibility criteria except being poor. While informing about
her Poverty Score Card (PSC) Survey, she mentioned that the survey was conducted in May 2011,
when a ‘BISP survey team’ visited her house and filled a PSC survey form of her household.
After filling the form, the team provided her a survey receipt and ‘advised her to keep it safe in
order to get the cash grant in future’.
During an interview by the TPE team, she quoted, “She possesses valid CNIC and belongs to a
poor family and that she appreciates Benazir Income Support Programme that enables her to
purchase some wheat for the family”.
She considers Pakistan People’s Party (PPP), the owner of the program through which they are
helping the poorer and refers the BISP a ‘Benazir Cash Scheme’. She further mentioned that
through this Programme, the cash grant is distributed among the poor and that she is poor and has
katcha home; hence she was declared eligible for getting for BISP cash grant.

3. How did the Complaint Emerge?
Naseema Bibi while mentioning about her complaint described that during the PSC survey, she
did not possess a valid CNIC. When neighbouring women of her locality received BISP cash
grant in March/April 2012, she became concerned and asked her husband to go and check her
‘survey result’ from an ‘internet café’ (as advised by the neighbouring women). Her husband after
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spending Rs.20 at an internet café obtained a printout of her wife’s tracking information and got
confirmed about her eligibility for the cash grant. The owner of the internet café advised him that
in order to get BISP cash grant he needs to submit a photocopy of her wife’s CNIC at BISP Tehsil
Office. Her husband when shared the advice with her wife, she wasted no time and applied for a
new CNIC at NADRA in May 2012. She obtained her new CNIC in June 2012.
After getting the CNIC, she visited BISP Tehsil Office on 04th July 2012 along with her husband
in order to submit a photocopy of the CNIC. They both reached the BISP Tehsil office by foot
after covering a distance of about 1.5 Km from their house. A BISP Tehsil Office, the Assistant
Complaint (AC) received the photocopy and kept it in a shared file of CNIC related complaints/
updates.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) is operational at BISP Tehsil Office Ahmadpur East
since March 2012. Before the deployment of the CMS, all pending beneficiary services
related cases were kept in a file based at BISP Tehsil Office.
Naseema Bibi submitted the photocopy of her CNIC (survey receipt number was also written
on it by the BISP Assistant Complaints (AC)) along with the photocopy of the survey
acknowledgement at BISP Tehsil Office on 04th July 2012. Although the AC entered the
CNIC information of Naseema Bibi into the ‘computer’ in front of her, she neither received
any acknowledgement nor did CMS Update_ID 10237577 for future reference. The AC also
advised her to revisit the office after one month in order to have her case updated. The AC
also registered the complaint in the complaint register on 05th July 2012 and assigned diary
number 4410 to the complaint. The complaint register is maintained to record all beneficiary
services related complaints.
After receiving the complaint in her inbox through CMS, the BISP Assistant Director/
Supervisor firstly verified the contents of compliant received from DEO (AC) and after
marking accepted, the Supervisor forwarded the complaint to the BISP Divisional
Director/Approver for final decision. After verifying the contents of the complaint, the
Approver marked it as accepted and the missing CNIC complaint of Naseema Bibi got
resolved.
b) Client Version
In mid-July 2012, Naseema Bibi made a second visit to BISP Tehsil Office and came to know
from the BISP staff that although her complaint has been resolved, she has to wait for another
two months to get her cash grant. However, she is happy and satisfied with complaint
resolution mechanism; but she does not know the time span required by the BISP for
delivering her cash grant. In this above context, she mentioned that at the time of lodging her
complaint, the BISP staff advised her to wait for a month and now when her complaint has
been resolved, she was advised to wait for another two months in order to receive the cash
grant. She considers Pakistan Post the most suitable option for the delivery of cash grant at
her door step.
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5. What have we learnt?
The BISP Tehsil office Ahmadpur East is located in Satellite Town on NADRA Office road. The
office is at a distance of one (01) KM from Lari Adda (Bus Stop) and is easy to find out; however,
there are no directional signs posted which could be helpful for the visitors coming to the BISP
Office.
The double storey building of BISP Tehsil Office is spread over eight (08) Marla. It consists of
six (06) rooms, one (01) kitchen, three (03) wash rooms and one courtyard with a sitting
arrangement of more than 100 visitors.
According to BISP AD, Tehsil Ahmadpur can be considered as one of the biggest Tehsils in terms
of the higher number of BISP beneficiaries. As of 07th August 2012, there are 35,000 receiver
women out of which 28,000 belong to the rural area of the Tehsil. In addition, there are 30,000
potential beneficiaries who have identified with missing CNIC cases. If those beneficiaries got
their missing CNIC information updated through CMS, the total number of beneficiaries in the
Tehsil would become 65,000.
Furthermore, BISP Tehsil Office staff although working on the resolution of CNIC related cases
through CMS but still not able to fully understand the capabilities and options run in the CMS and
does not know about the reporting system available in the system for monitoring the data entry
progress by the DEO.
As of early September 2012, although Naseema Bibi’s complaint has been accepted (resolved),
her payment is not generated yet.

6. Recommendations




The complainants should be provided with the complaint reference number/computer
generated Update_ID for future reference.
In case of missing CNIC complaints, the BISP staff should provide realistic timeline to the
complainants, which may be around a week.
As the CMS has now been operationalized, the BISP Tehsil staff should also start entering the
old CNIC related cases along with the new cases.
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G-Q2-Southern Punjab-08
Missing CNIC
Shamim Bibi
Mazhar Hussain
Chak 7/ BC, Dera Bakha Road, Tehsil &District
Bahawalpur
31202-7859642-4
16276746
13th August 2012

1. Receiver Woman/ Complainant Profile and Background
Shamim Bibi w/o Mazhar Hussain is 42 years old illiterate BISP potential beneficiary living in
Tehsil Bahawalpur Sadar of Bahawalpur district. She has four children including one (01) son and
three (03) daughters. Her two (02) daughters are illiterate and stay home to help their mother
while doing domestic chores as well as small scale embroidery work. They both earn about
Rs.800 per dress per month. Shamim Bibi also works as a maid in City Bahawalpur and her
monthly income is Rs.2500. The third daughter of Shamim Bibi studies in class nine (09) and son
in class six. The husband of Shamim Bibi is addicted to drugs and lives separately from his
family.
Shamim Bibi does not have her own house and lives with her family in one room at her brother’s
house. Her brother’s four (04) Marla katcha house is located in Chak 7/ BC and which consists of
two rooms, one open kitchen and one washroom. The distance of the locality Chak 7/ BC from
city Bahawalpur is about seven (07) Km. There are two separate Government Middle Schools for
Boys & Girls in the village. There are old unpaved streets having open drainage system.
Bahawalpur, the twelfth largest city of Pakistan was once the capital of the former princely state
of Bahawalpur. The city was home to various Nawabs (rulers) and counted as part of the
Rajputana states (now Rajasthan, India).

2. Receiver Woman / Complainant Relationship with BISP
Shamim Bibi was declared eligible potential BISP beneficiary under Phase-II of the programme
after Poverty Scorecard (PSC) survey, which was conducted in her locality in June 2012. While
informing about PSC Survey, she mentioned that a survey team visited her house and after filling
the PSC survey form for her household, they provided her a survey receipt for future reference.
She does not know about the BISP eligibility criteria and considers herself BISP beneficiary
because of being poor. She learnt about BISP through ‘BISP poverty survey team’.
During a discussion with Shamim Bibi, she quoted that, “she belongs to a poor family and happy
to be included in the ‘BISP Cash Scheme’ which will enable her to establish a small scale
business for her son”. She considers Pakistan People’s Party (PPP) the owner of the programme
and hopeful for its continuation after the upcoming elections.

3. How did the Complaint Emerge?
Shamim Bibi while mentioning about her complaint described that during PSC survey, she didn’t
have her valid CNIC. In June 2012, when neighbouring women of her locality received the BISP
cash grant, she got concerned and discussed the matter with other receiver women. Upon their
advice, she visited BISP Tehsil Office Bahawalpur Sadar dated 28 th June 2012 on Chingchi after
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spending Rs.100. At BISP Tehsil Office, she was informed about her eligibility and the missing
CNIC information in the BISP record. The BISP Assistant Complaint (AC)/ Data Entry Operator
(DEO) asked her to submit a written application along with the photocopy of her CNIC and the
PSC receipt in order to get the BISP cash grant. After spending Rs.30, she obtained printed
written application for updating missing CNIC from a commercial agent present outside the BISP
Tehsil Office. The AC kept the written application of Shamim Bibi along with photocopies of her
CNIC and PSC survey acknowledgement in a common file and asked her to revisit Office after a
month.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) has become functional at BISP Tehsil Office
Bahawalpur Sadar in March 2012. Shamim Bibi visited the BISP office on June 28, 2012 and
submitted a photocopy of her CNIC. The AC/DEO received a written application along with
the photocopies of her CNIC and PSC survey acknowledgement. However, she was not
provided any complaint acknowledgement/CMS Update_ID.
The BISP Tehsil office received this complaint on 28th June 2012 from Shamim Bibi,
however due to work load of Benazir Debit Card distribution and shifting of the office
building, this particular complaint could not be timely entered into the CMS. On following up
of her complaint by Shamim Bibi, the AC/DEO launched the complaint into CMS on 07 th
July 2012 and an Update_ID (10249671). In the complaint register, the BISP AC assigned
diary number 431 to this complaint.
The complaint was then forwarded to the BISP Assistant Director (AD)/Supervisor for further
processing. The Supervisor, after verifying the contents of the complaint marked it as
accepted and forwarded it to the BISP Divisional Director/Approver for final decision.
In addition to the above, the same complaint was re-entered into the BISP CMS on 08th July
2012 by the BISP DEO with a hope of swift resolution. This time diary number 436 was
assigned to the complaint and the CMS generated Update_ID (10250678). The complaint was
again forwarded to the BISP Supervisor who after accepting the complaint contents
forwarded it to BISP Approver for final decision.
After receiving the complaint (10250678), the BISP Divisional Director/ Approver verified
the contents of the complaint and marked it as accepted while the other complaint (10249671)
has been rejected. Shamim Bibi’s case has now been resolved but still her first payment is yet
to be generated by the BISP.
b) Client Version
Shamim Bibi visited BISP Tehsil Office three times (after lodging her complaint) after
spending Rs.100 each time on a Chingchi. However, she did not receive any update on her
complaint by the BISP staff. She has shown a little disappointment as she said that her
missing CNIC information was submitted in the BISP Tehsil Office actually on 28 th June
2012 and the complaint was resolved in August/ September 2012; however her BISP cash
grant is still not generated.
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5. What have we learnt?
The BISP Tehsil office Bahawalpur Sadar is located at BISP Divisional Office Bahawalpur in
Gulistan Colony on Hasilpur road. The office is close to the main road and is easily accessible.
There is a Pena flex sheet posted on the front gate of the office which helps to recognize the
building of BISP. The building is spread over 15 Marla and consists of five (05) rooms, one (01)
kitchen, three (03) wash rooms, a store room and a courtyard with a sitting arrangement of less
than 50 visitors.
The complaint was received at BISP Tehsil Office on 28th June 2012 but was entered into CMS
about one week later on 07th & 08th July 2012. Also the complainant was not provided complaint
registration acknowledgement/CMS Update_ID for future reference.
The complainant was asked for the submission of written complaint which she had obtained from
a commercial agent outside the tehsil office after paying Rs.30.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended.
BISP Tehsil staff may be imparted a refresher training on Case Management System (CMS)
and record keeping is recommended.
Beneficiaries should be facilitated at a maximum when they reach at the BISP office in order
to avoid the role of ‘Externals’ as happened in this case for obtaining the written application.
Delays should be avoided in processing and accepting the complaints registered under CMS.
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G-Q2-Southern Punjab-09
Missing CNIC
Kalsoom Bibi
Riaz Ahmad
Basti Araien, Mouza Ghannia, Tehsil Ahmadpur East,
District Bahawalpur.
31201-8359462-2
5749248
1st August 2012

1. Receiver Woman/ Complainant Profile and Background
Kalsoom Bibi W/O Riaz Ahmad is 32 years old illiterate eligible beneficiary living in Tehsil
Ahmadpur East. She has three children including one son and two daughters. There is no school
going children in the household. Kalsoom Bibi makes Laces for Ladies Suiting and earns Rs.700
per month. Her husband works as a motor bike mechanic and earns Rs.4000 per month.
She lives in a 15 Marla semi-pacca house that comprises three (03) rooms, one (01) open kitchen
and one large unpaved courtyard. There is no washroom in the house, and the family goes to a
nearby field for open defection. Her father in law and three unmarried brother in law also shared
home with her family. There is no source of drinking water in the locality, and Kalsoom Bibi Has
to cover a distance of about two (02) Km to get water from a public tape in the city of Ahmadpur
East.
The locality (situated at a distance of about two (02) Km from City Ahmadpur East) where
Kalsoom Bibi lives consists of low income households who are mostly associated with agriculture
and having no healthcare facility. There is one Government Primary School for Boys. Tehsil
Ahmadpur East is one of the five Tehsils of District Bahawalpur located at a distance of about 50
Km from City Bahawalpur.

2. Receiver Woman / Complainant Relationship with BISP
Kalsoom Bibi is a potential beneficiary of BISP who became eligible during Phase-II of the
programme. She does not know the BISP eligibility criteria and her selection parameters in order
to get the cash grant. The Poverty Scorecard (PSC) survey of Kalsoom Bibi’s household was
conducted in May 2011 by the ‘BISP survey team’ who visited her house and filled a PSC survey
form of her family members. The survey team also provided her a survey receipt for future
reference and asked her to keep it safe ‘because she will get a cash grant on this slip’. She learnt
about BISP through one of her relatives and BISP Poverty Survey Team.
During a discussion with Kalsoom Bibi, she quoted that, “if she gets the BISP cash grant, she will
spend on her children’s food”. She considers Pakistan People’s Party the owner of the ‘Benazir
Scheme’ and mentioned that it will continue no matters the government changed due to its
objective to help poor and needy people.

3. How did the Complaint Emerge?
While mentioning about her complaint, Kalsoom Bibi informed that during PSC survey she didn’t
have her valid CNIC and even the BISP survey team didn’t ask of her and not of her husband’s
CNIC. However, when she came to know from the neighbouring receiver women of the locality
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that CNIC is mandatory to get the BISP cash grant, she wasted no time and applied for new CNIC
at Mobile Registration Van (MRV) of NADRA when they came to her village in July 2011.
Furthermore, when neighbouring women received BISP cash grant in March 2012, she got more
concerned and discussed with her husband to get her survey information from the ‘computer’ as
advised by the neighbouring receiver women. Her husband went to an internet café in city
Ahmadpur East and obtained a printout of the details of her wife’s tracking information after
spending Rs.20. The owner of the internet café informed Kalsoom Bibi’s husband that her wife
has been selected for the BISP cash grant, however in order to get the cash grant he needed to
submit a photocopy of her wife’s CNIC in the BISP office Ahmadpur East.
In April 2012, Kalsoom Bibi visited the BISP Tehsil Office by foot along with her brother in law
in order to submit the photocopy of her CNIC. At BISP Assistant Complaint (AC) took a written
application for missing CNIC attached with the photocopy of Kalsoom Bibi’s CNIC and PSC
survey acknowledgement and put them in a common file. She received no complaint
acknowledgement for future reference. The AC also advised Kalsoom Bibi to revisit BISP Office
after one month to get further update.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Ahmadpur
East in March 2012. The BISP AC/Data Entry Operator (DEO) entered Kalsoom Bibi’s
complaint in CMS on 10th April 2012 and provided her CMS Update_ID as a complaint
acknowledgement written on the back of the original PSC survey receipt for future reference.
The BISP AC also recorded the complaint in the Tehsil Complaint Register on 16th July 2012,
and diary number 1053 was assigned to this complaint.
After entering the complaint in CMS, the BISP DEO forwarded the complaint to the BISP
Assistant Director (AD)/ Supervisor in the same date for further processing. After verifying
the contents of the complaint and marked it as accepted, the BISP AD forwarded the
complaint to BISP Divisional Director in the same date for final decision.
The BISP Divisional Director/ Approver after receiving the complaint approved the contents
of the complaint and marked it as accepted. Kasloom Bibi case has been resolved and the
status of the request in the online tracking system is now reflecting “accepted”. So as a result,
her first instalment is generated on June 30, 2012 but not yet delivered.
b) Client Version
Kalsoom Bibi never visited the BISP Tehsil Office to follow up her complaint although her
brother-in-law once visited the BISP office to get an update on Kalsoom Bibi’s complaint but
the BISP staff could not provide him the timeline for redressing the complaint.
“Because Kalsoom Bibi did not receive any update from BISP Tehsil Office it raised her
concern as the other neighbouring women started receiving the BISP cash grant”. She has
shown a little disappointment as she said that her CNIC information was submitted in the
BISP Tehsil Office for updating CNIC but still waiting for the resolution of the problem.
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5. What have we learnt?
In this particular case, the enumerators at the time of the survey didn’t inform and sensitized the
beneficiary about the importance of CNIC. The information update form neither sent to the
beneficiary nor available in BISP Tehsil office to record the correct information to update the
BISP information system.
The complaint was lodged by the beneficiary in BISP Tehsil office Ahmadpur East and, she also
received an acknowledgement slip/token issued by the BISP office for future reference.
Kalsoom Bibi came to know about her eligibility with a discrepancy after her husband’s visit to
an internet café to get the printout of her online tracking information. On the other hand, BISP
didn’t communicate her for the provision of her CNIC in order to update her BISP record to get
the cash grant.
As per BISP record, the complaint was lodged on April 6, 2012 but was recorded under CMS on
April 10, 2012. The complaint was accepted, and her first payment has been generated on June
30, 2012 but not delivered yet.

6. Recommendations




Proper communication between complainants/ beneficiaries and the BISP is recommended.
Complainants should also be informed about the status of the complainant in any case.
Well trained staff should be deputed for the survey/data collection and data entry process to
minimise information mismatch incidents. The enumerators must be trained, and they should
sensitize the beneficiary in case if they didn’t have CNIC.
The BISP staff should register the complaint under the CMS on the very same day when it
was registered.
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G-Q2-Southern Punjab-10
CNIC Update
Saeeda Begum
Ghulam Abbas
Ward number 24, Old Grain Market, Tehsil & District
Lodhran
36203-1749343-8
28820150
28th July 2012

1. Receiver Woman/ Complainant Profile and Background
Saeeda Begum W/O Ghulam Abbas is 55 years old Illiterate BISP potential beneficiary living in
Tehsil & District Lodhran. She has eleven children including one (01) son and ten (10) daughters.
Her three daughters are married, and two of her daughters are school going. Her two underage
unmarried daughters (having no CNICs) have also been declared as potential BISP beneficiaries.
Both of them are illiterate and stay home to help their mother in domestic chores. Her husband
and son are fruit sellers and both individual earns around Rs.3000 each a month.
Saeeda Begum and her family live in seven (07) Marla, semi pacca old house situated in the
illegal encroachment. The house comprises two rooms, one open kitchen and one washroom. The
Tehsil Municipal demolished the house three times, but because of poverty, her family cannot
shift to some other place. The locality where she lives in comprises low income households and
mostly these folks are associated with blue collar labour jobs. There are unpaved streets with open
drainage system. Lodhran city is located on the northern side of River Sutlej and the
administrative centre of Tehsil Lodhran.

2. Receiver Woman / Complainant Relationship with BISP
Saeeda Begum was declared BISP beneficiary during Phase-I and received cash grant of
Rs.31000 till April 2011. After the Poverty Scorecard (PSC) survey (Phase-II) which was
conducted in her locality in July 2011, she sustained as a BISP beneficiary and her cash grant of
Rs.3000 has been generated on June 30, 2012; however as of September 10, 2012, the last
payment is not showing as delivered in her BISP online payment details.
While describing the PSC survey, she mentioned that a ‘survey team’ visited her house and
obtained detailed information about her household. They had asked for the CNICs of the
household members. When the survey team noticed that, Saeeda Begum’s CNIC has been expired
on August 31, 2007 they didn’t note the CNIC number in the PSC survey form and after giving
her back advised her to get valid/ updated CNIC from NADRA. After completing the survey,
they provided her a survey receipt for future reference. The survey team also informed her, “she
does not need to go anywhere to get ‘BISP money order’ and that the postman will deliver the
money order at her door step”.
During a discussion with the TPE team, she quoted, “if she gets the ‘money from BISP’, she will
spend it on her daughter’s wedding”. Moreover, her two unmarried daughters Sabra and Shazia
are also potential BISP beneficiaries; however they both are underage and do not possess valid
CNICs to be submitted at BISP Tehsil Office for further processing.
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3. How did the Complaint Emerge?
When neighbouring women of Saeeda Begum’s received the cash grant in April 2012, she got
concerned and discussed with her son-in-law. Her son-in-law after obtaining the information of
BISP Tehsil Office advised her mother-in-law for a visit. On April 14, 2012 she reached the BISP
Tehsil Office from her house alone after covering a distance of about 0.5 Km by foot.
In the office the BISP Assistant Complaint (AC)/ Data Entry Operator (DEO) informed Saeeda
Begum about her eligibility and discrepancy in CNIC and asked her to submit the photocopy of
her CNIC. She went to a nearby photocopier shop and obtained photocopy of her expired CNIC
after paying Rs.08. After reaching the office, she submitted written application for the removal of
her CNIC discrepancy along with the photocopy of her CNIC and PSC survey slip to the AC; the
AC didn’t provide her complaint acknowledgement for future reference.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) has been operational at BISP Tehsil Office Lodhran
since March 2012. After receiving the Saeeda Begum’s complaint on April 14, 2012, the
AC/DEO put complaint diary number 02 in Tehsil complaint register. This complaint was
lodged three times into CMS under three different Update_IDs (10036091, 10036046, and
10036611) in the same date and forwarded to BISP Assistant Director/Supervisor for further
processing.
The Supervisor verified the contents of complaints received from DEO and rejected the CMS
entries of Update_IDs 10036091 and 10036046 with a reason that verification document
reference number (diary number of the complaint registered in complaint register i.e. 02 in
this case) is missing. On the third time, the Update_ID 10036611 was accepted by the
Supervisor and forwarded the complaint to the BISP Divisional Director (DD)/Approver for
further processing. The complaint status was marked accepted by the Approver after
performing CMS verifications, and the online request state is showing as ‘accepted’ means
the case has been resolved.
b) Client Version
The beneficiary visited the BISP Tehsil office four times in order to lodge the complaint and
subsequent follow up for three times. During her second visit to BISP Tehsil Office in June
2012, she was informed about the resolution of her complaint and the BISP staff advised her
to wait for another two months for the issuance of BDC (Benazir Debit Card) to get further
BISP instalments.
As per the advice, she visited in July and August 2012 to get BDC, however she came back
home disappointedly as the NADRA staff provided her ‘empty token slip’ after verifying
that she possessed expired CNIC. The NADRA staff advised her to take the token slip to
NADRA office to get new CNIC after replacing the old one. As per the advice, she went to
the NADRA office to submit her old/ expired CNIC along with the token slip in order to get
valid CNIC. She is now waiting as the NADRA staff advised her to get CNIC in the last week
of September 2012. Saeeda Bibi doesn’t know that her CNIC update complaint has been
resolved.
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The complainant (Saeeda Begum) was unsatisfied on the complaint resolution mechanism and
doesn’t know when she will get BISP cash grant. However, she considers Pakistan Post the
most suitable option for the delivery of BISP money orders at her door step.

5. What have we learnt?
The BISP Tehsil office Lodhran is located in Mohallah Eid Gah on main Multan-Bahawalpur
road having easy accessibility for the visitors. Directional signs to BISP Tehsil Office are pasted
on three Pena flex sheets placed between the main road and office in order to facilitate visitors.
The BISP Tehsil Officials keep complaints record in a file and also maintains diary numbers of
the complaints in a complaint register. Saeeda Bibi’s complaint was entered into CMS three times
by the DEO. During case investigation, it was revealed by the BISP staff that the case was
registered three times in order to provide rapid solution to the complainant/ beneficiary. The
online ‘Request State’ of Update_IDs 10036091 and 10036046 is showing as ‘in process’;
however, the both complaints have been rejected by the Tehsil Supervisor. Therefore, the online
request status of the applications should be reflected accordingly and may have been removed as
the case has been resolved.
Although the CNIC update complaint of Saeeda Begum has been shown resolved by the CMS;
however, at BISP Tehsil office, Saeeda Begum submitted the photocopy of her CNIC which has
been expired on August 31, 2007. This shows that in CNIC related cases, the CMS does not
verify the expiry date of the CNIC provided by the pending receiver woman. When DEO and AD
fetches beneficiary details from NADRA record, only the Name, CNIC (number), Head Name,
DOB, Gender and Marital Status are shown to be verified. If DEO does not physically check the
expiry date of the CNIC, the chances are the case will be marked as accepted as the BISP CMS
and officials only focus the ‘Name Match’ field.
Saeeda Begum’s two unmarried underage daughters have also become BISP potential
beneficiaries. However, if they get their new CNICs from NADRA with a ‘Marital Status
Unmarried’ and submit the photocopies at BISP Tehsil Office in order to process their case under
missing CNIC, the BISP CMS will consider them ineligible due to current BISP policy of ‘Ever
Married Woman’. This also shows that BISP must have uplifted the condition of ‘Ever Married
Woman’ sometimes that allowed the two unmarried daughters of Saeeda Begum to become BISP
potential beneficiaries.
The AC/DEO didn’t provide realistic time line for the resolution of her CNIC update complaint
which is about one week.
The BISP Tehsil Supervisor rejected Update_IDs 10036091 and 10036046 rather than using the
CMS option ‘Send Back’ available in the Supervisor’s login for sending back the cases to AC/
DEO for correction/ updating. The Supervisor’s rejection of the cases has caused the DEO/ AC to
launch the same complaint three times with different Update_IDs.
Moreover, the BISP Tehsil Office is not entering the old pending CNIC related cases into CMS.
The AC/ DEO mentioned that old CNIC related cases of only those beneficiaries have been
lodged and processed who visited the BISP Tehsil Office for follow up of their cases.

6. Recommendations


Proper communication between complainants/ beneficiaries and the BISP is recommended.
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The BISP staff refresher training is required to further improve their understanding of case
resolution through CMS.
The BISP staff should provide realistic timelines to the complainants having CNIC related
complaints and also the complaint acknowledgement for future reference.
To avoid lodging repeated complaints by the BISP staff, the CMS capability should be
enhanced by putting a ‘verification check’ in the software. This will restrict CMS user to
lodge only one complaint against a particular case type.
The BISP Tehsil Supervisors should be emphasized to use ‘Send Back’ option in case they
mildly disagree with the contents of the complaint forward by AC/ DEO. Using case ‘Reject’
option leaves no way for the DEO/ AC except launching the same complaint once again with
new Update_ID.
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G-Q2-SouthernPunjab-11
CNIC Update in CMS
Rabia Saeed
Ghulam Qasim
Chah Rozi Wala, Ahsanpur, Tehsil Kot Addu District
Muzaffargarh
32303-6711075-2
2664526
28th July 2012

1. Receiver Woman/ Complainant Profile and Background
Rabia Saeed w/o Ghulam Qasim is 21 years old married, eligible BISP beneficiary living in
Tehsil Kot Addu, District Muzaffargarh. She was shifted at her current address after her marriage
about one and half years ago. Two months before she gave birth to baby girl. . Her husband
works on a bicycle repairing shop and earns about Rs.2000 per month. Her father-in-law runs a
local petrol selling shop adjacent to her house on the main Kot Addu road and earns about
Rs.8000 per month to meet household expenses.
She lives with her husband separately in a 5 Marla semi pacca, old house that comprises two
rooms, one open kitchen and a wash room. Her father and father-in-laws also financially support
them to meet their monthly household expenses. The locality Chah Rozi Wala Ahsanpur where
she lives is located at the border of District Layyah and District Muzaffargarh and not a populated
village, situated at a distance of 25 km away from City Layyah. There are only 4-5 other
households lives in the village. Tehsil Layyah is a subdivision of District Layyah and
administratively subdivided into 23 Union Councils, three of which form the Tehsil and district
capital Layyah. This city is famous for its sweet water, vegetables and oranges in all over
Pakistan.

2. Receiver Woman / Complainant Relationship with BISP
Rabia Saeed was declared BISP beneficiary under Phase-II after the Poverty Scorecard (PSC)
survey; however she doesn’t know about the BISP eligibility criteria and how she got selected for
the BISP cash grant and Waseela-e-Haq scheme. Her PSC Survey was conducted before her
wedding at her parent’s house in District Layyah in February 2010. BISP survey team visited her
house and noted detailed household information on a PSC survey form. She did not possess a
valid CNIC at the time of the BISP survey. After filling the survey form, the team provided
survey receipt to her mother for future reference.
Her mother was selected as BISP beneficiary under Phase-I, and after PSC survey she sustained
as a receiver woman. During a discussion with TPE team, she quoted, “BISP cash grant would
help her to support her husband to establish a bicycle workshop near her house”. She considers
Pakistan People’s Party (PPP) the owner of the programme which has been started to help poor
people of Pakistan.

3. How did the Complaint Emerge?
Rabia Saeed mentioned in regards of her complaint that, she did not possess a valid CNIC at the
time of BISP survey. In June 2012, Rabia Saeed’s father received a phone call from BISP Tehsil
Office Layyah. The BISP staff informed her father about her eligibility and discrepancy in CNIC.
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After knowing this, her father asked Rabia Saeed to apply for new CNIC. She visited NADRA
Office Layyah along with her father after spending Rs.100. She applied for an urgent CNIC after
paying Rs.1000 by her father at NADRA office. After getting the new CNIC, her father submitted
its photocopy at BISP Tehsil Office Layyah on July 20, 2012. The BISP Assistant Complaint
(AC)/Data Entry Operator (DEO) noted down PSC survey form number (2664576) on the
photocopy of the CNIC and kept in a common file of CNIC cases. BISP staff didn’t provide
complaint acknowledgement to her father and advised him to revisit the BISP office after 20 days
to get complaint update.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) is operational at BISP Tehsil Office Layyah since
March 2012. The pending CNIC related cases are kept in a common file and yet to be
registered in the CMS. When the missing CNIC had been submitted in the BISP Tehsil
office, the DEO registered it on July 23, 2012 under diary number 437 in tehsil complaint
register and also in the CMS (Update_ID: 10311405). While lodging the complaint into CMS,
the DEO verified the name of the beneficiary and current marital status. After matching the
information, DEO forwarded the complaint to Tehsil Assistant Director/Supervisor for further
processing.
The Supervisor verified the contents of the complaint and marked it as accepted. The
complaint was then forwarded by the Supervisor to BISP Divisional Director/Approver for
final decision. The Approver also verified the complaint’s contents and marked it as accepted.
The case has been resolved; however Rabia Saeed’s first BISP instalment is yet to be
generated.
b) Client Version
The beneficiary never visited the BISP Tehsil office. Her father Saeed Ahmad visited BISP
office more than three times after spending Rs.100 (for round trip) each time covering 25 Km
on wagon. She is happy and satisfied with complaint resolution mechanism and obtained her
Mobile Phone along with Ufone SIM from BISP Tehsil Office Layyah on September 12,
2012 and now would receive her BISP cash grant through Mobile Phone Banking.

5. What have we learnt?
The BISP Tehsil office is located in Employees Colony on Bypass road Layyah. The office is
easily accessible from the main road and city Lari Adda (Bus Stand). There is a wall chalking on
the front wall of the office helps recognising the BISP building. The office building is spread over
05 Marla that comprises three (3) rooms, a kitchen and two (2) wash rooms. Sitting arrangements
for 35 beneficiaries is done in the small hall of the building.
The BISP Tehsil staff keeps CNIC related complaints’ record in a common file. Tehsil office also
lacks a permanent AC and the BISP Divisional Office DG Khan Field Supervisor are temporarily
posted to help Supervisor launching the CMS complaints. The AC asked the complainants having
CNIC update complaint to revisit the office after 20 days. According to the AC this is to minimise
the beneficiaries/complainant visit to the office.
The complaint was received at BISP Tehsil Office on July 20, 2012 but re-lodged in the CMS on
July 23, 2012 i.e. 3 days later of its submission. According to AD, this beneficiary (Rabia Saeed)
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was traced after they received her name for Waseela-e-Haq Scheme. Later on, they informed her
father about her eligibility for the cash grant and BISP Waseela-e-Haq and to submit the
photocopy of her CNIC.

6. Recommendations




Staff refresher training is recommended to improve the CMS related record keeping and case
resolution.
Tehsil Staff should properly keep the old records of complaints and must enter in CMS.
Introduce proper mechanism for submitting complaints including issuance of
acknowledgement to the complainants.
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G-Q2-Southern Punjab-12
CNIC Update
Kalsoom Bibi
Touqeer Hussain
Basti Kumharan Wali, Tehsil Karor Lal Easan, District
Layyah
32202-5121458-0
2709564
7th August 2012

1. Receiver Woman/ Complainant Profile and Background
Kalsoom Bibi w/o Touqeer Hussain is 32 years old illiterate BISP beneficiary living in Basti
Tehsil Karor Lal Easan District Layyah. Her four school going children includes two sons and
two daughters. Her husband works as a salesman on a clothes shop and earns about Rs.4500 per
month. Kalsoom Bibi is a house wife and looks after the domestic chores.
Kalsoom Bibi lives in a joint family system in one (1) Kanal old katcha house. Her house
comprises three rooms, a wash room and an open kitchen. The locality where she lives comprises
low income households belong to the same family/ caste. Mostly these folks are associated with
blue collar labour jobs. There is a lack of road infrastructure and all streets are unpaved with open
drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Kalsoom Bibi was not declared BISP beneficiary due to higher PMT (18.09) after the Poverty
Score Card (PSC) survey that was conducted in her locality in January 2010. However, after
watching an advertisement of new BISP policy for ineligible households having PMT from 16.18
to 20.00, she went to the BISP Tehsil Office in July 2012 and submitted an appeal for eligibility.
Eventually, her appeal got accepted by the BISP as she fulfilled one of the conditions for
eligibility (i.e. Household with 4 or more children under 12 years of age) and her status in the
programme became eligible household with a discrepancy in CNIC; however at that time, the
nature of discrepancy in CNIC was not communicated to her by the BISP staff.
While informing about PSC survey, she mentioned that the survey team visited her house and
filled a survey form of her household. They provided her a survey receipt for future reference. She
repeatedly quoted during a discussion with TPE team that, “she belongs to a poor family and
deserves for the cash grant in order to look after her children as her husband’s income is too low
to cater for all financial obligations. She aslo needed to pay the liablity of (Rs.39000) which she
had borrowed during her Hospital Operation”. She considers Pakistan People’s Party the owner
of the programme and mentioned that it is started to help the poor families; however, she doesn’t
know about the BISP eligibility criteria.

3. How did the Complaint Emerge?
While mentioning about her complaint regarding CNIC update, Kalsoom Bibi described that
during the survey, although she possessed a valid CNIC but did not provide to the survey team
due to cultural reasons. The BISP survey team then noted down her husband’s CNIC number on
the survey form. On July 26, 2012, she made a follow up visit to the BISP Tehsil Office by foot
after covering a distance of 06 Km (12 Km round trip) from her house in order to get an update on
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her appeal for eligibility. At the office, she came to know from BISP Assistant Complaint (AC)/
Data Entry Operator (DEO) that her appeal has been accepted and now she became eligible
household with a discrepancy in CNIC. The AC asked her to submit a photocopy of her CNIC and
survey receipt in the office so that BISP can generate her cash grant. She obtained the photocopies
of the required documents from a nearby photocopier on the cost of Rs 10 and then submitted
them to the AC who kept them in a common file of CNIC related cases.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office in March
2012. Kalsoom Bibi’s CNIC update case was received in the BISP Tehsil Office on July 26,
2012 and, the AC/DEO entered this complaint into CMS on July 27, 2012 bearing Update_ID
(10327973). The DEO put the complaint documents i.e. photocopy of Kalsoom Bibi’s CNIC
and survey receipt in a common file of CNIC related cases and put a complaint diary number
1182 in the Tehsil complaint register. For future reference, the BISP staff didn’t issue her a
complaint acknowledgement.
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. Although
the CNIC information of Kalsoom Bibi has been updated in the BISP record, however her
first BISP cash grant has yet to be generated as shown in her online BISP payment details,
when it was last checked on September 24, 2012.
b) Client Version
Kalsoom Bibi is unsatisfied with the resolution of her complaint regarding CNIC update. She
doesn’t know that discrepancy in her CNIC has been removed and, her complaint has been
resolved. She is also unaware about the cash grant generation and disbursement date.
However, she is hopeful that one day she will get her cash grant from the postman like other
receiver women. She doesn’t know about the alternate payment mechanisms and considers
Pakistan Post the best option for delivering cash grant at her door step.

5. What have we learnt?
The BISP Tehsil office is located in Isra Manzil Basra Chowk Ward number 07 on Bakhar road.
The office is near to the main road and easily accessible. The office building is spread over eight
Marla and consists of three rooms, one kitchen and a wash room and a store room. The office
courtyard provides seating facility for 25 visitors.
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 the complaint diary number for physical tracking of
a particular complaint record. The complainants who visit the office to remove CNIC
discrepancies are given time for 10-15 days.
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Kalsoom Bibi doesn’t know that her complaint regarding CNIC update has been resolved and
now she can go to BISP Tehsil office to become part of the Mobile Phone Banking.
The current CNIC of Kalsoom Bibi is without picture. Although her discrepancy in CNIC has
been removed, however when she will go to the BISP Tehsil office to get her Mobile Phone
Banking account, both the NADRA and Bank staff will require her updated CNIC (i.e. CNIC with
her picture). She doesn’t know this fact and will have to visit NADRA office to get her CNIC
updated.
Kalsoom Bibi made three visits (one to lodge an appeal for eligibility and two follow-up visits) to
the BISP Tehsil Office by foot after travelling 06 Km (12 Km round trip) from her house. During
her first visit when she submitted an appeal for eligibility, the BISP staff didn’t inform her
regarding the discrepancy in her CNIC and which she came to know during her second follow up
visit to BISP Tehsil Office which she made regarding her appeal for eligibility.

6. Recommendations




Proper communication between complainants/ beneficiaries and the BISP is recommended in
regards of all missing information.
The BISP staff should be more proactive while informing the beneficiaries/ complainants
about all the missing information required in one go. This may help to reduce the
beneficiaries/ complainants repeated visits to the BISP Tehsil Office.
There should be proper mechanism for submitting complaints including issuance of
acknowledgement to the complainants.
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G-Q2-Southern Punjab-13
Appeal for Eligibility
Allah Wasyai
Sona (Late)
Ward number 07, Mohallah Muhammad Ali Olakh,
Adda Gara Shumali, Tehsil Karor Lal Easan, District
Layyah
32202-2493586-8
2700097
2nd August 2012

1. Receiver Woman/ Complainant Profile and Background
Allah Wasyai widow of Sona (Late) is 57 years old illiterate woman living in Mohallah
Muhammad Ali Olakh, Tehsil Karor Lal Easan District Layyah. She has six sons and three
daughters out of which two daughters and four sons are married. All four married sons and their
families along with two unmarried sons live together with Allah Wasyai in a joint family. Her all
sons work as a labourer and contribute Rs.15000 towards monthly household expenses.
Allah Wasyai’s two daughter-in-laws have also been declared as potential BISP beneficiaries with
a discrepancy in CNICs because they didn’t have their valid CNICs at the time of Poverty Score
Card (PSC) survey; however they both don’t know about the nature of discrepancy (i.e. missing
CNIC in BISP record), and therefore their cash grant is yet to be generated.
The household lives in a 10 Marla, katcha old house that was partially hit by 2010 flood. There
are two rooms, one washroom and an open kitchen in the house. The locality where she lives in
comprises low income households and mostly these folks are associated with blue collar labour
jobs. The street lead to her house is unpaved like other streets of the locality with open drainage
system.

2. Receiver Woman / Complainant Relationship with BISP
At first place, the household was not declared eligible for the BISP cash grant due to higher PMT
(19.47). However, when BISP announced new criteria for ineligible households having PMT
between 16.18 and 20.00 to submit appeal for eligibility, Allah Wasyai went to BISP Tehsil
Office after getting advice from neighbouring receiver women and submitted the appeal. Now,
she has been selected as eligible BISP beneficiary and her first BISP instalment was generated on
June 30, 2012. She received her BISP Money Order from the post office Karor Lal Easan on 04
September 2012 after getting informed by the area postman.
The PSC survey of the household was conducted at her door step by a survey team in December
2009. At the time of the survey, only Allah Wasyai and one of her son had valid CNICs, and
which they provided to the survey team. After completing the survey, she received a survey
acknowledgement for future reference.
She termed BISP as a program initiated by the Government of Pakistan. She was also hopeful for
the continuation of the program after the upcoming elections. Although she doesn’t know about
the BISP eligibility criteria, however she considers her household eligible because of being poor.
While interviewing by the TPE team, Allah Wasyai mentioned that if she gets the BISP cash
grant, she will open a small grocery shop in the ‘Bhaitak’ of her house in order to support her
family in financial terms.
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3. How did the Complaint Emerge?
While mentioning about her appeal, Allah Wasyai described that in March 2012 when other BISP
beneficiaries in her locality received their cash grants, she became concerned. After getting advice
from other receiver women, she asked her son to obtain a printout of her online tracking
information. Her son went to an internet café in city Karor Lal Easan and obtained the required
printout after spending Rs.20.
After receiving the printout of her online tracking information, she visited the BISP Tehsil Office
along with her son on April 26, 2012 on a rickshaw after spending Rs.40 (for a round trip). At
BISP Tehsil Office the Assistant Complaint (AC)/ Data Entry Operator (DEO) verified her survey
status and asked to submit an appeal for eligibility. The BISP staff required her to submit a
photocopy of her CNIC and the survey acknowledgement which her son obtained from nearby
photocopier shop after spending Rs.15. After getting the required documents, the DEO launched
her appeal for eligibility into the BISP Case Management System (CMS) and provided her the
computer generated Appeal_ID on a paper slip for future reference. The DEO also asked her to
revisit the office after 48 hours in order to get an update on her appeal.

4. Processing of the Case
a) Provider Version
BISP CMS became operational at BISP Tehsil Office Karor Lal Easan in March 2012. Allah
Wasyai’s appeal for eligibility was received by the DEO on April 26, 2012. DEO entered the
appeal into a common register for CMS cases and assigned a diary number 98. Appeal was
also launched into CMS and computer generated Appeal_ID (10063247) was given to
appellant for future reference. DEO then forwarded the appeal to BISP Tehsil Assistant
Director (AD)/ Supervisor for further processing. After verifying the contents of the appeal,
the Supervisor marked it as accepted and forwarded to BISP Divisional Director (DD)/
Approver for final decision. The Approver accepted Allah Wasyai’s appeal for eligibility on
the basis of fulfilling one of the four criteria i.e. household with four or more children under
12 years of age.
b) Client Version
Allah Wasyai visited BISP Tehsil office three times including first time to lodge the appeal
and subsequently two times to follow-up along with her son on a Rickshaw after paying Rs.40
every time for a round trip. During her second follow-up visit, the BISP staff informed her
regarding the acceptance of her appeal for eligibility. Eventually, she received her first BISP
money order in September 2012. During a discussion with TPE team, she was quite happy
and satisfied that her eligibility appeal has been accepted and, she became BISP beneficiary
and also received her first BISP money order of Rs.3,000 on September 04, 2012

5. What have we learnt?
The BISP Tehsil office is located in Isra Manzil Basra Chowk Ward number 07 on Bakhar road.
The office is near to the main road and easily accessible. The office building is spread over eight
Marla and consists of three rooms, one kitchen and a wash room and a store room. The office
courtyard provides seating facility for 25 visitors.
The appeals for eligibility are kept in a common file and the diary number for tracking physical
record of the appeal/ complaint is maintained in a complaint register for CMS cases. In case of

GHK Consulting Ltd.
J40252715

365

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Southern Punjab-13

appeal for eligibility, the BISP staff advises appellant(s) to revisit the office after 48 hours for
further update. However, during a discussion with BISP tehsil staff it was also shared that in
“other similar cases”; the approver decision was reflected on the system after 15-20 days.
Allah Wasyai visited BISP Tehsil Office three times, but she was never informed regarding the
discrepancy in CNICs of her two daughter-in-laws who are the potential BISP beneficiaries and
after getting removed their discrepancies, they can receive BISP cash grant.
The appellant has become eligible BISP beneficiary; however, she does not know that she can
now become a part of Mobile Phone Banking although she made three visits to BISP tehsil office.
Allah Wasyai received her first BISP money order from the post office after getting informed by
the area postman who came to her house to deliver her money order receipt. The delivery
information was not reflected at the BISP website until September 30, 2012.

6. Recommendations



There is a need to improve proper communication between appellants/ beneficiaries and the
BISP.
There should be proper mechanism for submitting appeals and separate files can be
maintained for different type of cases.
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G-Q2-Southern Punjab-14
Missing CNIC
Hameed Mai
Rab Nawaz
Javaid Colony, Street No 2, Tehsil & District
Bahawalpur
31202-2539484-8
14899440
11th September 2012

1. Receiver Woman/ Complainant Profile and Background
Hameed Mai w/o Rab Nawaz is 30 years old illiterate woman living in Javaid Colony, Tehsil &
District Bahawalpur. She has three children that include one daughter and two sons, three of them
are studying at school.
Hameed Mai lives with her family in a joint family system in 8 Marla semi pacca houses that
comprises one room, a wash room and an open kitchen. She provides financial support to her
husband by making traditional and famous fancy embroidery ‘Moukaish’ on female stoles and
shirts and earns about Rs.1500 per month. Her husband is a drum beater and earns about Rs.8000.
The locality Javaid Colony where Hameed Mai lives are situated at a distance of about two
kilometres from the city centre and main Multan road. Most of the people living there have a
common profession of drum beating. Most of the streets of the locality are old but paved with
proper drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Hameed Mai was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey, which was 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 phase-2.
BISP survey team visited Hameed Mai’s house, to fill up a PSC survey form of the household and
after completing the survey they issued her a survey receipt for future reference. She came to
know about BISP through some of her relatives and the survey team.
During an interview with the BISP TPE team, she quoted, “if she gets the BISP cash grant she
will use it to repay her loan of Rs.10000”. She considers Pakistan People’s Party (PPP) the owner
of the BISP that has been started to help poor and needy people of Pakistan.

3. How did the Complaint Emerge?
While describing her complaint, she mentioned that during PSC survey she did not possess her
valid CNIC. Therefore, survey team recorded only her husband’s CNIC number on the survey
form.
In May 2012, when neighbouring women of her locality received BISP cash grant, she asked one
of the receiver woman the way to get the cash grant. The other receiver woman advised her to
visit ‘BISP (Tehsil) office (City) Bahawalpur’ in order to check her survey status. After knowing
this, she went to the BISP Tehsil Office by Rickshaw taxi along with her husband and gave Rs 80
fare for the covered distance of 2-3 Km. At Tehsil Office, the BISP Assistant Complaint (AC)/
Data Entry Operator (DEO) checked online survey status of Hameed Mai and informed her that
due to ‘unavailability of her CNIC number in BISP records, her cash grant has not been yet
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generated’. The BISP staff asked her to submit written application along with the photocopy of
her CNIC.
After knowing this, she went to NADRA office Bahawalpur located at a distance of about four
KMs from her house and applied for new urgent CNIC after paying Rs.1000. She received her
new CNIC from NADRA in June 2012 and made a second visit to BISP Tehsil Office to submit a
photocopy of her CNIC on June 07, 2012. Along with the photocopy of her CNIC, she also
submitted a written application for CNIC discrepancy removal which she had obtained from a
commercial agent (who was present outside the BISP office) after paying Rs.30.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office
Bahawalpur City in March 2012.
Hameed Mai provided the photocopy of her CNIC along with other documents at BISP Tehsil
Office on June 07, 2012 and which were placed in a common file of BISP Case Management
System (CMS) cases by the AC/ DEO. The case was registered in the complaint register on
the same date bearing diary number 1624; however, the DEO launched the case into CMS
four days after the receiving of the documents on June 11, 2012 and an Update_ID
(10169862) was generated by the system for future reference. However, Hameed Mai did not
receive any complaint acknowledgement from BISP Tehsil staff, and she was asked to revisit
the office after one month in order to get an update on her ‘complaint’. The case was then
forwarded to BISP Tehsil Assistant Director (AD)/ Supervisor for further processing.
Assistant Director received the case and verified the contents of the complaint sent by DEO
and marked it as accepted and forwarded the case 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’ means the case has been
resolved. However, as of October 01, 2012, the BISP cash grant for Hameed Mai is yet to be
generated as shown on the online payments details of the beneficiary on BISP website.
b) Client Version
Hameed Mai visited BISP Tehsil Office Bahawalpur City twice on Rickshaw after spending
Rs.80 (for a round trip). She does not know that her case has been resolved and that her cash
grant will also be generated soon. She also doesn’t know that she needs to go to BISP Tehsil
Office (BDC Distribution Centre) to get her Benazir Debit Card. She is little disappointed
over the time taking by BISP for delivering her the ‘money (cash grant)’. She mentioned
during the interview with TPE team that those who have some connections in the BISP office
get their problems solved on priority basis and others like her remain as is. However, she is
hopeful for the continuation of the program.

5. What have we learnt?
The BISP Tehsil office Bahawalpur Sadar is located at BISP Divisional Office Bahawalpur in
Gulistan Colony on Hasilpur road. The office is close to the main road and is easily accessible.
There is a Pena flex sheet posted on the front gate of the office which helps to recognize the
building of BISP. The office building is spread over 15 Marla and which consists of five (05)
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rooms, one (01) kitchen, three (03) wash rooms, a store room and a courtyard with a sitting
arrangement of less than 50 visitors.
The old pending CNIC cases have not been entered into CMS, and the staff focuses on entering
the new CNIC related cases only.
The BISP Tehsil Officials keep complaints record in a file for CMS complaints as well as
maintain on a complaint register. The BISP staff asks CNIC related complainants to revisit the
office after a month after submitting the photocopy of the CNIC.
Hameed Mai’s Missing CNIC case was received at BISP Tehsil office along with necessary
documents on June 07, 2012; however, it was launched by the BISP staff on June 11, 2012, four
days after the receiving of the documents. She was not given any complaint acknowledgement for
future reference.
She paid Rs.30 to a commercial agent outside the BISP Tehsil Office for writing up the
application for removal of discrepancy in her CNIC.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended.
BISP Tehsil staff refresher training on Case Management System (CMS) and record keeping
is recommended.
Beneficiaries should be facilitated at a maximum when they reach at BISP office in order to
avoid the role of ‘Externals’ as happened in this case for obtaining the written application.
The complainants should be provided with complaint IDs generated through CMS and should
be educated on its usefulness.
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G-Q2-Southern Punjab-15
Missing CNIC
Shamim Bibi
Muhammad Arshad
Sabir Colony, Near Ice Factory, Shahdra, Tehsil &
District Bahawalpur
31202-5190920-8
14976781
12th September 2012

1. Receiver Woman/ Complainant Profile and Background
Shamim Bibi w/o Muhammad Arshad is 30 years old illiterate woman living in Sabir Colony,
Tehsil & District Bahawalpur. Her four children including one son and three daughters and none
of them is school going. Her husband is a labourer and earns about Rs.4000 per month.
She lives in five Marla old semi-pacca house comprises one room where she lives with her
family. The overall condition of the house is very poor like falling walls etc. There is a katcha
courtyard that consists of an open kitchen and a small washroom.
The locality where she lives comprises unpaved streets including the one leads to the house of
Shamim Bibi. There is an open drainage system that sprouts bad smell in the environment as well
as creates a problem for pedestrians especially during ‘Moon Soon’ season.

2. Receiver Woman / Complainant Relationship with BISP
Shamim Bibi was declared BISP beneficiary after the Poverty Score Card (PSC) survey that was
conducted in her locality in May 2011. The survey team visited her house and filled a PSC survey
form and provided Shamim Bibi a survey receipt for future reference. She came to know about
BISP through some of her relatives and the survey Team.
During an interview with TPE team, she quoted, “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 unable to meet
their monthly household expenses”. She considers Pakistan People’s Party (PPP) the owner of the
program initiated to help poor people.
Shamim Bibi also mentioned that if she gets the BISP cash grant, then she will spend this money
to buy food items for her children and save some money for their education.

3. How did the Complaint Emerge?
While mentioning about her complaint, Shamim Bibi described that during BISP Poverty Survey
she did not possess a valid CNIC; the survey team also didn’t ask for her CNIC. However, in
October 2011, when she came to know from the other receiver women of her locality that ‘she
won’t be able to get BISP cash grant without CNIC’ she applied for it at NADRA’s Mobile
Registration Van (MRV) that came to the locality.
She visited BISP Tehsil Office for the first time in December 2011 along with the other
neighbouring women in order to know about their survey status. The BISP Assistant Complaint
(AC)/ Data Entry Operator (DEO) checked her status and confirmed her eligibility with the
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discrepancy in CNIC. The AC asked her to submit a photocopy of her CNIC and survey
acknowledgement along with a written application for removing discrepancy in CNIC. She
obtained the photocopies of the documents from nearby photocopier after paying Rs.15. The
written application was obtained by her from a commercial agent after paying Rs.30 and whom
she found outside the tehsil office.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office
Bahawalpur City in March 2012.
Shamim Bibi provided the photocopy of her CNIC and survey acknowledgement along with
the written application to BISP staff on March 19, 2012 and which were placed in a common
file of BISP Case Management System (CMS) cases. Shamim Bibi was asked her to revisit
the office after one month in order to knowing the result of her complaint. On the same date,
the case was registered in the tehsil complaint register by the AC/ DEO. A complaint diary
number 87 was assigned to the complaint in order to ensure tracking of the physical complaint
record. However, the DEO launched this case into CMS two days after the receiving of the
documents on March 21, 2012 and an Update_ID (10007579) was generated by the system
for future reference. BISP staff didn’t provide complaint/ update acknowledgement to
Shamim Bibi. Her case was then forwarded to BISP Tehsil Assistant Director (AD)/
Supervisor for further processing.
After receiving the case on March 21, 2012, the AD verified the contents of the complaint
forwarded by DEO and marked it as rejected and sent back to DEO with no remarks for
updating and double checking the name of the pending receiver woman. On the same date, the
DEO resent the case to Supervisor with the same complaint contents. On the second time, the
case was once again rejected by the Supervisor and sent back to DEO with no remarks due to
potential beneficiary’s name mismatch. On the third time, the DEO updated the case and
forwarded to Supervisor for further processing after the DEO verbally explained to AD that
the difference in the name of the potential beneficiary i.e. Shamim and Shamim Bibi is
negligible. The Supervisor mentioned that, she rejected the case twice because of
beneficiary’s name mismatch i.e. in BISP record the beneficiary’s name is appearing as
Shamim however on her CNIC it is Shamim Bibi. However, when Supervisor came to know
from her AC and then BISP management also confirmed that such name mismatch isn’t a big
issue and she can process the case, she marked it as accepted. According to AD, the case
launching and processing was completed on the same date i.e. March 21, 2012 and was sent
to the final authority i.e. 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’ means the case has been resolved. However,
as of October 02, 2012, the BISP cash grant for Shamim Bibi is yet to be generated as shown
on the online payments details of the beneficiary on BISP website.
b) Client Version
Shamim Bibi visited BISP tehsil office three times i.e. twice to lodge and once to follow up
the complaint. During her follow-up visit to BISP Tehsil Office on March 19, 2012 along
with her sister-in-law after covering a distance of about 1.5 Km from her house by foot, she
came to know from the BISP AC/ DEO that she needs to submit the photocopy of her CNIC
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and survey acknowledgement along with written application once again as the previous
documents were misplaced during the shifting of the office. She obtained the photocopies of
CNIC and survey acknowledgement from the same photocopier after paying Rs.15 and found
the same commission agent to get written application after paying Rs.30.
During her third visit in April 2012, she was informed by the BISP staff about the resolution
of her complaint. The BISP staff advised her that she can collect Benazir Debit Card (BDC)
after two months from the same office so she can withdraw funds easily from ATMs.
She is happy and satisfied with complaint resolution mechanism, but she does not know when
she will get the BISP cash grant. She was little disappointed, as she was asked to wait for
couple of months to get the ‘bank card’. She mentioned that she has small kids and to provide
them food, she really means to get the ‘money’. Shamim Bibi doesn’t know about using a
debit card at ATM or at Point-of-Sale (POS); however she mentioned that she will follow the
other receiver woman to get the BISP instalment.

5. What have we learnt?
The Missing CNIC case of Shamim Bibi was received the first time at BISP Tehsil office along
with required documents in December 2012; however no action was taken at that time and the
case remained pending along with other similar cases at BISP Tehsil Office. Once the CMS
became operational in March 2012, the beneficiary made a second visit and submitted the
required documents again on March 19, 2012. However, the BISP staff launched this case into
CMS on March 21, 2012. Therefore, originally this case has taken about 3-4 months to be
resolved by the BISP tehsil office.
The old pending CNIC cases have not been entered into CMS, and the staff focuses on entering
the new CNIC related cases only.
Shamim Bibi does not know that she can now get the BDC from BISP Tehsil Office (BDC
Distribution Centre) as her discrepancy in CNIC has been removed.
The BISP Tehsil Officials keep complaints record in a file for CMS complaints as well as
maintain on a complaint register. The BISP staff asks CNIC related complainants to revisit the
office after a month after submitting the photocopy of the CNIC.
She paid Rs.30 twice to a commercial agent outside the BISP Tehsil Office for writing up the
application for removal of discrepancy in her CNIC.
The BISP CMS does not reflect the date and time when the case is processed by the Supervisor
and Approver. It also does not show the date and time if Supervisor send back the case to DEO.
Therefore, the time consumed between submission and resolution of any particular case cannot be
obtained from CMS proceedings.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended.
Staff refresher training on Case Management System (CMS) and record keeping is
recommended.
Tehsil Staff should keep the old records of complaints properly and also make sure that these
cases are being entered into then CMS.
Introduce proper mechanism for submitting complaints including issuance of
acknowledgement
to
the
complainants.
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G-Q2-Southern Punjab-16
Missing CNIC
Zakiya Bibi
Muhammad Shahid
Basti Mandrani, Adda Sokarr, Tehsil Taunsa, District
DG Khan
32103-4114747-0
20697244
14th September 2012

1. Receiver Woman/ Complainant Profile and Background
Zakiya Bibi w/o Muhammad Shahid is 27 years old illiterate woman living in Basti Mandrani
Tehsil Taunsa Sharif. She has only one, nine months old son. Her husband is a ‘Madrassa’ student
in Karachi. Her father-in-law Ghulam Farid is a farmer and works on a leased land. His monthly
income is about Rs.8000, which he contributes towards monthly household expenses. Her motherin-law is BISP beneficiary as well and getting her cash grant through Benazir Debit Card. Zakiya
Bibi also provides financial support to her family by stitching clothes and earns about Rs.5001000 per month.
She lives with her family in a joint family system in ten Marla old katcha house. The house
comprises two rooms and an open kitchen. The locality where she lives in comprises low income
households belong to the same family/ caste. Mostly these folks are associated with blue collar
labour jobs. There is a lack of road infrastructure and all streets are unpaved with open drainage
system. The locality becomes inaccessible during ‘moon soon’ season due to flood in the nearby
stream that cuts the village from approaching road.

2. Receiver Woman / Complainant Relationship with BISP
Zakiya Bibi became potential BISP beneficiary in Phase-II after the Poverty Score Card (PSC)
survey. The PSC survey was conducted in April 2011 by the ‘BISP survey team’ who visited her
village and filled a PSC survey form of her family members at a central place. She didn’t possess
valid CNIC at that time and, only her father-in-law and mother-in-law provided their CNICs to
the survey team. The survey team also provided her a survey receipt for future reference and
asked her to keep it safe ‘because she will get a cash grant on this slip’. She learnt about BISP
through her neighbours and in-laws. However, she does not know about the BISP eligibility
criteria and her selection to get the cash grant.
During a discussion with TPE team, she quoted that, “if she gets the BISP cash grant, she will
spend to arrange some good clothes and refrigerator for her family”. She considers Pakistan
People’s Party the owner of the ‘Benazir Scheme’ that has been started to help poor people.
Her mother-in-law is also BISP beneficiary and getting the cash grant since August 2011. One of
her unmarried sister-in-law also updated her CNIC through CMS, but she has been excluded as
BISP beneficiary due to not meeting the criteria of ‘Ever married woman’.

3. How did the Complaint Emerge?
When Zakiya Bibi’s mother-in-law received her Benazir Debit Card (BDC) in August 2012, she
asked her husband to confirm if she can also receive the cash grant. Eventually, she found some
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brochures from her mother-in-law’s BDC envelop. There was BISP Toll Free Help Line number
0800-26477 which her husband used in order to get awareness about complaint redressal system.
Her husband went to an internet café in City Taunsa Sharif and obtained a print out of her wife’s
tracking information after paying Rs.20. The owner of the internet café informed her husband
about her wife’s eligibility and the discrepancy in her CNIC. He asked him to submit a photocopy
of her wife’s CNIC in the BISP tehsil office.
At that time in July 2012, Zakiya Bibi did not possess valid CNIC, so she applied for an urgent
CNIC at NADRA office Taunsa Sharif after paying Rs.1000. After one week, she obtained her
new CNIC from NADRA and visited BISP Tehsil Office on July 20, 2012 along with her motherin-law on a local van after paying Rs.100 (fare for both for round trip). After reaching the tehsil
office, the BISP Assistant Complaint (AC)/ Data Entry Operator (DEO) asked her to submit a
photocopy of her CNIC and survey acknowledgement along with a written application. She
obtained printed hand written application from nearby photocopier after spending Rs.30.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office in March
2012. Zakiya Bibi’s case was received in the BISP Tehsil Office on July 20, 2012, and the
AC/DEO entered this complaint into CMS on the same date. After the case was successfully
lodged into CMS, an Update_ID 10304168 was generated by the system for future reference.
The DEO put the case documents in a common file of CNIC related cases and against a
complaint diary number 173 in the Tehsil complaint register. Zakiya Bibi did not receive
complaint/ update acknowledgement from the BISP staff for future reference. After her
complaint got registered, she was asked to revisit the office on July 31, 2012 to get an update.
DEO forwarded it to BISP Tehsil Assistant Director (AD)/ Supervisor for further processing
after lodging the complaint. Supervisor received and verified the contents of the complaint
and marked it as accepted. The complaint was then forwarded to 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 as shown on the tracking updates, and the discrepancy in
the Zakiya Bibi’s CNIC has been removed. Moreover, the online payment details of Zakiya
Bibi reflect that her BISP cash grant is yet to be generated.
b) Client Version
Zakiya Bibi is unsatisfied with the resolution of her complaint regarding CNIC update. She
doesn’t know that discrepancy in her CNIC has been removed, and her complaint has been
resolved. She also doesn’t know that she can now get her BDC from BISP tehsil office.
However, she is hopeful that one day she will get her cash grant from the postman like other
receiver women. She doesn’t know about the alternate payment mechanisms and considers
Pakistan Post the best option for delivering cash grant at her door step.
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5. What have we learnt?
The BISP Tehsil office Taunsa Sharif is located on Wahuwa road opposite street of United Bank
Limited. The office is easily accessible for beneficiaries and other visitors. The office building is
spread over 15 Marla and consists of three rooms, a kitchen and a wash rooms, store room and
one big courtyard with a sitting arrangement of more than 100 visitors.
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 the complaint diary number for physical tracking of
a particular complaint record. The complainants with discrepancies in CNICs are given time for
10-15 days for case resolution.
In May 2012, BISP Tehsil office ran a media campaign for 45 days on local cable network in
order to raise awareness among pending receiver women for submitting the photocopies of their
CNICs at BISP Tehsil Office.
Zakiya Bibi doesn’t know that her complaint regarding CNIC update has been resolved and now
she can go to BISP Tehsil office to get BDC.
One of the Zakiya Bibi’s unmarried sisters-in-law was also declared potential BISP beneficiary
with the discrepancy in CNIC. However, she has been excluded as a BISP beneficiary because of
not meeting the criteria of ‘Ever Married Woman’.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended in
regard of all missing information.
Introduce proper mechanism for submitting complaints including issuance of
acknowledgement to the complainants.
Timely resolution of CNIC related cases is recommended which will enable more
beneficiaries to become BISP beneficiaries and to get BDCs.
The BISP criteria of ‘ever married woman’ is fine, however there should also be a
‘controlled’ cushion for inclusion of those women who remained single due to poverty and
other cultural issues and does not meet the aforementioned BISP criteria.
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G-Q2-Southern Punjab-17
Address Change
Ramzana Bibi
Muhammad Khalil
Chak number 09/11-L, Chichawatni.
36501-4603688-0
24727123
15th September 2012

1. Receiver Woman/ Complainant Profile and Background
Ramzana Bibi is 37years old, married and illiterate working woman. She has four children (two
sons and two daughters). None of her children is attending the school at the moment due to
paucity of financial resources and all her children used to stay at home. Her husband works as a
labour in a brick kiln in Rawalpindi, and he earns Rs.350 baking of per 1,000 bricks. Ramzana
Bibi does seasonal cotton picking in Chichawatni and earns about Rs.100 per day. However, this
is not a permanent work; therefore most of time she stays home looking after her children and
performing domestic chores.
She lives in a four Marla self-owned katcha house, which consists of two rooms, a washroom and
an open kitchen. The family has a colour television, some wooden chorpoyees, a motor pump and
two functional mobile phones.
The locality where she lives is situated quite adjacent to Lahore road. Most of the streets
including one leads to the house of Ramzana Bibi are unpaved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Ramzana Bibi was declared BISP beneficiary under phase-II of the programme after the Poverty
Score Card (PSC) survey, which was conducted in December 2010 by a survey team at her door
step in Abdullah Town, Bahara Kahu Islamabad. After the survey, she was given a survey receipt
for future reference. She possessed a valid CNIC at the time of PSC survey, but according to
Ramzana Bibi the survey team didn’t ask for it and only recorded her husband’s CNIC on the
‘survey form’.
She got married in 2006 and was settled in Chak No. 9/11L, Chichawatni. A year later, she along
with her husband shifted to Islamabad on a brick kiln in order to earn some livelihood. She had
worked as labourer for about five years there; however due to muscular parasitic disease she
could not continue that job and came back to Chichawatni in February 2012.
She does not know much about BISP and is unaware of the BISP eligibility criteria and how she
was selected in the programme for the cash grant. She considers herself deserving for the cash
grant assistance due to poverty. She believes Pakistan People’s Party the owner of the programme
that has been started to help the poor people. She has planned to utilize the cash grant for the
purchase of groceries and some crockery/utensils.

3. How did the Complaint Emerge?
In March 2012, Ramzana Bibi observed that postman is distributing BISP Money Orders (MOs)
while camping in ‘Haveli’ of a village notable in Chichawatni. She inquired the postman about
her MOs by presenting her CNIC and survey acknowledgement slip. The postman informed her
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that he doesn’t have her BISP money order and advised her to visit the BISP tehsil office
Chichawatni to inquire for the delay in the delivery of her cash grant.
After two days, she went to BISP office alone on a Chingchi rickshaw after spending Rs.80
(Rs.160 for a round trip). She had photocopies of her CNIC and survey acknowledgement slip at
the time of visit to the said office.

4. Processing of the Case
a) Provider’s Version
The BISP Case Management System (CMS) became operational at BISP tehsil office in
March/ April 2012. Ramzana Bibi visited the tehsil office on March 16, 2012 in order to
know about the delivery of her BISP cash grant. At BISP tehsil office the Assistant Complaint
(AC)/ Data Entry Operator (DEO) informed her regarding the generation of the BISP cash
grant and also that first of her two instalments were undelivered.
Learning from Ramzana Bibi about her shifting to Chichawatni after the PSC survey, the AC
got a clue that her BISP instalments are going undelivered due to address change. The AC
asked her to submit a written application along with the photocopy of her CNIC and survey
acknowledgement. The AC helped her in writing the application and then registered it in a
tehsil complaint register against complaint diary number 134. The BISP staff advised her
latest instalment i.e. third instalment from Islamabad otherwise she will be blocked on the
system.
As of October 09, 2012, complaint has still not been launched into CMS and is lying pending
at BISP tehsil office Chichawatni for further processing. Ramzana Bibi received her third
instalment from the post office Bahara Kahu Islamabad as advised by the BISP staff.
b) Client’s Version
The beneficiary visited the BISP office two times, once to inquire the reason for the delay in
the delivery of cash grant instalment where she filed and submitted the complaint for change
in address and second visit she did in the first week of August to follow up of her complaint.
She did the other visits along with neighbouring beneficiary.
At her second visit, she was informed that her complaint had not yet resolved and advised her
to visit the BISP office right after Eid Ul Fitr. She is happy and satisfied with the cooperation
of BISP staff but not sure when her complaint will be resolved.
Ramzana Bibi informed that in July 2012 her husband inquired from the concerned postman,
and telephonically informed her to visit the post office Bahara Kahu in order to collect her
BISP money order. She accordingly collected a single BISP instalment of Rs.3000 from the
post office after spending Rs.900 (for a round trip) on a bus and local transport. However, she
didn’t receive a payment receipt of Rs.3,000 from the post office.
Moreover, she mentioned that as she has become the user of Mobile Phone Banking, therefore
she may no need to go to the post office in the future to get BISP payments hence considers it
the best cash delivery mechanism. However, she has shown her concern that she has to pay
Rs.160 for a round trip to city Chichawatni in order to collect her BISP cash grant from
‘Omni Franchise’.
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5. What have we learnt?
The complaint of Ramzana Bibi has been pending at BISP tehsil office since last seven months
and has not been launched into CMS for quick resolution. The BISP staff does not know how to
launch address change cases into CMS, and therefore unable to process such cases except putting
the documents in a common file of CMS complaints.
Ramzana Bibi received her third BISP instalment from Islamabad after spending Rs.900 on a
round trip to post office Bahara Kahu to get Rs.3,000.
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.
Ramzana Bibi became a part of Mobile Phone Banking in April 2012 and she received her first
payment from ‘Omni Franchise’ in city Chichawatni in May 2012, and the second BISP
instalment was received by her in August 2012. Despite getting the BISP instalments through
Mobile Phone Banking, her address change request to BISP remain sustained.
The Information Updates Forms were neither sent to beneficiary nor available in BISP Tehsil
office in order to record correct information to update in the CMS.

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 in villages can be used so that people don’t have
to suffer and wait.
Regular monitoring of the beneficiaries regarding payment of money orders should be
conducted.
Information updates /complaints form should be sent to beneficiaries or made available in
BISP Tehsil and Divisional offices for the facilitation of complainants.
BISP should also consider new complaints like address change and resolve them by using
CMS.
Although Ramzana Bibi is now getting payments through Mobile Phone Banking, her address
change request remained endorsed and should be launched into CMS for further processing.
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G-Q2-Southern Punjab-18
CNIC Update
Shehnaz Mai
Riaz Hussain
Chah Karay Wala, Talairi, Tehsil & District
Muzaffargarh
32304-3849655-2
15026745
16th September 2012

1. Receiver Woman/ Complainant Profile and Background
Shehnaz Mai W/O Riaz Hussain is 33 years old illiterate potential beneficiary living in Tehsil
Muzaffargarh. She has six children including three sons and three daughters; two of her elder
daughters have completed their education up to 10th grade. One of her daughters is attending a
social welfare vocational training school in Muzaffargarh city and is getting a monthly stipend of
Rs.500 and one of her sons works at an automobile workshop. Her remaining two sons are
attending primary school. Her husband works as a registrar at Mehmood Jute Mill for a monthly
salary of Rs.9,000 which he contributes towards monthly household expenses.
She lives with her family in a 14 Marla semi-pacca self-owned house. There are two rooms, one
open kitchen and a washroom. The locality where she lives is located at a distance of about 10
KMs from city Muzaffargarh and deprived of physical infrastructure having unpaved streets with
open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Shehnaz Mai’s became potential BISP beneficiary in phase-II of the programme after Poverty
Scorecard (PSC) survey. The PSC survey of Shehnaz Mai’s household was conducted in May
2011 at her doorstep. After completion of the survey, she received a survey acknowledgement
from the survey team for future reference. She is unaware of the BISP eligibility criteria and how
she has been selected for BISP cash grant. She considers her poverty to be the major element that
plays a pivotal role in her selection as BISP beneficiary. She learnt about BISP through ‘BISP
survey team’ and her sister-in-law, who is also an active BISP beneficiary.
During a discussion with TPE Team, she quoted, “Benazir ne ham Ghareebon pe tars kha kay
fund shroo kia tha, ghareeb auraton ka ehsaas orat ko hi ho sakta hei” (BISP fund was started to
show sympathy on poor and that a female can be sensitized with poor females). She is very
concerned about the poor sanitation of her mohalla and is giving the health as a top priority. She
has planned that she will pursue other women especially the BISP beneficiaries in mohalla to
utilise the BISP money to address the sanitation problem and will collect Rs.20,000 to lay
drainage pipes in the street. Her daughter who is about to complete her vocational training is
searching for a job. She learnt about the BISP Waseela-e-Rozgar scheme and visited the BISP
Tehsil office in April 2012 for further information with her mother, but the application forms
were out of stock.

3. How did the Complaint Emerge?
She visited the BISP office for the first time about six months ago in April 2012 along with a
neighbouring receiver woman in order to know about her survey result; however came back
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disappointedly as the office gate keeper did not allow her to pass through the office gate due to
the presence of the large number of beneficiary outside the office.
Her sister-in-law received a telephone call from the post office in May 2012 for the collection of
her money order. She also went along with her sister-in-law to the post office located at a distance
of about 10 KMs from her house after spending Rs.40 (for both travellers-Rs.80 for a round trip)
on a Chingchi rickshaw in order to inquire about her money order. The postman informed her to
get her ‘survey (PMT) score’ first from BISP tehsil office.
After a couple of days, she made a second visit to BISP tehsil office located at a distance of about
12 KMs from her house after spending Rs.50 (for both travellers-Rs.100 for a round trip) along
with a neighbouring beneficiary on Chingchi rickshaw. At BISP tehsil office, the Assistant
Complaint (AC)/ Data Entry Operator (DEO) checked the household tracking information online
and informed her regarding her eligibility. She was told that she will receive the BISP cash grant
in next few months.
In August 2012, at the time of disbursement of BISP instalment by the post office, she once again
went to post office to collect her money order. The post office staff checked her online
beneficiary tracking information once again and informed her that she is an eligible beneficiary
without any discrepancy but due to some unknown reason(s) the cash grant is not being issued.
They referred her again to the BISP office to get this issue resolved.
At the BISP office, she discussed her issue with AC that despite her declaration as eligible
beneficiary her money is not being generated. The AC advised her to submit an application about
the complaint attached with the photocopy of her CNIC. BISP staff referred her to the nearby
photocopier shop in order to obtain an application for removing discrepancy in her CNIC. She
obtained the required application after spending Rs.40 and attached two photocopies of her CNIC
and submitted to the AC.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office
Muzaffargarh in March 2012. After receiving the application attached with Shehnaz Mai’s
two photocopies of CNIC on August 27, 2012, the AC/DEO put the documents in a common
file of CMS cases, and a complaint diary number 1691 was given to this complaint/ case. The
AC/DEO launched Shehnaz Mai’s complaint into CMS on the same date, and an Update_ID
10420082 was generated by the system for future reference. However, the BISP staff did not
provide complaint acknowledgement to Shehnaz Mai.
After successfully entering the complaint into CMS, AC/DEO forwarded the complaint to the
BISP Assistant Director (AD)/ Supervisor in the same date for further processing. After
verifying the contents of the complaint and marked it as accepted, the BISP AD forwarded the
complaint to BISP Divisional Director/Approver for final decision. The Approver also
verified the contents of the complaint and marked it as ‘accepted’ means the case has been
processed successfully and resolved. However, the online payment details of Shehnaz Mai
available on BISP website are showing that her payment is yet to be generated by BISP.
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b) Client Version
Shehnaz Mai visited the BISP Tehsil Office twice to lodge the complaint and more than five
times for the follow up. She lives in a remote village at a distance of about ten (10-12)
kilometres from the office and has to travel on Chingchi rickshaw for every visit and has been
spending hundreds of rupees for the transport each time, and she had to stay hungry all that
time as she could not afford to buy food.
She has expressed great dissatisfaction at the complaint resolution process and is still unaware
of the issue in her case. She is also not very happy at the rude behaviour of the staff,
especially the gate keeper who pushes them away and talks very harsh with the beneficiaries.
Shehnaz Mai claimed that she observed favouritism at BISP tehsil office and the staff is
facilitating only those who have a reference of some kind or political affiliation. This has
strengthened her belief because the AC has always ignored her request to issue her the
Waseela-e-Rozgar form for her daughter by stating different reasons every time.

5. What have we learnt?
BISP Tehsil Office Muzaffargarh accepts the complaints on a prescribed application forms
available at the nearby photocopier shops in the street. The photocopier shop has prescribed
application forms separate for each category of complaints with the BISP monogram printed on
them. The shop owner also fill the forms for complainants and stamps it with the complainant’s
thumb print and also attaches the printout of household tracking form and two photocopies of
complainant/ beneficiary’s CNIC. AC refers all the complainants to those shops to get their
application forms which they obtain after paying Rs.40.
Shehnaz Mai’s household tracking information at the BISP website shows that her PSC survey
form is filled in a beneficiary’s name as household head and, her CNIC number is also entered in
her survey form. The household is declared as an Eligible Household, and there is no discrepancy
attached to it as no other family member except the husband and wife are above 18 years of age.
Shehnaz is the only potential beneficiary in the household.
Apparently Shehnaz Mai’s household information is complete and didn’t need any kind of
correction or updates, and the reason for non-issuance of her BISP money lies somewhere else
and not in the household information. It seems that the Tehsil Office staff did not bother to check
her Family Rostrum or the Home Tracking Information for the discrepancy before launching her
complaint, and to remove her discrepancy through CNIC Update.
An important thing is that the case has been treated at all three levels (i.e. DEO, Supervisor and
Approver), but none of them realised that they are trying to resolve an already fixed issue.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended.
BISP staff refresher training on CMS should be arranged in order to improve staff
understanding of lodging and processing cases through CMS.
The CMS should allow updating the CNIC information of only those beneficiaries who
genuinely will have a discrepancy in CNICs rather keeping the CNIC update window open
for all beneficiaries.
BISP staff should discourage the norm of getting written application from external sources. If
it is really required, then BISP staff should come forward and help the beneficiaries.
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G-Q2-Southern Punjab-19
Missing CNIC
Sumera Shakeel
Shakeel Ahmad
Ward No.1. House no.8-552, Mohallah Nai Abadi
Talkot, Muzaffargarh
32304-7837018-6
15043608
17th September 2012

1. Receiver Woman/ Complainant Profile and Background
Sumera Shakeel D/O Shakeel Ahmad is a 23 years old; she is literate and living in Tehsil
Muzaffargarh. She left her studies two years ago after completing Metric and these days attending
sewing class at a neighbouring tailor’s house. Her father is a vendor selling vegetables on a
donkey cart and earns about Rs.6,000 per month. Out of her four brothers and two sisters, one
brother and a sister are married. Her married brother is a fruit vendor and lives in the same house
with her wife and a baby daughter and earns about Rs.6,000 per month which he contributes
towards monthly household expenditures. Another brother runs a small ‘Pan shop’ in the mohalla
(locality) and earns about Rs.5,000 per month. Her remaining two brothers and a sister stays home
and help their mother to perform domestic chores.
She lives with her family in a six Marla semi-pacca house that consists of two semi pacca rooms,
a kitchen and a washroom. One room is being used by her married brother and his family while
the other caters for the rest of her family. The locality where she lives is situated at a distance of
about one and a half kilometres from the BISP tehsil office Muzaffargarh and deprived of
developed road infrastructure. The streets are unpaved with open drainage system. Almost all the
houses in the locality are dwelled by the labour class and have the same socio economic status.

2. Receiver Woman / Complainant Relationship with BISP
The Poverty Score Card (PSC) survey of Sumera Shakeel’s household was conducted in March
2011 by the ‘BISP survey team’ who visited her house and filled a PSC. After the PSC survey,
Sumera Shakeel and her mother Akhtari were declared Potential BISP beneficiaries with CNIC
discrepancies. Sumera Shakeel mentioned that at the time of survey she did not possess a valid
CNIC and only her parent’s and married sister’s valid CNIC numbers were recorded in the ‘(PSC)
survey form’.
After completing the survey, the team provided a survey receipt for future reference. She has
some knowhow about BISP through neighbours and also because her mother had been a BISP
beneficiary in the parliamentarian phase (phase-I) and also sustained her eligibility in phase-II.
From January 2009 till April 2011, her mother has received Rs.35,000 as a BISP cash grant.
She believes that BISP grant is being issued by Pakistan People’s Party (PPP) in the name of
Benazir Bhutto. She mentioned that if she gets the BISP cash grant, she will buy a sewing
machine for her. The cash grant which her mother received was spent on her daughter’s wedding.
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3. How did the Complaint Emerge?
Sumera Shakeel’s mother did not know about the discontinuation of the BISP Phase-I. When the
postman did not appear for more than three months after delivering her last instalment in June
2011, she got concerned and visited the post office Muzaffargarh in order to inquire about her
money. The postman informed her about phase-II and also advised her about getting her survey
slip checked for eligibility from the BISP tehsil office.
Her mother visited the BISP tehsil office Muzaffargarh in August 2011 and took with her the
survey receipt. At the office, she came to know from BISP Assistant Complaint (AC)/ Data Entry
Operator (DEO) about the missing of her and her daughter’s CNIC numbers in BISP records.
After knowing that her daughter Sumera Shakeel doesn’t have a valid CNIC yet, the AC asked
her to submit the photocopy of her CNIC attached with an application form. She obtained the
required documents from nearby photocopier shop after spending Rs.40 and submitted
accordingly. The CNIC Update request of Sumera Shakeel’s mother was accepted on August 31,
2012.
Sumera Shakeel did not possess a valid CNIC when her mother visited the BISP tehsil office in
August 2012. After knowing from her mother about the submission of photocopies of her CNIC,
she immediately contacted NADRA office (located at a distance of about two KMs from her
house) and applied for her new CNIC. After receiving her new CNIC on August 10, 2012, she
went to BISP office by foot along with her mother in order to submit a photocopy of her CNIC.
As her mother previously went through the process of complaint submission, she followed the
same and obtained a prescribed application form from the photocopier shop after spending Rs.40.
She submitted the application attached with two photocopies of her CNIC to AC/DEO.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office
Muzaffargarh in March 2012. After receiving the application attached with Sumera Shakeel’s
two photocopies of CNIC on August 31, 2012, the AC/DEO put the documents in a common
file of CMS cases. and a complaint diary number 1846 was given to this complaint. The
AC/DEO a launched complaint into CMS on the same date, and an Update_ID 10445688 was
generated by the system for future reference. However, the BISP staff did not provide
complaint acknowledgement to the complainant.
After successfully entering the complaint into CMS, AC/DEO forwarded the complaint to the
BISP Assistant Director (AD)/ Supervisor in the same date for further processing. After
verifying the contents of the complaint and marking it as accepted, the BISP AD forwarded
the complaint to BISP Divisional Director/Approver for final decision. The Approver also
verified the contents of the complaint and marked it as ‘accepted’ means the case has been
processed successfully and resolved.
b) Client Version
Sumera Shakeel never visited BISP Tehsil Office to follow-up her complaint. However, her
mother once visited the BISP tehsil office in September 2012 in order to know about the
status of her complaint. She was informed by the BISP staff that her complaint has been
resolved and she can visit after a month to collect her BDC.
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Sumera Shakeel doesn’t know about the status of her complaint and is waiting when she will
go with her mother to the BDC centre to get her mother’s debit card, and in the mean time she
would ask about her BDC too. However, she sounds a bit disappointed at the prolonged and
complicated procedures of BISP.

5. What have we learnt?
The application form for removing discrepancy in CNIC was filled for her by the owner of the
photocopier shop after receiving Rs.40. She received no complaint acknowledgement for future
reference. The BISP AC advised her to revisit the office after one month to get further updates.
Her mother visited the BISP tehsil office three times along with neighbouring beneficiaries for the
collection of her BDC but could not get a chance to enter into the BDC centre due to large the
number of women gathered outside the centre, so retuned back after waiting for five hours in a
queue on the street. She once got access to the security guard at the gate and requested him to let
her in, but the security guard asked her to wait for her turn. One of her neighbour also tried to
bribe the security guard, but he refused to let them enter.in.
Although the CNIC information of Sumera Shakeel has been updated in the BISP records, but she
will not be able to receive her cash grant till she got married as the BISP uses the criteria of ‘Ever
Married Woman’ for generating the cash grant. Sumera Shakeel does not know this and considers
her the active BISP beneficiary and waiting for her cash grant; in fact she won’t until she updates
her CNIC once again after her marriage as per the current BISP policy. This is an obvious
communication gap, and that could have been catered for with the proactive attitude of the BISP
tehsil staff.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended
and the complainant should inform her that she will not be able to receive her cash grant till
she got married as the BISP uses the criteria of ‘Ever Married Woman’ for generating the
cash grant.
BISP staff refresher training on CMS should be arranged in order to improve staff
understanding of lodging and processing cases through CMS.
BISP staff should discourage the norm of getting written application from external sources. If
it is really required, then BISP staff should come forward and help the beneficiaries rather
leaving them on the courtesy of others.
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Grievance Case Study Number:

G-Q2-Southern Punjab-20

Nature of Case:
Complainant/ Beneficiary:
Wife of:

Missing CNIC
Rukhsana Bibi
Muhammad Nawaz
Chak Nasir Garrah, Kanjoo Morr, Jhang Road, Tehsil
Chiniot
33401-0640290-2
19692175
18th September 2012

Address:
CNIC Number:
PSC form number:
Case Study Date

1. Receiver Woman/ Complainant Profile and Background
Rukhsana Bibi is 42 years old, married illiterate woman living in Tehsil Chiniot. She has six
children including three sons and three daughters. One son and a daughter are married and live
separately with their families. Her two sons are school-going while two of her daughters stay
home in order to help their mother to perform domestic chores. Her husband works as a mason in
City Chiniot and earns Rs.8,000 per month provided that he constantly works for the whole
month. Rukhsana Bibi does not do any sort of work to support her family financially.
She lives with her family in a five Marla self-owned semi-pacca house that comprises two rooms,
a Bhaitak, an open kitchen and a washroom. The locality where she lives is situated quite adjacent
to Chiniot-Jhang bypass. Most of the streets including one leads to her house are unpaved with
open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Rukhsana Bibi was declared BISP beneficiary under phase-II of the BISP programme after the
Poverty Score Card (PSC) survey. Her PSC survey was conducted in March 2011 by a survey
team at her door step in Chak Nasir Garrah. After the completion of the ‘survey’, the survey team
provided her a survey receipt for future reference. She did not possess a valid CNIC at the time of
PSC survey and as per the advice of the survey enumerators she applied for her CNIC in NADRA
office Chiniot after paying Rs.300. She obtained her new CNIC three months after the PSC
survey in June 2011. Rukhsana Bibi further added that she paid Rs.100 to survey enumerators on
their demand for filling her PSC form. She did not receive a BISP letter regarding her eligibility
and discrepancy in BISP programme.
She does not know much about BISP but considers BISP a cash grant programme for the poor and
deserving people endowed by the current government. So far, she had not received any BISP
amount, and she has planned to utilize cash grant for purchasing groceries and other household
items.

3. How did the Complaint Emerge?
In June 2012, she observed her neighbouring beneficiaries receiving BISP Money Orders (MOs)
through area postman while camping in a local government school. She also went there with her
CNIC and PSC survey slip and asked the postman for her money order. The postman informed
her that her BISP money order did not receive in the post office, and he advised her to visit the
BISP office in Satellite Town in order to confirm her eligibility and payment status. The postman
also instructed her to carry her CNIC and PSC slip at the time of visit to BISP office.
In July 2012, she discussed the matter with her husband and after his consent she visited BISP
tehsil office alone after covering a distance of about 15 KMs on a bus paying Rs.60 (Rs.120 for
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round trip) as a fare. She had her valid CNIC and PSC slip at the time of visit to BISP office. At
BISP tehsil office, the Assistant Complaint (AC)/ Data Entry Operator (DEO) checked her online
tracking information and informed her regarding the discrepancy in her CNIC. The AC asked her
to submit a photocopy of her CNIC which she managed to obtain from nearby photocopier shop
and submitted to the AC who recorded her cell phone number, PMT status and survey form
number on the photocopy of her CNIC.

4. Processing of the Case
a) Provider’s Version
The BISP Case Management System (CMS) became operational at BISP tehsil office in April
2012. The complaint of Rukhsana Bibi was received by the AC/DEO on July 26, 2012 and
which was registered in the tehsil complaint register on the same date and assigned a
complaint diary number 1682. The complaint was then successfully launched by the AC/DEO
into CMS on the same date and forwarded to BISP Assistant Director (AD)/Supervisor for
further processing. After the complaint of Rukhsana Bibi was successfully launched, the
system generated Update_ID 10326148 for future reference. However, BISP staff did not
provide the complaint/ update acknowledgement to 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. The
case has been resolved; however the BISP cash grant of Rukhsana Bibi is yet to be generated
as shown in the online payment details of her on BISP website.
b) Client’s Version
The beneficiary visited the BISP Tehsil office three times, once to lodge the complaint and
twice for its follow-up. During her third visit in August 2012, she came to know about the
resolution of her complaint. The BISP staff advised her to wait for a month in order to receive
her BISP cash grant at her door step. Rukhsana Bibi mentioned that she has spent Rs.300-400
on her visits to BISP tehsil office in order to get her problem solved. She was not aware that
when her problem is going to solve. She was dissatisfied with the prolonged complaint
resolution mechanism and that the BISP staff was not fully cooperative with her.

5. What have we learnt?
In this particular case, the beneficiary has declared eligible with a discrepancy in PSC phase, but
BISP HQs did not inform the beneficiary about her eligibility and discrepancy through postal
letter. The enumerators sensitized the beneficiary about the importance of CNIC, and upon their
advice she went to NADRA office to get her new CNIC.
She was charged Rs.100 by the enumerators for filling her PSC form and the concerned BISP AD
appreciated and favoured the quality of a survey conducted by the partner organization.
During her third visit which she made in August 2012, the BISP staff informed her regarding the
resolution of her complaint and advised her to wait for a month to receive her cash grant.
Although at BISP tehsil office, the Benazir Debit Card distribution is in the process since June
2012 and Rukhsana Bibi could have been referred to the NADRA counter during her visit in order
to confirm if her CNIC record has been updated in NADRA database in order to get BDC.
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Rukhsana Bibi although knows about BDC, but she considers Pakistan Post the most suitable
option for the delivery of BISP cash grant at the door step.
Although BISP staff has maintained a register for the recording different beneficiary services
related complaints, but in fact the register was not in good condition without a segregation and
distinction of complaints category, date and month etc. making it difficult to track the complaint
record.
Some notables who had a polythene bag of more than two hundred photocopies of beneficiaries’
CNIC were observed in office of the AC, who was entering and processing the CNIC related
cases in a locked room. Apparently, it seems that the notables are saving beneficiaries’ time and
cost to visit BISP tehsil office; but who will ensure that they won’t charge the beneficiaries for
this favour and won’t use this to fulfil their vested political interests.

6. Recommendations






Proper communication between complainants/ beneficiaries and the BISP is recommended.
In the future, the enumerators must be trained on abiding by the ‘Moral & Ethical Values’ by
not taking the money during the survey. This should be coupled with effective monitoring
mechanism both by the partner organisation and BISP. Strict actions should be devised
against such cases.
Refresher trainings should be arranged from time-to-time for the BISP staff in order to build
their capacity while on the job. For this, 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.
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Grievance Case Study Number:

G-Q2-SouthernPunjab-21

Nature of Case:
Complainant/ Beneficiary:
Wife of:

CNIC Update
Parveen
Muhammad Yousaf
Chak No. 126 JB, Niko Kaary, Tehsil & District
Chiniot.
33201-1470675-6
19683174
18th September 2012

Address:
CNIC Number:
PSC form number:
Case Study Date

1. Receiver Woman/ Complainant Profile and Background
Parveen is 42 years old, married illiterate working woman. She has eight children including two
sons and six daughters. Three of her children including one son and two daughters are married.
Her other son is school-going and daughters stay home, and help their mother in performing
routine work. Her husband has been suffering from ‘Asthma’ since last four years and does not
work. Parveen works as a labourer in agricultural land during sowing and harvesting season and
earns about Rs.6,000 per month; however, this is not a permanent work she does and most of time
she stays home to look after her husband and children.
She lives with her family in a five Marla semi-pacca shared house. The house consists of six
rooms, a Bhaitak, a washroom and an open kitchen and shared by the four brothers of her husband
and their families. The locality where she lives is situated near Chak Jhumra-Chiniot road. Most
of the streets including one leads to the house of Parveen are paved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Parveen was declared BISP beneficiary under phase-II of the BISP programme after the Poverty
Score Card (PSC) survey. The household’s PSC survey was conducted in April 2011 by a survey
team at her door step in Chak No. 126 JB. After completing the survey form, she was given a
survey receipt for future reference. According to Parveen, she had an expired CNIC at the time of
survey, and due to the reason, her CNIC number in the PSC form went missing. The survey team
did not record her CNIC number and advised her to get her updated valid CNIC from NADRA
first. She said, she was asked to pay Rs.200 to the enumerators for the survey. Furthermore, she
received a BISP letter regarding her eligibility and discrepancy in CNIC in June 2012.
She does not know much about BISP; however she believes that President Zardari is helping and
supporting the poor people through cash grant.

3. How did the Complaint Emerge?
In June 2012, she received a BISP letter (dated January 01, 2012) from the area postman which
informed her regarding the eligibility of her household for the cash grant and discrepancy in her
CNIC. In the letter, the BISP requested her to submit the photocopy of her CNIC and/or any
other missing CNICs of the beneficiaries in the household in the concerned BISP (tehsil) office.
The postman provided her information about the location of BISP Tehsil office Chiniot and asked
her to submit the photocopy of her CNIC in the said office within 15 days.
A week after this she went to BISP tehsil office along with her son after covering a distance of
about 20 KMs on a bus and Chingchi rickshaw that cost her Rs.180 for a round trip. She took
along the photocopy of her expired CNIC, PSC survey acknowledgement and BISP letter.
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After reaching the destination, she had shown the BISP letter to Assistant Complaint (AC)/ Data
Entry Operator who after reading it asked her to submit a photocopy of her CNIC and which she
had submitted accordingly.

4. Processing of the Case
a) Provider’s Version
The BISP Case Management System (CMS) became operational at BISP tehsil office in April
2012. The complaint of Parveen was received by the AC/DEO on July 11, 2012 and which
was registered in the tehsil complaint register on the same date and assigned a complaint diary
number 1343. The complaint was then successfully launched by the AC/DEO into CMS on
the same date and forwarded to BISP Assistant Director (AD)/Supervisor for further
processing. After the complaint of Parveen was successfully launched, the system generated
Update_ID 10265351 for future reference. However, BISP staff did not provide the
complaint/ update acknowledgement to 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. The
case has been resolved and Parveen received her first BISP instalment of Rs.3,000 through
Benazir Debit Card (BDC) by using an ATM.
b) Client’s Version
The beneficiary visited the BISP Tehsil office two times; the first time she went to lodge the
complaint and the second visit she made for complaint follow up. During her first visit to
BISP tehsil office in July 2012, she gathered from the AC that she needed to get an updated
CNIC with a picture from NADRA, and without that she won’t be able to get BDC and
subsequently her cash grant. She walked down to NADRA office straight after knowing this
from AC and applied for an updated CNIC, which she had received it obtained by the end of
July 2012.
During her follow-up visit, which she made in August 2012, she came to know about the
resolution of her complaint and eventually obtained her BDC from the Bank Alfalah counter.
The Bank staff informed her that she can get her payment only from the Bank Alfalah ATM
in Chenab Nagar, which was about 40 KMs away from her house. She therefore asked her son
to withdraw her cash grant by using (ATM) ‘bank machine’. Her son went to Bank Alfalah
ATM in Chenab Nagar after spending Rs.200 for a round trip and made a withdrawal of
Rs.3,000.She is satisfied over the complaint resolution mechanism and the attitude of the
BISP staff that she found courteous and cooperative.

5. What have we learnt?
In this case, the beneficiary was declared eligible with a discrepancy in CNIC and BISP HQs sent
her a letter regarding her eligibility and discrepancy through Pakistan Post. The issuance date of
the letter is January 01, 2012, however it was received by the beneficiary in June 2012 from the
postman.
The cash withdrawal through beneficiary’s BDC was made by her son instead of her as she didn’t
know how to use BDC at the ATM. The Bank staff also advised her strictly to get her first
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instalment from Bank Alfalah ATM in Chenab Nagar, which is 40 KMs away from the
beneficiary’s house. To reach the bank ATM, her son spent Rs.200 on a bus for a round trip. In
this case, there seems no financial inclusion by using Alternate Payment Mechanisms.
Although BISP staff has maintained a register for the recording different beneficiary services
related complaints, but in fact the register was not in good condition without a segregation and
distinction of complaints category, date and month etc. making it difficult to track the complaint
record.
The PSC survey enumerators and the postman demanded money from the complainant (Parveen)
for the survey and delivery of the BISP letter and she paid them Rs.200 and Rs.100 respectively.

6. Recommendations






Proper communication between complainants/ beneficiaries and the BISP is recommended.
In the future, the enumerators must be trained on abiding by the ‘Moral & Ethical Values’ by
not taking the money during the survey. This should be coupled with effective monitoring
mechanism both by the partner organisation and BISP. Strict actions should be devised for
such cases.
Bank staff should provide proper guidance to beneficiaries on using a debit card. Although
IEC material is provided in an envelope but not every beneficiary can read it properly or have
literate family member/ neighbour etc.
Bank(s) staff shouldn’t enforce the self-made idea of withdrawing cash grant by the
beneficiaries only from a prescribed ATM. The choice of cash withdrawal by using any
ATM/ Point-of-Sale (POS) should be left with the beneficiary.
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Grievance Case Study Number:

G-Q2-Southern Punjab-22

Nature of Case:
Complainant/ Beneficiary:
Wife of:
Address:
CNIC Number:
PSC form number:
Case Study Date

Eligibility Appeal.
Haleema Bibi
Ghulam Shabbir
Mohallah Midh Morr, Kot Momin.
38406-0585022-2
19290020
20th September 2012

1. Receiver Woman/ Complainant Profile and Background
Haleema is 30 years of age, married and literate woman up to primary level. She is the mother of
seven children (four sons and three daughters). All her children are attending the school at the
moment except the youngest one who is around one year of age. The age of her eldest child (son)
is 15 years and, he is in class 09th. All her children are acquiring education from a government
school. The age of her other children excluding eldest and youngest children is 12 years, 10 years,
08 years, 06 years and 04 years of age. Her husband (Ghulam Hussain) is working as labourer
(helper) in a taxi stand at Lari Adda Kot Momin. His monthly earning is Rs. 10,000.
She lives with her family in four Marla self-owned semi-pacca house. The house comprises of one
room, a Bhaitak, wash room, a kitchen and a spacious earth yard. The family’s notable belongings
are a colour television, a refrigerator, some charpoyees, a bicycle and two functional mobile
phones.
The locality where she is residing is known Mohallah Midh Morr situated on salaam road. All the
streets are paved with brick soling having drain lining sewerage system which runs along both
side of the street. The street leading to her house is also paved with brick soling having around ten
more houses.

2. Receiver Woman / Complainant Relationship with BISP
Haleema was not selected as BISP beneficiary in the program under the Parliamentarian phase
and she didn’t have any information about BISP Phase one programme. However, she was
surveyed for Poverty Score Card in the month of April 2011. At that time, the enumerators visited
her house and completed a PSC Survey Form. She provided all the details to survey team. After
completing the PSC Survey Form, the survey team gave her the survey acknowledgement slip for
future reference. She has a valid CNIC that she shared with the survey team. She was happy that
nothing has been charged by the enumerators for filling her survey form.
She didn’t know about “Benazir Income Support Program” but, she has planned to utilize the
cash grant partially for the better schooling of her children and partially for the purchase of
groceries.

3. How did the Complaint Emerge?
One of Haleema Bibi’s sisters who is not the BISP beneficiary is living quite adjacent to BISP
Tehsil office Kot Momin. She at behalf of Haleema visited the BISP office to inquire why
Haleema is not getting cash grant instalment. Her sister inquired the problem regarding cash grant
and the BISP staff asked her to present the CNIC and survey acknowledgement slip of Haleema
which she didn’t have at that time. The BISP staff advised her to visit the BISP office with
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supporting document on another day. She telephonically informed to Haleema who very next day
visited the BISP office. The BISP office situated in Khawajabad located at a distance of around
three kilometres from her dwelling. She went to BISP office by Ching-Chi rickshaw and incurred
cost of Rs.50. She has her copies of CNIC and survey acknowledgement slip at the time of a visit
to BISP office.

4. Processing of the Case
a) Provider’s Version
Halima Bibi met Assistant Complaint (AC)/ Data Entry Operator (DEO) who according to her
was courteous and cooperative. She told and inquired from the BISP staff that her
neighbouring beneficiaries are receiving cash grant instalments, but she didn’t. At this, the
BISP staff by taking her CNIC and survey slip checked the PMT status from BISP website
and informed her about ineligible status.
The BISP staff got the cell phone number of the beneficiary, and after writing her PMT Status
and Survey Form number on a prescribed complaint format, she was advised to wait around a
month. She didn’t receive any complaint number for future reference, but BISP staff provided
her landline number of BISP office so that she may contact BISP office to get updates. She
was advised by the BISP staff that she doesn’t need to visit BISP office frequently as the
office will inform her about the progress.
The BISP office received this appeal for eligibility in the month of April 2012 directly from
the beneficiary. This particular appeal bears an appeal number 177 on a register maintained
for the recording of individual grievances. DEO launched this appeal into the BISP Case
Management System (CMS) on 30th May 2012. CMS generated Appeal_ID 10138883 for
future reference; however, the appeal reference number was not given to the appellant for
subsequent follow-up. On the same day, DEO forwarded the appeal to the Assistant Director
(AD)/ Supervisor for further processing. The Supervisor firstly verified the contents of the
appeal marking it as ‘accepted’ forwarded it to Divisional Director/ Approver for final
decision.
After receiving the appeal, the Divisional Director verified the appeal contents as per the
BISP prescribed criteria for accepting eligibility appeals. After verifying that the appeal fulfils
one of the four conditions for eligibility, the Approver marked it as ‘accepted’ which shows
that the household of Haleema Bibi is now eligible to receive BISP cash grant.
b) Client’s Version
Haleema was much conscious about the poor financial condition of her family. She visited
the BISP office twice, first to get the information and filing an appeal while second to know
the status of appeal. At her second visit, she was informed that her appeal for eligibility is in
the resolution process and it will some more time for approval. She didn’t try to influence the
complaint redressal mechanism and she has no idea that if it will work or not. She is not
aware about any nearby bank branch and considers that the delivery of cash instalment
through “Benazir Debit Card” is better. In this context, she further told that the postman
usually charge Rs. 100 from her neighbouring beneficiaries at the time of each disbursement
that’s why she is not satisfied with postal staff for the delivery of BISP cash grant.
She was happy that nothing charged from her to get information as well as to lodge the
complaint. But, during an interview she told that during her first visit to BISP office, the
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concerned BISP staff gave her a complaint form and advised her to provide ten photocopies
of the complaint form and get it done by nearest photocopier. She has incurred a cost of Rs.
30 for this.

5. What have we learnt?
The receiver woman selected as BISP beneficiary as a result of Poverty Score Card Survey and
the receiver woman didn’t receive BISP letter regarding her ineligibility in BISP Program.
The Eligibility Appeal form neither sent to the beneficiary nor available in BISP Tehsil office.
There seems to be a communication gap between the BISP and beneficiaries as most of the
beneficiaries doesn’t know about their eligibility or discrepancy status and, how and what to do in
case of any complaint? This lack of awareness makes them vulnerable to exploitation at various
levels.

6. Recommendations




BISP should send 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 in villages can be used so that
people don’t have to suffer and wait.
For Eligibility Appeal cases, photocopies of CNIC with respect to criteria set by BISP (like
existence of senior citizens, disable persons etc.), should be attached along with complaint/
appeal so that the concerned BISP staff may verify and sure about the subject of the
complaint.
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G-Q2-Southern Punjab-23
CNIC Update
Kaniz Bibi
Wife of Ghulam Hussain
Mohallah Midh Morr, Tehsil Kot Momin.
38401-1304617-6
19289988
19th September 2012

1. Receiver Woman/ Complainant Profile and Background
Kaniz Bibi w/o Ghulam Hussain is 58 years old illiterate woman. She is the mother of five
children (three sons and two daughters). All her children are married and her two married sons are
living along with her parents in the same house. Her husband is suffering from short-sightedness
and arthritis and not involved in any income generation activity. Both her married sons work as a
labourer in ‘Sabzi Mandi’ Kot Momin. They both usually manage to get Rs.500 per day.
Kaniz Bibi and her family are living in a three Marla semi-pacca house that comprises three
rooms and a wash room. They have a colour television, few trunks, some wooden chorpoyees and
three functional mobile phones.
The locality where she is residing is known Mohallah Midh Morr situated on salaam road. All the
streets are paved with brick soling having drain lining sewerage system which runs along both
side of the street. The street leading to her house is also paved with brick soling having around
twenty more houses.

2. Receiver Woman / Complainant Relationship with BISP
Kaniz was not selected as BISP beneficiary under the parliamentarian phase and she has no
information about the phase. However, she was surveyed for Poverty Score Card (PSC) phase by
the enumerators in the month of June 2011. The enumerator visited her house and filled her PSC
Survey. She also received the survey acknowledgement slip from the survey team. Even shehad a
valid CNIC at the time of the survey, but she didn’t show to the survey team. She told neither the
enumerators asked nor she presented it. She didn’t receive first BISP letter regarding her
eligibility and discrepancy in the BISP program.
She didn’t know about “Benazir Income Support Program” but she has planned to utilize the cash
grants partially for the treatment of her husband and partially for the purchase of groceries.

3. How did the Complaint Emerge?
When two daughters-in-laws of Kaniz Bibi received their first BISP instalment from the postman
in September 2011, Kaniz Bibi got concerned and inquired the postman regarding her money
order. The postman informed her that she has not received her money order. The postman also
advised her to visit BISP Tehsil Office Kot Momin to lodge a complaint of non-receiving of BISP
cash grant.
A day after, Kaniz Bibi along with her daughter in law visited the BISP Tehsil office Kot Momin
after covering a distance of around one kilometre from their residence by foot. She also carried
along the photocopies of her CNIC and survey acknowledgement.
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She met with Assistant Complaint (AC)/ Data Entry Operator (DEO) who was courteous and
cooperative. Kaniz shared the photocopies of her CNIC and survey acknowledgement slip to
BISP staff and told that her two daughter-in-laws have received the cash grant but she didn’t. The
BISP staff checked her online tracking information and informed her that she 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 the cash grant generation.
AC asked her to submit the required documents so that she can start receiving the BISP money
orders.
Kaniz Bibi submitted her contact phone number, photocopy of her CNIC and survey
acknowledgement slip to the BISP staff who advised her to check her complaint status after a
month. She didn’t 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 to get
information.

4. Processing of the Case
a) Provider Version
CNIC update request of Kaniz Bibi was received in the BISP Tehsil Office in April 2012. It
was registered in the BISP Tehsil Complaint Register and a serial number 111 was assigned
to this complaint.
The AC/ DEO launched Kaniz Bibi’s CNIC update request into the BISP Case Management
System (CMS) on May 30, 2012. CMS has generated an Update_ID 10141915 for future
reference. 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.
Kaniz Bibi’s complaint was marked as ‘accepted’ by the Approver which means that the
CNIC update has been made and the case has been resolved.
b) Client Version
The beneficiary seems to be disappointed and was not sure whether she will get the BISP
money orders or not after going through the whole cumbersome process. She did not try to
influence the complaint process as she told that she did not know anyone who can help her in
resolving this issue soon. She didn’t know BISP eligibility criteria but considers herself a
BISP beneficiary as her husband is not working and they both are dependent upon her married
sons.
She didn’t visit BISP office frequently at the advice of BISP staff and she didn’t know that
her complaint has resolved. She didn’t aware of commercial banking system but she considers
delivery of BISP cash grant will be better thorough Benazir Debit Card.
She was happy that no amount charged from her to get information as well as to lodge the
complaint. But, during an interview she told that in BISP office, the BISP staff gave her a
prescribed complaint form and advised her to provide ten photocopies of the complaint form
from a nearby photocopier. She has to incur a cost of Rs.30 for this.
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5. What have we learnt?
The receiver woman selected as BIS beneficiary as a result of Poverty Score Card Survey and she
didn’t receive first BISP letter regarding her eligibility and discrepancy.
The information update form was neither sent to the beneficiary nor available in BISP Tehsil
office to record the correct information to update in the information system.
There seems to be a communication gap between the BISP and beneficiaries as most of the
beneficiaries don’t know about their eligibility or discrepancy status and, how and what to do in
case of any complaint? This lack of awareness makes them vulnerable to exploitation at various
levels.
The complaint lodged by the beneficiary in BISP Tehsil office Kot Momin and no complaint
acknowledgement slip was issued to the complainant for future reference. She has to incur a cost
of Rs.30 for providing photocopies of Tehsil Office prescribed complaint form.
Kaniz Bibi submitted her request for updating CNIC in BISP record in April 2012. That was
actually launched into the CMS on 30th May 2012, about a month after receiving by the AC. This
had happened as mentioned by the AC, ‘due to immense workload of CNIC updating cases’.

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, Cable TV, radio and announcement in villages can be used so that people
don’t have to suffer and wait.
BISP should coordinate with concerned NADRA authorities and request them to send their
mobile van in the areas where substantial numbers of discrepant beneficiaries are available.
Sufficient budget must be allocated for the concerned staff so that they may visit and oversee
the field level activities/follow up of complaints etc.

GHK Consulting Ltd.
J40252715

396

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Grievance Case Study Number
Nature of Case
Complainant/ Beneficiary
Wife of:
Address
CNIC Number
PSC form number
Case Study Date

Section 3 - Grievance Case Studies
G-Q2-Southern Punjab-24

G-Q2-Southern Punjab-24
Missing CNIC
Noreen Bibi
Khushi Mohammad
Abbas Nagar Post Office Khas, Tehsil Lalian, District
Chiniot
33402-0627273-2
19618688
17th September 2012

1. Receiver Woman/ Complainant Profile and Background
Noreen Bibi W/O Khushi Mohammad is 34 years old illiterate potential beneficiary living in
Tehsil Lalian, District Chiniot. She has six (6) daughters; eldest of them is 12 years old and has
completed her primary level education. Her husband works as a seasonal labour at agricultural
fields in the village. She works as a house maid in nearby town for a monthly income of Rs.1,500.
Her husband also owns two buffaloes and some goats and sells their milk for a monthly income of
Rs.3,000.
She lives in one of the two rooms of a ten Marla katcha house. The house is shared by two
brothers and their families. The land for the house was granted by the village Nazim to their
forefathers who had been tenants at his fields. There is no kitchen or bathroom in the house. The
household belongings include few charpoyees, a small TV set, refrigerator, a bicycle and few
trunks. Abbas Nagar, where she lives is a small rural area some three Kilometres from Chenab
Nagar. It’s an agricultural village and the population is mostly related to agricultural economic
activities. They also take up the odd labours at stone crushing plant in Chiniot city.

2. Receiver Woman / Complainant Relationship with BISP
The Poverty Scorecard (PSC) survey of Noreen’s household was conducted in April 2011 by the
‘BISP survey team’ who visited her house and filled a PSC survey form of her family members.
She told that she did not have her CNIC made at that time and presented her husband’s CNIC to
the enumerators. The survey team provided her a survey receipt for future reference. She got her
CNIC made through the NADRA mobile van which visited her village in September 2011. She
did not pay any fee and received her CNIC after six months, in February 2012.
Noreen’s tracking information shows that her PMT score is 14.58 and her household has been
declared as eligible with the discrepancy in the Phase-II of the BISP program. Her husband had
bought their home tracking form from the internet cafe and had taken it to the BISP Tehsil Office
Chiniot once before (a year ago) for further information but the official told him their form was
not accepted at BISP. She did not go anywhere until she saw the BISP commercial on TV in
August 2012.
She thinks the BISP grant is being issued by the PPP government in the name of Benazir Bhutto.
She wants to spend money on her home improvements and also to save some money for her
daughters’ marriage in future.
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3. How did the Complaint Emerge?
Noreen said that when she saw a TV commercial about BISP program at her owner’s house in
August 2012, she discussed her survey slip with the land lady. She asked her about her eligibility
score. Noreen showed her ‘Beneficiary Tracking’ printout and her survey slip, to which she
advised her to visit the BISP tehsil office.
Noreen visited the BISP Tehsil office for the first time in early August 2011 with her sister in law,
but the gate keeper returned them from the gate and told her to visit some other day. She revisited
the office after a week and met the Assistant Complaint (AC). She has taken the survey slip,
CNIC and the home tracking print out with her. The AC checked her documents and verified her
record in the computer. She collected a copy of her CNIC and then told her to visit after fifteen
days for the updates.
She visited the centre again but there was huge crowd of women for BDC collection and it was
impossible for her to enter the building. So she came back after waiting for about four hours in
street. She used to visit the centre on a Rickshaw by spending Rs. 100 per visit, accompanied with
a relative beneficiary. She did not know about her status until in October when she successfully
collected her BDC.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Lalian in
March 2012 and the BISP staff is uploading the grievance complaint regarding CNIC update,
eligibility appeals and duplicate CNIC complaints on the CMS for resolution since then.
Tehsil Office Lalian is accepting the complaints regarding CNIC updates only on a photocopy
of CNIC. After data verification, AC collects the CNIC copy from complainant and notes
down her PMT score, contact number and the survey form number on it. The photocopy of
the CNIC is kept in file with other CNIC update complaints to be uploaded at CMS.
Noreen Bibi’s complaint was also kept in the similar file. AC marked the photocopy of her
CNIC with the complaint diary number (1655) dated 24th July 2012 for future reference and
placed it back in the file. The complaint was then launched into CMS on the same date
bearing CMS Update_ID 10315283 for future reference; however BISP staff didn’t share the
complaint acknowledgement (Update_ID) with the complainant.
After entering Noreen Bibi’s complaint into CMS, the BISP AC/DEO forwarded the
complaint to the BISP Assistant Director (AD)/ Supervisor for further processing on 24 th July
2012. AD verified the contents of the complaint, marked it as accepted and forwarded it to the
Approver for final decision.
Divisional Director is the final authority to decide about the complaint and the complaint
status changes after his decision. Noreen’s complaint has been accepted and her status is
changed to an eligible beneficiary.
b) Client Version
Noreen visited BISP Tehsil Office thrice for submission of the complaint. She has never been
informed about the result and was returned as there was great rush of beneficiaries at the gate.
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She seemed very disappointed at the harsh behaviour of the BISP gate keepers who would
push her away and let only those women to enter the office with some reference. In her own
words, “ju log party ki sifarish se atay hein un ka kaam ho jata hei or ham jese ghareebon ko
dhutkara jata hei” (those with some kind of political reference are entertained and the poor
like us are ignored).
She once managed to send her documents (home tracking printout with attached survey slip)
to the official as reference through the gate keeper, who returned them with the note “Aik
mahene bad pata Karen” (visit after a month), with the date 24th July 2012 on it.
She has finally collected her BDC in the second week of October, 2012 in her sixth visit to
the centre and has withdrawn her first instalment of Rs.3,000 through the ATM on 11 th
October 2012.

5. What have we learnt?
Tehsil Office Lalian is accepting the CNIC update complaints only by a CNIC copy, and no
formal application forms are required, which is a great relief to the beneficiaries. But the
beneficiaries are not being given any reference token for their followups of the complaints.
Noreen’s name in her BISP record is written as Nooran, and Noreen at her CNIC. When enquired
about the BISP concerns, she told that the BISP official has told her it won’t make any problem
regarding her payment.
Although she was complaining about the bad attitude of the guards, yet has expressed satisfaction
at the complaint redressal process and said that she understands the delay and harsh behaviour of
the staff was due to the uncontrollable crowd she has seen at the office gates; “jahil ganwar ortain
hein, na line banati hein na apni bari ka intezar karti hein, bas dhakkay deti hein” (the ignorant
and illiterate women don’t make the ques, neither wait for their turn, they just keep pushing the
gates).

6. Recommendations




Proper communication between complainants/ beneficiaries and the BISP is recommended.
Well trained staff should be deputed for the survey/data collection and in data entry process in
order to minimise the information mismatch incidents. The enumerators must be trained and
they should sensitize the beneficiary in case if they didn’t have CNIC.
Refresher courses of the BISP staff should be arranged about the complaint handling
registration and resolution through CMS.
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G-Q2-Southern Punjab-25
CNIC Update
Hasina Bibi
Shoukat Hussain
Thal Jute Mills, Mohallah Labour Colony,
Muzaffargarh
32304-1485070-0
21463870
9th August 2012

1. Receiver Woman/ Complainant Profile and Background
Hasina Bibi w/o Shoukat Hussain is 34 years old illiterate BISP potential beneficiary living in
Tehsil Muzaffargarh. She has eight (8) children including three sons and five daughters, all
attending primary school. Her husband works as a labourer in Thal Jute Mill and Rs.9,000 per
month. Shoukat Hussain has married twice and the other wife Zetoon Bibi also lives in the same
house with her five school going children.
She lives in a one and a half Marla semi-pacca old rented house which is allotted to the mill
workers on a nominal rent of Rs.38 per month. House is supplied with water and electricity and
wood is used as fuel. The household owns a small TV set, a washing machine and a sewing
machine. The only room in the house is furnished with four (4) plastic ‘charpais’ and a pedestal
fan. There is one open kitchen and latrine washroom in the small courtyard of the house. The
household lives in a single 10x10 room.
Thal Jute Mill is situated in the Muzaffargarh city at a distance of about one and a half Km from
the BISP Tehsil Office. The Labour colony consists of about 200 small quarters, allotted to the
mill labourers. Streets are unpaved and without proper sewerage system, and open drains run in
the middle of streets.

2. Receiver Woman / Complainant Relationship with BISP
The household had two Poverty Score Cards (PSC) survey forms filled at two different locations.
The first PSC survey (Form No. 21463870) of Hasina Bibi’s household was conducted in
December 2010 at their old address in Tehsil Pattoki District Kasur. In May 2011, after shifting at
their current address in Tehsil Muzaffargarh, their second PSC survey (Form No.15042679) was
conducted. She told that during the first survey she had a valid CNIC but the survey team asked
for the household head CNIC and she presented her husband’s. However, in a second survey
form, her CNIC was noted down by the survey team. The discrepancy in CNIC of Hasina Bibi is
found by the BISP in the first PSC form no. 21463870. At the end of the both surveys, survey
acknowledgement slip was given to Hasina Bibi for future reference.
Hasina Bibi and her husband Shoukat Hussain were declared BISP beneficiaries after the PMT
calculation run on the survey form no. 21463870 and ineligible in the other. The BISP cash grant
of Hasina Bibi could not be generated due to a discrepancy in CNIC as her CNIC number was not
found in the BISP records. However, the BISP cash grant for her husband has been generating
since February 2011 and going undelivered as shown in online beneficiary’s payment details. She
learnt about BISP through neighbour beneficiaries and TV commercials.
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During a discussion with TPE team, she quoted, “she wants her children to be educated;
therefore she will spend the cash grant on their education”. She thinks the BISP grant as a Zakat
fund being issued by (Pakistan) People’s Party (PPP) government.

3. How did the Complaint Emerge?
While talking about her complaint, Hasina Bibi mentioned that she learnt about BISP office when
she heard other neighbouring women in the colony about their survey slips and the PSC score
checking etc. She wanted to know about her own status and gathered information about the office
address. She visited there with her brother in law in August 2012 on a cycle after covering a
distance of about 1.5-2 kilometres.
At BISP tehsil office, the Assistant Complaint (AC)/ Data Entry Operator (DEO) checked her
household information and informed Hasina Bibi that she has been accepted as potential BISP
beneficiary. She was told that the cash grant will be generated after her CNIC will be updated in
BISP records. The AC also advised her to submit her application for CNIC update attached with a
photocopy of her CNIC and the printout of her tracking information. She managed to make
photocopy of required documents from a nearest photocopier shop after paying Rs.30, and
submitted the copies to BISP staff.
She revisited the BISP tehsil office by foot after fifteen (15) days to get an update on her
complaint. The AC informed Hasina Bibi that money has been issued but being returned
undelivered because there is some issue with her husband’s CNIC. Hasina Bibi went through the
same process of complaint submission as before and the AC told her that office will inform her
about the result of complaint on phone. Hasina waited for another two weeks but the office never
contacted with her.
She visited the office yet again to get updates about her complaint. The AC asked her to submit
the application for the third time and explained that the previous complaints had been misplaced.
She once again bought the application forms from the shop and submitted it for the third time.
The AC did not issue her any complaint ID or any other reference for follow up of the complaint
and told her to visit the office after a month. AC also told her that she will be called for her
Benazir debit card in a month or so and she will receive her money through the bank.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office
Muzaffargarh in March 2012. The complaints regarding the CNIC update and the eligibility
appeals are being uploaded at CMS and the complaint register is being maintained.
Hasina’s complaint was kept in the register with the complaints to be uploaded at CMS, and it
bore a reference number 1560, with a cross “X” sign and a remark “Dup” on it. AC explained
that the complaint will be uploaded for the correction in the database. The Assistant complaint
seemed very confused about the nature of the case and could not come up with a solution to
treat the complaint. When Assistant Director was contacted after few days for updates about
the processing of the complaint, she told that she will discuss the matter with the AC and
assist her lodging the complaint, but the complaint has not been uploaded at the CMS as of
November 09, 2012.
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b) Client Version
Hasina Bibi visited BISP Tehsil Office three times for submission of the complaint. She has
never been informed about the result and was asked to submit another application as the
previous one has been misplaced. She seemed very disappointed at the careless attitude of the
BISP staff. She told that she could not afford the transport so she always walked more than a
kilometre to the office in the scorching sun. She has also spent more than hundred (100)
rupees for documents and photocopies each time. She said that although their general
behaviour is good and they listened to her complaint but they never take the beneficiaries’
issues seriously.
She is still unaware about the real issue with her form as well as the current status of her
complaint. Later on, when she was contacted through a phone call, she told that she has
visited the office five times after the first three visits, but due to the BDC distribution it has
become impossible to enter the office. She sounded really disappointed at the complaint
resolution process and the non-serious attitude of the BISP staff at tehsil office.

5. What have we learnt?
BISP Tehsil Office Muzaffargarh accepts the complaints on a prescribed application forms
available at the nearby photocopy shops in the street. The photocopier shop has BISP Tehsil
Office prescribed application forms separate for each category of complaints with the BISP
monogram printed on them. The shop owner also fill the forms for complainants and stamps it
with the complainant’s thumb print, and also attaches the print out of household tracking form
with two CNIC copies with it. AC refers all the complainants to those shops to get their
applications form.
The BISP staff only enters the CNIC update, Missing CNIC, eligibility appeals and duplicate
CNIC complaints into the CMS for resolution.
The enumerators seemed ignorant about the importance of CNIC as Hasina told that they did not
ask about her own CNIC and only entered her husband’s CNIC for the household head
information. The information update form neither sent to the beneficiary nor available in BISP
Tehsil office to record the correct information to update the BISP information system.
Tracking result for Hasina’s household information at the BISP website is also full of mistakes;
the household head Shoukat Husain’s CNIC number is incorrectly entered (32304-1580188-8
instead of the correct number 32304-1530188-3), and secondly Shoukat Hussain has been
declared as eligible beneficiary in the household.
Another important wonder which exists in the BISP tehsil office is that the complainant has been
sent for the tracking information form and the application along with two copies of CNIC from
the nearby photocopy shop at every of their visit. Exactly the same information has been shared
with TPE team by another discrepant beneficiary who had also visited the office for the CNIC
update. It makes one wonder whether the beneficiaries are being facilitated by the so called help
desks or the commercial agents’ businesses are being nurtured!

6. Recommendations


Proper communication between complainants/ beneficiaries and the BISP is recommended.
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Well trained staff should be deputed for the survey/data collection and in data entry process in
order to minimise information mismatch incidents. The enumerators must be trained and they
should sensitize the beneficiary in case if they didn’t have CNIC.
Refresher courses of the BISP staff should be arranged about the complaint resolution through
CMS.
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G-Q2-Southern Punjab-26
Missing CNIC
Musarat Mai
Faqeer Muhammad
Basti Torain Wali , Chak 1/2R, Tehsil Ahmadpur Sial,
District Jhang
33204-0652769-4
20144583
28th September 2012

1. Receiver Woman/ Complainant Profile and Background
Musarat Mai w/o Faqeer Muhammad is 33 years old illiterate woman living in Tehsil Ahmadpur
Sial, District Jhang. She has five children including two school going sons and three daughters.
Her husband was died two and half months ago because of heart attack. Shamim Mai’s relatives
financially support her to meet monthly household expenses.
She lives with her family in a four Marla old katcha house. The house comprises two rooms and
an open kitchen. The locality Basti Torian Wali, Chak 1/2R where she lives in comprises low
income households who belong to the same family/ caste associated with 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
Musarat Mai was declared potential BISP beneficiary with a discrepancy in CNIC 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 phase-2. BISP survey
team, who visited Musarat Mai’s house, filled a PSC survey form of her household and issued her
a survey receipt for future reference. She came to know about BISP through some of her relatives.
During an interview with the BISP TPE team, she quoted, “if she gets the BISP cash grant she
may support one of her sons to open a small grocery shop in the house”. She considers Pakistan
People’s Party (PPP) the owner of the BISP that has been started to help poor and needy people.
Furthermore, Musarat Mai obtained her Benazir Debit Card (BDC) from BDC centre Ahmadpur
Sial on October 01, 2012.

3. How did the Complaint Emerge?
While describing her complaint, she mentioned that during PSC survey she did not possess a valid
CNIC. Therefore, survey team recorded only her husband’s CNIC number on the survey form.
She applied for her new CNIC in November 2011, when she came to know from other
neighbouring receiver women that she won’t get BISP cash grant without CNIC.
In July 2012, when her husband died she received a BISP life insurance certificate from the
postman. She discusses her matter to her cousin Ghulam Abbas, who advised her to visit BISP
Tehsil Office for more information.
After knowing this, she went to BISP Tehsil Office on September 10, 2012 along with her cousin
on a motorbike after covering a round trip of about 35 KMs from her house and spending petrol of
Rs.100.
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The BISP Tehsil Assistant Director (AD)/ Supervisor informed Musarat Mai regarding her
eligibility and the discrepancy in CNIC. AD asked her to submit a photocopy of her CNIC and the
PSC survey receipt in order to get the BISP cash grant. He also advised her to claim BISP life
insurance of her husband and for that she needs to submit a photocopy of her husband’s death
certificate, photocopy of her husband s’ CNIC and NADRA’s CNIC Cancellation Report of her
husband s’CNIC.
After spending Rs.20, she obtained a photocopy of her CNIC and survey receipt and provided to
AD in order to resolve her discrepancy in CNIC problem first.

4. Processing of the Case
a) Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Ahmadpur
Sial in March 2012. Musarat Mai’s CNIC update case was received in the BISP Tehsil Office
on September 10, 2012 and the Assistant Director entered this case into CMS on the same
date after verifying the contents of the case. An Update_ID (10493029) was generated by
CMS for the future reference. The Assistant Director also registered this case in tehsil
complaint register for CMS cases and assigned Diary No. 625 to this case. However, Musarat
Mai did not receive any complaint/ update acknowledgement from the BISP staff and was
asked to revisit the office after 20 days.
Due to the vacant post of Assistant Complaint (AC)/ Data Entry Operator (DEO) at BISP
Tehsil Office, the AD is lodging the complaints into CMS using DEO’s login name and
password. This case was not forwarded to AD’s CMS account for further processing;
therefore online status of Update_ID (10493029) is showing as ‘in process’ as with this
Update_ID, the case is pending at the Supervisor’s level.
On September 25, 2012, 15 days after launching the complaint for the first time, the case was
once again launched into CMS by the AD and a new Update_ID 10573319 was generated by
the system. According to the AD, the case was re-launched with a hope of quick resolution
and as a reminder because it was not being processed at Approver’s level. This time the case
diary number 725 was assigned to it. The case was then forwarded to the CMS account of the
AD who marked it as accepted and forwarded it to the Approver for final decision.
The Approver verified the contents of the complaint and marked it as accepted means the case
has been resolved. Although the CNIC information of Musarat Mai has been updated in the
BISP record, however her first BISP cash grant has yet to be generated as shown in her online
BISP payment details.
b) Client Version
Musarat Mai visited BISP Tehsil Office two times, once to lodge the case and the other to
follow it up along with her cousin on the bike after spending Rs.100 each time. However, she
is satisfied with the resolution of her complaint regarding CNIC update. She has been
received her Benazir Debit Card (BDC) however her payment has yet to be generated. The
Bank advised her to check her BISP payment in the second week of October 2012. She
considers Pakistan Post the best option for delivering cash grant at her door step.
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Furthermore, during her follow up visit to BISP Tehsil Office she also provided life insurance
documents as required by the AD. She was asked to wait till the AD would call her once his
life insurance cheque will be received at BISP Tehsil Office.

5. What have we learnt?
The BISP Tehsil office is located in Mohallah Shamsabad near Tehsil Head Quarter (THQ)
hospital Ahmadpur Sial. The office is located in inner streets and not easily accessible. The office
building is spread over Eight Marla and consists of four rooms, one kitchen and two wash rooms.
The office courtyard provides seating facility for 25 visitors.
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 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 20 days.
The complaint was entered twice in the CMS and forwarded to BISP Divisional Director for final
decision. The intention for entering this case twice was as to sending a reminder to Approver to
accept or reject the case and to provide quick resolution to Musarat Mai.
The BISP cash grant of Musarat Mai is yet to be generated, although she has been received her
BDC on October 01, 2012. The Bank staff advised her to check her payment from the bank in the
second week of October 2012.
There has been no Assistant Complaint appointed at Tehsil since last one year and the AD seeks
Naib Qasid’s support to deal with incoming complaints etc.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended in
regard of all missing information.
Introduce proper mechanism for submitting complaints including issuance of
acknowledgement to the complainants.
BISP staff refresher training for improving CMS understanding is recommended.
Assistant Complaint at Tehsil Office should be appointed as soon as possible because a major
responsibility of entering the cases into CMS lies with him/her.
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G-Q2-Southern Punjab-27
Appeal for Eligibility
Naheed Abid
Shoukat Hussain
Mohallah Gulshan Town, Garh Morr, Tehsil Ahmadpur
Sial, District Jhang.
33203-9568393-6
20169881
28th September 2012

1. Receiver Woman/ Complainant Profile and Background
Naheed Abid w/o of Shoukat Hussain is 34 years old educated BISP beneficiary living in
Mohallah Gulshan Town, Garh Morr, Tehsil Ahmadpur Sial District Jhang. She has five children
including two daughters and three sons and four of them are school-going. She is a house wife.
Her husband works as a dispenser at some clinic and earns about Rs.6,000 per month.
The household lives in a five (05) Marla, pacca, old and rented house. There are two rooms, one
washroom and an open kitchen in the house. The locality where she lives in comprises low
income households and mostly these folks are associated with blue collar labour jobs. The street
lead to her house is paved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
At first place, the household was not declared eligible for the BISP cash grant due to higher PMT
(18.16) after the Poverty Score Card (PSC) survey that was conducted at her door step by a survey
team in May 2011 and she received a survey acknowledgement for future reference. However,
when BISP announced new criteria for ineligible households having PMT between 16.18 and
20.00 to submit an appeal for eligibility, Naheed Abid went to BISP Tehsil Office after getting
advice from neighbouring receiver women and submitted the appeal.
She termed BISP as a program initiated by the Government of Pakistan. She was also hopeful for
the continuation of the program after the upcoming elections. Although she doesn’t know about
the BISP eligibility criteria, but considers her household eligible because of being poor. While
interviewing by the TPE team, Naheed Abid mentioned,” that if she gets the BISP cash grant, she
will spend it on educational expenses of her children”. She had received her BDC on 24th
September 2012; however her payment is yet to be generated by the BISP.

3. How did the Complaint Emerge?
While mentioning about her appeal, Naheed Abid described that in March 2012 when other BISP
beneficiaries in her locality received their cash grants, she became concerned. After getting advice
from other receiver women of the neighbourhood, she asked her husband to obtain a printout of
her online tracking information. Her husband went to an internet café in city Jhang and obtained
the required printout after spending Rs.20. After receiving the printout of her online tracking
information, she visited the BISP Tehsil Office along with her husband on September 12, 2012 on
a van after spending Rs.40 (for a round trip).
At BISP Tehsil Office, the Assistant Director verified her survey status and asked to submit an
appeal for eligibility. The BISP staff required her to submit a photocopy of her CNIC and the
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survey acknowledgement which her husband obtained from nearby photocopier shop after
spending Rs.12. After getting the required documents, the Assistant Director launched her appeal
for eligibility into the BISP Case Management System (CMS) but did not provide her the
computer generated Appeal_ID for future reference. The Assistant Director also asked her to
revisit the office after 20 days in order to get an update on her appeal.

4. Processing of the Case
a) Provider Version
BISP CMS became operational at BISP Tehsil Office Ahmadpur Sial in March 2012. Naheed
Abid’s appeal for eligibility was received by the Assistant Director on September 12, 2012.
He registered the appeal into a common register for CMS cases and assigned a diary number
650. Appeal was also launched into CMS and computer generated Appeal_ID (10508139)
was given to appellant for future reference. After verifying the contents of the appeal, the
Supervisor marked it as accepted and forwarded to BISP Divisional Director (DD)/ Approver
for final decision. The Approver accepted Naheed Abid s’ appeal for eligibility on the basis of
fulfilling one of the four criteria i.e. household with four or more children under 12 years of
age. Now the online status of Naheed Abid’s appeal for eligibility is showing as ‘accept’ in
the BISP MIS that means her household’s status has been changed to ‘eligible; however her
first BISP instalment is yet to be generated.
b) Client Version
Naheed Abid visited BISP Tehsil office (20 KMs away) twice including first time to lodge the
appeal and subsequently once to follow-up along with her son on a local van after paying
Rs.40 every time for a round trip.
During her first follow-up visit, the BISP staff informed her regarding the acceptance of her
appeal for eligibility. Eventually, she received her BDC on September 24, 2012. During a
discussion with the TPE team, she was quite happy and satisfied that her eligibility appeal has
been accepted and, she became BISP beneficiary.

5. What have we learnt?
The BISP Tehsil office is located in Mohallah Shamsabad near THQ Ahmadpur Sial. The office is
located in inner streets and not easily accessible. The office building is spread over 8 Marla and
consists of four rooms, one kitchen and two wash rooms. The office courtyard provides seating
facility for 25 visitors.
The appeals for eligibility are kept in a common file and the diary number for tracking physical
record of the appeal/ complaint is maintained in a complaint register for CMS cases.
In case of appeal for eligibility, the BISP staff advises appellant(s) to revisit the office after 15-20
days for further update. However, during a discussion with BISP tehsil staff it was also shared
that in other similar cases, the Approver decision was reflected on the system after 15-20 days.
The complaint reference number was not issued to the complainant.

6. Recommendations


There should be proper mechanism for submitting appeals and separate files can be
maintained for different type of cases.
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The complainants should be provided complaint reference number/ computer generated
Update_ID for future reference.
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G-Q2-Balochistan-01
CNIC update
Sakina
Mohammad Umar
Winder City, District Lasbela
5150505690396
3372457
1st August 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Sakina, wife of Mohammad Umar is a 31 year old woman who has never been to
formal school for education. She remains at her home to perform her household chores and take
care of her children. The beneficiary has 4 children (3 boys and 1 girl). All of them are of schoolgoing age. The beneficiary has a mud katcha small house consisting of 2 katcha rooms, 1
bathroom and a kitchen with very limited household furniture and kitchen items.
Her husband works on daily wages in the Winder city and his monthly income is around
Rs.6,000. Her husband is responsible for running the household kitchen and children’s education.
In her vicinity, most of people are poor and they work on daily wages.
Winder is situated 56 km away from BISP Divisional Office Kalat located at Uthal. Winder has
most of the living facilities like drinking water, electricity Basic Health Unit, and schools and
colleges for boys and girls. Winder is an industrial area where different manufacturing companies
have factories but most of the employees come from Karachi leaving limited job opportunities for
local people.

2. Receiver Woman/ Complainant 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. She was not familiar
with BISP or the location of its offices, but she came to know about it from a social worker of the
area named Muhammad Akram. All she knew about the Programme was that the newly elected
government had started it for the poor people. In April 2010, the BISP Poverty Score Card (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, she was living at her permanent address, Mohalla Sukhan,
UC Wayara, District Lasbela. She was spending the cash grant on her children’s education and
food for her house.

3. How did the Complaint Emerge?
In February 2011, the Sukhan postman started distributing money orders to the eligible
beneficiaries of BISP 2nd phase. Sakina was also happy to receive 2 cash grant installments
together amounting to Rs.6,000 (Rs.3,000 each). Soon after receiving the cash grant, her entire
family migrated from Sukhan to Winder town of district Lasbela.
After migration, Sakina visited the Post Office in Winder to get her cash grant but there, she was
told that her payments had not been delivered to Winder Post Office. She was told to contact the
Post Office in Sukhan for her cash grants. On contacting the Post Office in Sukhan, Sakina was
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informed that her payments had been stopped and that she had to contact the BISP Office for
change in address.
Sakina and her husband did not know about the BISP Office so they contacted an activist in
Winder by the name of Mr Muhammad Akram to support them in resolving the issue of the BISP
cash grants which were stopped due to address change.
Sakina’s husband along with Mr Muhammad Akram visited the BISP Divisional Office Kalat
located at Uthal and inquired about the non-payment of the BISP cash grants. At the BISP Office,
they were told to get Sakina’s address changed in her CNIC from NADRA and submit a copy of
her CNIC at the BISP office so her payments would be issued.
Winder is 56 km away from BISP Divisional Office for which Sakina’s husband had to pay more
than Rs.400 for each visit of his and Mr Akram to the BISP Office.

4. Processing of the Case
a) Processing of the Complaint
Sakina was a resident of Sukhan but in March 2011, her family permanently migrated to
Winder. Before migration, she had received 2 instalments of cash grants under the 2 nd phase
of BISP. She stopped receiving her payments after migration due to change in address.
Sakina and her husband were not familiar with the BISP Office or the redressal process, so
they contacted an activist of the area to support them in registering a complaint.
On 7th September 2011, Sakina’s husband, along with an activist of the area named
Muhammad Akram, visited the BISP Office to register a complaint of non-payment.
At the BISP level, they were advised to give an application for change of address and update
Sakina’s address in the NADRA database and submit a copy of her CNIC.
On 13th September, Sakina, her husband and Akram went to NADRA to update her address in
the NADRA database. On the same day, they visited the BISP Office and submitted a copy of
her CNIC and an application for the change of her address.
b) Client’s Version
On 7th September 2011, Sakina’s husband along with Muhammad Akram visited the BISP
Divisional Office Kalat located at Uthal (Uthal is the District Headquarter of District Lasbela)
to register a complaint of non-payment of cash grants.
At the BISP level, they were advised to give an application for change of address and update
Sakina’s new address in the NADRA database and submit a copy of her CNIC.
On 13th September Sakina, her husband and Akram went to NADRA to update her address in
the NADRA database. On the same day, they visited the BISP Office and submitted a copy of
her CNIC and an application for the change of address. The Complaint Assistant at the BISP
Divisional Office Kalat located at Uthal received her application and CNIC and entered it in
the complaints/applications register.
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Her Husband visited the BISP Office more than 2 times in this complete frame of time, for
which he incurred a cost of more than Rs.400 on each visit. After 6 months of her application,
her address has been changed in the database and now she is happily receiving her payments
at her new address. However, she was not satisfied with the lengthy process as it took 6
months to receive her 3rd and 4th instalment. She received her 3rd instalment on March 4, 2012
and 4th on April 25, 2012. Another instalment has also been generated on March 28, 2012 but
awaiting delivery.

5. What we Learnt
This case was related to change of address, and the complaint was submitted to the BISP Office.
The BISP Office sent the complaint to NADRA Office to update her CNIC. After 3 weeks, the
beneficiary received her updated CNIC from NADRA.
The prescribed BISP complaints process is based on electronic filing while the Complaints
Management System (CMS) is yet to be made operational in the 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, but her
husband had managed to learn some of the process to lodge a complaint from a local activist.
At the BISP level, the Divisional Office Kalat located at District Lasbela has made a group of
volunteers in different locations who support monitoring of the payment process and 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 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 should formalise groups of volunteers to monitor the cash transfer and take complaints
from the beneficiaries to submit them to the BISP Divisional Office.
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G-Q2-Balochistan-02
Change of Address
Zulekha
Abdul Wahid
Permanent Address : Mohallah Sukkan Bachaya Goth Tehsil
Uthal, District Lasbela
Migrated Address : Winder City Tehsil Winder District Uthal.
51505-3594051-8
5.05
3939589
1st August 2012

1. Beneficiary/complainant Profile/ Background information
Zulekha, wife of Abdul Wahid is a 36 years old woman who has not had any schooling. She
remained at her home to perform her household work and to take care of her children. She has 9
children (6 boys and 3 girls), all of whom are of school going age, but only 4 children go to
school. The family lives in a small katcha house with a boundary wall surrounding it. It consists
of 4 kacha rooms, 2 bathrooms and a kitchen.
Her husband is working on daily wages and his monthly income is around Rs.6,000. She is
running the household kitchen and also paying for the children’s education with this money. They
are currently living in Winder City which is located 56 Km away from Uthal City (the nearest
BISP Divisional Office). There is 5km kacha road leading to the village from the main road. A
majority of the villagers are very poor and working for daily wages. The town has access to the
municipal water supply, electricity and there are schools for both girls and boys.

2. Beneficiary’s Relationship with BISP
The beneficiary was not included in the program during the Parliamentarian phase, but in the
second phase, she was declared an eligible beneficiary for the monthly cash grant of Rs.1,000.
She was not familiar with BISP or location of its office, but she come to know of it from a local
influential of Winder, the ex-UC Councilor Mr Muhammad Ali. She claimed that she only knew
the program was started by Benazir Bhutto for the poor people of the country. In April 2010,
when she was living in Sukkan, a survey team visited her house and took down all her
information after which she was given an acknowledgment slip for future reference. She spent the
money orders she received on her children’s education and food for her home.

3. How did the Complaint/Grievance Emerge?
In February 2011, the Postman for Sukhan started distributing money orders to the eligible
beneficiaries of the PSC phase; Zulekha was ecstatic about receiving 2 cash grant installments
together amounting to Rs.6,000 (Rs.3,000 each). Soon after receiving these, her entire family
migrated from Sukhan to Winder City.
After migrating, Zulekha along with other beneficiaries of her area who had migrated from
Sukkan to Winder City visited the Post Office in Winder, they were expecting to get their cash
grant from there. There, she was told that her payments had not been delivered to the Winder Post
Office. She was told to contact the Post Office in Sukhan for her cash grants. On contacting the
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Post Office in Sukhan, Zulekha was informed that her payments had been stopped and that she
had to contact the BISP Office for information.
Zulekha and her husband did not know where the nearest BISP Office was located, so they made
contact with Mr Muhammad Ali in order to support them in resolving the issue of the BISP cash
grants which were stopped due to unknown reasons.
Zulekha’s husband along with Mr. Muhammad Ali visited the BISP Divisional Office Kalat
located at Uthal to inquire about the non-payment of the BISP cash grants. At the BISP Office,
they were told to get Zulekha’s address changed on her CNIC from the NADRA office and
submit a copy of her updated CNIC to the BISP Divisional Office so her payments may be
resumed.

4. Processing of the Case
a) Processing of the Complaint
At the end of August 2011, Zulekha’s husband, along with Mr. Muhammad Ali, visited the
BISP Office to register a complaint of change of address.
They were advised to submit an application for change of address and update Zulekha’s
address in the NADRA database and submit a copy of her CNIC.
In September 2011, Zulekha and her husband went to NADRA office to update her address in
the NADRA database. After getting the CNIC in two weeks from NADRA, they again visited
the Divisional Office and submitted a copy of her CNIC and an application for the change of
address. The Assistant Complaints at the BISP Divisional Office Kalat located in Uthal
received her application and CNIC and entered it manually in the complaints/applications
register in September 2011.
At the BISP level, her application for change of address and copy of CNIC were sent to the
Office of the DG BISP Balochistan for further processing in the last week of September 2011.
Registration of the application and forwarding to DG BISP Balochistan were all processed
manually.
b) Client’s Version
At the end of August 2011, Zulekha’s husband along with Mr. Muhammad Ali visited the
BISP Divisional Office Kalat located at Uthal (Uthal is the District Headquarter for Lasbela
District) to register a complaint against non-payment of cash grants and also notified that they
have changed their residential address.
They were advised to give an application for ‘change of address’ and to update Zulekha’s
address in the NADRA database.
In September 2011, Zulekha and her husband went to the local NADRA office to update her
address in the NADRA database. After application to change the address, they went to the
BISP office for complaint submission.. The Assistant Complaints at the BISP Divisional
Office Kalat located at Uthal received her application and CNIC and entered it in the
complaints/applications register.
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Her husband visited the BISP Office more than twice in this frame of time independently, and
once with Mr Muhammad Ali. When by himself he spent Rs.200 on each visit but with
Muhammad Ali, he had to spend Rs.500. After 6 months of submitting the complaint,
Zulekha’s address has been changed in the database and now she is happily receiving her
payments at her new address. However, she was not satisfied with the lengthy process as 6
months lapsed between receipt of her 2nd and 3rd installments.

5. What we Learnt
This case was related to a request for a change of address. It was submitted to a BISP Divisional
Office which sent the complaint to NADRA Office to update her CNIC. After 3 weeks, the
beneficiary received her updated CNIC from NADRA.
The prescribed BISP complaints process is based on electronic filing while the Complaints
Management System (CMS) is yet to be made operational in 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, although
her husband had managed to learn some of the process to lodge a complaint.
At the BISP level, the Divisional Office Kalat located at District Lasbela has formed a group of
volunteers in different locations who support monitoring of the payment process and help the
beneficiaries in submitting their complaints to the Divisional Office.
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.

6. Recommendations




In order to minimize information gaps, this is essential to keep the complainants informed
about the status of the complaint.
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.
Clusters may be made by BISP of groups of volunteers to monitor the cash transfer and take
complaints from beneficiaries to submit them to the BISP Divisional Office.
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G-Q2-Balochistan-03
CNIC update
Matoo Bibi
Ganai
Basti Kingri Tehsil Musakhle, District Musakhle
56401-1524550-0
6.32
1872408
7th August 2012

1. Receiver Woman/Complainant Profile and Background Information
Matoo Bibi wife of Ganai is a 24 year old woman who has never had any formal schooling. She
remains at her home to perform her household chores and to take care of her children. The
beneficiary has 2 children’s (1 boy and 1 girl); one is an infant and the other one is 3 years old.
They live in a small one room katcha house, a bathroom and a kitchen with very few household
and kitchen items.
Her husband works on daily wages in Kingri and his monthly income is around Rs.6,000 a month.
She uses this money to run their kitchen. In the locality, most people are very poor and work on
daily wages.
Kingri is situated 218 km away from the BISP Divisional Office Zhob located at Loralai. Kingri
has most living facilities like drinking water, electricity, a Basic Health Unit, and Schools and
Colleges for boys and girls.

2. Receiver Woman/ Complainant 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 but with ‘CNIC discrepancy’. She
was not familiar with BISP or the location of its offices, but she came to know about it through
the local field supervisor.
All she knew about the Program was that the newly elected government had started it for the poor
people of Pakistan. In September 2009, a BISP survey team visited her house and took down all
her information on the Poverty Score Card (PSC) for which she was also issued an
acknowledgement slip. She plans to spend the cash grant on food and clothes for her children.

3. How did the Complaint Emerge?
In February 2011, the postman started distributing money orders to the eligible beneficiaries of
BISP 2nd phase. Matoo Bibi thought that she would be receiving instalments also, but it didn’t
incur.. She sent her husband to the Post Office to enquire about her money orders; he was told that
his wife is not a beneficiary.
In July 2011, her husband visited Musakhle city and met with the field supervisor for BISP
District Musakhle who checked his wife’s status on the BISP website, he came to know that she is
also an eligible recipient under the cash grant programme. Matoo and her husband did not know
about the whereabouts of the BISP office, and they were directed by the field supervisor to file a
complaint against CNIC discrepancy.
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Matoo’s husband visited the BISP District Supervisor house at a netcafe to complain on his wife’s
behalf. The Officer explained that her CNIC information was not listed in the BISP database and
that he must visit the NADRA office and get a valid NADRA CNIC in her name.

4. Processing of the Case
a) Provider’s Version
Matoo Bibi’s CNIC numbers were missing on her PSC survey form because at the time of the
survey, she did not have a computerized NIC. Matoo and her husband applied for a new
CNIC at the District Musakhel NADRA Office in the last week of August 2011 and received
it in the last week of September.
Afterwards, on 11th September, Matoo’s husband submitted a copy of her new CNIC along
with an application requesting her information be updated in the BISP database.
The staff of the BISP Divisional Office Zhob forward all such grievance cases to the Office of
the DG BISP Balochistan office and further forwarded to the BISP Headquarters in
Islamabad. Matoo’s application was forwarded along with others in the last week of October
2011 to DG BISP office Balochistan. Staff of the DG’s Office sent it back to the Divisional
Office and told BISP head office Islamabad that the electronic Complaints Management
System (CMS) is going to be launched and that pending grievance cases will be resolved
using the CMS. The case remains pending.
b) Client’s Version
On 11th September 2011, Matoo Bibi husband visited the BISP field supervisor to submit an
application for an information update and a copy of her new CNIC. In the 1st week of October
2011, the Field Supervisor forwarded her complaint with other update requests to the BISP
Divisional Office Zhob for further processing in the 2nd week of October 2011.
Matoo Bibi and her husband first went to NADRA Office in the month of august 2011 for a
new CNIC. After receiving the new CNIC in the month of august 2011, her husband visited
the Field Supervisor Musakhle in the first week of September 2011 and gave him a copy her
CNIC. The field supervisor sent it to the BISP Divisional Office Zhob in 2 nd week of
September 2011, where it was manually entered into the complaints/applications register.
Her husband visited the BISP supervisor office more than 2 times in this complete frame of
time, for which he incurred a cost of more than Rs.400 on each visit. Still her case is pending
and no update has been given by the BISP Divisional Office Zhob.
Their village, Kingri is 218 km away from the BISP Divisional Office Zhob; a trip which
Matoo and her husband cannot afford.

5. What we Learnt
The BISP office sent the complaint to DG BISP office Balochistan to have a new CNIC issued.
After 3 weeks, the beneficiary received her updated CNIC from NADRA.
The prescribed BISP complaints process is based on electronic filing while the Complaints
Management System (CMS) is yet to be made operational at the BISP Divisional Office Zhob.
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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 complaint redressal, although her
husband had learnt about some of the process of lodging a complaint from the BISP Field
Supervisor.
The Divisional Office Zhob located in district Loralai has appointed volunteers at different
locations to help guide the beneficiaries with regard to lodging complaints and the complaints
process.
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.

6. Recommendations





There is a need to ensure delivery of 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 also needs to be further trained to use the CMS, as they are still not clear on
the system.
There is a need to create awareness amongst women regarding the cash grant program since it
is especially designed to empower them.
Clusters may be made by BISP of groups of volunteers to monitor the cash transfer and take
complaints from beneficiaries and then submit them to the BISP divisional office.
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G-Q2-Balochistan-04
CNIC Update
Raj Bibi
Gull Khan
Basti Choti Dhaak khana Barkhan
56101-5586875-4
11.27
3260302
8th August 2012

1. Receiver Woman/Complainant Profile and Background Information
The complainant Raj Bibi is 19 years old married woman and never had any schooling. She
remained at her home to perform her household work and to take care of her family. The
beneficiary has a small katcha house, consisting of 2 katcha rooms, a jhompri, a bathroom and a
kitchen with very few household and kitchen items. Her father and brother works on daily wages
in the village and their combined monthly income is around Rs.8,000. Her father and brother are
solely responsible for running the kitchens expenditure. In their neighbourhood, most people are
poor and they work on daily wages like her brother and father.
The village is situated 280 km away from the BISP Divisional Office Zhob located at Loralai; it
has no essential facilities like drinking water, electricity, Basic Health Units, or schools for girls
or boys. Nazo is mother of Raj Bibi but not declared as a BISP beneficiary.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, but in the second phase, she
was declared as an eligible beneficiary for the BISP monthly cash grant. The beneficiary’s CNIC
numbers were missing on her PSC survey form because, at the time of survey, she did not possess
y CNIC. She was not familiar with BISP or the location of its Offices, but she came to know
about it after her husband made enquiries.
All she knew about the Program was that the newly elected government had started it for the
benefit of the poor. In March 2010, the BISP survey team visited her house to fill out her PSC and
took down all her basic information after which she was issued an acknowledgement slip. She
plans to spend monthly cash grant on clothes for herself and food for her family.

3. How did the Complaint Emerged
In Barkhan, when the postmen started distributing Money Orders to the eligible beneficiaries of
the PSC phase, Raj Bibi thought that she would also soon receive money orders because she
considers herself to be eligible. Eventually, her father visited the post office to collect her and her
mother’s payments. There he came to know that his wife and daughter are not eligible
beneficiaries.
In November 2011, her father visited Barkhan city and met with the field supervisor for the BISP
District Barkhan, who checked Raj Bibi’s status at a net café. He came to know that, according to
the website status his daughter is eligible and his wife is not. Raj Bibi was eligible but her CNIC
information was missing.
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Raj Bibi’s father was guided by the BISP field supervisor to get his daughter’s CNIC from
NADRA.
Her village is on the distance of 230 km from the BISP Divisional Office Zhob, due to long
distance; her father didn’t afford to approach the office

4. Processing of the Case
a) Provider’s Version
Raj Bibi and her Father applied for a new CNIC at the District Barkhan NADRA Office in the
last week of November 2011, and got her CNIC in December 2011.
Her father registered her complaint with the field supervisor Barkhan In the month of
November 2011. The prescribed BISP complaints process i.e. the Complaints Management
System (CMS) is yet to be made operational at the BISP Divisional Office Zhob. Presently
the staff is maintaining the complaints record manually in files. They also prepare a monthly
summary of complaints for submission to higher Offices.
BISP Divisional Office Zhob sent all grievance cases to the DG BISP Balochistan’s Office by
mail for further processing in December 2011, but the DG office sent it back to the Divisional
Office with the explanation that, soon the BISP Head Office Islamabad is going to launch the
CMS software and then all grievance cases will be resolved at the Divisional Office level;
hence her case is still pending.
At the time of TPE team visit to Barkhan in March 2012, CMS system was not made
operational in Zhob BISP divisional office.
b) Client’s Version
After getting CNIC of Raj Bibi from NADRA, the complainant filled and registered his
application at the Divisional Office in December 2011.
The complainant visited the Office of the BISP Field Supervisor Barkhan 3 times for the
follow up of his complaint, but no reply had been received from the DG BISP Balochistan’s
Office, and his daughter’s case is in pending at the same stage.
Her father spends Rs.300 on each visit to the BISP Field Supervisor. The Complaints
Assistant has asked them to await the activation of the CMS.

5. What we Learnt
This case was related to new CNIC and the complaint was submitted with the BISP filed
supervisor Barkhan. The BISP Office sent the complaint to NADRA Office to update her CNIC.
After 3 weeks, the beneficiary received her updated CNIC from NADRA.
The understanding of the beneficiary was very low regarding the complaint redressal while her
husband manages to learn some of the process to lodge a complaint from BISP field supervisor.
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.
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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 program.
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 program in
general and the complaint mechanism in particular.
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G-Q2-Balochistan-05
CNIC Update
Mia Rukhsana
Abdul Jabber
Ghot Mir Hassan Chatter Naseerabad
5340116354554
Eligible household
3105009
8th August 2012

1. Beneficiary/Complainant Profile/Background information
Mai Rukhsana is a 20 year old woman who has not had any formal schooling. She is the mother
of 2 children, one is 4 and the other one is 3 year old. She is the 2nd wife of Abdul whose first
wife, Maher Khatoon, is also a BISP beneficiary. Maher Khatoon has no children.
Mai Rukhsana lives with her husband and his first wife in a two room mud house without a
boundary wall. Their kitchen is made of broken bamboos and there is a small mud bathroom with
no roof in front of their home. Union Council Shah Pur Tehsil Chatter, District Naseerabad is one
of the flood affected areas of the district. Most of the people there are working on daily wages on
the wadera's land. In this area almost all the houses are made of mud and bamboo and they are
paid in wheat instead of wages. Abdul Jabber is also working another job from which he gets
Rs5000 per month.
Rukhsana told the TPE team that she wants a good future for her children and does not want them
to have to work on wadera's land like their father.

2. Relationship with beneficiary/complainant
Mai Rukhsana was not a beneficiary under the Parliamentarian Phase 1of the program but she was
well aware of the BISP scheme since her husband's first wife is a BISP beneficiary under phase 2.
She knew that this scheme aims to support the poorest in Pakistan. When she received her
acknowledgement slip and BISP eligibility letter, she came to know she had been declared
eligible and that she will be receiving a cash grant of Rs.1,000 per month.
She thought when she will receive the funds she will utilize it in an efficient way; ideally save it
for her children’s future.

3. How did the complaint/grievance emerge?
When Rukhsana received her acknowledgement slip, her husband told her she has been declared
as an eligible BISP beneficiary. He is having some knowledge in this regard because his first
wife was already BISP beneficiary, both were surveyed under PSC at the same time but according
Mia Rukhsana, Maher Khatoon (first wife of Anwar) received her acknowledgment slip after
some time. While Mai Rukhsana received her acknowledgement slip after the survey under phase
2.
After some time, she noted her neighbour had started receiving the cash grant and she began
waiting for her cash grant too.

GHK Consulting Ltd.
J40252715

425

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Balochistan-05

Mai Rukhsana did not receive any payments while her relatives and Mai Meher were receiving
cash grants. After some time, her husband visited the post office where he inquired about the cash
grant of Rukhsana. The post office told him that they do not have any information about her. He
went to the BISP Office, where he was informed about the discrepancy in Mai Rukhsana's CNIC.
They asked Rukhsana’s husband to submit a written complaint to the BISP Office.

4. Processing of the Case
a) Providers version
After having a CNIC issued from NADRA, Mai Rukhsana’s complaint was registered at the
BISP District office Naseerabad by a relative, dated 4thMay2011. Second complaint was also
submitted on 2nd July 2011by her husband.
The first complaint was filed with other similar cases and sent by fax on the 15 th of May 2011
to the Office of the DG BISP Baluchistan and BISP HQ Islamabad. When checked in August
2012, her data has been updated at the BISP website and Mai Rukhsana’s case has been
resolved but her payments are yet to be generated.
Her husband visited BISP office around 7 to 8 times to enquire her case and consumed Rs.100
on each visit.
b) Client’s version
Mai Rukhsana’s compliant was submitted to the BISP Office Naseerabad on the 04May 2011
by her relative and after that her husband continued to track her case. Her husband visited the
BISP Office Naseerabadmore than 7 to 8times to find out about her case and every time he
had to spend Rs.100 per visit on public transport.
After a long waiting of over a year, Rukhsana’s case was finally resolved in July 2012. She
was very happy and relieved that her case had been resolved.

5. What have we learnt?
A simple CNIC update has taken over a year to resolve. In the meantime, the beneficiary faced
many difficulties and burdens which may have been eased if her case has been resolved earlier.
If she received the BISP cash grant she could feed her children, as her neighbours and some
relatives had started receiving their cash grants but she was disappointed.
BISP Divisional Office Naseerabad follows the standards provided by the BISP and register
complaints according to the prescribed protocol.
In Mai Rukhsana's case, she was not informed about the problem with her case, which she blindly
thought that the payments were being stopped and not known that it were basically stopped due to
the discrepancy with her CNIC. Mai Rukhsana was not aware of the discrepancy that why she
was not getting the cash grant. If she had been informed about the discrepancy in her CNIC, she
would have had it resolved.
At the time of developing this case study, the CMS was not introduced in this office.
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6. Recommendations.



It is recommended that the beneficiaries should be informed about any discrepancy so that
they can follow procedure according to the nature of the discrepancy.
There should be a female representative as well at the BISP Office to deal with the
complainants.
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G-Q2-Balochistan-06
Update of CNIC
Jabo Bibi
Abdulallah
Basti Bhadur Balaspen Tehsil Musakhle
56401-3263410-0
0.26
1851495
8th August 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary Jabo Bibi, wife of Abdullah is 42 years old and has never had any formal
schooling. She remained at her home to perform her household chores and to take care of her
children. The beneficiary has 5 children’s (3 boys and 2 girls), none of whom are enrolled at any
school.
The beneficiary has a mud katcha small house consisting of 2 katcha rooms, 1 bathroom and a
kitchen with very limited household and kitchen items. Her husband and son works on daily
wages in the village and their monthly income is around Rs.8, 000. Her husband and son are
responsible for running the kitchen’s expenditure and children education. Most of the villagers are
poor and work on daily wages like Jabo’s husband and son.
Her village is situated 230 km away from BISP Divisional Office Zhob located in Loralai. Her
village has no essential facilities like drinking water, electricity, a Basic Health Unit, or schools
for boys or girls.

2. Receiver Woman/ Complainant 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. The beneficiary’s CNIC numbers
were missing on her PSC form because she did not hold computerized CNIC at the time of the
survey.. In September 2010, the BISP Survey team visited her house and took down all her
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 it from
her husband who made enquiries in the village. All she knew about the Program was that the
newly elected government had started it for poor peoples.
She plans to spend the cash grant on her children’s education and food for her family.

3. How did the Complaint Emerge?
In February 2011, the postman started distributing Money Orders to the eligible beneficiaries of
the PSC phase. Jabo Bibi thought that she would also receive installments of the BISP monthly
cash grant but she did not receive any for obvious reasons.
Her husband visited the post office to get her payments but he was told that his wife is not a
beneficiary according to post office records. In August 2011, her husband visited Musakhle City
and met with the Field Supervisor of BISP District Musakhel, who advised him to check his
wife’s status at a net café. Upon checking the BISP website, he came to know that Jabo is eligible
but needs to submit a copy of her CNIC to the BISP Office.
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Mr. Din Mohammad, the Field Supervisor BISP supported them in resolving the issue; he advised
Jabo’s husband to get his wife’s CNIC issued from NADRA.

4. Processing of the Case
a) Provider’s Version
The beneficiary’s CNIC numbers were missing in the PSC survey form because at the time of
BISP survey, she did not have a CNIC.
Jabo and her husband applied for a new CNIC from the District Muskhle NADRA office in
the 1st week of September 2011 and received it in the last week of September. They then went
to the Field Supervisor who sent in the copy of the CNIC along with an application requesting
her information be updated to the BISP Divisional Office Zhob.
The staff at the Divisional Office Zhob sent all grievance cases to the Office of the DG BISP
Balochistan, by mail, for further processing in the last week of October 2011. However, the
DG Office sent it back to the Divisional Office and said that the BISP Head Office Islamabad
is going to launch the Case Management System (CMS) soon and that should be used to
resolve all such grievance cases at the BISP Divisional Offices.
Until March 2012, CMS was not made operational in BISP Zhob divisional office.
b) Client’s Version
After getting the CNIC from NADRA, the complainant filed his complaint on 4th October
2011 with the BISP Field Supervisor Musakhel District.
The BISP District Supervisor sent it to the BISP Divisional Office Zhob with all cases for the
month in the last week of October. The complaint was entered in the complaint register dated
for the 1st week of November 2011.
No acknowledgement slip was issued to the complainant to be used as a reference. BISP
Divisional Office Zhob forwarded the same with other grievance cases for Zhob Division to
the Office of the DG BISP Balochistan in the last week of November 2011 for data
correction.
The complainant visited the BISP Field Supervisor three times, at a cost of Rs.400 per visit,
for the follow up of his wife’s complaint. However, no reply has been received from the
Office of the DG BISP Balochistan and her case remains pending at the same stage. The
Assistant Complaints told the TPE team that the DG Balochistan sent it back to the Divisional
Office with the explanation that the case is to be resolved using the CMS, once it is made
operational.
Her village is 230 km away from BISP Divisional Office Zhob, and her husband cannot
afford to pay the fare for the trip.
Jabo and her husband were not familiar with the BISP Office or the redressal process, so they
contacted an activist of the area to support them in registering a complaint.
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5. What we Learnt
The BISP Office sent the complainant to the NADRA Office to have Jabo’s CNIC issued. After 3
weeks, the beneficiary received her updated CNIC from NADRA. However, the prescribed BISP
complaints process is based on electronic filing, while the Complaints Management System
(CMS) which is yet to be made operational in the month of august 2012 at the BISP Divisional
Office Zhob.
Presently the staff is maintaining the complaints record in office files. They also prepare a
monthly summary of complaints in excel sheet 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 from a BISP Field
Supervisor.
At the BISP level, the Divisional Office Zhob located at District Loralai has appointed volunteers
in different locations who help the beneficiaries in submitting their complaints at the BISP Office.
The case was still pending with the BISP office until the case was developed. Recommendations

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.
CMS and office record keeping
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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G-Q2-Balochistan-07
CNIC Update
Murad Bibi
Saleh Muhammad
Umar Farooq Road killi Kecha Baig Sariab Quetta
5440057024640
7.49102360
3814650
23rd July 2012

1. Profile of beneficiary/Complaint
Murad Bibi, wife of Molvi Selah Muhammad, is a resident of Killi Kechi Baigh Umer Farooq
Road Saryab Chilton Town, District Quetta. She is 38 year old mother of eight children. Her elder
daughter is 18 years old and she is married, but still living with her parents. She does embroidery
which helps her to earn a living and her husband is working as a mechanic for daily wages.
Murad’s husband is a Pesh Imam at a nearby Masjid and also teaching religious education at a
local school, where he earns Rs.7000 per month. The family living in a katcha house with three
rooms, a small kitchen and a bathroom in a small compound with access to the municipal water
supply although there are no proper sanitation facilities.
She has only a few necessary household items. The road leading to her house is pacca. Most of
the people in the locality are very poor. Two of her sons and two of her daughters are students at a
Government school in the area. The village boasts a small bazaar and a run-down Basic Health
Unit (BHU).

2. Relationship with BISP
Her knowledge about BISP was limited to the understanding that it is a Governments program
initiated for the poor of Pakistan. Murad bibi was not a beneficiary for the first phase of the
programme. She knew of the programme because one of her aunts was already a BISP
beneficiary.
Murad Bibi participated in the Poverty Score Card (PSC) survey when it was held in her area in
February or March of 2010. A team came and got all necessary information regarding her
household from her and she was given an acknowledgment slip on the spot. She was ecstatic to be
selected for a cash grant of Rs.1000 per month.
Murad bibi thought the BISP monthly cash grant will be a support for her in procuring groceries
and paying utility bills.

3. How did the complaint emerged
Murad bibi came to know, when she received her eligibility letter, that she is a BISP beneficiary
and will receive a cash grant of Rs.1000 per month. When her neighbors started receiving their
cash grants, so she was also sure she would be receiving but two months has been passed but she
didn’t receive any funds, so she thought that there must be some problem or the postman is not
paying her money orders.
She discussed it with her sister-in-law who is educated to the middle school level. She suggested
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that Murad send her husband to the Post Office to make enquiries. The Post Office staff directed
him to the BISP Divisional Office Quetta. Staff at the Divisional Office explained that there is a
problem with her CNIC information and that she must get an updated CNIC from NADRA. On
2nd March 2011 her husband visited the Office and lodged her complaint.

4. Processing of the Case
a) Providers version
Beneficiary's husband verbally complained to the Pak Post Office Quetta regarding Murad
bibi's cash grant. They guided him to the BISP Divisional Office Quetta, where they
submitted her compliant on 2nd March 2011. BISP registered her compliant in a register with
other similar cases and asked her husband to check back after two or three days.
Then beneficiary herself came to inquire about the progress on her case. BISP staff checked
in the system and told her there was the problem with her CNIC; before releasing the cash
grant beneficiaries data must be updated. She was guided to the NADRA where she had her
CNIC remade. As soon as she received the new CNIC she submitted an application and copy
of the CNIC to the BISP Office on 6th April 2011. Her case was sent with other cases for
processing to BISP HQ-Islamabad.
b) Clients version
Her husband filed her 1st complaint dated compliant 02 March 2011 and 2nd on 06 April 2011.
With a copy of CNIC to BISP Divisional Office Quetta, her case was registered and complied
with the other cases sent to the BISP Headquarters Islamabad for processing. There
beneficiary visited the office twice by rickshaw taxi along with her son and paid a fare of Rs
200 for each visit. Her husband visited one time by bus and he paid Rs.120 for the trip. A
total of Rs.520 was spent on visits to the Divisional Office.
Her case was resolved and within six weeks her cash grant was generated and she received
her 1st cash grant dated, 1st August 2011 for Rs.2000, which was generated in April 2011 and
remained undelivered. She is now fully satisfied and is also having a BDC card issued in her
name. After receiving her BDC, she withdrew from the bank Rs3000/ on12th March 2012.

5. What we learnt?
Her instalment was generated but not delivered due to her CNIC discrepancy which she was not
aware existed.
During registration of her case all BISP procedures and protocols were not followed due to which
it took extra time to locate her case and uncover the issue. Now they followed the standards as
provided by BISP and register and resolve the cases according to the prescribed protocol.
Her payments were generated but without money order numbers, such cases are very rare seen
when beneficiary is having discrepancy and her payments are generated.
Previously, cases were registered in BISP manual system, after the CMS training held in March
2012, all the pending cases are now being registered in CMS.
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6. Recommendations




To improve communication between the beneficiaries and BISP staff they should also have
ladies BISP staff.
When the beneficiary come with the compliant BISP staff should have information regarding
the cases.
Beneficiary awareness on BDCs must be raised. In remote areas, most of the beneficiaries are
not aware about the change in the mode of payment and they simply believe that the
programme has ended and their installments have been stopped
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G-Q2-Balochistan-08
Correction of Name in BISP database
Taj Bibi
Haji Raz Mohammad
Basti Orangi Nasar Tehsil Bori District Loralai
56302-0810133-8
11.0
3928809
9th August 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Taj Bibi is a 57 year old lady who has never had any schooling. She remains at
her home to perform her household chores and take care of children. The beneficiary has 12
children (07 boys and 5 girls). Out of her 12 children only 3 are school going; 2 boys and 1 girl.
The beneficiary has a mud (katcha) but a very sizable house, consisting of 5 katcha rooms, 4
bathrooms and 2 kitchens.
Her husband and sons work in the Transport Business in Loralai city and their combined monthly
income is around Rs.50,000 a month. Her husband and son are responsible for running the
household’s kitchen and to pay for the children’s education. In the vicinity some people are very
poor work on daily wages but most of the people are well-off.
Her village is situated 10 km away from the BISP Divisional Office Zhob located at Loralai. Her
village has all of the essential living facilities like drinking water, electricity, a Basic Health Unit,
and schools for boy and girls.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, but in the second phase, she
was declared as an eligible beneficiary for the monthly cash grant. Taj Bibi’s name was noted
incorrectly on her Poverty Score Card (PSC) survey form as Taj Muhammad. She did not receive
any intimation letter regarding her selection for the program.
She was not familiar with the workings of BISP or the location of its offices, but she came to
know about it from after her son made enquiries on her behalf. All she knew about the
Programme was that the newly elected government had started it for the benefit of the poor people
of Pakistan. In March 2010, the BISP survey team visited her house and took all her information
after which she was given an acknowledgement slip.
At the time of the survey her husband gave all the relevant information to the survey team to fill a
form for Taj Bibi. She plans to spend the grant installments as and when she needs something.

3. How did the Complaint Emerge?
When the postman for the area started distributing money orders to eligible beneficiaries in the
area, Taj Bibi assumed that she would also start receiving installments. When she did not receive
any installments at her home, she sent her son to the post office to collect the payment. There he
was told that his mother’s name is not on the list of beneficiaries.
In May 2011, her son visited the BISP Divisional Office Zhob at Loralai and met with the
Assistant Complaints who sent her son to a net café to check his mother’s status online on the
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BISP website. He came to know that his mother is ‘eligible with a CNIC discrepancy’ because her
name has been written as Taj Mohammed.
Her son returned to the BISP Divisional office and submitted a copy of his mother’s CNIC to the
Assistant Complaints to have her data corrected.

4. Processing of the Case
a) Processing of the Complaint
Taj Bibi’s son visited the BISP Divisional Office in the 1st week of June 2011 and submitted
a copy of his mother’s CNIC with the Assistant Complaints, who entered it manually in a
complaints register.
The BISP Divisional Office Zhob sent her case, along with other grievance cases collected for
the month, to the Office of the DG BISP Balochistan in an email for processing in the last
week of June 2011. The DG’s office sent it back to Divisional Office saying that the BISP
Head Office in Islamabad is going to launch the CMS software soon after which all grievance
cases will be resolved at the local level. They were advised to wait for the CMS to be
launched.
b) Client’s Version
Taj Bib and her son were not familiar with the location of the BISP Offices or the redressal
process. One of her son’s friends, who is a social worker, helped them with registering their
complaint.
The Assistant Complaints registered the application for request of information update and
forwarded it with other complaints for the month of June 2011 to the BISP Divisional
Director Zhob with all month’s Grievance cases.
No acknowledgement slip was issued to the complainant to be used for reference in the
future. BISP Divisional Office Zhob forwarded the same with Grievance Cases from Zhob
division to the office of the DG BISP Balochistan in the last week of June 2011 for data
correction.
The complainant visited the BISP Divisional Office Zhob at Loralai 3 times for the follow up
of his mother’s complaint, but no reply received from the Office of the DG BISP Balochistan
for long time.
Her son spent Rs.200 on each visit to the BISP office. He travelled in his own car. The
Complaint’s Assistant said that the DG Balochistan sent it back to his office with instructions
to wait for the CMS to be me operational.
Though later her case was resolved, she was not satisfied with the BISP office staff in dealing
with the complaint. As of September 2012, two payments have been generated in her name on
28 March 2012 and 30 June 2012, respectively. Interestingly her payments have been
generated and not delivered yet but her name is not corrected in the BISP records.
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5. What we Learnt
Though later Taj Bibi’s case was resolved, she was not satisfied with the BISP office staff in
dealing with her complaint. As of September 2012, two payments have been generated in her
name on 28 March 2012 and 30 June 2012, respectively but not delivered yet. Interestingly, her
name is not corrected in the BISP records.
This case was related correction of name in the BISP Record. The BISP Divisional Office sent the
complaint to DG Balochistan for further process and her issue has been resolved as now and her
payments are being generated.
The prescribed BISP complaints process is based on electronic filing while the Complaints
Management System (CMS) is yet to be made operational in BISP Divisional Office Zhob. At the
time, the staff was maintaining the complaints record in manual files. They also prepared a
monthly summary of complaints for submission to higher offices. As of August 2012, the
Divisional Office at Zhob is using the CMS to resolve cases; they are also entering old pending
cases into the system to effectively resolve them.
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 a Social Worker.

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. Eligible beneficiaries
with or without discrepancy, needs to be informed about their status.
There is also 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.
The BISP office should process pending cases through CMS in order to clear the backlog.
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G-Q2-Balochistan-09
Missing CNIC
TajBibi
Baz Mohammad
Basti lohma Sayed Khan Tehsil Barkhan
56101-0509521-2
8.45
3247550
8th August 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, TajBibi is a 30 year old lady who has never been to a formal school for
education. She remains at her home to perform her household chores and take care of her
children. The beneficiary has 07 children (4 boys and 3girls). 3 of them are of school going age.
The beneficiary has a mud (katcha) small house with a boundary wall surrounding consisting of
1katcha room and 1 jhompri, 1 bathroom and a kitchen with very limited household and kitchen
items.
Her husband works on daily wages in the village and at times she also works with her husband in
the fields of her village; their monthly income is around Rs.8,000. Her husband and she are
responsible for running the household’s kitchen and paying for their children’s education. In her
vicinity, most of the people are poor and they work on daily wages.
Her village is situated 240 km away from BISP Divisional Office Zhob located at Loralai. Her
village has no essential facilities such as drinking water, electricity, basic health care or schools.
Her village is 27 km away from Barkhan city and the NADRA office.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the Parliamentarian’s phase for the BISP cash transfer
scheme, but in the second phase, she was declared an eligible beneficiary for the monthly cash
grant of Rs1,000. The beneficiary’s CNIC numbers were missing on her PSC survey form
because at the time of the survey she did not have an updated CNIC. She was not familiar with
BISP or the location of its offices, but she came to know about it from a her husband who made
enquiries in the area.
All she knew about the Programme was that the newly elected government had started it for the
poor and needy people. In March 2010, the BISP Survey team visited her house and took down all
the information about her home after which she was given an acknowledgement slip.
At the time of the survey her husband gave all relevant information to the survey team to fill her
form. She plans to spend the cash grant on food for her family.

3. How did the Complaint Emerge?
When the postman started distributing money orders to the eligible beneficiaries of BISP 2 nd
phase in her village, Taj Bibi thought that she will also receive money orders but none were
forthcoming. Her husband visited the post office to pick up the payment but he was told his wife
is not a beneficiary.
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In March 2011 her husband visit Barkhan City and met with the Field supervisor of BISP District
Barkhan in Al Madina Book Shop and checked his wife’s status at the book shop. He came to
know that his wife is eligible but her CNIC information is not present in the BISP database. The
Field Supervisor directed him to have a new CNIC issued for his wife and to submit it to the BISP
Divisional Office Zhob.

4. Processing of the Case
a) Processing of the Complaint
Taj Bibi and her husband applied for a new CNIC at the District Barkhan NADRA office in
the 1stweek of August 2011 and received her CNIC in the last week of August 2011. In the 1st
week of September 2011 the Barkhan Field Supervisor sent it to the BISP Divisional Office
Zhob with all the other cases from the last month.
The BISP Divisional office Zhob sent all grievance cases to the Office of the DG BISP
Balochistan by mail for further processing in the last week of September 2011. The DG’s
Office sent it back to the Divisional office and said that the BISP Head Office Islamabad is
going to launch the Case Managements System (CMS) after which all grievance cases will be
resolved at the Divisional level. Taj Bibi and her husband were not familiar with the BISP
Office or the redressal process, so they contacted an activist of the area to support them in
registering a complaint.
Since 20th March 2012, the Divisional Office staff has started using the CMS to solve such
cases. They are not entering pending cases such as Taj Bibi’s into the CMS. They are
expecting that all such cases to be resubmitted for them to be resolved. Hence there is no
progress on her case.
b) Client’s Version
After getting the CNIC from the NADRA office Barkhan The complainant filed his complaint
dated for the last week of August with the BISP Field Supervisor Barkhan District. The BISP
District Supervisor sent it to the BISP Divisional Office Zhob with grievance cases for the last
month in the 1st week of September 2011.
The complaint was registered in the complaint register dated for the 1st week of September
2011. Its acknowledgement slip was not issued to the complainant to be used as a reference.
BISP Divisional Office Zhob forwarded the same with Grievance Cases for Zhob Division to
the DG BISP Balochistan’s Office in the last week of September 2011for data correction.
The complainant visited the BISP Field Supervisor Barkhan twice to the follow up the
progress of his wife’s complaint, but no reply had been received from the DG BISP
Balochistan’s office and the case is still pending at the same stage. He spent Rs.200 on each
visit to the BISP Field Supervisor. And visited BISP filed supervisor above 4 times
The Complaints Assistant said that the DG Balochistan sent it back to the Divisional Office
with the explanation that BISP HQ is going to launch the CMS software then cases will be
resolved in Divisional Offices. The beneficiary was highly dissatisfied with BISP’s complaint
registration mechanism.
As on October 22, 2012, her case has not been resolved as the Divisional Office staff is
expecting all pending complaints to be resubmitted for processing under the CMS.

GHK Consulting Ltd.
J40252715

438

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Balochistan-09

5. What we Learnt
This case was related to new CNIC and the complaint was submitted to the BISP Field Supervisor
Barkhan and he sent the complaint to NADRA Office to update her CNIC. After 3 weeks, the
beneficiary received her updated CNIC from NADRA.
The prescribed BISP complaints process is based on electronic filing while the Complaints
Management System (CMS) which has been made operational at the Divisional Office but they
are not in the practice of processing pending cases through the CMS. The beneficiary is unaware
that the CMS is not operational and has not submitted a CMS based complaint as yet.
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.
At the BISP level, the Divisional Office Zhob located at District Loralai has appointed volunteers
in different locations who help the beneficiaries with 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 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.
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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G-Q2-Balochistan-10
Missing CNIC
Samina
Shahid Ali
Permanent Address: Pisnaijunubi ward No 6
GhulamSawarMohallaha Tehsil Pasni
52102-5084225-2
15.32
3875014
10th August 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary Samina, wife of Shahid Ali is a 26 year old woman who has never been to school.
She remains at her home to perform her household chores and take care of her children. The
beneficiary has 03 children (01 boy and 02 girls). One of whom is school-going. The beneficiary
has a small mud (katcha) house consisting of 1katcha room, 1 room made of timber, 1 bathroom
and a kitchen. They have very limited household furniture and kitchen appliances.
Her husband works on daily wages in Gawadar with a fishing company. His monthly income is
around Rs.7,000. Her husband is responsible for running the household kitchen and paying for the
children’s education. In this vicinity, most people are poor and work on daily wages.
Her home is situated 137 km away from the BISP Divisional Office Makran. Gawadar has most
living facilities like drinking water, electricity, a Basic Health Unit, and schools and colleges for
both girls and boys.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP cash grant scheme for the Parliamentarian’s phase,
but in the second phase, she was declared an eligible beneficiary for the monthly cash grant of
Rs.1,000. She was not familiar with BISP or the location of its Divisional offices, but she came to
know about it from a political worker of the area named Mosadiq.
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 Poverty Score Card (PSC) survey team visited
her house in Pasni and took down all her information after which she was given an
acknowledgement slip.
At the time when the survey was held, she was living at her permanent address, Tehsil Pasni, UC
Janubi, District Gawadar. She has been spending the cash grant instalments she received on her
children’s education, clothes and food for her house.

3. How did the Complaint Emerge?
In 2011, the postman started distributing money orders to the eligible beneficiaries of BISP 2 nd
phase in her village. Samina also thought that she would receive the cash grant, but she did not.
Afterwards, her husband visited the post office to pick up her payment, but he came to know that
his wife’s name was not on the list of beneficiaries.
Samina and her husband did not know about the BISP Office so they contacted an activist from
Pasni by the name of Mr. Mosadiq to support them in resolving the issue.
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After that, her husband visited the BISP office to get information about her status. He was told
that his wife’s payments had not been generated as at that time of the survey his wife’s CINC had
not been updated to show her current address. She was told to contact the NADRA office to have
her CNIC updated.
Samina’s husband, along with Mr. Mosadiq visited the BISP Divisional Office Makran to ask
about the non-payment of the BISP cash grants. At the BISP Office, they were told to get
Samina’s new CNIC from NADRA and submit a copy of it at the BISP office so her payments
could be issued.
Gawadar is 137 km away from BISP Divisional Office Makran, a trip for which her husband had
to pay more than Rs.600 for each visit that he and Mr. Mosadiq made to the BISP Office.

4. Processing of the Case
a) Processing of the Complaint
Samina and her husband applied for a new CNIC at the District Gawadar NADRA office in
the 1st week of June 2011. She received it in the last week of June 2011. In the 1 st week of
July 2011, her husband submitted a copy of it to the BISP Divisional Office Makranin
District Keach and her husband sent a copy of the complaint of Islamabad office on the same
day.
BISP Divisional Office Makran sent all grievance cases to the DG BISP Balochistan’s office
by mail for further processing in the last week of July 2011. However, the DG’s office sent it
back to the Divisional Office and said that the BISP Head Office in Islamabad is going to
launch the CMS (Complaints Management System) software after which all grievance cases
can be resolved in Divisional Offices.
The copy of the complaint sent directly to BISP Headquarters also and her issue was
addressed. Her CNIC information was updated and her first payment was delivered to her in
October of 2011. Up to October 2012, she has received 5 payments.
b) Client’s Version
The BISP Divisional Office Makran sent the application along with all cases for the last
month in the last week of July 2011. The complaint was registered in the complaints register
dated for the 1st week of July 2011. Its acknowledgement slip was not issued to the
complainant to be used as a reference. BISP Divisional Office Makran forwarded the same
with other grievance cases of Makran Division to DG BISP Balochistan Office in the last
week of July 2011for data correction.
Her Husband visited the BISP Office 3 times in this complete frame of time, for which he
incurred a cost of more than Rs.600 on each visit.
After submitting her application, for processing of her new CNIC information, she is happily
receiving her payments at her new address. She received her 1st instalment on 18th of
September 2011. However, she was not satisfied with the lengthy process. She has received
her 3rd instalment of Rs.2,000. Another instalment has also been generated on March 28,
2012 but is awaiting delivery. She is happy to get cash grant form BISP office she said it was
a big source of support to her family by BISP.
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5. What we Learnt
This case was related to an out-dated address on the beneficiary’s CNIC. The complaint was
submitted to the BISP Divisional Office Makran. The BISP Office sent the complaint to NADRA
Office to update her CNIC. After 3 weeks, the beneficiary received her updated CNIC from
NADRA.
The prescribed BISP complaints process is based on electronic filing while the Case Management
System (CMS) is yet to be made operational in the BISP Divisional Office Makran. Presently, the
staffs are maintaining the complaints record in files. They also prepare a monthly summary of
complaints for submission to the DG BISP Balochistan and higher offices.
The understanding of the beneficiary was very low regarding the complaint redressal while her
husband had learnt some of the process to lodge a complaint by the help of his village activist.
At the BISP level, the Divisional Office Makran located at District Keach has appointed
volunteers in different locations who support monitoring of the payment process and 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 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.
There is a need to create awareness amongst women regarding the cash grant programme
since it is especially designed to empower them.
BISP should formalise groups of volunteers to monitor the cash transfer and take complaints
from the beneficiaries to submit them to the BISP Divisional Office.
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G-Q2-Balochistan-11
Missing CNIC
Bibi Fatima
Bagh Ali
Basti Lodhiani Barkhan Tehsil Barkhna Sub
56101-9012795-8
3260178
3rd October 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bibi Fatima is a 38 year old woman who has never been to school. She remains
at her home to perform her household chores and to take care of her Family. The beneficiary has
05 children (03 boys and 2 girls). The beneficiary has small katcha mud house consisting of 2
katcha rooms, 1 Jhompri 1 bathroom and a kitchen with very limited household and kitchen
items.
Her husband and son work on daily wages in the fields surrounding the village and their monthly
income is around Rs.9,000. Her husband and son are responsible for running the households
kitchen. In her vicinity, most of people are poor, and they work on daily wages. In her home
another beneficiary Shaib Bibi is already getting cash transfers from BISP.
Her village is situated 288 km away from BISP Divisional office Zhob and 14 KM form Barkhan
City.

2. Receiver Woman/ Complainant 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 grant of Rs.1,000. At the time of the
PSC survey, she did not have a valid 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 April 2010, the BISP Survey team visited her house and took all
her information after which she was given an acknowledgement slip. She planned to spend the
cash transfers on her children’s education and food for her family.

3. How did the Complaint Emerged
In Barkhan, when the postmen started distributing Money Orders to the eligible beneficiaries of
her village, she thought that she would also soon receive money orders considering her to be
eligible. Eventually, her husband visited the post office to collect his wife’s payments. At the post
office, he was told that, as per their list, she was not an eligible beneficiary. He was advised to
visit the BISP Field Supervisor for more information.
When he met the BISP Supervisor for Barkhan he came to know that his wife is eligible but due
to missing CNIC on her survey form, discrepancy incurred.
Her Husband was guided by the BISP supervisor Barkhan to get his wife CNIC along with an
application in order to resolve the issue. Her village is 14 km away from Barkhan city where he
met with the Field Supervisor Barkhan.

GHK Consulting Ltd.
J40252715

443

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Balochistan-11

4. Processing of the Case
a) Provider’s Version
Her husband registered her complaint with the BISP Field Supervisor for Barkhan in the last
week of December 2011. That time Fatima’s complaint was sent to the DG BISP Balochistan
through the BISP Divisional Office Zhob in the last week of December 2011, but her
complaint was sent back to the Zhob Office with instructions that the Complaints
Management System (CMS), is soon to be made operational in Balochistan after which all
pending cases will be resolved at the Divisional level.
CMS training was given to Balochistan BISP Staff in the month of March 2012 but her
husband came to learn of this fact much later, from the Field supervisor Barkhan.
On 24th September 2012, her husband gave another complaint with a copy of his wife’s CNIC
processed through the CMS by the BISP Field Supervisor Barkhan. On the same day, 24 th
September 2012, her application was entered in the CMS and was forwarded for processing to
the BISP Divisional Office Zhob.
Her complaint has been resolved but payment is not generated as of October 24, 2012.
b) Client’s Version
Her Husband filed the complaint with the Field Supervisor Barkhan on 24 th September 2012.
The BISP Field Supervisor registered his application in the CMS on the same day, 24 th
September and sent it to the Divisional Office Zhob.
The complainant visited the BISP Supervisor Barkhan three times for the follow up of his
wife complaint in one month. Each time her husband was told that his wife’s case is still
pending and she will be a beneficiary soon. Her Husband spends Rs.200 on each visit to the
BISP office Barkhan.

5. What we Learnt
This case was related to ‘missing CNIC number on PSC survey form’ and the complaint was
submitted with the BISP Field Supervisor Barkhan. The BISP Supervisor entered it in the CMS
and forwarded it for processing but it is yet to be resolved.
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 had learnt some of the process to lodge a complaint from a political leader.

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 program under CMS.
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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 program in
general and the complaint mechanism in particular.
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G-Q2-Balochistan-12
CNIC update
Naimat Bibi
Mian Khan
Ghot Mir Hassan Dolat gharri Chatter Nasirabad
5340125593690
1.65
4218018
6th August 2012

1. Profile of the beneficiary/complaint
Naimat Khatoon is the 57 year old widow of Mian Khan, resident of Dolat Ghari, Village Mir
Hassan, Tehsil Chatter, District Nasirabad. She is the uneducated mother of eight children, seven
of whom are married. She is living with one of her sons in a small house made of mud and
bamboo consisting of three rooms, a kitchen and a make-shift bathroom. There are no proper
water or sanitation facilities. The village is surrounded by agricultural land.
She stitches peoples clothes for meagre wages and her sons are working on someone else's land.
They get paid in wheat in lieu of wages. One of her daughters-in-law, Gul Zadi, is also a BISP
beneficiary and has received three installments up to March 2012.

2. Relationship with BISPShe was not a beneficiary under the Parliamentarian phase. She knows this is a government’s
scheme for poor people; her neighbor who is already a BISP beneficiary told her so. When the
Poverty Score Card (PSC) survey was held in her village in April 2011, she had a form filled in
her name and was provided an acknowledgement slip. Her neighbor told her, “She will now be
receiving Rs.1000 per month from BISP”.
She had planned to buy a sewing machine first because her old one was obsolete and not working
properly. She wishes to earn money by herself so she wouldn’t be an additional burden on her
sons as they have their own families to look after. She thought the BISP cash grant will be a big
help for her in the future because she will not be able to earn money by stitching clothes
indefinitely.

3. How did the complaint emerge?
She believed that when she received her acknowledgement slip from BISP she became the BISP
beneficiary. Naimat Bibi did not receive her first payment when others in the neighbourhood
received it, so she asked her son to find out why she is not getting installments.
Her son visited the local Post office Nasirabad and asked from the postmaster who told him that
they have not received her money and he should check with the BISP office. He travelled to the
BISP District Office Nasirabad where, according to him, he was again told that BISP had no
information regarding her case. This implies that her status was not checked by the BISP staff. A
relative told him to give in a written compliant and register her case; he submitted his mother’s
complaint for “non-payment”, dated 11th September 2011 at the Divisional Office.
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4. Processing of the Case
a) Processing of the compliant
Naimat Khatoon’s son registered her complaint on her behalf on 11th of September 2011 at
the BISP Divisional Office Nasirabad. BISP staff registered her complaint in a register
manually maintained as the CMS had not been introduced yet. When her son visited the BISP
office again to follow up and know the status of his complaint, he was told that she has a
CNIC discrepancy. BISP staff guided him and asked to get a new CNIC issued from NADRA
in her name
When he received the new CNIC, he submitted a copy of it along with an application on the
18th of October 2011 to the Divisional Office. The case was then forwarded to BISP
Headquarters for data correction. The CMS has been operational at the Divisional Office
Nasirabad since August of 2012 and they are also resolving pending cases using the CMS.
b) Client's versionNamit Khatoon's compliant was submitted by her son on 12th September 2011 for nonpayment of her monthly instalment at the BISP Office Nasirabad. BISP staff looked into the
complaint and told Naimat Khatoon's son that there was a problem with her CNIC and sent
him to the local NADRA office to have a CNIC issued in her name.
Naimat Khatoon’s case was still pending as of the TPE team’s last visit. However, on 20th
February the beneficiary informed them that she had received her first payment. The issue
took almost 6 months to get resolved. But she was glad that she would be finally receiving
funds; her payments were shown as “generated on the website, although she was yet to
receive payments. Her son made two visits to the Office for the entire process on which he
spent Rs.800/- (Rs.400/ per visit).

5. What we learnt.
The beneficiary had a problem with an out-dated CNIC card which needed to be updated by
NADRA because of which her payment was delayed. After her son inquired about her case from
BISP they came to know that they needed to update the CNIC at NADRA. The BISP staff worked
very well with the beneficiary but the problem is that the beneficiaries are not informed of such
problem before hand so that it can be avoided and only after they have gone through the
complaint process do they come to know that there was a problem. The beneficiary is poor and
can’t afford visits to BISP Offices. She was excited to see that her payments were finally being
generated.

6. Recommendations



To improve communication between the beneficiaries and BISP staff they should also hire
female BISP staff.
When beneficiaries come with complaints, BISP staff should have any and all information in
the BISP database regarding their cases at the ready.
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G-Q2-Balochistan-13
Expired CNIC
Shar Bibi
Ghulam Nabi
Goth Mohammad Ibrahim Mengal Dara Murad.
5340281023842
Eligible household with discrepancy
3103700
9th February 2012

1. Profile of the beneficiary/complaint
Shar Bibi is a 70 year old lady who lives in Goth Mohammad Ibrahim Mengal, Dara Murad
District Nasirabad Tehsil Dera Murad Jamali. Her husband’s name is Ghulam Nabi. There are
fourteen members in her family including her daughter-in-laws and grandchildren. She has a
brood of 7 children; the youngest is 17 and eldest is 45. Three of her children work as farmers in
the fields and receive a nominal amount of R.2,000 per month each which is supplemented by
small amounts of wheat and rice during harvesting seasons. Two of her children live separately in
Naseerabad.
Shar Bibi and her large family lives in a small mud katcha house with a kitchen and a bathroom,
which lacks proper water and sanitation systems.
The area is basically agricultural and there are very limited public facilities that hardly cater the
needs of the residents. There is only one government school for both boys and girls, where they
share the same school building, but study in separate rooms as well as a basic health centre. Three
of her other family members, Zahida, Bafia and Bibi Waheeda are also BISP beneficiary, but
Bafia and Waheeda are not active beneficiaries as they required to submit CNIC in BISP.

2. Relationship with BISPShar Bibi was not a beneficiary under the Parliamentarian’s phase of the cash transfer scheme.
Initially, she was utterly unaware of the BISP scheme, its processes and the location of its offices.
She was identified as an eligible BISP beneficiary after the Poverty Score Card (PSC) survey of
April 2010. She received an acknowledgement slip for participating in the survey and at the close
of the survey she also received an eligibility letter. She did not, however, have a valid CNIC at the
time of the survey; her NIC was expired.
There are three more potentially eligible beneficiaries in her family of whom one woman, Zahida
is an activate BISP beneficiary. Shar Bibi says that the monthly cash grant will considerably help
her to meet her family’s expenses.

3. How did the complaint emerge?
On receipt of her eligibility letter Shar Bibi came to know that she was a BISP beneficiary. Shar
Bibi realized there was a problem when all other beneficiaries in her neighbourhood received their
monthly installments in the months of February or March 2011, but she did not.
After waiting for two months, she sent her son to Dara Murad Jamili Post-Office to enquire about
the problem. The post-office officials referred her son to BISP Divisional Office Nasirabad.
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Her son already knew about the complaint system and accordingly on 14th September 2011, he
lodged his complaint at the BISP Divisional Office Nasirabad. He was told at the BISP Office that
his mother has a CNIC discrepancy, and asked him to update her CINC in order to have her issue
resolved. He paid another visit on 20th December 2011 with the updated copy of her CNIC to
lodge a second complaint on her behalf.

4. Processing of the Case
a) Processing of the compliant
The first complaint was registered at BISP Divisional Office Nasirabad on 14 th September
2011 by her son. It was registered manually as the CMS was not active at the time. At the
time, BISP staff identified Shar Bibi’s issue; the CNIC under which she had been registered
was expired.
Her son was then referred to the NADRA office for having her CNIC updated. A second
application was lodged on 20th December 2011 along with a copy of her updated CNIC. This
was registered by the Complaints Assistant and forwarded to BISP Head Quarters on 27th
December 2011 for further processing.
Her case was not resolved when the TPE team re-visited Shar Bibi in the month of February
2012. However, as per her payment details on the BISP website; her cash has been generated
on 30th July 2012 and her 1st instalment of Rs.3000 has been drawn using her BISP Bank
Debit Card.
The CMS system is functional at the Divisional Office as of March of 2012. On 25th of May
2012, her case was resolved and her data was updated via CMS. At the time of registration of
her case, she was not given any acknowledgment of her complaint.
b) Client's version
Shar Bibi's Son submitted two applications on 14th September and 20th December 2011 for at
the BISP Divisional Office Nasirabad both were registered manually. Initially, she was not
aware of the problem and neither was her son.
When he registered her complaint at the BISP Office he came to know her the CNIC has been
expired due to that she was not receiving her BISP cash transfers. He was then referred to a
NADRA office for updating her CNIC.
The second application was lodged on 20th December 2011 along with a copy of updated
CNIC, which was later on forwarded to BISP Headquarters on 27th December 2011.
Her son visited the Nasirabad BISP Office, 7 times and had to bear Rs 700 in travel expenses
through various transport methods in total. Shar Bibi has since started receiving her cash
transfers. Now her BDC card has been issued and she also received her payments via BDC in
September 2012.

5. What we learnt
The monthly payments to the beneficiary were not being generated due a CNIC discrepancy, her
CNIC was expired. The problem was genuine in nature, but it took a lot of time, effort and
expense on the beneficiary’s part to resolve a minor matter.
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In her case BISP web site reflects the payment details of Zahida not Shar Bibi ( given below data
was taken from the website in September 2012 which shows Shar Bibi data but now it shows
Zahida details on the name of Shar Bibi if payment details are checked)

6. Recommendations




BISP needs to hire a female staff to fill the communication gap between the BISP and the
beneficiary.
It would be useful if eligibility letters detail any issues with a beneficiary’s eligibility so that
they may be able to resolve them effectively and without making multiple trips to BISP
Offices, first to make inquiries and then to have the issues resolved.
After receiving the Complaint, BISP should issue complaint acknowledgment to the
beneficiary for future reference.

GHK Consulting Ltd.
J40252715

450

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Case study Number
Nature of Case
Complainant/ Beneficiary
Wife of:
Address
CNIC Number
PSC form number
Case Study Date

Section 3 - Grievance Case Studies
G-Q2-Balochistan-14

G-Q2-Balochistan-14
Missing CNIC
Nasima Bibi
Allah Dad
Phari Mohalla Barkhan City Tehsil and District Barkhan, Zhob
56101-8335758-8
3691650
15th September 2012

1. Receiver Woman/Complainant Profile and Background Information
Nasima Bibi wife of Allah Dad is a 24 years old woman who is residing in Phari Mohalla
Barkhan City Tehsil and District Barkhan Zhob. She is an illiterate house wife. She has a small
family including her husband and a son.. She lives in a katcha small house consisting of 2 rooms,
a bathroom and a kitchen.
Her husband works as a daily wager in Barkhan city and his monthly income is around Rs.7,000.
Most of the people of the locality work as daily wagers because of illiteracy and less development
in the area.
The village she lives in is situated at a distance of 221 kilometres from BISP Divisional Office
Zhob which is located at Loralai. Her village has facilities like of electricity, Basic Health Unit
and drinking water. One of her family members, Noor Bibi is also an active beneficiary and she is
getting her payments on regular basis.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not declared eligible in the BISP Parliamentarian phase. She was declared
eligible beneficiary with discrepancy soon after the survey was done in March 2010. A Poverty
Score Card form was filled for the household by an enumerator, but could not register her CNIC
as she was not having her CNIC. She did not receive BISP intimation letter through which she
could be informed.
She was not familiar with BISP or the location of its offices, but she came to know about it from
her relatives. All she knew about the Programme was that the newly elected government had
started it for the poor people. She intended to utilize the cash transfer money in the household
expenditures.

3. How did the Complaint Emerge?
When Pakistan Post started distribution of cash transfer payments in Barkhan, Nasima Bibi was
also hopeful to receive the same. With the passage of time she started developing concerns about
her payment. At last her husband visited Pakistan Post office in June 2010 and inquired about the
payment in her name. The Pakistan Post staff told him that there is no money order in her name
available with them; they advised her husband to visit BISP Field Supervisor in this regard.
The complainant visited BISP Field Supervisor in Barkhan city where he sits in a public net café
(Madina net café). The BISP Field Supervisor informed the complainant that the CNIC of Nasima
Bibi was not entered in the PSC form which needs to be entered for the removal of discrepancy.
Nasima Bibi applied for CNIC in NADRA in July 2010 and after obtaining CNIC from NADRA
in the last week of August 2010, the complainant submitted her CNIC with the Field Supervisor
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BISP in Barkhan city at his sitting at Madina net café where the field supervisor usually sit for
dealing complaints.

4. Processing of the Case
a) Provider version
The complainant submitted her CNIC copy with BISP Field Supervisor Barkhan in first week
of September 2010 with a written application for updating her CNIC in her PSC form.
At that time in September 2010, CMS was not launched therefore her complaint was sent to
DG BISP Baluchistan for further process in first week of October 2010. Till June 2012
reference to her case, no action was taken. The complainant visited many times BISP Field
Supervisor for follow-up but there was no progress regarding his complaint.
On June 18 2012, the complainant visited BISP Field Supervisor Barkhan for follow-up. At
that time the CMC was launched in Barkhan thus the Field Supervisor lodged his complaint
through CMS on the same day. The Field Supervisor forwarded the complaint to BISP
Divisional Director Zhob. The BISP Divisional Director Zhob accepted the request for CNIC
updates and payment generated on 30 June 2012 on the name of Nasima Bibi, though yet to
be delivered as shown by BISP website when checked on 4th October 2012.
b) Client’s Version
The complainant, as per advice of the Pakistan Post staff, visited BISP Field Supervisor
Barkhan. The Field Supervisor asked him to submit CNIC of Nasima Bibi as it was not
entered in the PSC form at the time of survey. Nasima Bibi applied in NADRA for CNIC and
obtained it in three-four weeks’ time. The complainant submitted a copy of CNIC with the
Field Supervisor Barkhan city. The BISP Field Supervisor lodged his complaint in his
computer and told the complainant that his complaint has been forwarded to BISP Divisional
Director in Zhob.
The complainant visited twice the BISP Field Supervisor to know the status of the complaint.
Each time the complainant travelled through public transport which cost him Rs.30 for the
round trip. The BISP Field Supervisor informed the complainant at his last visit that payment
has been generated in the name of Nasima Bibi.

5. What we Learnt
The instant case is of the Missing CNIC nature. A complaint has been registered through CMS by
the field Supervisor and accepted by the Approver.
Her case took almost 2 years in manual system but under CMS her case was resolved within few
days.
In the instant case, the understanding of the beneficiary was very low regarding the complaint
management system, while the complainant had learnt the process to lodge complaint through
BISP Field Supervisor.
BISP Divisional Office had identified volunteers in different areas who guide the beneficiaries
about the various aspects of programme like eligibility status, complaint mechanism and
payments. These volunteers are much helpful to the BISP as well as beneficiaries.
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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 therefore beneficiaries should be communicated through intimation letters.
In Barkhan, there is no mechanism to inform beneficiaries how to make Eligibility Appeals.
The BISP staff also needs to be trained about the proper complaint registration mechanism
under the BISP program.
There is a need to create awareness amongst women regarding the cash grant programme.
BISP need to establish permanent and approachable office in each Tehsil to facilitate
complainants.
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G-Q2-Balochistan-15
CNIC Update
Gull Khatu
Pathan khan
Basti Lotni Tehsil Barkhan Sub
6510174634448
3828769
15th September 2012

1. Receiver Woman/Complainant Profile and Background Information
Gull Khatu (CNIC name Gull Khatoon) wife of Pathan Shah,42, is the resident of Basti Lotni
Tehsil and District Barkhan, Division Zhob. She is an illiterate house wife and remains busy in
her household chores. She has 3 children (2 boys and 1 girl). Her husband works on daily wages
in the village, and his monthly income is around Rs.6,000. Her Husband is the only earning
person of the family.
Gul Khatoon lives in small katcha house with no boundary wall consisting of 1 katcha room, 2
Jhompris, a bathroom and a kitchen. . Most of the people in the area are poor and work on daily
wages. Some time she also help her husband as labour, if she gets any an opportunity in the
neighbouring areas.
Her village is situated at a distance of 268 kilometres from BISP Divisional Office Zhob which is
located at Loralai and 67 kilometres from Barkhan city. The village where she lives lacks basic
facilities of life as for instance electricity, Basic Health Unit and drinking water facilities.

2. Receiver Woman/ Complainant Relationship with BISP
She was a potential beneficiary in the Parliamentarians’ phase and was receiving the payments
regularly. Her survey was done in March 2010 and Poverty Score Card filled for her by an
enumerator. She received an acknowledgement slip on spot. As a result of the survey, her
household was declared as eligible household with discrepancy. At the time of survey, her CNIC
number could not be entered due to some reason.
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 BISP was that the newly elected government had started it for
the poor people. She intended to spend the cash grant money for household expenditures as she
had done previously.

3. How did the Complaint Emerge?
Soon after the survey, Pakistan Post started distributing money orders among eligible
beneficiaries. She thought that she will receive cash grant because this grant is for poor. After
wait of sometime for payment delivery when the postman did not come to hand over the money
orders, her husband visited the post office. Her husband was told that she is not a potential
beneficiary as her money orders are not coming on her name.
Her husband inquisitively visited Barkhan and met with BISP Field Supervisor to check his wife
status. The BISP Supervisor checked Gull Khatu status through internet in a net café and
informed her husband that there is discrepancy in the household because at the time of survey his
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wife CNIC number was not entered. The BISP Field Supervisor guided her husband to lodge a
complaint for removing this discrepancy.

4. Processing of the Complaint
a) Provider version
The complainant submitted his complaint with copy of his wife CNIC to BISP Field
Supervisor on 8 May 2012 for removal of discrepancy. The Field Supervisor processed the
complaint though CMS on the same date of receipt. Date wise record of complaint receipts is
being maintained by the Field Supervisor in a file. The complaint is forwarded to Divisional
Director Zhob for approval which he accepted and her data was updated. Gull Khatu first
instalment is generated on 30 June 2012 but yet to be delivered as of 4 th October 2012, when
checked at the BISP website.
b) Client’s Version
After the BISP survey results, the declared people in the neighbourhood started receiving
payment through Pakistan post but Gull Khatu was not receiving. She asked her husband to
check with the post office. After checking with post office her husband visit Barkhan and
inquire about her payment status. The Field Supervisor in Barkhan city told her husband that
there is discrepancy, as at the time of survey her CNIC numbers were missing. The Field
Supervisor told him to lodge a complaint for updating her data in BISP data.
The complainant visited Barkhan through public transport with cost her Rs.600 for the round
trip. The complainant lodged a complaint on 8 May 2012 with the Field Supervisor Barkhan.
The field supervisor entered the information in his computer and told the complainant that his
complaint has been transferred to divisional director for Approver.
No acknowledgment slip was given to the complainant in return for his complaint. The
complainant visited twice for follow-up his complaint. The request has been accepted by the
approver and payment is generated on 30 June 2012 which was not delivered as of 4th October
2012 as shown by BISP website.

5. What have we learnt?
Gull Khatu’s complaint was about missing CNIC number in BISP records. BISP supervisor
lodged a complaint through CMS and forwarded it to Divisional Director Zhob in which she is a
potential beneficiary. The approver accepted the request and the payment started generated in the
name of beneficiary on 30 June 2012.
The prescribed BISP complaints process is based on Complaints Management System (CMS).
Presently, the staff is maintaining the complaints record in manual 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 mechanism while her
husband is bit familiar with the process to lodge a complaint through BISP field supervisor
At the BISP level, the Divisional Office Zhob located at District Loralai therefore teams of
volunteers at different locations help the beneficiaries in submitting their complaints at the BISP
Offices.
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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 beneficiaries. In Barkhan, there is no
system to inform beneficiaries how to register eligibility appeals.
There is a need to ensure delivery of the eligibility or discrepancy letters to the beneficiary.
The BISP staff also needs to be trained about the proper complaint registration mechanism
under BISP program.
There is a need to create awareness amongst women regarding the cash grant programme.
BISP mobile offices should be established with proper internet facilities.
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G-Q2-Balochistan-16
Missing CNIC
Dadee Bibi
Din Mohammad
Basti Zadin Doba Tehsil Rakni District Barkhan, Zhob
65101-5857143-4
3911617
16th September 2012

1. Receiver Woman/Complainant Profile and Background Information
Dadee Bb wife of Din Mohammad is a 40 years old woman who is the resident of Basti Zadin
Doba Tehsil Rakni District Barkhan, Zhob. She is an illiterate housewife and remains busy in her
household chores. . She has 10 children (5 boys and 5 girls). Only two of her children are going
to school. She lives in a small kaccha house consists of 2 kaccha rooms and a Jhompri. There is a
bathroom and a kitchen in the house
Her husband works as a daily wager but work opportunity is never certain. Her sons also help
support the family and work on daily wages like their father. Most of the people of the area are
working as daily wagers.
The village Basti Zadin is at a distance of 198 from BISP Divisional Office Zhob and 57
kilometres from Barkhan city. The village is under developed and there are no basic facilities like
easily accessible clean drinking water, electricity, basic health unit and school.

2. Receiver Woman/ Complainant Relationship with BISP
Dadee Bibi was not declared eligible beneficiary in the first phase of the BISP. In the 2 nd phase of
the program she was declared eligible with discrepancy, soon after her survey was done in spring
2010. The BISP survey team enumerator visited at her door step and collected her relevant
household information to fill her PSC form. Her husband gave information to the survey
enumerator. At the end she was given an acknowledgment slip on spot. She is not much familiar
with the cash transfer scheme. All she knew about the programme was that it is a sort of help for
the poor. She intended to utilize the Cash Transfer money for household needs.

3. How did the Complaint Emerged
Dadee Bibi considered herself eligible beneficiary because she was poor therefore she thought
that why she is not receiving the money while the rest of the eligible beneficiaries started
receiving the amount. In May 2012, her husband visited BISP Field Supervisor Barkhan to
enquire about the status of his wife that why she is not receiving the amount. The Field Supervisor
informed him that Dadee Bibi is an eligible beneficiary with discrepancy. The Field Supervisor
told her husband that his wife CNIC was not entered in the PSC form thus it needed to be entered
for the removal of discrepancy as Dadee Bibi CNIC was not issued by NADRA. The Field
Supervisor told her husband to visit NADRA and get his wife’s CNIC from NADRA.
Dadee Bb and her husband visited Tehsil Rakni NADRA office in the last week of May 2011 to
obtain her CNIC. It was only at the end of October 2011 that she obtained her CNIC from
NADRA office.
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The complainant visited again the BISP Field Supervisor in the first week of November 2011 and
submitted Dadee Bb’s CNIC to register a complaint.

4. Processing of the Complaint
a) Provider’s Version
In the last week of November 2011, the complainant Din Mohammad submitted CNIC of
Dadee Bibi. The BISP field Supervisor registered the complaint manually and sent to the
Divisional Director Zhob for further action. The complaint in question was sent back to the
same Field Supervisor by the office of the Divisional Director BISP once the complaint
management system was launched.
On 24 July 2012, the complaint was lodged through CMS and forwarded to the approver. In
the first week of August 2012, her request was accepted by the approver and thus she became
an eligible beneficiary of BISP Cash Transfer Scheme. Her payment box of MOs and Bank
Payment appears on the BISP website but still no amount generated as of 5th October 2012.
b) Client’s Version
The Field Supervisor Barkhan city informed the complainant that her wife’s CNIC was not
entered in the PSC form thus to remove the discrepancy her CNIC is needed to be submitted
with him. The beneficiary visited NADRA office along with the complainant and applied for
CNIC. After obtaining CNIC, the complainant submitted a copy of his wife’s CNIC with the
Field Supervisor. The Field Supervisor forwarded the compliant to BISP Divisional Office
Zhob.
The complainant visited 5 times to BISP Field Supervisor for follow-up but there was no
progress. The complainant travelled to Field Supervisor through public transport which cost
him Rs.400 for each round trip.
In her last visit to the Field Supervisor BISP in August 2012, the complainant was informed
that the approver accepted the request and the discrepancy has been removed. She was not
issued any acknowledgement of her complaint. The beneficiary is satisfied with the
complainant mechanism but she will be fully satisfied when she starts receiving the payments.

5. What we Learnt
The case was lodged manually but it was re-lodged after the CMS made operational. Her CNIC
update almost took 9 months since it was lodged manually. 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 field supervisor.
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.
She did not receive letters of intimation from BISP which could inform her of her discrepancy.

GHK Consulting Ltd.
J40252715

458

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Balochistan-16

BISP currently don’t have a permanent office where beneficiaries are catered, the BISP
representative sit in public net café.

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 or discrepancy letters to the
beneficiary.
The BISP staff also needs to be trained about the proper complaint registration mechanism
under the BISP program.
Every staff member’s performance should be monitored and incentivised in order to improve
the efficiency of the system.
There is a need to create awareness amongst women regarding the cash grant program in
general and the complaint mechanism in particular.
BISP needs to establish a permanent office or a mobile office with specified location along
with schedule where the beneficiary can find the BISP representative to enquire and process
complaints.
As the grievance redress therefore the amount should immediately be generated.
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G-Q2-Balochistan-17
Missing CNIC
Shameem
Noor Ahmed
Permanent Address: Killi Mohammad Shai Mastung
Temporary Address: Killi faizabad saryab road Quetta
5160285340894
30080618
24th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary Shameem Bibi, wife of Noor Ahmed, is 47 years old and has never had any
formal schooling. She remained at home to perform her household chores and to take care of her
children. The beneficiary has 8 children’s (3 boys and 5 girls), who are all enrolled at school.
The beneficiary has a small packa house taken on rent consisting of 3 packa rooms, 1 bathroom
and a kitchen with very limited household and kitchen items. Her husband is a government
servant in Quetta District and his monthly income is around Rs.8, 000. Her husband is responsible
for running the kitchen’s expenditure and the paying for the children’s education. Most of the
villagers are poor and work on daily wages; at private or government jobs like Shameem’s
husband.
Her permanent village (Killi Behram shai Mastung) is situated 515 km away from BISP
Divisional Office Lasbela located in Uthal. Her village has all essential facilities like drinking
water, electricity, a Basic Health Unit and schools for boys and girls.
2. Receiver Woman/ Complainant 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 cash transfer programme. The beneficiary’s CNIC
numbers were missing on her 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 after
her husband made enquiries in the village. 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 house in the summer of 2011, according to Shameem Bibi, and an
enumerator took 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?
After closure of the Parliamentarian’s phase, when 2nd phase of the cash transfer started the post
man of the area started distributing Money Orders to eligible beneficiaries. Shameem Bibi thought
that she would also receive instalments of the BISP monthly cash grant but she waited to no avail.
Her husband visited the post office to collect her payments but he was told that his wife is not a
beneficiary according to post office records. In March 2012, her husband met with the Mastung
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area Field Supervisor from the BISP Divisional Office Lasbela who checked his wife’s status on
the BISP website. Upon checking the BISP website he came to know that Shameem Bibi is
‘eligible with discrepancy’ and needs to submit a copy of her CNIC to the BISP Office to have the
discrepancy removed. According to the Supervisor, at the time of her husband’s first visit, the
details of Shameem’s CNIC were not present in the BISP database.
The Field Supervisor supports them in resolving the issue; he advised Shameem’s husband to get
his wife’s CNIC issued from the NADRA office and submit it to the BISP Divisional Office to
have her issue resolved.

4. Processing of the Complaint
a) Provider’s Version
Shameem and her husband applied for a new CNIC from the District Mastung NADRA office
in the 1st week of April 2012 and received it in the last week of April. They then went to the
Field Supervisor Mastung, on 10th May 2012, who sent in the copy of the CNIC along with an
application requesting her information be updated to the BISP Divisional Office Uthal upon
receiving it.
The Mastung Supervisor sent all grievance cases of Mastung District for the month of May to
the Office of the BISP Divisional Office located at Uthal. Sometime in the first week of June
2012, the case was received by the Complaints Assistant at the Office and entered into the
Complaints Managements System (CMS) with the ID 10014385. The case was forwarded for
approval to the Divisional Director who also processed the case.
Her case was processed within a very short time; within one week her case was resolved and
first payment generated on June 30, 2012 but not delivered until September 30, 2012.
b) Client’s Version
After getting the CNIC from NADRA, the complainant filed his complaint dated 10 th May
2012, with the BISP Field Supervisor Uthal District.
The BISP District Supervisor sent it to the BISP Divisional Office Lasbela with all cases for
the month in the last week of May. The complaint was entered in the complaint register and
her case was updated in CMS in the last week of May 2012.
No acknowledgement slip was issued to the complainant to be used as a reference.
The complainant visited the BISP Field Supervisor two times, at a cost of Rs.3500 each time
for the follow up of his wife’s complaint.

5. What we learnt
The Field Supervisor informed Shameem’s husband at the outset that Shameem’s CNIC info mas
missing in the BISP database. However, the sub-type of the complaints in the CMS system shows
that the issue was actually one of a ‘duplicate CNIC’, not a missing CNIC.
The BISP Office sent the complainant to the NADRA Office to have Shameem’s CNIC updated.
After 3 weeks, the beneficiary received her updated CNIC from NADRA.
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Presently the staff is maintaining the complaints record in the CMS system for resolving the all
CMS cases. They also prepare a monthly summary of complaints in an 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 husband had learnt about some of the process to lodge a complaint from the BISP Field
Supervisor. At the BISP level, the Divisional Office Kalat located at District Uthal has appointed
volunteers in different locations who help the beneficiaries in submitting their complaints at the
BISP Office.
It was difficult for a beneficiary to pay the high fare for traveling to divisional office.
The grievance has been resolved and the first payments has been generated on June 30, 2012 but
not delivered yet.
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.

6. Recommendations




There is a need to ensure delivery of the eligibility or discrepancy letters 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 and results of the complaints as well.
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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G-Q2-Balochistan-18
Eligibility appeal
Rabia Bibi
Aziz Ahmed
Mohallah Giawan Post office Kalat
5120127953982
19
4436357
26th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bibi Rabia, wife of Aziz Ahmed, is a 47 year old woman who has not had any
schooling. She remains at her home to perform her household chores and take care of her family.
The beneficiary has 08 children (02 boys and 06 girls). The beneficiary has a small mud (katcha)
house with boundary walls surrounding it. It consists of 3 katcha rooms, 1 bathroom and a kitchen
with limited household and kitchen items.
Her husband remains at home as well; only her son works on daily wages in the village and his
monthly income is around Rs.5,000. Her son is responsible for running the household’s kitchen.
In the vicinity, most of the people are poor and they work on daily wages.
Her village is situated 400 km away from the BISP Divisional Office Kalat located at Uthal. Her
village has essential living facilities like electricity, a Basic Health Unit, schools for boys and
girls and drinking water.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was included in the Parliamentarian’s phase of the BISP cash transfer scheme,
but in 2nd phase she was not declared for the monthly cash grant. Although she participated in the
Poverty Score Card (PSC) survey when it was held in her village, she was not selected because
her PMT score was above the cut-off for eligibility.
She was not familiar with BISP or the location of its offices, but she came to know about it from
her husband after he made inquiries in the locality. All she knew about the Program was that the
elected government had started it for the poor people.
In the summer of 2010, the BISP Survey team visited her house and took down all information
about her household after which she was given an acknowledgement slip. At the time of the
survey her husband gave all information to the survey team to fill her form. She plans to spend the
cash grant on her children’s education and food for her house.

3. How did the Complaint Emerge?
When the postman of District Kalat started distributing money orders to the eligible beneficiaries
of BISP’s 2nd phase she thought that she would also be receiving installments; because this grant
is for the poor and she assumed her payments would continue on from the 1st phase. No money
order was forthcoming.
Her husband visited the post office to get his wife’s payments but he come to learn that she is not
eligible for the programme. This fact was confirmed to her husband by the BISP Field Supervisor
Kalat who checked her status on the BISP website for him.
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Her son then visited Uthal city and met with the Field Supervisor and filed an application
requesting an eligibility appeal.

4. Processing of the Complaint
a) Provider’s Version
Bibi Rabia’s son gave in an application for eligibility on his mother’s behalf with the Field
Supervisor Kalat in Divisional office Uthal sometime in the second week of February 2012.
The prescribed BISP complaints process was not yet based on the electronic Complaints
Management System (CMS) at the time. Thus the complaint was entered manually in a
register on the same day. Staff of the office also prepares a monthly summary of complaints
in an Excel file and update the data for submission to higher Offices; the BISP staff sent
Rabia’s case to the DG BISP Balochistan in the last week of February 2012 for the approval
of her eligibility appeal, but her appeal was sent back to the Divisional office with instruction
to keep her case on hold till further orders.
Soon after the CMS became operational at the Divisional level, the case was processed along
with the backlog of other similar cases. According to BISP protocols, Divisional Directors
have discretion to add to the program those beneficiaries who have a PMT below 20. Being as
such, Rabia Bibi was selected for the program; her eligibility appeal was accepted.
On 1st August 2012, Rabia Bibi was accepted into the programme and her case was resolved.
However, as of 5th October 2012, no payment was generated for the PSC phase.
b) Client’s Version
After receiving this complaint BISP District Supervisor entered it in his system in the second
week of February 2012 in Kalat Divisional office. After receiving this complaint for
eligibility appeal, the BISP supervisor sent it to the DG BISP on 27th February 2012 in an
email. The case was sent back to the Divisional office. The complaint was entered on 13 th
February 2012 in a file for Appeal case in Kalat District by the Field Supervisor for Kalat.
In August 2012, her son revisited the BISP Office and was told that his mother’s appeal had
been processed and accepted by the Divisional Director and that’s she would start receiving
payments soon.
The complainant visited the BISP Divisional Office Kalat at Uthal twice for the follow up of
her complaint. Her son spent a total of Rs.5,000 on making repeat visits to the Divisional
Office.

5. What we Learnt
The understanding of the beneficiary was very low regarding the complaint redressal, although
her husband and son had learnt about some of the process to lodge a complaint from BISP field
supervisor.
At the BISP level, the Divisional Office Kalat located at District Uthal has appointed volunteers
in different locations who help the beneficiaries in submitting their complaints at the BISP Office.
Decision making discretion on eligibility appeals has been granted to Divisional Directors now
that the CMS is operational. Her payments have still not been generated as of the first week of
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Her appeal was first submitted in February of 2012 but seven months have elapsed and no
payment has yet been generated in her name for the PSC phase.

6. Recommendations



There is a need to create awareness amongst women regarding the cash grant program.
The most important need is to ensure a reliable survey mechanism and also ensure that the
beneficiaries’ information is entered accurately so that the deserving should not suffer.
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G-Q2-Balochistan-19
CNIC Update
Bibi Nadia
Mohammad wafa
Permanent Address: Killi Kwasam Mastung
Temporary Address: Killi shekhan karez Miana Mastung
5160252728902
30058184
26th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary Bibi Nadia, widow of Mohammad Wafa, is 27 years old and educated to the
primary level. She remains at her home to perform her household chores and take care of her
children. The beneficiary has 5 children (3 boys and 2 girls), who are all enrolled at schools.
The beneficiary has a small house consisting of 1 katcha room, 1 bathroom. There is no kitchen;
she uses the same room as a kitchen. The family has very few possessions. Her father is a
government servant in Mastung District and his monthly income is around Rs.12, 000.
When her husband passed away, Bibi Nadia’s father took responsibility for her and her family. He
is the sole provider for the family 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 Nadia’s father.
Her permanent village (Killi Kwasam Mastung) is situated 520 km away from BISP Divisional
Office Kalat located in Uthal. Her village has essential facilities like drinking water, electricity, a
Basic Health Unit and schools for boys and girls.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was included in the BISP Parliamentarian Phase, and in the second phase, she
was again declared an eligible beneficiary ‘with discrepancy’ for the monthly cash grant. The
beneficiary’s CNIC discrepancy was caused because her thumb impression was not verified
against the NADRA data base.
She was not familiar with BISP or the location of its offices, but she came to know about it from
her father who made enquiries in the village. All she knew about the Program was that the newly
elected government had started it for poor people of Pakistan. The BISP Poverty Score Card
survey team visited her home in summer 2010 and she gave all required information to an
enumerator who filled a form for her and gave her a slip of acknowledgement. She had a valid
CNIC at the time.
She plans to spend the cash grant on her children’s education and food for her family, so that her
father may be alleviated of some of the burden.

3. How did the Complaint Emerge?
When the phase one was completed and phase two started, the postman started distributing
Money Orders in November 2011 to the eligible beneficiaries of the PSC phase. Nadia Bibi
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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 father visited the post office to collect her payments but he was told that his daughter was not
listed as a beneficiary according to post office records. In December 2011, her father met with the
Mastung Field Supervisor at the BISP Divisional Office Kalat located in Uthal. The Supervisor
checked his Rabia Bibi’s status on the BISP website and found that she is eligible with
discrepancy. He advised her father to have a new CNIC made for Rabia Bibi and to submit a copy
of it to the Divisional Office along with a request that her information be updated. He identified
the issue as being caused because the thumb impression on her PSC form did not match the biometric records in NADRA’s database.
Mr. Abdul Rehman, the Field Supervisor for BISP supported them in resolving the issue; he
advised Nadia’s father to get his daughter’s CNIC issued from NADRA.

4. Processing of the Complaint
a) Provider’s Version
Nadia and her father applied for a new CNIC from the District Mastung NADRA office in the
1st week of January 2012 and received it in the last week of January. They then went to the
Field Supervisor Mastung who sent in the copy of the CNIC along with an application
requesting her information be updated to the BISP Divisional Office Uthal.
The Mastung supervisor sent all grievance cases of Mastung District to the Office of the BISP
Divisional office consisting at Uthal Balochistan, for further processing in the 1 st week of
February 2012. The complaint was entered manually into the complaint register dated for the
second week of February 2012. The case remained with the Divisional Office staff until
March 2012 until the electronic Complaints Management System (CMS) was made
operational at the Divisional Office Kalat located in Uthal.
As per the process of the CMS her case was entered in the CMS on 4th of April 2012. The
case was forwarded, electronically, to the Divisional Director who processed it further and her
case was resolved soon after. In June 2012 her first payment for the second phase was
generated.
b) Client’s Version
After getting a new CNIC from NADRA the complainant filed his complaint dated 04th
February 2012, with the BISP Field Supervisor Uthal District.
The complainant visited the BISP Field Supervisor one time, at a cost of Rs.3,500, for a round
trip. 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 4th of April 2012. She was not
given any acknowledgement or receipt against the complaint.
She was very happy about this and said, “It will once again be a big support for my family.”
Her village is 520 km away from BISP Divisional Office Kalat located in Uthal and her father
could not afford to pay the fare for the trip.
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Nadia and her father were not familiar with the BISP Office or the redressal process, so they
contacted an activist of the area to support them in registering a complaint.

5. What we Learnt
The BISP Office sent the complainant to the NADRA Office to have Nadia’s CNIC updated.
After 3 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 father had learnt about some of the process to lodge a complaint from a BISP Field
Supervisor. At BISP’s level, the Divisional Office Kalat located in District Uthal has identified
volunteers in different locations who help the beneficiaries in submitting their complaints to the
Office.
When she came to know her issue has been resolved and she would be getting her Cash payments,
in June 2012 her payments were generated by till date her payments were not delivered.

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 or discrepancy letters to the beneficiaries and should
introduce effective mechanism to information beneficiaries about 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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G-Q2-Balochistan-20
Missing CNIC
Abida
Hafiz U Allah
Basti Chandia Sibi
55302-5648365-8
3893339
25th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Abida Bibi is a 32 year old woman. She has not received any formal education.
She remains at her home to perform her household chores and take care of her family. The
beneficiary has 02 children (1 boy and 1 girl) 1 of whom is of school going age. The beneficiary
has a small mud (katcha) house consisting of 1 katcha room, a jhompri, a bathroom and a kitchen
with very limited household and kitchen items.
Her husband works on daily wages in the village and his monthly income is around Rs.6,000. Her
husband is responsible for running the household’s kitchen. In her vicinity, most of the people are
poor and they are predominantly labourers who work on daily wages. The village was one of the
flood affected villages in the district. Very few essential living facilities were available in the
village.
The village is situated some 19 km away from the BISP Divisional Office Sibi.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP cash transfer programme’s Parliamentarian phase,
but in the second phase, she was declared an eligible beneficiary for the monthly cash grant of
Rs.1,000. She was not familiar with the BISP cash transfer scheme or the location of its offices,
but she came to know about it from her husband, who made enquiries in the village in this regard.
All she knew about the Programme was that the newly elected government had started paying
money to poor people of the country; after “Bibi” was assassinated and this money was being paid
as charity on her behalf.
In April 2010, a BISP Poverty Score Card survey team visited her house and took down all her
information to fill out her form after which she was given an acknowledgement slip. At the time
she did not have a valid CNIC. She plans to spend the cash grant on her children’s education and
food for her house.

3. How did the Complaint Emerged
When postmen started distributing Money Orders to the eligible beneficiaries in Sibi, Abida
assumed that she would also soon be receiving money orders because she had had her Poverty
Score Card filled. She considers herself eligible by default as she is as deserving as any of the
other women receiving the MOs. Eventually her husband visited the post office to collect his
wife’s payments where he was told that his wife is not listed amongst the eligible beneficiaries. In
September 2011 he visited the BISP Divisional Office Sibi where he was told by the Complaints
Assistant that Abida was an eligible beneficiary ‘with discrepancy’ and must submit a copy of her
CNIC to have her discrepancy resolved.
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Abida’s husband was guided by the BISP Divisional Office Sibi to get his wife’s CNIC issued
from NADRA.

4. Processing of the Complaint
a) Provider’s Version
Abida applied for a new CNIC at the Sibi NADRA Office in the first week of September
2011 and got her CNIC in the last week of September 2011.
Her husband registered her complaint with the Complaints Assistant Sibi sometime in the last
week of December 2011. He registered the case manually and forwarded the same to the
office of the DG BISP Balochistan in the same week. However, her complaint was sent back
to the Sibi Office with instructions to await the activation of the electronic Complaints
Management System (CMS).
After CMS training was imparted to Balochistan BISP staff in the month of March 2012, the
Complaints Assistant of the Divisional Offices started processing another application that
Abida’s husband had submitted on 21st March 2012.
This application was entered in the CMS by the Complaints Assistant
number CMS ID(10007872) was issued to her on a small white page,
acknowledgement slip. On the same day her case was accepted and
Divisional Director Sibi. On 28th March, her 1st payment was generated
her issue was resolved.

and complaint ID
not on a uniform
processed by the
by BISP HQs and

b) Client’s Version
After getting her CNIC from the NADRA office Sibi, the complainant filled an application
with the BISP Complaints Assistant Sibi on 21st March 2012. The BISP Complaints Assistant
registered his application in the CMS and it was processed at all levels on the same date. Her
first payment was successively generated on the 28th of March.
Her husband, the complainant, visited the BISP Office Sibi twice for the follow up of his wife
complaint over a period of two months. In the month of March 2012 he came to know from
staff that his wife had become and a beneficiary and she will be getting cash grants of
Rs.1,000 each month.
Her husband spent Rs.200 on each visit to the BISP Office Sibi.

5. What we Learnt
This case was related to new CNIC and the complaint was submitted with the BISP Complaint
assistant Sibi. The BISP Office sent the complaint to NADRA Office to update her CNIC. After
one month, the beneficiary received her updated CNIC from NADRA office.
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 the CMS system.
The understanding of the beneficiary was very low regarding the complaint redressal system
although her husband learnt about some of the process to lodge a complaint from a local political
worker.
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The Divisional Office Sibi has appointed volunteers at different locations who help the
beneficiaries in submitting their complaints to the BISP Office.
The BISP office staff was very supportive to beneficiaries. They had started processing pending
cases from the time before the CMS was made operational. They, however, gave priority to her
case because she had also given in a 2nd application.
When team met beneficiary she was very happy as her issue was resolved and two of her
payments were generated and she was waiting for post man to deliver her payments , but as per
her current status one her payment has been simply tagged as ‘undelivered’ by Pakistan post .

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.
Every staff member’s performance should be monitored and may be incentivised to improve
the system efficiency.
There is a need to create awareness amongst women regarding the cash grant program in
general and the complaint mechanism in particular.
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G-Q2-Balochistan-21
Missing of CNIC data
Tahira
Safar Khan
Basti dhepal kalan Tehsil Sibi
55302-2143387-6
3277327
26th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Tahira, is a 25 year 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 only one
young son. She lives in a small mud (katcha) house consisting of 1 room, a bathroom and a
kitchen with very limited household and kitchen items.
Her husband is a labourer who works on daily wages in the village; his monthly income is around
Rs.5,000. Her husband is responsible for running the household’s kitchen. In the vicinity, most of
the people are poor and work on daily wages like her husband.
Her village is situated 19 km away from the BISP Divisional office Sibi.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the Parliamentarian’s phase of the cash transfer scheme, but
in the Poverty Score Card phase of the programme, she was declared an eligible beneficiary for
the monthly cash grant of Rs.1,000.
She was not familiar with BISP or the location of its offices, but she came to know about it from
her husband who got this information by asking around from different people in the village in her
house 3 other beneficiaries were also present but they were active members due to which he had
to get information from other villages regarding complaint registration and redressal. All she
knew about the Programme was that the newly elected PPP 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. She did not have a valid CNIC at the time.
She plans to spend the cash she receives on paying for her family’s basic needs such as food and
clothes for her child.
She lives in a joint family system and from her family there are 3 more beneficiaries in her house
who are all getting regular payments from BISP.

3.

How did the Complaint Emerge?
When the postmen started distributing Money Orders to the eligible beneficiaries in Sibi, Tahira
Bibi assumed that she would also soon be receiving money orders because she considers herself
to be eligible. Eventually, after a long wait, her husband visited the post office to collect his
wife’s payments. He was told that Tahira’s name is not in the list of active beneficiaries and that
he must contact the BISP Divisional Office for information.
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In December of 2011 her husband went to the BISP Divisional Office Sibi he came to know that
his wife is eligible ‘with a discrepancy’ caused because her CNIC data was missing on her PSC
form.
He was guided by the staff of the BISP Divisional Office Sibi to get his wife CNIC issued from
NADRA and submit it to the Office along with an application requesting her information be
updated on the BISP website.

4. Processing of the Complaint
a) Provider’s Version
Tahira and her Husband applied for a new CNIC at the Sibi NADRA Office in the last week
of January 2012, and got her CNIC in the 2nd week of February 2012.
Her husband registered her complaint with the Complaints Assistant Sibi on 14 th March. The
Complaints Assistant entered it in the CMS on 19th March 2012 and complaint ID number
CMS ID(10006031) was issued to her on small piece of white page, not on a uniform
acknowledgement slip. The complaint was forwarded to the Divisional Director for further
processing on the same date. It was approved and she became an active beneficiary on the
same date.
b) Client’s Version
After getting her CNIC from NADRA, Tahira’s husband filed an application with the
Complaints Assistant of the BISP Divisional Office Sibi which was entered on 19th March
2012.
He visited the Divisional Office Sibi twice in the course of the case; first for information and
then to follow up his wife’s complaint. He spent Rs.200 on each visit to the BISP Office Sibi.

5. What we Learnt
This case was related to missing CNIC information on Tahira Bibi’s PSC form. It was resolved
quickly and effectively using the electronic Complaints Management System.
Staff of the Divisional Office is maintaining complaint records manually in files as well as
preparing a monthly summary of complaints for submission to higher BISP Offices and for
updating the CMS system.
The understanding of the beneficiary was very low regarding the complaint redressal, although
her husband learnt about some of the process to lodge a complaint from a political worker.
The Divisional Office Sibi has appointed volunteers in different locations who help the
beneficiaries in submitting their complaints to the BISP Offices.
When the TPE team met the beneficiary and got to know last two payments were generated but
not delivered to her. Her current payment status shows she has received her first payment after 3
month, and her 2nd payment is still showing undelivered status

GHK Consulting Ltd.
J40252715

473

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Balochistan-21

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 program in
general and the complaint mechanism in particular.
Complainants should be issued complaint acknowledgment IDs for tracking purpose.
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G-Q2-Balochistan-22
Eligibility appeal
Rajo Bibi
Faiz Mohammad
Basti Manghani Tehsil Barkhan
56101-5782616-4
18.099
3844609
13th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Rajo Bibi is a 30 year old woman who has only been educated to the 4 th grade
level. She is a housewife who remains at her home to perform her household chores and take care
of her family. The beneficiary has 03 children (2 boys and 1 girl). Two of whom are of schoolgoing age. The beneficiary has a small mud (katcha) house consisting of 2 katcha rooms, 1
bathroom and a kitchen with very limited household and kitchen items.
Her husband works as a labourer on daily wages in the village and his monthly income is around
Rs.6,000. 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 like her husband.
Her village is situated 218 km away from the BISP Divisional Office Zhob located at Loralai. Her
village has most essential facilities such as drinking water, electricity and a Basic Health Unit.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the Parliamentarian’s phase of the BISP cash transfer
programme or during the 2nd Poverty Score Card phase. The beneficiary’s CNIC numbers was
only asked in the time of survey which she provided and her CNIC number was entered on her
PSC form.
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 BISP was that government has started a program to support poor
families of district Barkan. In March 2010, the BISP Survey team visited her house filled her form
and gave her a slip of acknowledgement.
She plans to buy new clothes and good food for her family if she avails the cash grant.

3. How did the Complaint Emerge?
When the postman for Barkhan started distributing money orders to the eligible beneficiaries of
BISP’s 2nd phase, Rajo Bibi assumed that she would also be receiving money orders.
Her husband visited the post office to get his wife’s payments, but he was told that his wife is not
a beneficiary., In June, her husband visit Barkhan City and consulted with the BISP Field
Supervisor for the area who told familiarized him with the system for ‘eligibility appeals’ that had
been put in place. Those beneficiaries who have PMT scores of below 20 may file appeals which
the Divisional Director has discretion to accept or reject.
On 24th July 2012 Rajo Bibi’s husband visited the BISP District Supervisor once again and
submitted to him an eligibility appeal on his wife’s behalf.
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4. Processing of the Complaint
a. Processing of the Complaint
Rajo Bibi and husband gave in an application for ‘eligibility appeal’ to the Field Supervisor
Barkhan and it was entered in the CMS system by the Field Supervisor, who also made a note
of the complaint in his register for records with CMS ID (10314304).
The prescribed BISP complaints process is based on electronic (CMS) at the BISP Divisional
Office Zhob and this appeal was entered in CMS system on 24th July 2012 and on the same
date this application was sent to the Divisional Director Zhob via the CMS. At the BISP
Divisional Director level her appeal was rejected.
b. Client’s Version
After receiving this appeal application BISP District Supervisor entered it in CMS on 24 th
July 2012 by the Field supervisor Barkhan. After receiving this appeal BISP Divisional
Director rejected it.
No complaint acknowledgement slip was issued to the complainant to be used as a reference
The complainant visited the BISP Field Supervisor Barkhan thrice for the purposes of this
complaint, but still she was not able to gain acceptance into the cash transfer programme. Her
husband spent Rs.300 on each visit to the BISP Field supervisor.

5. What we Learnt
This case was one of an eligibility appeal and her appeal was rejected by BISP.
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 although her
husband had learnt about some of the process to lodge a complaint from the BISP Field
Supervisor.
At the BISP level, the Divisional Office Zhob located at District Loralai has appointed volunteers
in different locations who help the beneficiaries in submitting their complaints at the BISP Office.

6. Recommendations


After filing the complaint, complainants should be given acknowledgments and complaint
resolution timeframe.
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G-Q2-Balochistan-23
Missing household
Ghulam Fatima
Mohammad Bux
Basti Manghani RakniTehsil Barkhan
6510148441718
3844615
13th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Ghulam Fatima is a 77 year old woman who has not had any schooling. She
remains at her home, but her age doesn’t allow her to perform household chores or to take care of
her Family. The beneficiary has 09 children (6 boys and 3 girls). The beneficiary has a small mud
(katcha) house consisting of 2 katcha rooms, 2 Jhompris, 1 bathroom and a kitchen with very
limited household and kitchen items.
Her sons works on daily wages in village and their combined monthly income is around Rs.8000.
Her sons are responsible for running the household’s kitchen. In her vicinity, most of the people
are poor and they work on daily wages. Her house was initially a ‘missing household’ in the
Poverty Score Card survey but was one of 8 families who were resurveyed.
Her village is situated 228 km away from the BISP Divisional Office Zhob located at Loralai. Her
village has most facilities like, electricity and a Basic Health Unit but they have to fetch water
from 5 Km away from the village; they don’t have drinking water facilities in the village.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP cash transfer programme’s Parliamentarian phase or
the 2nd PSC phase. Her house was missed out in the PSC survey held in 2010 in the area.
She was not familiar with BISP or the location of its offices, but she came to know about it from
her son. All she knew about the Programme was that it is fund for poor people of the area by the
government and Mr. Baz Muhammad; whom she felt has some personal involvement with the
cash transfer programme.

3. How did the Complaint Emerge?
After the postman for Barkhan started distributing money orders to other beneficiaries in the area
Ghulam Fatima also started expecting payments since she felt that she was also a deserving
beneficiary of the cash transfers programme.
Her son visited the post office to get payment on behalf of her mother but he come to learn that
her house is a ‘missing household’ in the PSC survey. Afterwards, her sons and a group of locals
who had also been missed organized themselves and met with Mr. Baz Muhammad an ex MNA
to ask him to support them in being included in a resurvey .
In May 2012 her house was surveyed and in result of that she was declared as an eligible
beneficiary. In her house, there are more 7 potential beneficiaries out of those 7 only Aashi Bibi is
an active beneficiary
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4. Processing of the Complaint
a) Processing of the Complaint
At the end of 2011, the beneficiary’s family, along with other missing households, contacted
the ex-MNA Mr. Mir Baz Muhammad to support them. Mr Baz Muhammad contacted BISP
Headquarters to look into the matter and in result of that the BISP Divisional Director Zhob
was directed to take necessary action regarding missing households.
In May 2012, a resurvey was done in specific villages of district Barkhan and Ghulam Fatma
house was also surveyed. She was registered on the form as the household’s head and was
also declared as eligible beneficiary.
Presently, the staff is also maintaining the complaints records in physical files. Ghulam
Fatima’s daughter Aashi Bibi who lives with her was granted eligibility to the programme but
still her payments have not been generated.
b) Client’s Version
After many applications were received at the BISP divisional Zhob for resurvey from
different areas of district Barkan after following the proscribed procedure of BISP in May
2012 house of Ghulam Fatima was surveyed along with the other 7 family members of
Ghulam Fatima, acknowledgement slips of Poverty Score Cards were also given to the
surveyed houses.
No acknowledgement slip was issued to the complainant for resurvey.
As a result of the resurvey appeal, her daughter Aashi Bibi is now an active beneficiary and
Ghulam Fatima’s name is still listed as contact BISP office. The complainant visited the BISP
Field Supervisor Barkhan for more than 5 times to follow the application. He spent Rs.30 on
each visit.

5. What we Learnt
This case was a ‘Missing Household’ which was accepted and her household resurveyed,
although her daughter is now receiving the grant instead of her.
The support of the ex-MNA expedited the process; BISP headquarters involvement made the
BISP team very active and the resurvey was carried out
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 resolving complaints using the CMS.
At the BISP level, the Divisional Office Zhob located at District Loralai has appointed volunteers
in different locations who help the beneficiaries with submitting their complaints at the BISP
Office.
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6. Recommendations




Every beneficiary must be considered important not only those who have access to the higher
authorities.
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. In Barkhan there is not system to inform beneficiaries who made request for resurvey.
BISP staff also needs to be trained about the proper complaint registration mechanism and the
BISP cash transfer program in general.
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G-Q2-Balochistan-24
Missing CNIC
Saeeda
Roza Khan
Basti Allah Abad Sibi City Tehsil sibi.
55302-5806107-8
3812361
25th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Saeeda is a 32 year old woman who has never had any schooling. She remains at
her home, performing her household chores and taking care of her family. The beneficiary has 04
children (03 boys and 1 girl) 1 of them is of school going age. The beneficiary has a small mud
(katcha) house consisting of 1 katcha room, 1 jhompri a bathroom and a kitchen. The family has
very few possessions.
Her husband works on daily wages in the village and his monthly income is around Rs.6,000. Her
husband is responsible for running the household kitchen. In the vicinity, most of the people are
poor and they work on daily wages like her husband. District Sibi is one of the flood affected
district of Balochistan and district Sibi has also hosted thousands of IDPs during the floods.
Her village is situated 19 km away from BISP Divisional office Sibi.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the Parliamentarian’s phase of the BISP cash transfer
programme, but in the second phase, she was declared an eligible beneficiary for the monthly
cash grant of Rs.1,000.
She was not familiar with BISP or the location of its offices, but she came to know about it after
her husband made inquiries. All she knew about the Programme was that the newly elected
government had started it for the poor people.
In April 2010, the BISP Survey team visited her house and took all her information after which
she was given an acknowledgement slip. She did not possess a valid CNIC at the time. She plans
to spend the cash transfers on her children’s education and food for her family.

3. How did the Complaint Emerge?
When the postmen started distributing Money Orders to the eligible beneficiaries in SIbi, Saeeda
thought that she would also soon be receiving money orders because she considered herself to be
eligible. None were forthcoming and eventually her husband visited the post office to collect her
wife payments. There, he came to learn that his wife is not on the list of eligible beneficiaries. Her
husband was advised and guided by the post office staff to visit the BISP Office located in Sibi
city for more information.
In September 2011, when her husband visited the BISP Divisional Office he was told that his wife
is eligible ‘with discrepancy’. He was told that he must submit a copy of a valid CNIC in
Saeeda’s name.
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Her husband was advised by the BISP Divisional Office Sibi to get the CNIC from NADRA first.

4. Processing of the Complaint
a) Provider’s Version
Saeeda applied for a new CNIC at the Sibi NADRA Office in the last week of September
2011 and received her CNIC in the 2nd week of October 2011.
Her husband registered her complaint with the Complaints Assistant Sibi in the last week of
December 2011. Saeeda’s complaint was sent to the DG BISP Balochistan’s office in the last
week of December 2011 but was returned to the Divisional Office with instructions to wait
for the Complaints Management System (CMS) to be made operational so that the case may
be resolved using the CMS.
Staff of the Divisional Office was trained to use the CMS in March of 2012, following which,
on 19th March 2012, her husband again visited BISP Office and gave in another application
to the same effect as his earlier one.
On the same date, 19th March 2012 her application was entered in the CMS by the complaints
Assistant and sent to the Divisional Director of Sibi, who accepted and approved it. Following
this, on 28th March her 1st payment was generated but undelivered. Later on 30th June 2012,
her 2nd instalment was generated but the BISP website shows that delivery of payment is not
made yet as of October 24, 2012.
b) Client’s Version
After getting her CNIC form the NADRA office Sibi, the complainant filed the complaint
with the BISP Complaints Assistant Sibi, but this was not processed. On 19th March 2012, she
gave another application to BISP Complaints Assistant and her data was entered in the CMS
on the same day and duly processed at all levels.
The complainant, her husband visited the Office in Sibi twice to follow up progress of his
wife’s complaint in a period of two months. In the month of March, he came to know that his
wife has become an eligible beneficiary and will be receiving an amount of Rs.1,000 every
month.
Her village is 19 km away from the BISP Divisional Office Sibi and her husband spent
Rs.200 on each visit to the BISP Office Sibi.

5. What we Learnt
This case was related to a missing CNIC number; it was submitted to the BISP Complaint
Assistant for Sibi. The BISP Office sent the complainant to the NADRA Office to have a new
CNIC issued in his wife’s name. The new CNIC information was submitted to the Office and the
case was resolved speedily once the CMS was made operational.
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 for updating the CMS
system.
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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 program.
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 program in
general and the complaint mechanism in particular.
Pending cases may also be addressed as beneficiaries had submitted applications for
discrepancy removal before March 2012.
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G-Q2-Balochistan-25
Data Entry Error
Rozal Bibi
Faqueer Mohammad
Basti Luni po Luni Tehsil and District Sibi
55302-0608486-8
3313980
27th September 2012

1. Receiver Woman/Complainant Profile and Background Information
Rozal Bibi wife of Faqeer Mohammad, 48, is a resident of Basti Luni Post Office Luni, Tehsil and
District Sibi. She is an illiterate housewife who remains busy in performing her household chores.
The beneficiary has 05 children (03 boys and 2 girls). One of her child is enrolled in a local
school. Her husband and a son work as daily wagers, who earn Rs 9,000 jointly.
The beneficiary has a katcha small house consisting of 2 katcha rooms, 1 Jhompri 1 bathroom
and a kitchen. The household has very few belongings. One of her another family member named
Jan Bibi is also BISP beneficiary and she was getting her payments by post and now she has also
made her BDC. In her vicinity, most of people are poor and they work on daily wages.
Her village is situated at a distance of 27 KMs from BISP Divisional office Sibi.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, but in the second phase, her
household was only declared as eligible soon after the survey of 2010 when her Poverty Score
Card form was filled.
In April 2010, the BISP Survey team visited her house and took all her information after which
she was given an acknowledgement slip. As a result of the survey, her household was declared as
eligible but with 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. She will spend the cash grant on her child
education and food for her house.

3. How did the Complaint Emerged
In Sibi, when the postmen started distributing Money Orders to the eligible beneficiaries. Rozal
Bibi thought that she would also soon receive money orders because she considered herself as
eligible. Eventually, her husband visited the post office to collect her wife payments but was told
her wife name is not in the list of beneficiaries, post office staff guided him to visit BISP office
and get updates in BISP office .
In October 2011, her Husband visited BISP Divisional office Sibi and met with the Complaint
Assistant, who checked her status. The Assistant Complaints told him that he would need to
update his wife CNIC as she is not a potential beneficiary and her name is available in the file of
an eligible household. Once her CNIC would be updated in system she would be declared as a
potential beneficiary. The BISP Divisional office Sibi staff guided her husband and asked to get
his wife CNIC issued by NADRA.
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4. Processing of the Complaint
a) Provider’s Version
Rozal Bibi and her Husband applied for a new CNIC at the Sibi NADRA Office in the last
week of October 2011, and got her CNIC in 2nd week of December 2011.
Soon after receiving the updated CNIC, her Husband registered her complaint with the
Complaint Assistant Sibi in the last week of December 2011. At that time, Rozal Bibi
complaint was sent to the DG BISP Balochistan office. The BISP Divisional Office Sibi
received the complaint that the CMS is going to be operational soon therefore the complaint is
to be lodged through CMS in BISP Divisional Office Sibi, hence the complaint was not
forwarded to BISP HQs for redressal.
In the month of March 2012, CMS got operational in BISP Sibi division and on 19th March
2012, her husband visited BISP Divisional office again and submitted another application for
updating her wife data. Her complaint was lodged through CMS with complaint ID 10006160
and on the same day, it was sent for Approver. The Approver accepted her request for CNIC
updates on the same day of complaint lodging. Though her CNIC has been updated, she still
awaits to be declared as a potential beneficiary.
b) Client’s Version
After getting CNIC form NADRA office Sibi, the complainant lodged the complaint twice,
manually as well through CMS.
The complainant visited the BISP Office Sibi two times for the follow up of his wife
complaint. In the month of March 2012 her husband came to know that his wife has been
announced as active beneficiary and she will get cash grant of Rs. 1,000. Her Husband spends
Rs. 200 on each visit to the BISP office Sibi.

5. What we Learnt
She has not been declared as a potential beneficiary despite she is married and her data updated
through CMS. This seems to be data entry error and, the same form number has been allotted to
two different beneficiaries.
She was told at the BISP Sibi Office that she has become an active beneficiary and she will soon
be getting cash grants but data entry error has not been removed due to which she is not been
declared as a potential beneficiary.
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 had learnt some of the process to lodge a complaint from a political leader.
At the BISP level, the Divisional Office Sibi is located at District Sibi has made volunteers in
different locations who help the beneficiaries in submitting their complaints at the BISP Office.
Besides CNIC update issue another problem found with this case, and the problem is data entry
error. Same form number has been allotted to two different households of different provinces; one
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in Sindh while the other one in Balochistan, which indicates that either the serial number issued
by BISP at times of survey printed double or the data entry operator have made an error.

6. Recommendations





BISP needs to send intimation letter to an eligible household to update them regarding their
status. The BISP staff also needs to be trained about the proper complaint registration
mechanism and the BISP program.
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 program in
general and the complaint mechanism in particular.
BISP needs to circulate the policy guidelines regarding potential beneficiaries and the
relevant offices should guide complainants accordingly in order to avoid unnecessary
expectation
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G-Q2-Balochistan-26
Duplicate Household
Mahfiza
Hidayat Ullah
Gazi post office Kharan, Tehsil and District Kharan
5130107634944
3671208
26th September 2012

1. Receiver Woman/Complainant Profile and Background Information
Mahfiza wife of Hidayat Ullah, 32, is resident of Gazi Post Office Kharan, Tehsil and District
Kharan. She is an illiterate housewife who remains busy in her household activities. She has 3
children (2 boys and 1 girl). Her husband is a daily wager who earns Rs 4,000 which is the only
source of income of the family. She is living in a small katcha house. The house has no boundary
wall consisting of 1 katcha room and a Jhompri. There is a bathroom in the house. The Jhompri is
used as kitchen.
The village she lives in is very remote and at a distance of around 1000 kilometres from BISP
Divisional Office Kalat and at a distance of 30 kilometres from Kharaan city. The village like the
other surrounding villages not yet electrified. There is no facility of health in the village and
people use to travel to Kharan city for any kind of medical assistance. Clean drinking water is not
available in the village. The available water will be caused for many serious health issues in
future for the villagers.

2. Receiver Woman/ Complainant Relationship with BISP
Mahfiza was included in the BISP Parliamentarian phase. In the 2nd phase, she was also declared
as a potential beneficiary. She was familiar with BISP and knew the location of BISP offices
which was told by her husband. All she knew about the program was that the newly elected
government had started it for the poor people.
In summer 2010, the BISP Survey team visited her house and took all her information after which
she was given an acknowledgement slips. At the time of survey her husband gave all information
to the survey team to fill the form. She intends that she will spend the cash grant on her children’s
and food for her house.

3. How did the Complaint Emerge?
When the postman of District Kharan started distributing money orders to the eligible
beneficiaries of BISP in 2nd phase, Mahafza also thought that she will also receive cash grant
because she was receiving the payment in the first phase of the program. After waiting for some
time, she sent her husband to visit post office where he came to know that due to duplication of
CNIC she is having discrepancy and that can be only rectified at BISP office.
Her husband visit Kharan city and met with Field Supervisor BISP and checked his wife’s status
in net café, he came to know that cash is not granted to them because they are having discrepancy
in their case. He was told that at the time of survey two forms were filled for Mahfiza. The Field
Supervisor guided him to lodge a complaint and cancel one of the PSC forms.
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4. Processing of the Complaint
a) Provider version
Mahfiza’s husband lodged a complaint in December 2011, with Field Supervisor Kharan, for
removal of the duplication by cancelling a form in which she was ineligible and mark her in
the form in which she was a potential beneficiary with discrepancy. The discrepancy was due
to duplication of form which could be removed by cancelling of her forms. After receiving
this complaint, BISP District Supervisor entered it in register on December 5 and submitted it
to the BISP divisional office.
In 2nd week of December 2011, the case of Mafiza was sent to DG BISP Balochistan for
further processing with other cases.
At that time CMS was not functional in the BISP office, so the case was processed manually.
Her complaint was pending for resolution in the backlogs, therefore soon after the CMS made
functional in March 2012, the complaint was re-lodged through CMS on 29th May 2012. The
complaint was sent for approval on the same day. The Approver accepted the request and her
duplication were removed. But she thought that her payment was to be generated as of 5th
October 2012.
b) Client’s Version
At the time of the survey Mahfiza’s poverty score card survey form was filled from two
different areas, therefore her payments were not generated. Her husband visit Kharan city and
met with Field Supervisor BISP and checked his wife’s status in net cafe he came to know
that her house is having discrepancy. He added, at the times of survey two forms were filled
for Mahfiza and therefore this discrepancy occurred. The Field Supervisor guided him to
lodge a complaint and cancel one of the forms.
On 5th of December 2011, her husband submitted a written complaint for removal of
discrepancy but no action was taken
The processing of her complaint took five months due to the fact that BISP staff had to wait
for the CMS to be made operational before they could process it. However, once the CMS
was active her issue was resolved very efficiently.
On 29th of May 2012, she gave another application to the BISP Filed Supervisor and her data
was entered in the CMS on same day and duly processed at all levels.
The complainant has visited two times to BISP field supervisor Kharan for the follow up of
complaint and has spent Rs.150 on each visit to BISP Field supervisor.

5. What we Learnt
This case was of Duplicate household as her two forms were filled in Kharan Districts and her
husband applied to cancel one form in which she was ineligible. Her case was processed without
giving 2nd application as BISP staff process the case to finish the backlogs they had.
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 District Office Kharan has made volunteers in different locations who help
the beneficiaries in submitting their complaints at the BISP Office.

6. Recommendations





There was no formal or informal communication from BISP to the beneficiary’s payment and
grievance cases.
There is a need to create awareness amongst women regarding the cash grant program.
The payment should be immediately be generated as her discrepancy is removed in May 2012
and still the website is not showing any payment status.
BISP needs to upgrade the CMS as cases are getting clear but their payment is not being
generated.
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G-Q2-Balochistan-27
Duplicate household
Marriam
Juma Khan
Ali Muhammad Bashwani Goth Kindyaro Uthal
5150550859900
3577000, 4352349
17th September 2012

1. Beneficiary/Complainant Profile/Background information
Miriam Bibi, the widow of Juma Khan is 67 years old. She is the mother of three children; two
sons and one daughter. Her eldest son is 33 years old, the 2nd son is 32 and her daughter is 30 year
old. She begs to feed her family. She said “I am not a beggar by choice. I did this for my children
because they were young when my husband died.”
She is illiterate but she tried to educate her sons, but unfortunately she only managed to support
up to their primary education due to financial constraints. She said, “I don’t want my children to
beg like I do”.
Both sons are married and living with their own families somewhere else but not with Mariam.
Mariam is living in Ali Muhammad Bashwani Goth Kindyaro District Lasbela Tehsil Uthal. She
shares her shack with her daughter; the area where they live consists of only katcha huts. Her hut
is made of old broken bamboos and dry banana leafs, and they have very few possessions. They
do not have a kitchen or bathroom, and there is no water supply. She fetches water from
somebody else’s tube well for drinking; if the tube well gets closed then they use rain water for
cooking and drinking.

2. Background of Relationship with BISP
Bibi Mariam was not included in BISP program under the Parliamentarian phase; she was initially
unaware of the BISP cash transfer scheme but she came to learn about BISP through her neighbor
Adam Khan who is a political activist of the area.
In April 2010, when the Poverty Score Card survey was held in district Lasbela her poverty score
card was filled twice, in two separate locations. She had a valid CNIC at the time. After the
survey, she was given an acknowledgement slip for her participation in the survey. She felt happy
and hopeful and planned to stop begging on the streets and reducing her reliance on charity.
She understood that the program was started by the government for the benefit of poor people like
her.

3. How did the Complaint Emerge
In the month of October 2011, the postman started distributing BISP cash transfer money orders
to the eligible beneficiaries in the area her neighbor informed her of such. She did not receive any
installments and grew worried; she informed her neighbor and requested him to help her.
Her neighbor, Adam Khan enquired about Mariam Bibi’s MOs at the Uthal Post Office verbally.
He was told that the post office had no MOs in Mariam’s name. On the same day, he visited the
BISP Divisional Office Kalat, located in Uthal which is 7kms from Goth Kindyaro.
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He then verbally enquired details from the Complaint Assistant at the Office who told him she is
tagged as having a “CNIC discrepancy”. After a week, he verified her CNIC details from
NADRA and discovered that there was no CNIC discrepancy; he had been misinformed by the
Complaints Assistant. Until March 2012, her status was not clear to staff at the Divisional Office
Kalat.

4. Processing of the Complaint
a) Provider’s version
Then political worker submitted a written application on Bibi Mariam’s behalf, along with a
copy of her CNIC on 10th November 2011. The Complaint Assistant registered her compliant
as one of a CNIC discrepancy and sent her case to BISP HQs for her data to be updated.
No action was taken on the complaint by BISP Has they were awaiting the Complaints
Management System (CMS) to be made operational at the Divisional Office. In March 2012
when the CMS was made operational at the BISP Divisional Office Kalat, the Complaints
Assistant checked her status once again and learnt that Mariam has been surveyed twice; on
form no 4352349 (ineligible household with discrepancy due to a PMT score of 32.89 which
is well above the cut-off for eligibility) and form no 3577000 (eligible household with
discrepancy). Her case was entered in the CMS on 04th July 2012 and on the same date, the
BISP Divisional Director approved her case for processing. Her form no 4352349 was made
invalid from the BISP database and she became an active beneficiary.
b) Client’s version
The political worker of the area and Mariam’s daughter visited the BISP Divisional Office
more than 4 times in this entire process up to the resolution of the case. On each round trip,
they spent Rs.60. After the complaint was received by the BISP Divisional Office, staff took
the necessary step and sent her case to DG BISP Balochistan for further processing, but no
action was taken till July 2012 when her case was taken from the list of pending cases and
was resolved using the CMS. She is now an active beneficiary.
She was very happy about her complaint’s resolution and she said, “The BISP program is a
big support for poor people, not just a big support for my family but this program has made
me more empowered at the house hold level and after getting the cash I will not be begging
anymore.”
Her village is around 7 km away from BISP Divisional Office Kalat located in Uthal. She said
she was not given any kind of acknowledgment against the complaint.

5. What have we learnt?
She was not clear about the poverty survey and at the time of the survey she had her PSC filled
twice in the hope of increasing her chances for eligibility. This caused her to be tagged as a
duplicate household and her MO’s were not generated.
At the BISP Office, prior to the introduction of the CMS system, staff was not clear Mariam’s
bibi issue properly? Once the CMS was made operational then staff was able to locate and
diagnose her issue accurately.
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The Complaints Assistant was working on pending applications and so her case was registered
around 10 months back and without having to resubmit a new application her case was taken up
and resolved.
Mariam’s case has been resolved but as per BISP website checked in November 2012, her maiden
payments are not generated in any mode of payment.

6. Recommendations






Beneficiaries don’t have knowledge where to submit grievance related complaints. They
should be given awareness in this connection.
BISP office should have full information regarding the case, so the beneficiary is informed
real cause of the discrepancy.
Beneficiaries like Mariam should be helped as a special case.
The communication gap between BISP and the beneficiaries should be bridged by employing
staff to spread awareness about the programme at regular intervals.
Complainants should be issued complaint numbers if not the acknowledmenet receipts.
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G-Q2-Balochistan-28
CNIC Update
Sahini
Ashiq Ali
Heikh Mitha Khan Kanwari
5150519800492
Eligible household with discrepancy
4215329
19th September 2012

1. Beneficiary/Complainant Profile/Background information
Sahini, wife of Ashiq Ali, is living in a joint family system consisting of 8 members; 4 males and
4 females. She is the 27 year old mother of a 3 year old child. She is a house wife. Due to
financial constraints and non-availability of schools nearby she could not go to school when she
was younger.
Sahini’s husband Ashiq Ali and his brother are fisherman, and they each earn around Rs.50006,000 a month. Even though her husband and his brother are both deaf and dumb they are earning
bread and butter for the family.
Goht Heikh Mitha Khan Kanwari is about 7km from the BISP Divisional Office Kalat located in
Uthal (District Lasbela). The main road going towards Goht Kanwari is smooth and good, while
inside the Goht all roads and tracks are broken.. There are a few katcha packa houses in the
village only. Sahini is living in 2 room’s, half katcha and half packa; with a kitchen and a
bathroom. The settlement has electricity and a proper water supply as well as schools for boys &
girls.
Two of her other family members Norah and Momel are also BISP beneficiaries, Momel was
also eligible beneficiary but due to discrepancy she was not getting payments in April 2012 her
discrepancy was removed, and now she is also an active beneficiary.

2. Background of Relationship with BISP
Sahini was not a BISP beneficiary under the Parliamentarian’s phase of the cash transfer
programme. She was aware of the BISP scheme because of her cousin who is also a BISP
beneficiary. When the survery team came to goht Kanwini, she approched a political worker to
help her have her form filled out for the Poverty Score Card survey. She was told by her cousin
that this is a scheme for poor people by initiated by the Government.
When the survey team came in the month of April 2010, her name and her two sisters-in-law’s
names were given to the political worker to have their forms filled out. She received an
acknowledgement slip at the close of the survey. She did not possess a valid CNIC at the time of
the survey. This caused her to be tagged as having a ‘CNIC discrepancy’ in BISP records.
The political worker told her that she would be receiving cash transfers of Rs.1,000 each month.
She planned to save it to pay for her son’s education.
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3. How did the Complaint Emerge?
In October 2011, when distribution of BISP cash grants started and her money orders were not
forthcoming she asked her father-in-law to make inquiries from the political worker.
He made inquiries from the Uthal Post Office, which claimed to have no record of her money
orders. Then the political worker got information from a BISP Field Supervisor who said she
needs to have her CNIC issued from the NADRA Office and then submit a copy of her new CNIC
to BISP to have her issue resolved.
She applied for a new CNIC from NADRA and after receiving it gave it to the political worker
who, on 2nd November 2011, again visited the BISP Divisional Office and submitted a copy of her
CNIC along with an application requesting her information be updated.

4. Processing of the Complaint
a) Processing of the Complaint
Sahini’s complaint was entered manually into the complaint register dated for the first week
of November 2011. The case was sent to the DG Balochistan and BISP HQs for an update on
this.
On 3rd of January 2012, she again submitted a reminder application via the political worker
which remained with the Divisional Office staff until March 2012 when the electronic
Complaints Management System (CMS) was made operational at the Divisional Office Kalat
located in Uthal.
In May 2012 when BISP team checked her status her status was already updated by BISP
headquarter and her discrepancy was removed and now she is an active beneficiary and her
first instalment was generated in June 2012.
b) Client’s version
After getting a new CNIC from NADRA the complainant filed his complaint form dated 2nd
November 2011 with the BISP Field Supervisor Uthal District.
The complainant visited the BISP Divisional office more than 8 times, each time at a cost of
Rs. 100 for the round trip. On 3rd of January 2012, the complainant submitted a reminder
application and in May 2012 BISP Divisional Office, staff when checked her status to update
her case her case was already solved by BISP HQ.
She is now an active beneficiary now and Rs. 3,000 have been generated in her name on June
30, 2012 but not delivered to her by Pakistan Post but in October 2012 she got her BDC and
received her 1st instalment of Rs. 3,000.
She was very happy about this and she said, “it will once again be a big support for my
family.”
Her village is 2 hours away from BISP Divisional Office Kalat located in Uthal and her
family could not afford to pay the fare for the trip repeatedly.
Sahini and her Husband were not familiar with the BISP Office or the redressal process, so
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they contacted an activist of the area to support them in registering a complaint.

5. What have we learnt?
This case was related to the missing CNIC number. It was submitted to the BISP Complaint
Assistant for Kalat Division, who sent the case to DG Balochistan and BISP HQs for further
processing, but no action was taken, in January 2012 beneficiary gave another application for data
updating but no action was reported to BISP divisional office or beneficiary.
In May 2012, when BISP divisional team took her application from pending cases so they came to
know her case has been resolved and now she is an active beneficiary.
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 for updating the CMS
system.
After CMS, mostly cases are being resolved and beneficiaries were happy as they were getting
quick result
Sahini belonged to a marginalized family, and her husband was physically challenged; the support
of the political worker allowed her to have her case resolved.
Appointment of volunteers by BISP is a big support for beneficiaries as it was seen beneficiaries
were lacking confidence by visiting 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. 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 program.
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 program in
general and the complaint mechanism in particular.
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G-Q2-Balochistan-29
CNIC Update
Noor Bibi
Zaman Khan
Raskho Eriekahalleg Tehsil Kharan District Kharan
5130162823054
4311043

1. Beneficiary/Complainant Profile/Background information
Noor Bibi is 82 year’s old blind woman. She is a wife of Zaman Khan who is blind too. She is the
mother of 6 children, 2 sons and 4 daughters. One son and 3 daughters are also blind although
they were not blind from birth. Her eldest son who has been blind from the age of 8 is now 42
years old.
Noor Bibi’s daughters and sons were all married; one daughter is a widow who is living with her
parents. One blind son has 2 children, but his wife has left him. These three are also living with
Noor Bibi. Since they are visually impaired they are dependent upon the kindness and help of
their neighbors and relatives, but in case no one is there to help them they cannot cook or take
care of themselves.
Most of their benefactors are themselves not financially well off and so they cannot help them
most of the time. Noor Bibi does not have any source of income; she is dependent on BISP cash
transfers, zakat and at sometimes on little bit financial help from her sons-in-law.
She is a BISP beneficiary from the Parliamentarian’s phase of the programme. One of her two
daughters had been declared eligible with a “CNIC discrepancy”. She is a resident of Raskho
Eriekahalleg District Kharan Tehsil Kharan (the area where atomic tests were conducted on 28th
May 1999). They are living in a katcha 2 room house, made of mud. They have no proper water
or sanitation facilities and they have very few possessions.

2. Background of Relationship with BISP
Noor Bibi has been a beneficiary since the first phase of the programme and was aware of BISP
since. She had been regularly receiving her cash transfer installments from the first phase. In the
month of April 2010, when the Poverty Score Card survey was conducted in her Tehsil she had
forms filled for herself and for two of her daughters. She had a valid CNIC at the time, which was
shown to the PSC enumerator, by a relative whom the enumerator interviewed for details about
Noor Bibi’s household. However, it later transpired that her CNIC number was not entered in the
BISP database.
While the PSC was being conducted, her son was told by a political worker who was there at that
time that BISP is scheme initiated by the PPP Government for the benefit of the poor. They were
given an acknowledgment slip as proof of participation. She had been spending previous
installments on food and her grandchildren’s needs and plans to continue to do so.

3. How did the complaint/grievance emerge?
When distribution for the PSC phase started she waited for her money order but nothing were
delivered to her. Her son asked their neighbor, who is also a BISP beneficiary, for information but
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the neighbor did not have any knowledge of the programme or complaint’s processes. Then her
son informed their relative Mr. Nadeem who helped them in this regard and became the
complainant on Noor Bibi’s behalf. Nadeem lives in Kharan which is 60 kms from Raskho.
Nadeem made inquiries at the Kharan Post Office but he was told the post office had no records
for Noor Bibi’s MO’s; they advised him to contact BISP for information. He met with the BISP
District Supervisor for the BISP Divisional Office Kalat who looked up Noor Bibi’s status on the
BISP website. He informed Nadeem that the issue was caused because her CNIC number was
missing in BISP’s database.

4. Processing of the Complaint
a) Provider’s version
In the summer of 2011 (the beneficiary could not recall the exact date) Noor Bibi gave a copy
of her CNIC to Nadeem to submit to the BSIP Field Supervisor Kharan. After receiving the
copy of her CNIC the Field Supervisor Kharan sent her case, along with other grievance cases
of Kharan District, to the BISP Divisional office Kalat located at Uthal in October 2011, for
further processing.
The complaint was entered manually into the complaint register and in the first week of
September 2011 her case was sent to the DG Balochistan and BISP HQs Islamabad for
updating of the data. Sometime in the beginning of 2012 her data was updated by BISP Head
Quarters and she became an active beneficiary.
In June 2012 he 1st cash grant was generated under the PSC phase, and successive
installments have been generated to her BDC account as well. On September 14, 2012, her
first payment was deposited into her BDC Card account, which was delivered to you in
August 2012.
b) Client’s version
The complainant visited the BISP Field Supervisor one time, at a cost of Rs.1500, for the
round trip. After the complaint was received at the BISP Divisional Office, staff took the
necessary step and forwarded her case in October 2011 to BISP the Divisional Office then
onwards, in November 2011, to the DG Balochistan and then BISP HQ Islamabad for data
updating.
She was very happy about having her issue resolved; she said, “It will once again be a big
support for our blind family.”
Her village is around 1,000 km away from BISP Divisional Office Kalat located in Uthal and
around 60 km from the District Headquarters’ in Kharan. She could not afford to pay the fare
for the trip.
She was of the view that she was not issued any acknowledgment against registering her
complaint.
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5. What have we learnt?
This program is a big support for a family who is totally dependent on the charity of others for
survival. In the absence of other social welfare programmes for the disabled, BISP cash transfers
are at least a source of financial support.
As per BISP team at Uthal Noor Bibi’s case was resolved and they are now working to address
her daughter’s issue; she had a CNIC discrepancy as well. Since the TPE team’s last visit, her
daughter’s discrepancy has also been removed and she is also now an active beneficiary.

6. Recommendations.




There should be separate counter for beneficiaries like Noor Bibi who have special needs and
their cases must be given top priority.
There should be proper waiting arrangement with drinking water facilities for beneficiaries at
Divisional Offices, especially considering the large distances they must travel from remote
areas in a large province like Balochistan.
The neediest of beneficiaries should have their transportation costs to the BISP Offices
subsidized, or perhaps BISP staff could visit their homes to avoid placing additional financial
strains on the beneifciaries.

GHK Consulting Ltd.
J40252715

497

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Case study Number
Nature of Case
Complainant/ Beneficiary
Wife of:
Address
CNIC Number
PSC form number
Case Study Date

Section 3 - Grievance Case Studies
G-Q2-Balochistan-30

G-Q2-Balochistan-30
CNIC updates
Naseema Bibi
Wali Muhammad
Killi Shayan Po District Kharan Tehsil Kharan
5130118009472
4410362

1. Profile of the beneficiary/complaint
Naseema Bibi wife of Wali Muhammad aged 35 is a resident of Kelli Shayan PO District Kharan
Tehsil Kharan. She is an illiterate housewife, not doing any work to generate income and just
looking after her children at home. She has eight children, four daughters and four sons. Her elder
child is ten year old while the youngest is two year old. She wishes her children to get education,
who are enrolled in a government school. Her husband is a daily wager and his monthly income is
Rs 4,000 which is not sufficient for the family of 10.
She is living in small two room’s katcha house made of mud. The house has akitchen and a
bathroom but no proper water runnel or sanitation facilities.
Nasseema Bibi does not have any source of income therefore she is dependent on BISP cash
grant. She planned to save this money to open a small shop in the village for her husband.

2. Relationship with BISPShe was not a beneficiary under the Parliamentarian’s phase. When BISP survey was done in
April 2010, her cousin facilitated filling her Poverty Score Card form. She received an
acknowledgement slip on the spot at her door step. As a result of the survey, she was declared as
a potential beneficiary for which, she received an intimation letter from BISP HQs.
She knew about BISP, that it is a government scheme to support poor people. She said “I am
going to save this money then I will open a small shop in the village for my husband, for the
betterment of my family”.

3. How did the complaint emerge?
She when received the intimation letter from BISP HQs, she was told by her cousin that she is an
eligible BISP beneficiary, and she will start receiving BISP cash grant of Rs. 1000/per month.
When the post office started distributing money orders among her neighbouring beneficiaries, she
inquisitively asked her cousin to check her payment from somewhere.
As her cousin knew the process, he therefore immediately met the BISP Field Supervisor Kharan.
The Field Supervisor told him that her CNIC number is missing and she needs to submit her
CNIC to remove the discrepancy.

4. Processing of the Complaint
a) Processing of the compliant
On 5th of March 2011, he submitted a copy of her CNIC with an application via Pakistan post
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to BISP divisional office. He kept reminding them by making telephonic calls. In September
2011, she submitted another application with the Field Supervisor upon his visit to the
complainant’s house.
The case was pending at DG Office Balochistan till CMS got operational in March 2012.
Therefore the case for CNIC update was lodged through CMS with complaint ID 10089041
on 10th May 2012under the policy of clearing the backlogs, . The Approver accepted the
request for CNIC updates and her grievance redressed accordingly. Her first MO of Rs 3,000
was generated on 30th June 2012 but as on October 24, 2012, she is still waiting to receive
the payment.
b) Client's versionThe complainant visited the BISP Field Supervisor one time by spending Rs.500 for the round
trip. After the complaint was received at the BISP Divisional Office, staff took the necessary
step and sent her case to DG BISP Balochistan for further process and her 2nd application was
sent in September 2011.
She was very happy about her complaint resolution and she said, “BISP program is a big
support for poor people not only she considers it a big support for her family but this program
has made me more empowered at house hold level.”
Her village is around 1000 km away from BISP Divisional Office Kalat located in Uthal and
it was not possible for her or her family members to visit BISP divisional office therefore her
complaint was sent via post .

5. What have we learnt?
Beneficiary was not familiar with redressal process therefore her relative helped her in processing
of the complaint.
The complaint was kept pending for almost a year till the CMS got functional and was then
lodged in May 2012.
There is no nearby BISP office; the BISP Divisional Office is at a distance of 1000 km from her
village.

6. Recommendations






BISP Divisional Office Kalat staff members may be increased as they are overburdened and
have plenty of such pending cases as a backlog.
BISP should ensure the delivery timings of intimation letters through which the beneficiaries
could be informed in due time.
There should be an awareness campaign through which beneficiaries know about the
complaint redressal mechanism.
There is a need to create awareness among women regarding the cash grant program and
CNIC updating process.
BISP should open its permanent offices in close proximities where the beneficiaries can easily
access OR a mobile office may be moved around in different clusters on specified days where
the beneficiaries can lodge their complaints and get the necessary information.
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G-Q2-Balochistan-31
Data Entry Error
Gul Seema
Abdul Waris
Dal Rehman Town Kullan no 2 District Kharan Tehsil Kharan
5130188057738
Eligible household
3061766

1. Profile of the beneficiary/complaint
Gul Seema, wife of Abdul Waris is the 26 year old mother 3 children (2 sons and a daughter). She
is an uneducated woman who wishes that all her children get the opportunities that she did not
have growing up. She lives in Dal Rehman Town Kullan No.2 Kharan Road District Kharan
Tehsil Kharan.
She is living in a joint family system, in a 5 room packa house with a katcha kitchen and a
bathroom. One room belongs to her nuclear family. They are fortunate enough to have proper
water and sanitation, and electricity. Her husband is working on daily wages, and his monthly
income is Rs.4,000 to Rs.5,000 per month. In her house, there are 4 other potential beneficiaries
Hafiza, Pari Gul, Naziyah and Jamal Khatoon. From those 4 beneficiaries, Hafiza was also having
discrepancy and her discrepancy was removed and now she is also an active beneficiary

2. Relationship with BISPGul Seema was not included in the Parliamentarian’s phase of the Cash transfer programme. She
has some awareness and understanding about BISP that it is a government scheme for poor people
because her mother was a beneficiary from phase 1, including her there are 4 other BISP
beneficiaries in her family.
She came to know through, a family member about the BISP Poverty Score Card survey (2nd
phase), which was held in the month of April 2010. She asked her brother to fill out a form for her
when the survey team visited their house. In the result, she was declared an eligible BISP
beneficiary but with a ‘CNIC discrepancy’. The Discrepancy arose because one digit of her CNIC
number had been entered incorrectly into the BISP database, possibly an error made by the
enumerator or by the data entry operator.
She said that she plans to use the cash transfer amount to supplement her husband’s income.

3. How did the complaint emerge?
Because she had received a PSC acknowledgement slip she assumed she was an eligible BISP
beneficiary. When no money order came to her name she discussed with her cousin who was
familiar with the complaint redressal process. Her cousin Abdul Bari, visited a BISP Field
Supervisor who told him about the discrepancy and advised him to submit a copy of Gul Seema’s
CNIC to have the issue resolved.
In August 2011, he sent an application requesting the discrepancy be resolved along with a copy
of her CNIC via post, addressing it to the BISP Divisional Director.
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4. Processing of the Complaint
a) Processing of the compliant
Gul Seema’s application was submitted with a CNIC copy of CNIC to the BISP Divisional
Office Kalat located in Uthal in August 2011. It was duly registered on the same day,
according to the BISP Complaints Assistant. He entered her complaint in complaint register
and all complaint was sent to DG BISP Balochistan for further processing. Before any action
was taken, in September another application was received by the Field Supervisor and this
had been also duly forwarded to the Divisional Office. However, her complaint was sent back
by DG BISP Balochistan with instruction to await the electronic Complaint Management
System (CMS) to be made operational after which all pending cases could be resolved at the
Divisional Level.
In March 2012, CMS was made operational in Kalat Division and her case was entered in the
CMS on the 31st of July 2012. Her case was accepted at all levels and was resolved speedily.
She is now an active beneficiary, and her case has been resolved. Her instalment of Rs.3000
has been generated on 14 September of 2012 but not withdrawn by her as of October 24,
2012.
b) Client's versionGul Seema’s application was submitted with a copy of her CNIC via post in August 2012 at
the BISP Divisional Office Kalat in the end of August 2011, which was registered for
processing at the BISP Complaints Assistant.
The complainant visited the BISP Field Supervisor one time at a cost of Rs.500 for the round
trip. After the complaint was received at the BISP Divisional Office, staff took the necessary
steps and sent her case to DG BISP Balochistan for further processing; her second application
was sent in September 2011 which was sent back with instructions after CMS all pending
cases will be addressed at Divisional Level.
In March 2012, CMS was operational in BISP Divisional office Kalat located at Uthal in the
month of July BISP staff took necessary steps as per CMS requirements, and her case was
resolved on 31st August 2012.
She was very happy about this, and she said, “The BISP program is big support for poor
people.”
Her village is around 100 km away from BISP Divisional Office Kalat located in Uthal and it
was not possible for her or her family members to visit the BISP Divisional Office so she took
help from her cousin and sent her complaint via post.

5. What have we learnt?
She used the Pakistan post for submitting her application and after delivery of her application, the
Divisional Office staff informed her via phone that they had received her application.
The beneficiary was not familiar with redressal process but her cousin was familiar with it. Her
case was resolved speedily once the CMS was made operational.
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6. Recommendations




It is recommended that the staff of BISP Divisional Office Kalat should be increased because
they are understaffed and due to that their work is being compromised and the beneficiaries
are suffering for it.
BISP should ensure it informs the beneficiary through letters regarding their eligibility or
discrepancy. Beneficiaries also need to be briefed about complaint registration mechanism.
There is a need to create awareness among women regarding the cash grant program CNIC
updating process.

GHK Consulting Ltd.
J40252715

502

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Case Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Address
CNIC Number
PMT
PSC form number
Case Study Date

Section 3 - Grievance Case Studies
G-Q2-Balochistan-32

G-Q2-Balochistan-32
CNIC Update
Humeeran
Muhammad Punhal
Bagan Baba Muhammad Aslam Mohla Jaffarabad
5320182458316
3332382

1. Profile of the beneficiary/complaint
The beneficiary, Humeeran is a 44 year old woman who has never had any schooling. She
remains at her home, performing her household chores and taking care of her family. The
beneficiary has 05 children (02 boys and 3 girls) 3 of whom are of school going age. The
beneficiary has a small mud (katcha) house consisting of 1 katcha room, 1 jhompri a bathroom
and a kitchen. The family has very few possessions.
Her husband and son work on daily wages in the village, and his monthly income is around
Rs.6,000 and they also get a small amount of wheat as in-kind payment. Her husband is
responsible for running the household’s kitchen. In the vicinity, most of people are poor and they
work on daily wages like her husband. District Jaffarabad was one of the most flood affected
district of Balochistan/ Pakistan
Her village is situated 26 km away from BISP Divisional Office Naseerabad.

2. Relationship with BISPThe beneficiary was not included in the Parliamentarian’s phase of the BISP cash transfer
programme, but in the second (Poverty Score Card) phase, she was declared an eligible
beneficiary for the monthly cash grant of Rs.1,000.
She was not familiar with BISP or the location of its offices, but she came to know about it after
her husband made inquiries in the locality. All she knew about the Programme was that this is
government‘s scheme for poor people and that the newly elected government had initiated this
programme.
In April 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 of the Survey, one digit of her CNIC
was missed out on her form by the PSC enumerator. She plans to spend the cash transfers on her
children’s education and food for her family.

3. How did the complaint emerge?
When postmen started distributing Money Orders to the eligible beneficiaries in District
Jaffarabad, Humeeran thought that she would also soon be receiving money orders because she
considered herself to be eligible. No postman knocked on their door so her husband visited the
post office to collect his wife’s payments. There, he came to learn that his wife is not on the list of
eligible beneficiaries. Her husband was advised and guided by post office staff to visit the BISP
Office located in Naseerabad city for more information.
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In December 2011, when her husband visited the BISP Divisional Office he was told that his wife
is eligible ‘with discrepancy’; caused because her CNIC number was not noted correctly at the
time of the survey. He was told that he must submit a copy of Humeeran’s CNIC to have the issue
resolved.

4. Processing of the Complaint
a) Processing of the compliant
Humeeran’s husband registered her complaint, requesting her CNIC information be updated,
with the Complaints Assistant Naseerabad in the last week of December 2011. Humeeran’s
application was sent to the DG BISP Baluchistan’s office in the last week of December 2011,
but was returned to the Divisional Office with instructions to wait for the Complaints
Management System (CMS) to be made operational so that the case may be resolved using
the CMS.
Staff of the Divisional Office was trained to use the CMS in March of 2012, following which,
her husband again visited BISP Office and gave in another application to the same effect as
his previous one.
On 29th of June 2012, her application was entered in the CMS by the Complaints Assistant
and forwarded to the Divisional Director for Naseerabad who accepted it as well. Following
this, from 29th of June 2012, she is now an active beneficiary although no payment has yet
been generated in her name as of October 24, 2012.
b) Client's versionAt the time of the survey Humeeran’s CNIC number was written 5320182458310 but her
correct CNIC number is 5320182458316. The processing of her complaint took four months
due to the fact that BISP staff had to wait for the CMS to be made operational before they
could process it. However, once the CMS was active her issue was resolved very efficiently,
but it has been months now the payment has not generated yet.
In March 2012, she gave another application to the BISP Complaints Assistant and her data
was entered in the CMS on 29th of June 2012 and duly processed at all levels.
The complainant, her husband visited the Office in Naseerabad 6 times to follow up progress
of his wife’s complaint in a period of 6 months. In the month of July, he came to know that
his wife has become an eligible beneficiary and will be receiving an amount of Rs.1, 000
every month.
Her village is 26 km away from the BISP Divisional Office Naseerabad and her husband
spent Rs.200 on each visit to the BISP Office Naseerabad.

5. What have we learnt?
This case was related to the incorrect entry of only one digit in complainant CNIC number. It was
submitted to the BISP Complaint Assistant for Naseerabad who sent the case to DG Balochistan
and BISP HQs for further processing but no action was taken until the CMS was made
operational. The new CNIC information was resubmitted to the Office and the case was resolved
speedily once the CMS was made operational.
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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 for updating the CMS
system.
After CMS, mostly cases are being resolved and beneficiaries were happy as they were getting
quick result.
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.

6. Recommendations





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 program.
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 program in
general and the complaint mechanism in particular.
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G-Q2-Balochistan-33
Missing household
Gul pari
Shah Mohammad
House No 243 Mohallah Killi Ghareeb abad Noshki
54102-1500111-8
27th September 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary Gul Pari, widow of Shah Mohammad was 77 years old and had never had any
formal schooling. She remained at her home to perform her household chores and to take care of
her children. The beneficiary had 8 children’s (5 boys and 3 girls), none of whom are enrolled at
any school; one of her sons was also physically challenged.
The beneficiary had a small katcha house consisting of 2 katcha rooms, 1 bathroom and a kitchen.
The family has very few possessions. Her son is working on daily wages and his monthly income
is around Rs.4,000. Her son is solely responsible for running the kitchen’s expenditure. Most of
the village people are poor and work on daily wages as labourers or at private jobs.
Her permanent address is Killi Ghareeb abad Noshki which is situated around 160 km away from
the BISP Divisional Office Quetta. Her village (killi) has essential facilities like drinking water,
electricity, a Basic Health Unit and schools for boys and girls.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the Parliamentarian’s phase of the cash transfer programme
or the 2nd (Poverty Score Card) phase. The beneficiary’s house was missed out during the PSC
survey. Team did not visit her home at the time of the survey in the end of 2010. She was not
familiar with BISP or the location of its offices, but she came to know about it from her son.
All she knew about the Programme was that the newly elected government had started it for the
poor people. When in the end of 2010, the BISP Survey team started the survey for eligible
beneficiaries that time the Gul Pari’s house and some other houses were not visited due to security
reasons; hence their forms were not filled.
This family was not surveyed and left in pending survey category and also no date for resurvey
was available on the BISP website. She had plans to spend the cash grant on her food for her
children.

3. How did the Complaint Emerge?
When the phase one was completed and phase two started, the postman started distributing
Money Orders to the eligible beneficiaries of the PSC phase. Gul Pari thought that she would also
receive instalments of the BISP monthly cash transfer but after a long wait she did not receive
any.
Her son visited the post office to get her payments but he was told that his mother is not a
beneficiary according to post office records. In March 2011 her son visited Quetta City and met
with the Field Supervisor of BISP Divisional Office Quetta, who advised him to check his
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mother’s status at a net café. Upon checking the BISP website, he came to know that his house is
a ‘missing household’ in the PSC survey.
The BISP Field Supervisor supported them in resolving the issue. He advised Gul Pari’s son to
get his mother’s CNIC issued from NADRA then submit one photo copy to the BISP Office with
an application requesting a resurvey.

4. Processing of the Complaint
a) Provider’s Version
Gul Pari’s son gave in an application requesting a resurvey of his killi in the 1st week of April
2011, to the Field Supervisor who submitted the copy of the CNIC along with the application
to the BISP Divisional Office Quetta. The complaint was entered in the complaint register
(but her details were not found in the register as claimed).
According to the staff at the Divisional Office Quetta they sent all grievance cases to the
Office of the DG BISP Balochistan, by mail, for further processing in the last week of April
2011, but no action was taken on her request.
Her son was regularly visiting the BISP Office, and in August 2011 he was given an
application form prepared by the e BISP team. He has to fill the form and needed to attach
copies of CNICs of his entire family. He did so and returned the form on the same date. A
number was given on this form (10124673), which when verified from the BISP website was
already given to a beneficiary from Sindh.
Still the case is pending and now the beneficiary has passed away, but her home has not been
resurveyed.
b) Client’s Version
The Gul Pari’s son filed his Mother’s complaint dated 11th April 2011, with the BISP Field
Supervisor Quetta District and submitted his entire family’s CNICs in August 2011 as well,
for further processing.
No acknowledgement slip was issued to the complainant to be used as a reference. The
complainant visited the BISP Field Supervisor six times, at a cost of Rs.1,000 for each round
trip, for the follow up of his mother’s complaint. His mother has now passed away; he very
disappointed with BISP. He said BISP is a good program for the poor, but the BISP staff is
not good.
Her village is around 180 kms away from BISP Divisional Office Quetta and her son cannot
afford to pay the fare for the trip.

5. What have we learnt?
Her case was not taken seriously and it was shelved by the BISP staff for reasons best known to
them. It appears that the complainant was only being humoured by the staff who never intended to
take any action on the case.
On her application, a number was added which was already issued to a beneficiary from Sindh.
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When team met her family of Late Gul Pari they very highly disappointed from the program and
said sorry you people are late to interview our mother.

6. Recommendations



BISP staff should be trained to handle all cases in the field, especially missing household
cases.
BISP staff should be trained regarding their responsibilities and must be trained to not leave
any appeal pending for long, already thousands of appeals and applications have been lodged
to the BISP Office Quetta but no action has been taken yet.
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G-Q2-Sindh-01
CNIC Update
Maryam Bheel
Khushal Bheel
Khushal Bheel
Usman Colony, Qaiser Khan village, Deh No. 107,
Purani Mirpur, Tehsil Hussain Bux Marri, District
Mirpurkhas
4410709995735
0355205
25th September 2012

1. Profile of the beneficiary/complainant
Maryam Bheel w/o Khushal Bheel is a 40 year old, illiterate woman. She works with her husband
on the fields, picking cotton seasonally, in order to support the household; they earn Rs.400 per
day and can barely make ends meet on this income. She has one son and three daughters, all of
whom live with her. She lives in a katcha house with an area of 90 sq. ft. The house consists of
one room – in one corner of the room there is a bathroom which is simply demarcated by a katcha
brick wall where open defecation is carried out and in the other corner there is a an open kitchen.
The Usman Colony in Qaiser Khan Village is comprised of 200 households. There are families
belonging to the Bheel, Kolhi, Meghwar and Aod kinship groups residing here – each with their
own mohalla. This village is located 6 km from Mirpurkhas city. The nearest school from
Maryam’s house is 2 km away while the nearest hospital is 7 km away.

2. Relationship with BISP
Maryam was found eligible for the BISP cash transfer scheme as per the Poverty Score Card
(PSC); her PSC form was filled out in early 2011. The surveyor visited her house at that time,
filled out her form and provided her with an acknowledgement slip. She was found to be a
potential beneficiary after the conclusion of the survey and received the BISP eligibility letter six
months after the PSC survey. Maryam referred to BISP as “Benazir’s scheme” to provide money
to poor women. According to Maryam, if she receives the cash transfers she will have her house
repaired and purchase food rations with it.

3. How did the complaint emerge?
When other women from her locality began to receive their BISP cash transfers, Maryam became
concerned about why she was not getting them and talked to her husband about this. Khushal
began to inquire about BISP and someone informed him that he should take copies of his and his
wife’s CNICs and the PSC survey slip, to the BISP Divisional Office.
Due to lack of money, Khushal had to travel to the BISP Divisional Office, Mirpurkhas – which is
9 km from his house – by foot in order to gain some information about his wife’s form. According
to him, the computer operator checked Maryam’s status on his computer and then asked him to
submit a copy of her CNIC.
Since he did not have copies of their CNICs at the time,he decided to visit the BISP office a
second time on 18th September 2012 and submitted the copies of Maryam’s CNIC, along with his
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own. On this occasion the Divisional Director informed him that he could call the BISP office in a
few days to find out the progress on Maryam’s case.

4. Processing of the complaint
a) Provider’s version
The complainant, Khushal, visited the BISP Divisional Office on 18th September 2012 with
an application letter, the BISP eligibility letter and copies of his and his wife’s CNIC. The
Assistant Complaint (AC)sat the BISP office registered his complaint in the Case
Management System (CMS) when these documents were submitted to him – he was also
given a CMS ID when the complaint was registered (ID#: 10540442). According to the
complaint handler there was a CNIC discrepancy – the beneficiary’s CNIC number had not
been entered at the time of the survey – which is why CNIC discrepancy evolved. After
updating and verifying the beneficiary’s CNIC, the AC forwarded the complaint to the
Supervisor/Assistant Director (AD) for approval. The AD verified the complaint immediately
and forwarded it for approval to the Divisional Director, who also approved this complaint
immediately. The complaint was also entered into the monthly summary register (an Excel
work sheet). The complainant was verbally informed while he was at the BISP Divisional
Office that the CNIC discrepancy had been removed – his application status appeared as
approved on the CMS website. He did not visit the office again after that.
b) Client’s version
The beneficiary’s husband, Khushal Bheel, submitted a copy of Maryam’s CNIC and an
application letter at the BISP Divisional Office on 18th September 2012 along with the BISP
eligibility letter. The AC registered his complaint, but according to Khushal, he did not
provide him with an acknowledgement slip nor did he inform him of the result of the
complaint. He was simply told that Maryam’s payments would arrive after two months and
that he should come to the office to collect it.

5. What We Learnt?
With the introduction of the CMS, complaint results are being generated quicker. This spares the
beneficiaries a lot of trouble and time. Previously, complaints were being entered into the internal
spreadsheets at the BISP Divisional Offices and were only shared with BISP Headquarters at the
end of the month – time delays are thus avoided with the introduction of the CMS. In this case we
observe a communication gap between the AC and the complainant, resulting in a discrepancy
between the provider’s version and client’s version of events. The CNIC discrepancy of the
beneficiary was immediately removed through the CMS, however this was not effectively
communicated to the complainant. He was simply told to come back after two months. Thus the
complainant was not informed of the status of his complaint or given any information regarding
the CMS ID – he might have been told this ID verbally (as per provider’s version) since he did
not have any documentation to this effect (as per client’s version). However, even though the
complainant was told to come back after two months, he was satisfied with the behavior of the
complaint handler. The complainant was not told about the mode of payment.

6. Recommendations


There should be an increased number of BISP Tehsil Offices in each division, so that
beneficiaries do not have to travel long distances to reach the Mirpurkhas Divisional Office.
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Beneficiaries should be provided with acknowledgement slips once their complaints have
been entered into the CMS so that they may effectively follow up on their complaint on the
next visit.
The beneficiaries should also be informed about the mode of payment.
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G-Q2-Sindh-02
Eligibility Appeal Case
Hamoon
Devji
Goth Shuja Muhammad Shah, UC Makhan Samon,
Tehsil and District Mirpurkhas
4410325181904
316588
23rd September 2012

1. Profile of the beneficiary/complainant
Hamoon w/o Devji, is a resident of Goth Shuja Muhammad Shah, UC Makhan Samon, Tehsil and
District Mirpurkhas. She is a 28 year old, illiterate woman who is also a house wife. She has two
daughters and one son – she cannot afford to send her children to school due to poverty.
Hamoon’s family is currently living with her parentsat Goth Baghan Wali, Pano Nau Dani,
District Mirpurkhas. Her family engages in seasonal labour as a result of which they frequently
migrate. They arrived here a month ago, as it is the picking season for cotton, and are living with
Hamoon’s parents for the season. After the season is over Hamoon and her family will return to
her permanent address, where she lives with her in-laws, at Goth Shuja Muhammad Shah.
Hamoon and her husband pick approximately 1 man (less than 40 kg) of cotton per day and earn
Rs.200 in daily wages.
Hamoon lives in a small hut with an area of about 80 sq. yards – sheshares this hut with her
family (husband and 3 children) along with her mother, father, 3 sisters and 4 brothers. There is
no proper structure for the bathroom and the kitchen: one small portion of the shack is used for
the kitchen and there is another small portion in the shack which has a covered wall and a curtain
around itwhich is used as a washroom. There is no gas available in this locality. They obtain
drinking water from a hand-pump installed for the entire village. They do not have any other
source of income at this time and due to the cotton picking season their routine expenses are being
met. Hamoon’s parents also engage in cotton picking.
This village has a population of around 200 people and consists of around 25 households. The
village is on 10 minutes’ walking distance from the national highway and the road from the
national highway to this village is not metalled. Buses going from Hyderabad to Mirpurkhas can
be caught from the national highway. Most of the people living here are engaged in seasonal labor
andwork on the landlord’s land. There are no educational or health facilities in this area.
Emergency medical cases are taken to Mirpurkhas city which is 6-7 km from the village.

2. Relationship with BISP
Hamoonwas not eligible for the Parliamentarian Phase of BISP nor is she a beneficiary of the PSC
Phase. The PSC survey took place in Hamoon’s area in July 2009. Her husband got her form
filled at their doorstep and the survey team gave them an acknowledgement slip. She was not
found eligible for the BISP cash transfers after the conclusion of the PSC survey. According to
the BISP website Hamoon’s status is “Ineligible household with discrepancy” but she thinks that
she should be a beneficiary of BISP and one of the local influential people told her that she could
still qualify for the cash transfers. Hamoondescribed BISP as “Benazir’s scheme” and said that
she heard that from a local landlord. When Hamoon was asked about the eligibility criteria of
BISP, she said “This is Benazir’s scheme for poor women, and I am a poor woman. I am
absolutely poor and that is why I am asking for Benazir’s money. This is my right. Everyone is
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getting this money. Why don’t I get it too? My children go to sleep hungry so if I get the BISP
money, I will feed my children and make my own house too.”

3. How did the complaint emerge?
Hamoon became concerned when after the PSC survey other women of the village started getting
BISP cash transfers butshe did not. After 3-4 months,Hamoon’s husband went to an internet café
in Mirpurkhas with the PSC acknowledgement slip to have her status checked. The internet café
operator checked the slip, gave him the BISP tracking form and told him to submit a complaint
application at the BISP Divisional Office inMirpurkhas.

4. Processing of the complaint
a) Provider’s version
Hamoon and her husband went to the BISPDivisional Office in Mirpurkhas and submitted an
application with copy of her CNIC and the BISP tracking form on 6th August 2012. The
application was received by the Assistant Complaints (AC). He tracked her form using the
PSC survey number on the slip and after determining her status (as ineligible) he registered
her complaint, in the CMS, as an eligibility appeal. He manually entered her CMS ID
10360848 in a register as well. He then forwarded the complaint through CMS on the same
day, 6th August 2012, to the supervisor who holds the charge of Assistant Director (AD) too.
The AD approved the case and sent it to the Divisional Director who also approved it.
According to the AC at the BISP Divisional Office Mirpurkhas, the Divisional Director then
sent this case to BISP Headquarters for approval through email - all of this happened on the
same day however, BISP Headquarters rejected the appeal. While this is not the BISP
standard procedure, the AC claimed that the appeal was rejected by Islamabad. The AC told
us that there are only three conditions under which eligibility appeals are approved: the
household must have a disabled individual, an individual over the age of 65, or there must be
more than 4 children in the household. As Hamoon’s case did not meet any of these criteria
her appeal was rejected.
b) Client’s version
After getting her PSC slip checked at an internet café, Hamoon and her husband decided to
submit their complaint at the BISP Divisional Office, Mirpurkhas, on the advice of the café
owner. According to Hamoon, she and her husband visited the BISP Divisional Office,
Mirpurkhas2 months ago. They do not remember the date of that visit but according to the
AC, they visited the BISP office on 6th August 2012 and submitted Hamoon’s complaint
along with a copy of her CNIC and the BISP tracking form. The AC received the complaint
but did not give her any receipt slip and verbally told her that her application will be sent to
Islamabad and she should revisit the office after 3-4 months to find out the status of the
complaint. According to Hamoon, her husband visited the office twice after that – theydo not
remember the exact dates. On the second visit the AC told him that the complaint had been
sent to Islamabad and they were still waiting for a reply. On the third visit the AC told him
that the appeal had been rejected and Hamoon would not receive BISP cash transfers.
The BISP Divisional Office is 7 km away from Hamoon’s house, and it takes one hour and
forty minutes to reach there. Hamoon went with her husband on the first visit and Hamoon’s
husband went there alone twice after that. The total cost for 3 trips to the BISP office was
Rs.270. After submitting the complaint they waited for a long time for a telephone call from
the BISP Divisional Office but they received none.
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5. What We Learnt?
After the launch of the case management system (CMS), all grievance complaints are entered into
it and immediate action is taken on them. However a register is also being maintained
simultaneously; the serial number, CMS ID, nature of discrepancy, date and beneficiary’s name is
manually entered into this register. An excel spreadsheet is prepared at the end of the month,
which contains all complaints received at the divisional office and this is sent to BISP
Headquarters, Islamabad through email.
According to the provider’s version obtained from the AC at the BISP Divisional Office
Mirpurkhas, this complaint was forwarded to BISP Headquarters through the CMS on the same
day but it took long for the appeal to be processed. However, according to the BISP standard
procedure, such CMS complaints are not forwarded to BISP Headquarters. This discrepancy
might exist because the AC had faulty information regarding the complaint processing procedure.
The complainant was not provided with a CMS ID when he registered his complaint.
Consequently, Hamoon’s husband had to make two follow-up visits to the Divisional Office
before the outcome of the complaint was shared with him.

6. Recommendations




Complainants should be provided with the CMS ID as acknowledgement once their
complaints have been entered into the CMS so that they may independently track the progress
on their case as well.
Complaint handlers at the BISP office should be trained in using CMS and understanding the
entire complaint registration and processing procedure so that they may provide accurate
information to the complainants regarding their complaint status
Complainants should be provided with a CMS ID or some form of acknowledgement so that
the BISP office can maintain a record and the complainant can track the progress of their case
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G-Q2-Sindh-03
Missing CNIC
Azra Parveen
Asadullah Unar
New Al-Madina Colony, Tehsil and District Larkana
4320333088110
8921162
29th September 2012

1. Profile of the beneficiary/complainant
Azra Parveen w/o Asadullah Unar, 35 years of age, is a resident of New Al Madina Colony,
District Larkana. She has studied till fifth class and can read and write. She is a housewife and has
6 children; 4 daughters and 2 sons. Three of her children go to school (2 sons and 1 daughter)
whereas the rest of them are too young to go to school. She lives in a 200 sq. yards plot with her
husband, 6 children, mother-in-law, sister-in-law and brother-in-law. Her brother-in-law and his
family have separate cooking arrangements. There are separate kitchen and washroom facilities in
the house. They all get drinking water from a hand-pump installed in their plot. Al Madina
Colony is an urban settlement with a population of about 1,500-2,000 people and around 250
households. The houses here are made of pakkabricks and the main road is ata walking distance.
There is a government primary school situated 1km from here. In case of illness or emergencies
the residents must go to Civil Hospital Larkana which is located 2.5 km from here. The BISP
Divisional Office is 5 km away.

2. Relationship with BISP
Azra Parveenwas not a beneficiary of theParliamentarian Phase of BISP. She told us that the PSC
survey was conducted in her area in Jan/Feb 2010.Her husband had her form filled out at their
doorstep and he was given an acknowledgement slip by the PSC survey team. She did not have a
CNIC at the time of the survey so her CNIC number was not entered into the PSC form. She
considers herself to be a BISP beneficiary as her brother told her that her name had been listed as
a BISP beneficiary after tracking her form on the BISP website at an internet café. HoweverAzra
did not receive any confirmation of eligibility from BISP. Regarding BISP, she knows that it is
“Benazir’s scheme” andshe heard about it through her neighbors and on the television. She does
not know about the eligibility criteria but she heard from the other women of her neighborhood
that money is being distributed amongst married and poor women. She said, “My husband is
unemployed and because of this reason I believe I ought to receive Benazir’s money.” She said
she would spend her cash transfer money to buy food and clothing for her children.

3. How did the complaint emerge?
Azra Parveen told us that5 monthsafter the PSC survey, other women from her neighborhood and
her own sister-in-law started receiving BISP payments. She was concerned about why she was not
receiving any money, even though she had a PSC slip, soshe thought about getting her PSC slip
checked somewhereandsubmittingan applicationin this regard. Her brother Janisar Qureshi (who
is a disabled individual) had her PSC slip checked from an internet café situated nearby and got a
printout of the BISP tracking form. Azra’s brother is an educated person and when he checked
Azra’s BISP tracking form himself and saw that she had a PMT score of 5.90 he knew she was
eligible for the BISP. However since Azra’sCNIC number was missing from the tracking form he
knew that there must be a problem.Azra did not have a CNIC at the time of the PSC survey,
which is why it was not entered into the PSC survey form. Janisar told Azra to get her CNIC
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made, after he checked her beneficiary details online at the internet café. Azra had her CNIC
made after that; it was issued to her in February 2011. Janisar knew where complaints are
supposed to be registered.

4. Processing of the complaint
a) Provider’s version
According to the AC at the BISP Divisional Office Larkana, Azra’s brother came to the
Divisional Officeon 24th April 2012 to submit her complaint. He submitted an application
there along with copies of Azra’s CNIC and PSC slip to the Assistant Complaints (AC). The
AC entered this complaint into the CMS and gave him a CMSID (10053301). Since the
beneficiary’s CNIC number had not been entered during the PSC survey this application was
registered as a CNICupdate which was approved on 24th April 2012 by the Supervisor/AD
and forwarded it to the Divisional Director who further approved it on 24 th April 2012.Thus
this complaint was entered and approved by all the concerned authorities on the same date
and the CMSshows her CNIC update status as accepted. This complaint was registered twice
into the CMS – the first time was on 5th April 2012 when it was rejected and the second time
on 24th April 2012 when it was approved. However the AC only informed us of one visit by
the complainant which was on 24th April 2012, even though information about both visits is
available on the BISP records (in CMS).
b) Client’s version
Azra had a CNIC discrepancy on her PSC form, which Janisar informed her about.
Subsequently she had her CNIC made in February 2011. According to the complainant,
Azra’s brother Janisar Qureshi, he visited the BISP Divisional Office Larkana for the first
time in February 2012 and submitted a complaint application along with a copy of Azra’s and
her husband’s CNIC. This complaint was manually recorded in a file by the AC. Janisar was
informed that the complaint had been registered but was not given any documentation as
proof. After a couple of months when Azra did not receive any response from BISP, she sent
her brother to the Divisional Office again on 24th April 2012. Janisar submitted another
complaint application but this time he provided a copy of only Azra’s CNIC and her BISP
tracking form to the AC. This complaint was entered into the AC’s computer but once again
he was not provided any acknowledgement slip and was told that the complaint would be
resolved and the beneficiary would receive her payment in a couple of months.
There was still no response from the Divisional Office after a few months so Janisar went to
check the status of Azra’s complaint in August 2012. He did not submit any documents on
this visit and he was informed by the AC that there was a problem with the verification of the
beneficiary’s finger-print which is why the complaint was taking so long to be resolved. He
was not asked to submit another copy of her CNIC and was told to come back and check in
15-20 days.
Janisar then visited the Divisional Office again in September 2012. The AC asked him for
Azra’s CNIC number; he entered it into his computer, checked her status and told him that the
beneficiary will receive her payments soon and did not give a specific timeline. This was his
latest visit to the BISP office. The BISP Divisional Office is 5 km from the beneficiary’s
house and it costs each person Rs.100 for a round trip.
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5. What We Learnt?
According to the provider’s version, this complaint was updated through CMS on 24 th April 2012;
action was taken on it on the same date and the CNIC update status appeared as approved.
However according to the client’s version, he was not informed that the complaint had been
approved and each time the complainant went to the BISP Divisional Office Larkana he was told
that the beneficiary would receive her payments soon.
Moreover there was no record of the 4 visits made by the complainant to the BISP office. The
complainant was not provided any acknowledgement slip for any of the visits, whereas the AC
informed us only about onevisit; even though the BISP website has a record of 2 complaints; one
registered on 5th April 2012 and another one on 24th April 2012. As a result of this there is a vast
difference between the provider’s version and the client’s version of events.
According to the payment details of the beneficiary, payment of Rs.3,000 has been generated by
BISP as a first installment in June 2012 but the beneficiary has not received it as of October 7,
2012, nor was the complainant informed about it on the visits he made to the BISP office after
June.

6. Recommendations






BISP should provide eligibility and discrepancy letters to eligibility at the earliest
BISP should maintain a record of each visit made by complainants, and for grievance cases
provide CMS ID’s to the complainant after entering their complaints
Complaint handlers should provide accurate information to complainants regarding the status
of their complaints so that they do not waste time and money in making multiple trips to the
BISP office
In this particular case, according to the payment details of the beneficiary, her first installment
of Rs.3,000should be delivered to her immediately
The BISP Divisional Office should inform the beneficiary about her generated MO and she
should be advised to go to the nearest post office to receive that moneyor she be informed her
about the mode of payment.
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G-Q2-Sindh-04
Missing CNIC
Shabana
Allah Warayo
Allah Warayo
Village Muhammad WarisBugti, Post
DilshadDak, Tehsil and District Sanghar
44203266552104
2034774
28th September 2012

Office

1. Profile of the beneficiary/complainant
Shabana w/o Allah Warayo is a 32 year old, illiterate woman who is a resident of Goth
Muhammad Waris Bugti. She is a housewife and has 2 sons and 1 daughter; both her sons attend
school. Her brother-in-law and mother-in-law are also living with her in a small, katchahut. There
is no washroom facility and they defecate in open –There is no proper kitchen – one corner of the
hut is used for cooking purposes. There is no water supply and they have to go to the village on a
daily basis where a hand-pump is installedto obtain water for their various needs. Shabana’s
husband, Allah Warayo, works on the land of the local landlord as a laborer and earns
approximately Rs.250 per day. He does not own any land and there is no alternate source of
household income for them therefore they have great difficulties in making ends meet. Goth
Mohammad Waris Bugti has a population of around 500 people with 15 households. Most of the
residents here belong to the Bugti tribe. There isno school or hospital in this village;the children
of this village go to a school in Dilshad Village to study. Shabana’s sons go there too. Patients
have to be taken to a hospital in Sukkur in case of illnesses or emergencies. According to
Shabana,all of the houses in this village are made of mud and are very small. Most of the people
living in this village are engaged in daily wage labour.

2. Relationship with BISP
Shabana was not a beneficiary of the Parliamentarian Phase of BISP. The PSC survey was
conducted in her village in 2009 but Shabana does not remember the month. When the survey
team came to Goth Muhammad Waris Bugti they camped at the village autaq (guest room)and
Shabana’s husband, Allah Warayo,had her form filled out there; he was also provided an
acknowledgment slip after the form was filled out. Shabana did not have a CNIC at the time and
so her CNIC number was not entered into the PSC survey form. Shabana did not know much
about BISP except that it is a cash assistance program for the poor. Shabana said that if she
receives the BISP cash transfers she wouldhave her own house built with it.

3. How did the complaint emerge?
Shabana became concerned when some months after the PSC survey other women in her village
began receiving BISP money and she did not. According to Shabana’s husband, Allah Warayo, he
went to the Sanghar Omni shop to register a complaint in this regard but he was told to register
his wife’s CNICat the BISP Divisional Office Mirpurkhas. Shabana did not have a CNIC at the
time and she one made in June 2011 from NADRA. He then went to the Divisional Officeto
submit copies of Shabana’s CNIC and PSC survey slip.
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4. Processing of the complaint
a) Provider’s version
According to the complaint handler (AC), this complaint was received at the BISP Divisional
Office Mirpurkhas on 17th September 2012. He informed us that there was a CNIC
discrepancy – Shabana’s CNIC number had not been entered into the PSC survey form. Allah
Warayo, Shabana’s husband, submitted copies of Shabana’s CNIC and PSC slip and the AC
entered this complaint in the CMS. The CMS ID for this complaint was10531200.Then this
compliant was forwarded to the Supervisor/AD who approved it and forwarded it to the
Divisional Director and he approved it on the same date as well. In this way the CNIC
discrepancy was resolved on the same date.
b) Client’s version
According to Allah Warayo, Shabana’s husband, he visited the BISP Divisional
OfficeMirpurkhas around 4 months ago for the first time. He does not remember the exact
date but it was probably in April/May 2012. He submitted copies of his wife’s CNIC and PSC
survey slip.The AC at the Divisional Office registered her complaint but no receipt of that has
been given to him. According to Allah Warayo he was not told at that time when this
complaint will be resolved.
When he did not hear back from them he visited the Divisional Office again 2 months laterin
July/August 2012 and presented the same documents but he was not told when the complaint
would be resolved. Then he visited the Divisional Office for the third time on 17 th September
2012. On this occasion his complaint was entered into the CMS and the AC told him that his
wife will start getting her payments soon. He has not visited since then. The BISP Divisional
Office is 60 km from his village and it takes around 2 hours to travel there by bus, costing
Rs.600 per person for a round trip. According also paid Rs.40 to a commercial agent outside
the Divisional Office for his assistance.

5. What We Learnt?
In this case,it isobserved that Allah Warayo made 3 visits to the BISP Divisional Office
Mirpurkhas in order to register a complaint. On his first 2 visits his complaint was not entered into
the CMS, instead it was manually entered into a register as well as an Excel spreadsheet. This is a
monthly summary sheet and after around 100 complaints have been received, or a month has
passed, this sheet is forwarded to the BISP Headquarters. With the introduction of the CMS cases
are getting resolved quickly. However in this case the complainant was not given an
acknowledgement slip (on any of his 3 visits) or a CMS ID so that the complaint progress could
be tracked. Moreover he was not informed about when the complaint would be resolved and
payments to the beneficiary would begin. This case appears resolved according to the CMS
tracking information, since the update request is shown as approved, however the beneficiary’s
payment details are not appearing on the BISP website (as checked on 16th Oct 2012) indicating
that the discrepancy might not have been removed and her payments may not have been generated
yet.

6. Recommendations


Beneficiaries should promptly be provided with eligibility or discrepancy letters so that they
may take immediate action
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Complaint handlers at the BISP offices should provide complainants with acknowledgement
slips/CMS IDs so that they may independently track the progress as well as to maintain a
record of the complainant’s visit
Complainants should be provided accurate information regarding the resolution of their
complaints so that they do not waste time and money in making multiple trips to the BISP
offices
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G-Q2-Sindh-05
CNIC Update
Ruqayya
Chanasar Khan
Village Dafar Boharh, Tehsil Qamberali Khan,
District Qambar Shahdadkot
4340206860000
12065931
1st October 2012

1. Profile of the beneficiary/complainant
Ruqayya w/o Chanasar Khan is a resident of a small village Dafar Boharhin District Qambar
Shahdadkot. She is 37 years old and an illiterate housewife with 4 sons and 3 daughters.
Ruqayya’s husband, works as an agricultural laborer on a landlord’s land to earn a livelihood for
his family. Ruqayya’s house, made of mud, consists of 2 rooms,one of which is occupied by
Ruqayya’s family and the other by her mother-in-law and brother-in-law. Ruqayya’s brother-inlaw also works as an agricultural laborer on the same land that Chanasar works on. Due to heavy
rainfall last season, Ruqayya’s roof was destroyed. Ruqayya’s house has no proper structure for a
washroom or kitchen; one corner of the house is used as a kitchen.There is no gas available here.
Dafar BoharhVillage is 20 km away from Qambar Shahdadkot city and it consists of
approximately 200 households.

2. Relationship with BISP
Ruqayya was not a beneficiary of the Parliamentarian Phase of BISP. According to Ruqayya, the
PSC surveytook place in her area in mid-2010 when there were mega floods forecasts. Her
husband had her PSC form filled out and received an acknowledgment slip. Only her name was
entered into the PSC survey form and that too had a discrepancy.Ruqayya claims that if she gets
financial assistance from BISPshe will use it to mend her roof and purchase important household
items. Ruqayya heard about BISP from other people in her locality. In her opinion the BISP is
“Benazir’s money” which she had donated to poor women, however mostly rich people were
taking advantage of this scheme.

3. How did the complaint emerge?
Many of Ruqayya’s neighbors began getting the BISP cash transfers through the postman at their
houses. She expected this money to reach her house similarly. With time she became
increasinglyanxious but received no cash transfers. Then Ruqayya asked her husband, Chanasar,
to inquire about the ‘BISP form’ from the local postman. The postman informed him about the
BISP DivisionalOffice Larkana and told him to file his complaint there. When the PSC survey
form was being filled out her CNIC number had not been entered into it. She thus submitted her
CNIC copy at the BISP Divisional Office.

4. Processing of the complaint
a) Provider’s version
Ruqayyawent to the BISP Divisional Office on 18thAugust 2012to register a complaint and
submittedcopies of her and her husband’s CNIC over there. The complaint was received by
the Assistant Complaints (AC). He registered her complaint in the Case Management System
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(CMS) where the AC generated her CMS ID (12065931) and forwarded her complaint to the
Assistant Director (AD) for further action. The AD approved the complaint and sent it to the
Divisional Directorwho also approved the case. The AC also registered Ruqayya’s complaint
in an Excel worksheet. Ruqayya’s case was resolved on the same day under the Case
Management System (CMS) of BISP Divisional Office Larkana and she was told that she
would receive the BISP cash transfers soon.
b) Client’s version
According to Ruqayya, she went to the BISP DivisionalOffice Larkana with her husband to
file a complaint around 3 months ago. She submitted copies of her and her husband’s CNICs
and the AC at this office registered her complaint. He told her that her complaint had been
filed and she would receive her payments soon. The BISP office is almost 30 km away from
Ruqayya’s house; she travelled there by bus which takes about 2 hours and costs each person
Rs.200 for a round trip. She said she was not satisfied with the behavior of the complaint
handler (AC) as he was rude and shouted at them.

5. What We Learnt?
It is observed in this case that the potential beneficiary was not informed by BISP about the
discrepancy in her form as a result of which her payments had been stalled. She did not receive an
eligibility letter either. When the beneficiary asked around she found out about the complaint
registration mechanism; she did not receive this information from BISP channels.
Ruqayya does not remember the exact date when she visited the BISP Divisional Office to
register her complaint.According to her, when she went to register her complaint at the BISP
Divisional Office Larkana, the complaint handler was rude to her, did not provide her with an
acknowledgement slip with a CMS ID, and the outcome of her case was not communicated to her.
While this case appears resolved on the CMS tracking form, since the update request has been
approved and Ruqayya’s status appears as eligible, her payment details still do not show any
generated payments, as checked on 16th Oct 2012.

6. Recommendations





BISP eligibility letters should be provided to beneficiaries in a timely manner
BISP discrepancy letters should be provided to beneficiaries so that they may immediately
resolve the discrepancy and begin receiving cash transfer payments
BISP office complaint handlers should provide acknowledgment slips to complainants so that
they may keep track of their complaints and so that BISP can maintain a record of each visit
by a complainant
BISP office complaint handlers should maintain a helpful and respectful attitude with
complainants and provide them with accurate information about the outcome of their
complaints
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G-Q2-Sindh-06
CNIC Update
Sassi
Ali BakshNarejo
Ali BakshNarejo
Village Abdul Wahid Narejo, Deh No. 126, Tehsil
and District Mirpurkhas
441030361372
0324143
28th September 2012

1. Profile of the beneficiary/complainant
Sassi w/o Ali BakshNarejo, 44 years old, is a resident of Goth Abdul Wahid Narejo. She is an
illiterate woman and works as an agricultural laborer in her village. Sassi has 5 sons and 2
daughters; all of them are unmarried. Her entire family lives in the same house which is made of
mud and has a single room. There is no separate washroom or kitchen. An open area, in one
corner of the house, is used as a kitchen while the other corner is used for open defecation.
Electricity is available at her house but there is no gas or water supply available andSassi has to
travel 4 km to fetch water for the house. Four of Sassi’s children – 2daughters and 2 sons – goto
school. Sassi’s husband, Ali, is an elderly person and mostly remains ill; thus he cannot work to
earn a livelihood. Apart from household chores, Sassi works on the land from where she earns
Rs.250 daily.
Goth Abdul Wahid is a small village, consisting of approximately 100 small mud-houses, and it
resides only the people belonging to the Narejo community. The total population of this area is
around 600 people. The village is about 1 km away from the main road. Goth Abdul Wahid has a
school for boys and girls. According to the villagers, the school remains open for short periods of
time and then the landlords order it to be shut down. There is no hospital in the village, and in
case of medical emergencies, patients have to be taken to Mirpurkhas city.

2. Relationship with BISP
Sassi was not a Beneficiary of BISP during the Parliamentarian Phase. According to Sassi, the
PSC survey was conducted in her village in 2009, though she does not remember the month. The
survey team filled out forms at a neighbor’s autaq and Sassi’s husband had her form filled out. In
Sassi’s view the BISP was a program for poor people. She had not heard about BISP till the PSC
survey was held in her area nor did she know about the eligibility criteria. She said that if she
received the BISP cash transfers she would use it to construct a latrine for her house and spend the
rest on the daily food requirements of her family as her present income did not allow her to buy
sufficient food for them.

3. How did the complaint emerge?
When the PSC team visited Goth Abdul Wahid for the survey, Ali Narejo submitted Sassi’s form
but he did not submit her CNIC. Later when Sassi’s neighbors began receiving BISPcash transfer
installments, Ali and Sassibecame concerned about why they were not getting any money. Sassi
mentioned her concerns to her neighbors and they informed her that complaints could be
registered at the BISP Divisional Office Mirpurkhas. Her neighbors also gave her the address of
the Divisional Office.
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Ali visited the office along with copies of Sassi’s CNIC and PSC survey slip on 18thSeptember
2012 and filed his complaint. Ali learnt about the CNIC discrepancy on his wife’s PSC form, on
this visit.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC), Ali Narejo submitted a complaint at the BISP
Divisional Office Mirpurkhas on Tuesday 18th September 2012, and it was registered along
with a copy of Sassi’s CNIC. There was a CNIC discrepancy on Sassi’s form and this
complaint required a CNIC update. The AC entered this complaint into the CMS (ID:
10540830) but he also entered into a manual register. The AC forwarded the case to the
Supervisor/AD who approved this case and forwarded it to the Divisional Director who also
approved it on the same date. Thus the discrepancy was removed and the CNIC was updated
through the CMS.
b) Client’s version
According to Ali BakshNarejo, prior to the launch of the CMS, he visited the BISP Divisional
Office Mirpurkhas twice to register his complaint, but he does not remember the dates. These
visits did not yield any outcome. When he visited the Divisional Office Mirpurkhasfor the
third time, on 18th September 2012, his complaint was entered into the CMS by the AC and it
was approved immediately by the Assistant Director (AD) who forwarded it to the Divisional
Director who also approved it immediately.
The BISP Divisional Office is about 20 km from Sassi’s house; it takes almost 30 minutes to
reach there and costs Rs.100 per person for a round trip. The complainant, Ali Narejo, was
satisfied with the behavior of the BISP officials and he was hopeful that his wife would start
receiving her money soon.

5. What We Learnt?
In this case it was observed that the beneficiary was not informed after the PSC survey that she
was a eligible for the BISP cash transfers or that there was a discrepancy on her form which was
the reason her payments had been stalled. The beneficiary learnt about the complaint registration
mechanism from her neighbors and she sent her husband to register a complaint at the BISP
Divisional Office Mirpurkhas. Ali Narejo visited the BISP office 3 times however BISP only has
record of 1 visit, on 18th September 2012. He was not provided with an acknowledgement slip on
any of his visits. This complaint appears to be resolved on the CMS tracking form, because the
update request has been approved and Sassi’s status is eligible. However Sassi’s payment details
are still not showing on the BISP website, indicating that her payments might not have been
generated yet, as checked on 16th October 2012.
After the launch of the CMS, all grievance related complaints, atthe BISP Divisional Office
Mirpurkhas, are immediately entered into the CMS and action is taken on them the very same
day. However a manual register is also maintained at this office so that it may be used in case
there is no electricity or internet connection. The register also contains the details such as the
serial number, the nature of discrepancy, the name of the beneficiary and the date. After the
grievance complaints are submitted in the CMS a summary of these complaints is made on an
Excel sheet which is sent to BISP Headquarters via email at the end of each month.
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6. Recommendations




Beneficiaries should be provided eligibility and discrepancy letters promptly
After a complaint is registered in the Case Management System (CMS), the CMS ID should
be provided to the complainant as proof, so that they can inquire about their status whenever
they want
BISP should maintain a record each visit made by a complainant
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G-Q2-Sindh-07
Missing CNIC
GhulamBano
GhulamHussainBrohi
Village RaheemBuxBrohi,
Larkana
4320329150402
8999163
28th September 2012

Tehsil

and

District

1. Profile of the beneficiary/complainant
GhulamBano w/o GhulamHussainBrohi, 42 years old, lives in Goth RaheemBukhshBrohi, Post
Office Larkana, District Larkana. Apart from doing household chores, she helps her husband with
agricultural labor. She has 3 sons –2 of them go to school – and 4 daughters. Her eldest daughter,
20 years old, is physically handicapped and the other 2 daughters have cleft palates. The
7members of this household, who are all recorded on the PSC roster as well, reside in a house
with 2 rooms and a veranda. They obtain drinking water from a hand-pump in the house.
However, there are no drainage facilities available to them. Due to their poverty, GhulamBano
cannot afford to send all of her children to school. Her husband, GhulamHussainBrohi works on
anacre of land for a local landlord in the same village and is compensated with 7.8 tons of wheat
and 15-16 tons of rice per year. Apart from this, they have no other source of income. The
beneficiary also works on the land with her husband. Due to a lack of income, they cannot even
afford the basic necessities of life. Goth RaheemBukhshBrohihas a population of about 300-400
people with 34 households and all of the residentsbelong to the Brohi caste. Most of the people
work on someone else’s land.

2. Relationship with BISP
GhulamBano, was not a beneficiary of the Parliamentarian Phase of BISP. The PSC survey
occurred in her area in October 2010 and her husband had herform filled out at their doorstep. The
survey team provided them with a PSC slip as proof as well.GhulamBano considers herself
eligible for BISP because on 15thApril 2011 she received an eligibility letter from BISP
confirming that she is entitled to receive the BISP cash transfers. She believes BISP is a
government scheme to provide financial assistance to poor people. She learnt about BISP through
a local social worker.
She was aware of the BISP eligibility criteria and says that it is a program for women. She said, “I
am poor, I have young children and there is no one to earn”. She told us that if she receives the
BISP cash transfers she will use it to cover the food expenses in the household, buy a sewing
machine and get medical treatment for her daughters.

3. How did the complaint emerge?
Almost a year ago other women in the village began receiving money from BISP but
GhulamBano did not, even after 2 months of receiving the BISP eligibility letter on April 15 th
2011. This is whenshe decided to put register a complaint with BISP.When the PSC survey was
done, her husband’s CNIC number was recorded on the receipt.
The beneficiary did not have a CNIC card at that time. Therefore, due to this discrepancy, she was
not receiving the BISP cash transfers. Her family was not aware that they could register a
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complaint with BISPhowever GhulamBano managed to get the BISP office address from her
neighbors and the local social worker.

4. Processing of the complaint
a) Provider’s version
According to the AC (Assistant Complaints) at the BISP Divisional Office Larkana,
GhulamBano registered her complaint there on 26th June 2012. The AC took her request and
entered her complaint and her CNIC number in the Case Management System (CMS) on the
same date. He issued her a CMSID (10211127). Since the beneficiary did not have a CNIC at
the time of the PSC survey, only her husband’s CNIC number was entered on the PSC form.
After entering the complaint in the system to update her CNIC, the AC at the BISP office
made a separate file for the case. He forwarded it to the AD (Assistant Director) on the same
day.After verifying her information in the NADRA database, the AD approved this request
and forwarded it to the BISP Divisional Director, Larkana. The Director further approved the
request. Once the CMS had the updated CNIC, the status for the complaint changed to
“Accepted”.
b) Client’s version
The beneficiary reported going to the BISP Divisional Office Larkana, with her PSC slip, a
copy of her CNIC, and the BISP tracking form, initially in March 2011, before receiving the
BISP eligibility letterin order to register a complaint. After receiving the BISP eligibility
letter on 15th April 2011 she paid another visit 2 months later in June 2011 to register a
complaint along with her husband’s CNIC copy, her own CNIC copy, her eligibility letter, the
PSC receipt, and a written application for the investigation process. The BISP staff told her
verbally that she cannot receive the money due to the absence of herthump impressionand her
CNIC number on the PSC form. They informed her that they will be sending her complaint to
Islamabad and if they received a response, she would be informed so she could visit the office
again.
When GhulamBano did not receive a response, she went to the BISP Divisional Office
Larkana for the third time to register her complaint in June 2012. After entering her complaint
in the CMS, the AC did not give her any receipt to confirm that her complaint had been
entered. He told her to wait a few more months because the fingerprints and CNIC do not
match, and sent her home. Finally, after making 3 trips to the office, the beneficiary was able
to register her complaint. However, the AC did not give her a fixed time or a month when her
complaint will be processed and made some excuse every time and sent her home.
The BISP Divisional Office, Larkana is about 7.5 km away from GhulamBano’s house and it
takes 1.5 hours for a round trip in a Xingqi rickshaw. After spending Rs.200 on these trips,
her complaint finally got entered in the CMS on her third trip to the office. According to the
beneficiary, a decision is still pending on her case since she has still not received any money
from BISP. Although, she is worried, she is still hopeful that someday she will receive the
money. She is satisfied, to some extent, by the behavior of the BISP staff at the Divisional
Office.

5. What We Learnt?
The AC entered the complaint after the complainant made 3 visits to the office. Although, he
entered the complaint on the third visit, he did not maintain a record of the complainant’s first two
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visits. On a positive note, when the AC entered the complaint in the CMS, the issue was attended
on the same day by the AD (Assistant Director) and the DD (Divisional Director). Once the CMS
was updated, the status for the result of the complaint showed as “Accepted”. However, there was
no separate file made for the complaint. Even though this case appears to be resolved and Ghulam
Bano’s update has been approved on the CMS tracking form, her payment details on the BISP
website still do not show any generated payments, as checked on 16th October 2012.
There was no proper complaint registration mechanism before CMS was introduced in the office.
The complainants made repeated visits to the office for months and no one kept a record of their
visits.The complainant is still satisfied with the staff and the complaint registration process and
hopes that she will receive the money. However, she is concerned about when she will receive the
money since she has been eligible for the money after filling out the PSC survey a long time ago.
In addition, on 15th April 2011, she also received the BISP eligibility letter.

6. Recommendations





Before the launch of CMS, the BISP Divisional Office should have recorded all the visits of
the complainant and maintained a manual register
After entering the complaint in the CMS, the beneficiary should be given the CMSID
The BISP staff should inform the complainant regarding the status of the complaint once the
issue has been resolved in CMS
The beneficiaries should be informed regarding their payment detail and other information
available on the BISP website. If this information is not discussed, the postman can possibly
delay the payment and may commit fraud with the beneficiary’s payments.
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G-Q2-Sindh-08
CNIC Update
Mumtaz
Muhammad JafarJamali
Begum
Mero Khan Chowk, Muazam Colony, Tehsil and
District Larkana
4320360390538
8916489
2nd October 2012

1. Profile of the beneficiary/complainant
Mumtaz, w/o of Muhammad JafarJamali, 22 years old, has one daughter with her husband. Her
husband has 4 more daughters and 3 sons with his late wife. Mumtaz considers these 7 children
from her husband’s previous marriage as her own. Her brother-in-law, his wife and their 4
children also live with Mumtaz. They all live in a rented house which consists of 2 rooms with no
kitchen or washroom – theyuse one corner of the house as a washroom and another as a kitchen.
They have a hand-pump installed in their house and also have access to electricity. Six of
Mumtaz’s children go to school. Mumtaz’s husband works as a gatekeeper (chowkidaar) for
which he gets paid Rs.3,000 per month whereas Mumtaz stitches clothes at home from which she
manages to earn around Rs.600 per month. Her son also works on a sewing machine and earns
around Rs.200 daily.
According to Mumtaz, they do not own any personal land. There is a government and a private
school present in their area. The hospital is located at a walking distance while the main road is at
a distance of 2 km from her house. People belonging to the Brohi, Khosa and Jamali kinship
groups reside in this village.

2. Relationship with BISP
Neither Mumtaz nor anyone from her family was a beneficiary of the Parliamentarian Phase of
BISP. Mumtaz told us that the PSC survey was conducted in her area in the winter of 2010. Her
husband had her form filled out when the survey team came to her neighbor’s autaq. He was
given a PSC survey slip as acknowledgement. Mumtaz found out from a local influential that she
is a BISP beneficiary. She heard about BISP from her neighbors and she knows that BISPcash
transfers are being received by the rich and the poor, and since she is poor, she feels she should be
a recipient of this money as well. She told us that she would purchase household rations and
furniture items, like cots (charpoys) etc. with the BISP cash payments, if she received them.

3. How did the complaint emerge?
According to Mumtaz, her neighbors had been receiving money through BISP, so she wondered
why she was not. Her neighbor told her about the complaint registration mechanism so she
thought about registering a complaint in this regard. Mumtaz and her sister-in-law went to the
BISP Divisional Office Larkana, on 21st June2012, to register a complaint about not having
received any money.
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4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC), this complaint was received at the BISP
Divisional Office Larkana, along with Mumtaz’s CNIC copy and the PSC survey slip on 21 st
June 2012. This complaint required a CNIC update to be resolved since the beneficiary’s
CNIC number had not been entered on her PSC form. The AC entered this complaint into the
CMS, the CMS ID for which is 10202441. The AD data fetched this complaint on the same
date and approved it. The complaint was then forwarded to the Divisional Director who also
approved it on the same date. The result was that the CNIC update status on CMS appeared as
approved. It took around three months for this complaint to get resolved.
b) Client’s version
Mumtaz went with her sister-in-law, Begum, to the BISP Divisional Office Larkana to
register this complaint. It was very crowded there, so only her sister-in-law went inside the
office since she was well known in their village. Begum submitted the complaint along with a
copy of Mumtaz’s CNIC and PSC survey slip. Upon having registered the complaint, shewas
not given any receipt and she wasnot told when the problem would be resolved either.Mumtaz
does not remember the exact date on which they submitted the complaint but, according to
her, it has been around 6 months.
Mumtaz is a Mobile Banking beneficiary of BISP and according to her she got the mobile
phone 2-3 months after the complaint registration. She does not remember the exact date she
got it from the BISP office. But she still has not received any money. The BISP Divisional
Office is located at a distance of 2 km from Mumtaz’s house and it costs her Rs.60 for a
round trip.

5. What We Learnt?
In the case of Mumtaz it was observed that she was not provided an eligibility letter by BISP
informing her of her inclusion in the BISP cash transfer scheme. She learnt about her eligibility
from a local influential. She was also not provided a discrepancy letter informing her of the
reason why her payments had been stalled. She went to the BISP Divisional Office Larkana with
her sister-in-law to register her complaint but was not provided with an acknowledgment slip after
the complaint had entered into the CMS. Complaints are not manually registered and maintained
at this office either.The AC at the BISP Divisional Office Larkana approved Mumtaz’s complaint
on 21st June 2012 and so did the AD and Divisional Director. Her complaint was resolved and
she received her mobile set after 2-3 months but she has yet to receive any payment through it.
Even though the complaint appears to have been resolved and the discrepancy on Mumtaz’s form
removed, her payment details on the BISP website have not been updated and do not show any
generated payments yet, as checked on 16th October 2012.

6. Recommendations




BISP should provide eligibility and discrepancy letters to beneficiaries so that they may know
their status
The complaint handler at the BISP office should give the CMS ID to the complainant so they
may track the complaint progress and maintain a record of the complainant’s visit
BISP should send confirmation messages to Mobile Banking beneficiaries about when they
will
receive
their
next
installment
of
the
BISP
cash
transfers
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G-Q2-Sindh-09
Missing CNIC
Hameeda
Ali Akbar Buladi
Daffar Lakhatia Village, Qambar Ali Khan Taluka,
Qambar Shahdadkot District
4340206824134
12064163
2nd October 2012

1. Profile of the beneficiary/complainant
Hameeda w/o Ali Akbar Buledi, 52 years old, lives in Daffar Lakhatia Village, Qambar Ali Khan
Taluka, Qamber Shahdadkot District. She is illiterate and spends most of her time doing
household chores. Hameeda has 7 sons and one daughter. They all live together in a katcha house
with an area of 200 sq. ft. Her entire family is included in the PSC roster. They access drinking
water from a hand-pump in the neighborhood. Due to a lack of income, Hameeda cannot afford to
send all of her children to school and only one of her sons goes to school. Hameeda’s husband is
in Dubai since the last 1 year to make a living. To cover household expenses, two of Hameeda’s
sons work on their 12 acre land. After the seasonal harvest, they run their living on vegetables,
wheat and rice. Apart from this, they have no other source of income.
Daffar Lakhatia is a rural area with a population of around 250-300 people and 100-150
households. Most of the people in the village work as agricultural laborers on someone else’s
land. The village is about 0.5 km from the main road and there is no health facility available in the
area. In case of a minor illness or a serious emergency, they have to go to Qamber Shahdadkot
city, which is about 20 km from the village. All of the residents of the village belong to the Buladi
caste. There is a primary school within walking distance from the village.

2. Relationship with BISP
Hameeda has never been a beneficiary of the Parliamentarian Phase of BISP. The PSC survey was
done in her area in January-February 2010. Hameeda’s maternal uncle helped her fill out the form
for her household in the village. At the time of the PSC survey, Hameeda did not have a CNIC
nor did she have her husband’s CNIC; he was gone to Hyderabad for some work and had his
CNIC with him. Due to this, Hameeda and her husband’s CNIC could not be recorded on the PSC
form. The survey staff gave her a PSC receipt as a form of evidence.
Hameeda considers herself a BISP beneficiary and her uncle told her about the program.
Hameeda did not know much abut BISP and said that she had been told by her neighbors and
uncle that poor women get Benazir’s money through this scheme. Hameeda does not know about
the BISP eligibility criteria but she considers herself poor and thus eligible. “I have young
children and nobody to earn a living. That’s why I should also receive money from BISP”, said
Hameeda. According to Hameeda, when she receives the money from BISP, she will use it to buy
food for the household and clothes for her children.

3. How did the complaint emerge?
After the PSC survey was conducted, in August 2010 other women in the village started receiving
money from BISP. Despite having a PSC slip, when Hameeda did not receive any money, she
decided to register a complaint. This was mainly because previously other women in the village
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also registered a complaint at the BISP office and then they started receiving the money. Hameeda
was not aware of the complaint process but had heard about it from her uncle and some neighbors.
In September 2010, Hameeda’s uncle got her PSC receipt checked and accessed her BISP
tracking form from the Qambar Internet Café. He also got the form checked by a local social
worker who informed him that Hameeda and her husband’s (Ali Akbar) CNIC was not present on
the form and Hameeda will receive money once she gets her CNIC made.
However, due to the disturbance and difficulties caused by the flood, Hameeda’s uncle decided to
wait a few months to get her CNIC made till the water from the flood receded. After waiting for
almost 10 months, in July 2011, Hameeda’s uncle took her to the NADRA office in Larkana to
get her CNIC made. However, due to the carelessness of the NADRA office, they received the
CNIC four months later in November, 2011. Hameeda’s uncle went to check with the NADRA
office in September 2011 where he was told that the CNIC had not been received by the office
yet. Since Hameeda lost her BISP tracking form, her uncle retrieved it again in December 2011
from the Qambar Internet Café.

4. Processing of the complaint
a) Provider’s version
According to the AC at the BISP Divisional Office Larkana, Hameeda came to register a
complaint there on 18th July 2012 with her uncle. She made a verbal complaint that she has
not been receiving any money from BISP since the last 3 years. The AC took a copy of the
BISP tracking form and the PSC receipt from her. He entered Hameeda’s CNIC in the CMS.
According to the AC, Hameeda and her husbands CNIC had not been entered into the PSC
roster during the survey. The AC entered this complaint into the CMS with the remark “CNIC
update” on 18th July 2012 and forwarded it to the Supervisor (AD) BISP Divisional Office
Larkana. After receiving the complaint, the AD fetched and matched the data and approved it.
He forwarded the complaint to the Divisional Director Larkana on the same day (18 th July
2012). The Divisional Director further approved the request after verifying the data. Once the
complaint was entered in the CMS, Hameeda’s CNIC was updated in the system and the
discrepancy was removed. Her request was accepted in the CMS status and a CMS ID was
given (10293247).
b) Client’s version
Before the launch of the Case Management System (CMS), Hameeda’s uncle went to the
BISP Divisional Office Larkana in March 2012. He submitted Hameeda’s CNIC copy, PSC
slip, BISP tracking form and her husband’s CNIC copy to the AC. The AC checked the PSC
slip in the computer and told him that the money was still not there. He was told that they will
send the complaint and the CNIC to the BISP Headquarters in Islamabad.
Once the issue is resolved, they will give him a call or he can visit the office again after 3
months to check up on the matter. This was because the issue would take some time to get
resolved.
When Hameeda did not receive a call for 3 months from BISP, she went to the BISP office
again in July 2012 with her uncle. When Hameeda asked about her money, the AC told her
that he had forwarded the complaint to Islamabad and had not received a response yet. She
was told to re-submit a copy of her CNIC. The AC entered Hameeda’s CNIC into the CMS
and informed her that this time her CNIC number had been sent to Islamabad. She would
receive the money on Eid-Al-Azha, which meant by October 2012.
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A confirmation receipt was not given and Hameeda was told that she will not need to visit the
office again. She would receive the money at home and without giving her a CMS ID, the AC
sent her home.
Since July 2012, Hameeda has not been to the Divisional Office and she is waiting to receive
the money by Eid. She was satisfied with the attitude of the BISP staff. The BISP Divisional
Office Larkana is about 20 km from her village and it takes her 1.5 hours to get there in a
Qingqi. In total, she spent Rs.300 on traveling and food expenses.

5. What We Learnt?
The beneficiary’s CNIC was updated and the discrepancy was removed in the same month that
the complaint was entered into the CMS. The complainant was also informed regarding the time
frame that she would receive the money which was by October 2012. However based on our
observations, when the AC/Data Operator (DO) enters a complaint into the CMS, the same date
appears at all levels of approval (AD and DD approvals) in the CMS as the date on which the
complaint was first entered by the AC, regardless of when the other authorities take action.
Before the introduction of CMS, the beneficiary had to visit the BISP office repeatedly. However,
after the launch of CMS, it has become easier to resolve “grievance related complaints” while
updating and resolving the CNIC and eligibility appeals in the CMS. The beneficiaries do not
have to wait very long for their complaints to get processed. However there is still a need for clear
communication between the complaint handler and the complainant. The complainant was
informed by the AC in this case that the complaint would be sent to Islamabad whereas such
complaints are resolved at the Divisional Office with the Divisional Director being the final
approving authority.
Before the introduction of the CMS, there was no standard procedure to register a complaint at the
BISP Divisional Office, Larkana. In case of a complaint, although it was heard by the staff, there
was no process of manually maintaining a record of the complaints. This caused a lot of
difficulties for the beneficiaries. We further observed in this case that according to her payment
details on the BISP website, the beneficiary has not been generated a single MO, even though the
complaint was entered almost 3 months ago.

6. Recommendations






The BISP Divisional Office Larkana should give the CMS ID to the complainants as soon as
they register a grievance complaint. This will allow them to track the progress of their
complaint independently and will help in maintaining a record of the complainant’s visits to
the BISP office.
Complaint handlers should provide accurate information; in this case the AC told Hameeda
that her complaint would be sent to Islamabad for approval whereas such complaints are
resolved at the Divisional Office level.
Hameeda’s complaint has been “accepted” in the CMS on 18th July 2012. It has been more
than 2 months since then and the beneficiary should have received an installment by now.
Some of the functions of the CMS, such as, name and address change, duplication form etc
are still not administered at the BISP Divisional Office Larkana. BISP Headquarter should
take action regarding this matter immediately. Currently, the BISP Divisional Office Larkana
only administers some of the functions including CNIC update and entering the complainant’s
eligibility appeal in the CMS.
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G-Q2-Sindh-10
Missing CNIC
Haseena
Mohammad Waryam
Muhammad Nawaz
New Pind, Mohalla Ansari, Tehsil New Sukkur,
District Sukkur
4550506078482
11317649
6th October 2012

1. Profile of the beneficiary/complainant
Haseena, also known as Seema (on her CNIC), w/o Mohammad Waryam, 45 years old, is a
resident of New Pind, Mohalla Ansari, Sukkur. Haseena is an illiterate housewife and has one son
and 4 daughters; her entire family resides in a house built on 80 sq. yards of land. The house has
consists of a single room. All the family members are also included in the PSC roster. Drinking
water is available through the water supply; at times they are supplied with dirty water and at
times they do not get the water supply for a week. This condition causes many problems for them.
Haseena’s children are unmarried and 4 of them go to school. Haseena’s husband, Waryam works
at a bird shop in New Pind, where he earns about Rs.250-300 daily. This is the only source of
income for the family and this too is insufficient to meet household needs.
New Pind, Mohalla Ansari consists of about 200 houses which reside the people of the Ansari
kinship group. There are many railway quarters too in New Pind; these quarters are built on
railway property. Haseena’s family lives in one of these railway quarters. This railway quarter
was allotted to Haseena’s grand father as he was an employee of Pakistan Railways. Haseena does
not pay the rent for the quarters she lives in. New Pind has basic infrastructure facilities and is
about 1 km away from the main road. A majority of people here are laborers and earn around
Rs.250 daily. Haseena is the only potential beneficiary in her family even though she has 4 young
daughters.

2. Relationship with BISP
Haseena has never been a beneficiary of the Parliamentarian Phase of BISP. According to
Haseena, the PSC survey team visited her residential area in June-July 2011and filled out her PSC
form and gave her the PSC slip as proof. At that time Haseena did not have her CNIC and so the
survey team submitted Waryam’s CNIC yet she considers herself a beneficiary. Haseena does not
know much about BISP, she only knows that this is Benazir’s scheme initiated to grant money to
poor women. She heard about BISP on the television.
In Haseena’s opinion this program was designed to help poor married women. Haseena said, “My
husband is the only person who earns in the family so I consider myself a poor women and
deserving of the BISP cash grant.” Haseena told us that if she got the money from the BISP cash
transfers, she would use it to fulfill the food requirements of her family.

3. How did the complaint emerge?
After the BISP survey team visited New Pind in June-July 2011, most of the beneficiaries in the
locality, except Haseena, got their first installment in the month of December. Haseena’s father
and their neighbor went to the BISP Divisional Office Sukkur on 12 th December 2011 to get the
PSC survey slip checked. The Assistant Complaints (AC) informed him that his household was
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ineligible for the cash transfers. When the beneficiaries in her area got their second cash
installment in June, some women in her neighborhood advised her to get her slip checked from
the BISP Divisional Office again, as there might be a chance that she could have been approved
as a beneficiary.
Considering everyone’s advice, Haseena went to the BISP Divisional Office Sukkur again, in
June 2012, along with her father to get her slip checked. The AC at the office informed Haseena’s
father that her form was approved but in order to start receiving payments she would have to
submit a copy of her CNIC. In the first week of August 2012, Haseena’s uncle, Muhammad
Nawaz, went to the Divisional Office to submit a copy of Haseena’s CNIC. The AC entered
Haseena’s CNIC number into the CMS and took her PSC slip. He then registered her complaint
and forwarded it to the relevant authority. Haseena did not have a CNIC earlier but she got one
made in October 2011 so that she could vote in the upcoming elections.

4. Processing of the complaint
a) Provider’s version
On 7th August 2012, Haseena came to the BISP Divisional Office Sukkur with her father to
submit her CNIC copy and to register a complaint about not getting the cash transfer
payments. The AC took the CNIC copy and PSC slip from Haseena and entered her CNIC
number in the CMS. Her CMS ID is 10367241. The AC submitted her complaint as a CNIC
update case as her CNIC copy was not submitted when the PSC survey team visited her area.
The AC forwarded the complaint to the Supervisor (AD) who on the same date checked
Haseena’s details by comparing it with the information from NADRA. He then approved it
and forwarded it to the Divisional Director (DD). The DD fetched Haseena’s data and
matched it with her details and accepted her request. Within 24 hours the complaint’s status
was updated in the CMS and discrepancy was removed.
b) Client’s version
According to the client, on 7th August 2012, Haseena’s uncle, Muhammad Nawaz, registered
her complaint along with her CNIC copy. Her PSC slip was also submitted. Haseena visited
the BISP Divisional Office with her sister 10 days after her compliant was registered to
inquire if her cash grant was approved or not, on 17th August 2012. The AC told her that her
complaint was sent to Islamabad and she would get the money at her home after 2 months, so
she did not need to visit the office again.
The BISP Divisional Office Sukkur is about 4 km away from her house and the travel fare in
a Suzuki van is Rs.50 per person. Haseena was satisfied that her complaint had been
registered in the CMS and hopeful that she would soon get the cash grant. She was also
satisfied with the behavior of the BISP office staff since even during the rush hour they
treated her well and gave her hope that her complaint would be resolved.

5. What We Learnt?
According to the provider’s version, this complaint was resolved within 24 hours of registration
through the CMS. Before the launch of CMS there was no system for the registration and the
resolving of complaints in the BISP Divisional office. Earlier the complainants could not be
informed about the date and time of when their complaints will be resolved. The presence and
functioning of CMS has made things easier. Now the complainants can know the status of their
complaints easily which can save a lot of their time and money. However it was observed that
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complainants are not being provided CMS IDs when their complaints are registered. There is thus
no record of the numerous visits made by Haseena and her family members, except for one on 7 th
August 2012.
The provider’s version claims that Haseena’s father visited the BISP Divisional Office on this
date along with Haseena, whereas the client’s version claims that only her uncle went to the BISP
office. The AC at the Divisional Office told Haseena that her complaint had been forwarded to
Islamabad for approval and she would receive her payments in October 2012, however such
grievance cases are approved at the Divisional Office. Therefore accurate information is still not
being provided to the complainants. Furthermore, while the CMS shows her complaint to have
been resolved since the discrepancy was removed, Haseena has yet to receive any cash payments.
Her payment details are not even accessible on the BISP website.

6. Recommendations




BISP should provide eligibility and discrepancy letters to potential beneficiaries promptly so
that they may know their eligibility status and take quick action to resolve discrepancies if
there are any.
The BISP staff must give the complainants a reference slip as a proof so that they can track
their complaints and so that BISP can maintain a record of complainants’ visits to their office
The complaint handlers should provide accurate information to complainants regarding their
status; in this case the AC told Haseena that her complaint had gone for approval to
Islamabad whereas such grievance cases are resolved at the Divisional Office level.
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G-Q2-Sindh-11
Missing CNIC
Laal Khatoon
Abdul Sattar
Abdul Qadir
Lashari Mohalla, Bhargari, Khairpur
4520388322506
10875074
7th October 2012

1. Profile of the beneficiary/complainant
Musamat Laal Khatoon w/o Abdul Sattar lives Lashari Mohalla, Bhargari, Khairpur. She is a 37
year old, illiterate woman usually occupied with household chores. She has 3 children; 2 sons and
one daughter. According to Laal Khatoon, her daughter, 7 years old, is in the first grade. Her
husband, Abdul Sattar is a street vendor who sells chholay (chick peas) and earns around Rs.250
daily. Laal Khatoon lives in a small house with her husband, children and her mother-in-law. The
house comprises of one room and a katcha bathroom. There is no kitchen facility in the house;
one of the corners of the house is used as a kitchen. They access water from a hand-pump
installed in the house. There is electricity but no gas facility available here. The main road is
about 1 km from her house. According to Laal Khatoon, their village is home to people from the
Jaskani, Lashari, Chandio, Shaikh and Mangi castes. The village is comprised of 40 households.
There is a school and a hospital in the village. Laal Khatoon is friends with all the people of the
village and they often socialize together. According to Laal Khatoon, there is another beneficiary
living with them who is her sister-in-law, Zubaida.

2. Relationship with BISP
Laal Khatoon was not a beneficiary of the Parliamentarian Phase of BISP. In April 2011, when
the PSC survey team came to her house and filled out her form, she did not have a CNIC.
Therefore her CNIC number could not be recorded on the form. However, she was given a PSC
receipt as acknowledgement. When the survey result came out, Laal Khatoon qualified as a
potential beneficiary. However, a discrepancy existed on her PSC form due to the missing CNIC
number. Laal Khatoon considers herself to be eligible for BISP cash assistance and her brother-inlaw told her regarding BISP that she would receive Benazir’s money.
Laal Khatoon herself believes that this is Benazir’s scheme and she heard about it on the
television as well. She does not know about the BISP eligibility criteria, but according to her it is
a scheme for poor people and she should also get this money. She told us that she would use the
cash transfers on her children’s education, household and food items and to buy a sewing
machine.

3. How did the complaint emerge?
According to Laal Khatoon, she was not receiving any money from BISP after the PSC survey.
Since other women in the neighborhood started receiving money, Laal Khatoon began to get
concerned. According to her, she did not have a CNIC and in July 2011, she went to the NADRA
Office Khairpur with her brother-in-law to get her CNIC made. Almost 3 months later, on 5 th
October 2011, she received her CNIC. According to Laal Khatoon, the women in her
neighborhood were still receiving money from BISP. She discussed this with her brother-in-law,
Abdul Qadir, who then asked the neighbors. He found out that Laal Khatoon will have to register
a complaint about not receiving the money at the BISP Tehsil Office in Khairpur.
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According to Laal Khatoon, she asked her husband, Abdul Sattar, to accompany her to the BISP
Tehsil Office Khairpur to register the complaint. However, due to some cultural problems, he
refused to go with her to the office. She asked him again twice or thrice to accompany her to the
BISP Tehsil Office Khairpur but he refused to go.
Laal Khatoon then asked her brother-in-law, Abdul Qadir, to lodge the complaint. Abdul Qadir
went to the BISP Tehsil Office Khairpur on 25th September 2012 to register the complaint. He
also submitted a copy of Laal Khatoon’s CNIC with the complaint. He was not given any
acknowledgement receipt of the complaint or told when the issue would be resolved. This
complaint was received by the gatekeeper at the BISP Tehsil Office Khairpur since there were no
other officials present in the office at the time.

4. Processing of the complaint
a) Provider’s version
On 25th September 2012, Laal Khatoon’s brother-in-law registered a complaint at the BISP
Tehsil Office Khairpur. This complaint was entered by the Assistant Complaints (AC) into
the CMS. He had the data operator’s password and he entered the complaint into the CMS
with the CMS ID 10571064. The AC forwarded this complaint to the Supervisor (AD).
However, the AD does not know how to operate the CMS and the complaint has remained
unattended till date. The result of the complaint is thus still pending and the website shows it
as ‘in process’.
b) Client’s version
On 25th September 2012, Abdul Qadir, Laal Khatoon’s brother-in-law submitted a complaint
along with a copy of Laal Khatoon’s CNIC at the BISP Tehsil Office Khairpur. He was not
given an acknowledgement receipt neither was he told when the issue would be resolved.
According to Laal Khatoon, her brother-in-law submitted the complaint with the gate keeper
at the BISP Tehsil Office Khairpur. Her brother-in-law said that when he went to the BISP
office, there was no staff present there, therefore the gatekeeper kept his complaint with him.
The BISP Tehsil Office Khairpur is about 5 km from Laal Khatoon’s house and her brotherin-law walked there. He did not spend any money on the trip to Khairpur. However, he
informed her that the complaint has still not been resolved.

5. What We Learnt?
The complaint was submitted on 25th September 2012 at the BISP Tehsil Office Khairpur by the
beneficiary’s brother-in-law and it has not been resolved till date. The reason for the delay is that
the AD at the Tehsil Office cannot operate the CMS as a result of which the complaint cannot be
approved on the CMS. There is no manual complaint register at the Tehsil Office where the
complaints could be recorded according to the date. Both, the AC and the AD at the BISP Tehsil
Office Khairpur cannot operate the CMS – the AD does not know how to at all whereas the AC
has some knowledge but is not very proficient with it.

6. Recommendations


A manual register should be made and kept to record complaints according to the date. In case
of a power outage, complaints should be entered manually in the register and later entered in
CMS.
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The staff of BISP Tehsil Office Khairpur, including the AD, should be formally trained to
operate the CMS.
For each complaint, a CMS ID or a receipt should be issued to the complainant at the BISP
Tehsil Office.
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G-Q2-Sindh-12
Eligibility Appeal Case
Musamat Amna Khatoon
Ali Muhammad Soomro
House No.165, Barkat Shah Mohalla, Qambar Ali
Khan Tehsil, Qambar Shahdadkot District
4320201162842
12057284
7th October 2012

1. Profile of the beneficiary/complainant
Musamat Amna Khatoon w/o Ali Muhammad Soomro resides at House No.165, Barkat Shah
Mohalla, Qambar Ali Khan Tehsil, Qambar Shahdadkot District. She is 79 years old and has 9
children – 8 daughters and a son. Five of her daughters are married and the other 3 are young and
unmarried and live with her. Her son also lives with Amna Khatoon, along with his wife and 5
daughters. Amna Khatoon’s house is katcha and is an old construction. It has 2 rooms and a
veranda (consisting of a wooden structure), and an old fashioned bathroom and kitchen. Her 3
unmarried daughters are included, along with her, in the PSC Survey Roster. These daughters are
not adults yet; Farzana is 14 years of age while Rukhsana is 12 and Rubina is 10. None of them
can have their CNICs made yet but declared as potential beneficiaries.
Amna Khatoon’s house is located at a distance of 10 minutes from the main road. The kinship
groups living in her area include Soomro, Gopang, Daypo, and Chandio Waat. The Soomro
mohalla consists of around 200 households, where many people work on daily wages and some
are government employees. Amna Khatoon’s household is run by her son, who is a “tailor
master” by profession. He earns Rs.100 per dress, which is the amount their entire household is
run on. His mother used to sew clothes before she could no longer do it due to old age and illness.

2. Relationship with BISP
Amna Khatoon’s Poverty Score Card (PSC) Survey was conducted around 3 months before this
interview, in July 2012. She was declared ineligible because her PMT score was 18.71, which is
above the eligibility criterion of 16.17. But according to the BISP criteria, if a beneficiary is more
than 65 years in age or if the number of children dependent upon her is large, then attention is
paid to their appeal. According to the complaint handler at the BISP Division Office Larkana,
they receive appeals from people with PMT scores up to 20 and not more than that. Since Amna
Khatoon’s PMT score was 18.71, she was able to submit her application and was declared a
beneficiary of the BISP. Amna does not know much about the BISP; she thinks it a program for
poor women.

3. How did the complaint emerge?
Amna Khatoon’s PSC survey was carried out in July 2012, in which she was declared ineligible.
She did not know anything about the BISP but then some beneficiaries in her neighborhood
received money through the Benazir Debit Card (BDC) as a result of which she gained some
information about the program. The next day, she went to the BDC Centre in Qambar Shahdadkot
and inquired about her money from the BISP officials there. A Data Entry Operator
(DEO)/Assistant Complaints (AC) checked her tracking form on the internet and told her she was
not going to be receiving any money. Upon hearing this, other beneficiaries informed the BISP
Officer – Assistant Director Qambar Shahdadkot – of Amna Khatoon’s financial condition, upon
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which he took a copy of her CNIC and PSC survey slip and told her she would receive the money
soon.

4. Processing of the complaint
a) Provider’s version
Amna Khatoon took her complaint to the BDC Distribution Centre Qambar Shahdadkot on
17th August 2012, where the Assistant Director took her CNIC copy and PSC slip and told her
she would receive the money soon. The Assistant Director forwarded Amna Khatoon’s
complaint as an appeal to the BISP Divisional Office Larkana.
According to the Assistant Director Qambar, there is no office structure present at the Tehsil
Office of Qambar city. This is why Amna Khatoon’s, and other beneficiaries’, complaints
were submitted to the BISP Divisional Office in Larkana. According to the complaint handler,
Amna Khatoon’s complaint was registered on 23rd August 2012, and was forwarded to the
Assistant Director for approval after the AC had generated an ID through the CMS. The AD
approved the complaint and forwarded it to the Divisional Director for approval, who also
approved it on the same date. The result is generated in the CMS system and is automatically
received by the Beneficiaries Services Director though a status update.
b) Client’s version
According to Amna Khatoon, when she saw that she was not receiving the money while other
beneficiaries were, she went to the BDC Centre Qambar Shahdadkot on 17th August 2012 and
had her complaint registered. She complained to the Assistant Director of BISP Qambar
Shahdadkot, who listened to her patiently and told her that she would be receiving the money
soon. She only went to register the complaint once and did not go again to follow up. It cost
her Rs.30-50 for the rickshaw fare to the BDC Centre and Rs.20 to get her CNIC and PSC
slip photocopied. She was satisfied with the behavior and attitude of the BISP personnel.

5. What We Learnt?
According to the BISP Tehsil Office, since a proper, functional office structure has not been
provided at Qambar Shahdadkot, they face difficulty in addressing beneficiaries’ complaints.
Because of this, the Assistant Director BISP either goes to the local internet café to update a
complaint on the CMS System or to the BISP Divisional Office Larkana. In this case too, the
Assistant Director Qambar Shahdadkot received Amna Khatoon’s complaint on 17th August 2012
and forwarded it to the Divisional Office Larkana for registration where it was received on 23 rd
August 2012.
The potential beneficiary was not provided with an acknowledgement slip under such
circumstances. She did not receive any letter from BISP informing her that she was ineligible
either.

6. Recommendations



BISP should provide an office structure to the Tehsil Office Qambar Shahdadkot, so that the
complaint redressal of beneficiaries can be done with ease.
The BISP Divisional Office should also maintain a register to keep a record of the
beneficiaries’ complaints, apart from the CMS.
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Complaint handlers should be trained regarding eligibility appeals; in this case we observed
the AC sending the complainant back without entertaining her appeal.
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G-Q2-Sindh-13
Missing CNIC
Gullan Khatoon
Allah Dino
Ayub Colony, Larkana
43402-0579406-6
08917020
10th October 2012

1. Profile of the beneficiary/complainant
Gullan Khatoon, w/o Allah Dino is 74 years old and illiterate. Gullan has 3 sons and 3 daughters
and all of them are married. Gullan Khatoon lives with one of her sons, Mathal Khan, who runs
the household. Her husband, Allah Dino, is disabled; one of his legs is not functional. Gullan
lives in a rented mud house. Though her house has electricity availability, there is no gas supply.
Her house has only a single room with 9 people living in it; Gullan, her husband, her son,
daughter in law and 4 grandchildren, reside here. Gullan Khatoon has adopted her brother’s
daughter who also lives with them. According to Gullan Khatoon, she remains ill now most of the
time but previously she used to earn by doing embroidery. Now that she is not well and is too old
to even do her own work, she is unable to earn a livelihood. Rashida Khatoon is another
beneficiary in the same household.

2. Relationship with BISP
Gullan Khatoon was not a beneficiary of the Parliamentarian Phase of BISP and neither was
anyone from her family. According to Gullan Khatoon, the PSC survey was done in her area in
June 2010 and the surveyors came to her doorstep to fill out her form. Her son, Mathal, told the
team the names of all the family members.
Gullan Khatoon’s PMT score was 7.73 and she was deemed eligible for the BISP cash transfers
however there was a discrepancy on her form. Gullan did not know much about BISP; she
believed that this money was part of a scheme for widows and poor women. According to Gullan,
if she got the BISP cash transfers, she would use it for her children’s education and their food
requirements.

3. How did the complaint emerge?
When the emulator came to Gullan’s house to fill out her PSC form, he entered her husband’s
CNIC number instead of hers. There was no CNIC number of the potential beneficiary on the
form. According to Gullan Khatoon, she heard about BISP when her neighbors started getting
their payments. She urged her husband and son to inquire about BISP; an acquaintance told
Mathal that this money was allotted to poor women by Benazir and insisted that Gullan should
visit the BISP office.
Gullan Khatoon took a copy of her CNIC, along with the copies of her husband’s, daughter-inlaw’s and son’s CNICs. At the BISP Divisional Office Larkana, when Gullan showed her survey
slip to the Data Entry Operator (DEO/AC), he informed her that she was included in the cash
transfer scheme but Gullan’s and her daughter in law’s CNICs had not been submitted. He also
asked her to submit a copy of the household head’s CNIC.
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She immediately submitted all the CNICs she had brought with her; the operator told her to visit
the office again after a few days to check the status of her form.

4. Processing of the complaint
a) Provider’s version
Gullan Khatoon submitted her CNIC copy along with her daughter-in-law’s in June 2012, but
due to excess of complaints at the Divisional Office, Gullan’s complaint was entered in the
CMS on 12th September 2012. Her CMS ID was 10509391. Her CNIC was updated and the
discrepancy was removed. Gullan has visited the BISP office only once to inquire about the
status of her complaint, while her daughter-in-law has visited twice. It costs approximately
Rs.100 per person for a round trip to the BISP office on a rickshaw. Till their last visit no
result had been generated regarding her complaint.
b) Client’s version
Gullan Khatoon visited the BISP Divisional Office Larkana herself to register her complaint,
around two and a half months ago in July 2012, and she did not get an acknowledgement slip.
Gullan and her daughter-in-law visited the Divisional Office thrice – Gullan went once and
her daughter-in-law went twice – but the assistant complaint did not give them any response
about when the complaint would be resolved or what the progress on it was.

5. What We Learnt?
With the presence of CMS, discrepancies can be resolved within a day. At the same time
however, Gullan’s complaint was registered 2 months after it was lodged due to the overload of
complaints at the BISP Divisional Office, and so the response was also delayed.
Gullan’s daughter-in-law, Rashida is also included on Gullan’s household roster; her CNIC was
submitted yet a discrepancy remains as per the beneficiary details on the BISP website. While
Gullan’s discrepancy has been removed her payment details are not available on the BISP website
and she does not know if a payment has been generated for her or not.

6. Recommendations




Beneficiaries should be provided eligibility and discrepancy letters by BISP so that they may
know their status and can take appropriate action swiftly.
BISP Divisional Office Larkana should increase its staff or train them to operate CMS more
effectively so that such delays are avoided in the future.
Complaint handlers should provide complainants with a CMS ID or some form of written
acknowledgement so that records are maintained and beneficiaries can track the status of their
complaints, thereby saving time and money on repeated trips to the BISP office.
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G-Q2-Sindh-14
Missing CNIC
Ayesha Begum
Nadeem Magsi
Yar Muhammad Colony, Tehsil and District Larkana
4320398418476
08829791
8th October 2012

1. Profile of the beneficiary/complainant
Ayesha Begum w/o Nadeem Magsi, 25 years old, lives in Yar Muhammad Kalhora colony, Tehsil
and District Larkana. Ayesha has studied till primary school and usually remains busy with the
household chores. She has 2 children; a son and a daughter. Her daughter – 7 years old – is the
eldest and is currently enrolled in 1st grade in a government school. Ayesha’s husband works in a
bakery in the colony and earns Rs.5,000 per month. From her husband’s family, his father,
mother, 2 brothers and a sister-in-law also live with them in the same house. One of his brothers is
married. His wife and their daughter also live in the same house with them. Ayesha’s mother-inlaw, who lives with them in the same house, also receives the BISP cash transfers. Ayesha
informed us that they all live together but have separate cooking arrangements. This is why
Ayesha’s form was filled out separately.
The house that Ayesha lives in is a rented house. It has 2 bedrooms and the structure of the house
is both katcha and pakka. The house has an area of about 200 sq. yards and has 2 bathrooms and a
veranda. It has an open kitchen. There is no gas facility available here however there is electricity
in the house. Water is obtained from a hand-pump installed in the house. Yar Muhammad Colony
comprises of about 1,000 households and a population of around 6,000 people. The colony has a
school and a medical dispensary.

2. Relationship with BISP
Ayesha has never been a beneficiary of the Parliamentarian Phase of BISP. Ayesha told the TPE
team that her PSC survey was done in June 2010 and she filled out her survey form with her
husband. Ayesha did not have a CNIC at the time and her CNIC number could not be recorded on
the form. However, the surveyor who came to fill out Ayesha’s form told them that Ayesha would
need to get her CNIC made in order for it to be recorded on her PSC form. Ayesha was also given
a survey slip after her form was filled out. Ayesha did not know much about BISP other than that
it is a program for poor women and that women are getting money through this scheme.
However, some rich people are also taking advantage of this money in her opinion. Ayesha said
that if she received the BISP cash transfers, she would spend the money on household expenses
and on her children’s education.

3. How did the complaint emerge?
Six months after the PSC survey concluded, the postman started giving cash installments to
Ayesha’s mother-in-law and other eligible women in the village. Ayesha and her husband,
Nadeem, became worried about why the postman was not giving Ayesha her installments. Later
on, one day, her neighbors told Ayesha to get her PSC slip (receipt) checked at an internet café.
When Ayesha got her form checked through the slip, she found out that her CNIC was not present
on the form and that is why she was not receiving her money.
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In February 2011, Ayesha went to the NADRA office with her husband and filled out a form to
get her CNIC made. Two months later, in April 2011, she received her CNIC. The next day
Ayesha Begum went to the BISP Divisional Office Larkana and submitted her complaint that her
CNIC number needed to be recorded on the form. Ayesha submitted a copy of her CNIC, PSC
slip and her tracking form to the complaint handler (AC). He told her that her complaint would be
forwarded to Islamabad and her CNIC number would be recorded over there. She should visit the
office again in 3 months.
The second time Ayesha visited the office after 3 months to inquire about her complaint. She was
told again that her CNIC number has not been recorded and she should visit again in 2 months.
According to Ayesha, she has made about 15-20 trips to the Divisional Office to inquire about her
complaint. However, every time she was given the same answer that her CNIC number has not
been recorded on the form.
Finally, when Ayesha visited the BISP Divisional office again in May 2012, the present complaint
handler took a copy of her and her husband’s CNICs and the tracking form. She was told once
again that her CNIC number would be submitted and she should visit again in 2 months.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC) at the BISP Divisional Office Larkana, Ayesha’s
complaint was entered into the CMS on 29th May 2012 with the CMS ID No. 10136461. Her
CNIC number was updated and the complaint was forwarded through the CMS to the AD
(Assistant Director). The AD verified the complaint through the system and then forwarded it
to the DD (Divisional Director). The DD verified the complaint and approved it. However,
the CMS is not showing the approval date by the AD and the DD. The AC also reported that
once the complaint is approved by the DD, the CNIC gets updated within 48 hours.
b) Client’s version
Ayesha reported that copies of her and her husband’s CNICs and her tracking form were
submitted to the AC at the BISP Divisional Office Larkana. However, she was not given any
kind of acknowledgement slip. She was told that the issue would be resolved in 2 months.
After that, Ayesha went to inquire about her complaint and was told that her CNIC number
had been recorded and she would start receiving the installments in some time. According to
her payment details, an installment had been issued to her on 30th June 2012 and the payment
mode is Pakistan Post.
A day after the TPE team interaction with Ayesha, her husband called and informed that he
went to the post office and got Ayesha’s installment. According to the website, the payment
was generated on June 30, 2012.
The BISP Divisional Office Larkana is about 4 km from Ayesha’s house. It costs her around
Rs.100 per person for a round trip in a rickshaw. Therefore, she usually walked or went on a
bicycle with her husband. Ayesha is absolutely unsatisfied with the complaint process and the
behavior of the staff because they did not provide her with any correct or satisfactory
information.
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5. What We Learnt?
According to our observation, the AC does not enter complaints into the CMS immediately. This
is the reason why the beneficiary cannot get a CMS ID. The beneficiary did not receive an
eligibility letter from BISP informing her about her eligibility for the cash transfer scheme.
Therefore, even 4 months after the PSC survey, the beneficiary did not know when she would
receive her installments. She did not even receive a discrepancy letter informing her of the issue
with her PSC form.
The beneficiary was not given a correct time frame by the BISP staff for when the issue would be
resolved. Nor was she provided with an acknowledgement slip or the CMS ID so she could track
the progress of her complaint. As a result of this she has had to make around 15-20 trips to the
BISP Divisional Office.

6. Recommendations



BISP should provide eligibility and discrepancy letters to beneficiaries so that they may know
their status in the program.
Complainants should be provided with a CMS ID or some form of acknowledgement so that
the records of the complainant’s visits to the BISP office are maintained and so that
beneficiaries can track the progress of their cases.
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G-Q2-Sindh-15
Missing household
Ghulam Khatoon
Sajan Sheikh
Shakeel Ahmed
Husainabad Tapal Ghar Khara Talka Ghambat
District, Khairpur
4520273122118
13th October 2012

1. Profile of the beneficiary/complainant
Ghulam Khatoon w/o Sajan Sheikh Omer, lives in Hussainabad, Post Office Khara, Taluka
Ghambat, District Khairpur. Ghulam Khatoon is a 48 year old, illiterate woman who is also a
housewife. She has 6 sons and a daughter. Her eldest son goes to college and is doing BA. Three
of her other sons are in the 12th, 11th and the 5th grade. Her daughter is in the 9th grade. All of
Ghulam Khatoon’s sons are studying and none of them work yet. Ghulam Khatoon’s husband,
Sajan Sheikh works for the government and earns a salary of Rs.14,000 per month. He has a
backbone problem and is usually sick. Due to his illness, he is often unable to go to work.
Ghulam Khatoon lives in a small house with her husband and children and they own the plot the
house is built on. She has 2 bedrooms and a bathroom in the house. They access water from a
hand-pump installed in the house. They have electricity and gas facilities available here. There are
approximately 400 households in Hussainabad Village and all the residents here belong to the
Sheikh kinship group. Some of the houses in the village are made of brick and some are katcha.
Ghulam Khatoon’s house is about 5 km from the main road. There is a school in the village but
there is no hospital.

2. Relationship with BISP
Ghulam Khatoon was not a beneficiary of the Parliamentarian Phase of BISP. In July 2011, the
PSC survey was conducted in her village. The survey team conducted surveys all over the village
except for Ghulam Khatoon’s street. Her sons and some other people from the street even spoke
to the team and asked them to come to their street. According to Ghulam Khatoon, the village
landlord (wadera) does not get along with the people of this street therefore he did not let the
survey team conduct surveys in this street. Ghulam Khatoon considers herself an eligible
candidate for the BISP cash transfers.
She does not know much about the BISP but is aware that this money is provided by the
government. Ghulam Khatoon does not know about the BISP eligibility criteria either but
considers herself as poor. According to Ghulam Khatoon, there is only one person, her husband,
to earn a living in her household and he is suffering from a backbone problem as a result of which
their household expenses are barely taken care of. Therefore Ghulam Khatoon thinks she
deserves the BISP cash transfers. She explains that if she gets this money, she would use it to
build a house and buy a buffalo. She said she would sell the buffalo’s milk and spend that money
on her children’s education.

3. How did the complaint emerge?
Ghulam Khatoon reported that other women in the village were receiving money from BISP.
Ghulam Khatoon thought that she should also receive money from BISP and found out how to
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register a complaint at the BISP Tehsil Office from her relatives. On 3 rd October 2012 Ghulam
Khatoon’s cousin, Shakeel Ahmed, went to register a complaint at the BISP Tehsil Office
Khairpur. Ghulam Khatoon reported that when her cousin went to lodge her complaint, the
Assistant Complaints (AC) and the Assistant Director (AD) refused to register it. They were not
acquainted with the process of registering this type of complaint, where a household was missed
to conduct PSC survey. Despite Shakeel Ahmed’s request to register the complaint, the Tehsil
Office staff did not register it.

4. Processing of the complaint
a) Provider’s version
Ghulam Khatoon’s cousin, Shakeel, came to the BISP Tehsil Office Khairpur to register a
complaint on 3rd October 2012. He also brought a copy of Ghulam Khatoon’s CNIC. The AC
and AD at the BISP Tehsil Office Khairpur refused to register Shakeel’s complaint. They
explained that they could not register the complaint because they did not know the procedure
to register such a complaint. They did not even know if they could register this type of
complaint. Despite Ghulam Khatoon’s cousin’s request, the complaint was not entertained.
b) Client’s version
On 3rd October 2012, Ghulam Khatoon’s cousin, Shakeel Ahmed, visited the BISP Tehsil
Office Khairpur to register a complaint. This complaint was with regards to conducting a resurvey of Ghulam Khatoon’s household. The AC and AD refused to take this complaint. They
explained that they did not know the process of registering such a complaint. Furthermore,
they did not even provide a satisfactory explanation about what could be done to resolve
Ghulam Khatoon’s case. The BISP Tehsil Office Khairpur is about 32 km and an hour-long
commute away from Ghulam Khatoon’s house. Ghulam Khatoon’s cousin took a Suzuki van
to the BISP Tehsil Office and spent about Rs.100 on the round trip.

5. What We Learnt?
The staff at the BISP Tehsil Office Khairpur does not know how to register a complaint for a
missing household. Due to this incapability of the staff, many beneficiaries must be unable to
register a complaint in this regard. The AC at the BISP Tehsil Office does not even know how to
operate the CMS. Since he cannot operate the CMS, a number of complaints cannot be resolved
and are left pending. In this case, no record was maintained of Shakeel’s visit to the BISP Tehsil
Office and he was not provided with any solution to his complaint.

6. Recommendations





The AC and AD at the BISP Tehsil Office Khairpur should be trained to register all kinds of
complaints.
After registering a complaint, the beneficiary should be provided with a CMS ID or an
acknowledgment slip as evidence.
The AC and the AD should also be provided with training to operate the CMS.
The BISP Tehsil Office should also develop a manual register with a separate file for
complaints.
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G-Q2-Sindh-16
Missing CNIC
Ghulam Sughran
Zulfiqar Ali
Pir Ganj Shaheed Mohalla, Sheesham Colony, Tehsil
and District Khairpur
4530505770780
10866099
15th October 2012

1. Profile of the beneficiary/complainant
Ghulam Sughran w/o Zulfiqar Ali Lashari is a 27 year old housewife, who lives with her husband
and 3 children – 2 sons and 1 daughter. Her daughter was born last month and her eldest son goes
to school. Ghulam Sughran’s house got damaged in the previous rainfalls during which a girder
fell on her and broke her arm. Now, she and her family live under an open sky. Her husband
drives a rickshaw, which he borrows from his friend on installments and manages to earn around
Rs.250 per day. She lives in a small village in Khairpur, in the Pir Ganj Shaheed Mohalla of
Sheesham Colony. There is a hospital and a school located at a distance of 4.5 km from her house.
The kinship groups which have been living in her area for many years include Lashari, Sarki and
Shahani.

2. Relationship with BISP
Ghulam Sughran’s Poverty Score Card (PSC) Survey took place in September 2011, in which she
was declared a potential beneficiary, but with a discrepancy. Neither she nor anyone in her
household knew much about BISP or its Parliamentarian Phase. Regarding BISP, she said that it
was money from Benazir for poor women and she added that her household were not voters of the
PPP, which could by why she was not getting the money. According to her, if she got the money
from BISP, she would spend it on her children and on repairing her house.

3. How did the complaint emerge?
According to Ghulam Sughran, she knew nothing about the BISP cash transfer scheme and when
their survey was happening, the enumerators only told her that the government was conducting a
house-by-house survey; they told her nothing about the “Benazir scheme”. But after some time,
when some women from her neighborhood started receiving money and she did not, someone
suggested to her that she should go and get her form checked at an internet café. So, she asked her
husband, Zulfiqar, to get the form checked. Zulfiqar obtained his wife’s tracking form for Rs.30.
The computer operator told him that they would receive BISP money since she is eligible but they
would have to go to the BISP Tehsil Office in Khairpur.
Zulfiqar and Ghulam Sughran went to the “Benazir Office” where they showed Sughran’s form,
upon which the peon at the office asked them to deposit her and her husband’s CNIC copies, since
there was no one in the office at the time. Then they were told they would receive their money
soon. According to Ghulam Sughran, they were not receiving the money because they were not
voters of the PPP.
She said that when the survey took place, the survey team only told her that it was the
government’s house-by-house (ghar ghar) survey. She added that if they had been informed of
the Benazir scheme, they would have given their CNIC copies there and then. However, it is

GHK Consulting Ltd.
J40252715

552

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Sindh-16

important to note that Ghulam Sughran had her CNIC made in 2012; it was issued to her on 2 nd
August 2012. She had gotten the CNIC made so that she could avail the BISP cash transfer
scheme.

4. Processing of the complaint
a) Provider’s version
According to the record of the staff at the BISP Tehsil Office Khairpur, Ghulam Sughran
visited to submit her complaint on 30th August 2012 and deposited her husband’s and her
CNIC copy. The Assistant Complaints (AC) received the complaint and entered it in a
register. The complaint, however, was entered into the Case Management System (CMS) on
5th September 2012, through the AC/DEO’s (Date Entry Operator’s) login, and the CMS ID
10488121 was generated against it. This complaint was registered as a Roster Information
Update of CNIC in the CMS. The AC had approved this request but it was still pending at the
AD level, since he did not know how to operate the CMS and update the beneficiary’s CNIC
on it.
b) Client’s version
Ghulam Sughran and her husband went together to the BISP Tehsil Office Khairpur on 30 th
August to get their complaint registered, but there was no one at the office when they went.
So she submitted her complaint and supporting documents to the peon at the office. She
received no acknowledgement slip or CMS ID upon submitting her complaint. According to
Ghulam Sughran, she sent her husband to the office 2 more times to get information on the
progress of the case but the staff told him that he would receive the BISP payments 2-3
months later and that he should come back after 2 months to check about the money. Ghulam
Sughran’s CNIC update status on the CMS tracking website still appears in process, as
checked on 18th October 2012.

5. What We Learnt?
It was observed that the lower staff at the BISP Tehsil Office Khairpur knows more about the
complaint registration mechanism than the Assistant Complaints. The AC mainly registers the
complaints but not in the CMS, rather in a manual register. According to the AC, it has been 2
months since they have come to the BISP Tehsil Office Khairpur on deputation, because of which
they know nothing about the BISP processing or the CMS system.
Ghulam Sughran, who is illiterate and knew nothing about registering complaints, gathered
information herself and got the complaint registered. The main reason for the delay in the
resolution of this complaint is that the staff at the BISP Tehsil Office Khaipur knows nothing
about the CMS. This is why even more time is being taken for complaint redressal.

6. Recommendations



BISP should send eligibility and discrepancy letters promptly to beneficiaries in whose forms
there is any discrepancy so that they may know their status in the program and remove any
discrepancy immediately.
The BISP Tehsil Office staff should be trained in CMS and the complaint redressal
mechanism, so that the BISP beneficiaries do not have to wait long for the resolution of their
complaints.

GHK Consulting Ltd.
J40252715

553

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)



Section 3 - Grievance Case Studies
G-Q2-Sindh-16

Whenever a complaint gets registered, the complainant should be provided with an
acknowledgement slip and also be told about the complaint process and expected timeline for
resolution of the case.
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G-Q2-Sindh-17
Duplicate Household
Musamat Razia
Jamshed Khoso
Village Ali Khan Khoso, Post Office Arain, Tehsil
New Sukkur, District Sukkur
4550416118372
13688135
12th October 2012

1. Profile of the beneficiary/complainant
Musamat Razia w/o Jamshed Khoso is a 40 year old resident of Village Ali Khan Khoso, Post
Office Arain, Tehsil New Sukkur, District Sukkur. She is an illiterate woman who is a housewife
with 8 children – 3 sons and 5 daughters – none of whom are studying at school. Her husband,
Jamshed, cuts and sells wood for a living, from which he manages to earn Rs.150 per day. Razia
herself cuts crop seasonally through which she manages to store one man of wheat, which gets
them through for 2 months. Nobody other than her husband and children live in her house, which
consists of one room and a large courtyard. The area of the house is around 250 sq. yards but the
house’s structure is katcha.
There is an open kitchen in the house and they defecate in the open as there is no bathroom either.
Electricity is available in the house but not gas. Only the people from the Khoso community live
in Village Ali Khan Khoso. There are around 250 houses in the village and a total population of
around 1,000 people. Although there is a government primary school located in the village, the
hospital is located at a distance of 4 km from the village, in the city of Sukkur.

2. Relationship with BISP
Mst. Razia has never been a beneficiary of the BISP Parliamentary Phase. According to her, her
PSC Survey was done in May 2011; she had her PSC form filled out at home. When asked about
who had filled out another form on her name, she said she did not know and that it could possibly
have been her husband or some relative. After filling out the form, the enumerator gave her the
PSC slip as acknowledgement. Razia knew that the BISP is a program to provide cash assistance
to poor women. When she received her first installment of the BISP cash transfers, she spent in on
household necessities and on her children.

3. How did the complaint emerge?
Six months after the completion of the PSC Survey, when beneficiary women in her area started
receiving their cash installments through the postman, Mst. Razia grew worried as she wondered
why the postman was not bringing her money, given that she, too, was poor. Then, some women
from her neighborhood told her to get her BISP tracking form from the internet café and get it
checked at the BISP Office.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints at the BISP Divisional Office Sukkur, this complaint
was registered as a Form Duplication case, on 14th June 2012 and its CMS ID number is
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10184002. In duplication cases, the standard procedure is to suspend one of the two PSC
forms. That is why, Razia’s form, numbered 11289090, was suspended as its PMT score was
higher than the other form’s. After that, the AC forwarded the complaint to the Assistant
Director (AD), who approved it after verification and forwarded it on to the Divisional
Director (DD). The DD also verified it and approved it. However, the CMS does not show the
dates on which the AD and the DD approved the complaint. According to the AC, the CMS
status gets updated 48 hours after approval by the Divisional Director.
b) Client’s version
Mst. Razia said she went to the BISP Divisional Office in Sukkur because this office was near
her home. She went there for the first time after obtaining her BISP tracking form from an
internet café in Sukkur city. She took this tracking form the Divisional Office to get it
checked at the advice of her neighbors. Razia does not remember the exact date, but she said
it was 6 months after the PSC survey, making it November-December 2012. There she was
told that there were 2 forms submitted on her name.
At the suggestion of the BISP staff, she got her complaint registered and submitted her CNIC
copy and tracking form as supporting documents. The staff told her it would take 2-3 months
for the complaint to get resolved. When 3 months passed by and the postman still did not
arrive with her payments, she went to the BISP Divisional Office for the second time, in
March 2012, to find out about the status of her complaint. This time she was told by the staff
that the complaint had been forwarded to Islamabad and that when the money arrived, it
would be delivered to her. After a further 2 months had passed, in June 2012 she went to the
BISP office a third time to find out about the status of her complaint. The AC took her CNIC
copy and BISP tracking form, but did not give her an acknowledgement slip. He only told her
to go back home, and that the postman would deliver the money to her home when it arrived.
After that, in July 2012, she received her first installment of the BISP cash transfers through
the postman. She said that the BISP Divisional Office Sukkur, was located at a distance of 5
km from her house and it cost her Rs.150 per trip on a Suzuki van. She said she was satisfied
with the method of the complaint processing because she had started receiving the money.
However, she was not satisfied with the behavior of the BISP staff, as their response, she felt,
was not good.

5. What We Learnt?
It was observed in this case that the beneficiary went to the BISP Divisional Office Sukkur on
three occasions before her complaint was properly registered in the CMS. Razia’s third visit on
14th June 2012 is the only recorded complaint in the BISP records. The Assistant Complaint gave
no acknowledgement slip to the beneficiary upon the registration of her complaint. It was further
observed that complaints are not immediately registered in the CMS by the AC. Thus, while the
CMS has made the complaint resolution process faster, with different levels of authority
approving cases in real time within 48 hours, the complainants are not informed about the
progress of the case and there is no way for them to independently track cases in the absence of
CMS IDs. Razia’s complaint was resolved quickly too, and the first payment was generated on
June 30, 2012. She was of the view that she received her first cash installment in July 2012, only a
month after her complaint was registered. However, Razia’s payment details on the BISP website
show that her installment has been generated but not delivered. This implies that the payment
details have not been updated on the website, even checked on October 28, 2012.

6. Recommendations


Beneficiaries should be provided with eligibility and discrepancy letters (if there is a
discrepancy on their form) from BISP immediately.
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Complaint handlers should provide complainants with a CMS ID after registering their
complaint so that they may track the progress of their case independently.
In the case of duplicate forms with the same eligibility status and same address, BISP should
automatically suspend one form so that the beneficiary does not have to suffer and register a
complaint herself.
Payment details on the BISP website should automatically be updated.
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G-Q2-Sindh-18
Missing CNIC
Shahneela
Muhammad Ali Khoso
Goth Bilawal Khan Khoso, Naserabad, Tapal Ghar
Arain, Taluka New Sukkur, District Sukkur
4550506282876
11287916
11th October 2012

1. Profile of the beneficiary/complainant
Shahneela w/o Muhammal Ali Khoso, 30 years old, lives in Goth Bilawal Khan Khoso,
Naserabad, Post Office Arain, Taluka New Sukkur, District Sukkur. Shahneela has been mute
since birth; she cannot speak therefore this interview was conducted with the help of her brotherin-law’s wife. Shahneela is a house wife and she has 2 sons and 2 daughters. However, her PSC
roster only has 3 of her children recorded on it; her fourth child, now one year old, was born after
the PSC survey was conducted. Shahneela lives in a 200 sq. yard area house, in an old katchapakka room with her 4 children. There are no gas, electricity or drainage facilities available in the
household. They access drinking water from the village hand-pump.
Goth Bilawal Khan Khoso is a rural area comprising of 200-300 households with a population of
approximately 300- 400 people. The main road is about 2 km from the village and people usually
walk to the road. The village does not have any health facilities; in case of a minor or a serious
illness, people travel to Sukkur which is at a distance of 3.4 km from the village. The majority of
people in this village consume drugs. Children and women consume pan and gutka and it seems
that they are suffering from hepatitis and anemia. Shahneela informed us that the village landlord
(wadera) supplies drugs in the village, including heroine and syringes. Shahneela’s husband
works at the vegetable market (sabzi mundi). He works as a loader and loads fruits in vehicles,
earning Rs.150 per day. When it is not the fruit season, he cuts wood.

2. Relationship with BISP
Shahneela was not a beneficiary of the BISP Parliamentarian Phase. The PSC survey was
conducted in her area in October 2011. Shahneela’s form was filled out by the survey team in her
veranda and she was also given a PSC slip (receipt) as evidence. At the time of survey, Shahneela
did not have a CNIC. Therefore, her CNIC number could not be recorded on the form. Shahneela
heard about the BISP from other women in her neighborhood that it is Benazir’s zakat for women.
With regards to the BISP eligibility criteria, Shahneela said “I am poor and I am worried about
eating food. I should receive Benazir’s money.” Shahneela bought clothes for herself and her
children with her earlier BISP cash transfers. She plans to buy clothes and food for her children
from the next installments she receives.

3. How did the complaint emerge?
On 12th April 2012, six months after the PSC survey was conducted in her area, other women in
Shahneela’s village started receiving the BISP cash transfers and she became worried about why
she was not receiving any money. When Shahneela did not receive her payments, a socially active
woman (not a social worker) in their village, Naseeba Khoso, took Shahneela to the BISP
Divisional Office Sukkur to register her complaint and check her PSC slip.
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The Assistant Complaints (AC) at the Divisional Office informed her that once Shahneela
submitted a copy of her CNIC, she would start receiving the money. He further informed her that
her form had been accepted but her CNIC number was not present on the form. The same month,
Naseeba Khoso took Shahneela to the NADRA office which was located next to the BISP office.
She got Shahneela’s CNIC made urgently and Shahneela received it in May 2012.

4. Processing of the complaint
a) Provider’s version
On 15th July 2012, Shahneela visited the BISP Divisional Office Sukkur with Naseeba and
registered a verbal complaint that she was not receiving her cash payments. The AC at the
BISP Divisional Office took a copy of her CNIC and the PSC slip and entered it in the CMS,
giving it a CMS ID (10278602). On the same day (15th July 2012), the AC added his remarks
“CNIC needs to be updated” and forwarded it to the Supervisor/Assistant Director (AD).
After receiving the complaint, the AD performed a “data fetch”, verified the data and
forwarded it to the Divisional Director (DD) on the same day with his remarks. The DD
similarly verified the beneficiary’s data and approved this case on the CMS. After
Shahneela’s CNIC was updated in the system, it automatically went to the survey specialist
and the case was approved in the CMS.
b) Client’s version
Shahneela went to the BISP Divisional Office Sukkur with Naseeba and some other women
of her village in July 2012, after getting her CNIC made in May 2012. She submitted a copy
of her own and her husband’s CNIC along with a copy of the PSC slip. The AC at the
Divisional Office told her that they will be sending her CNIC copy and the PSC slip to
Islamabad; she would start receiving her money in a month and did not need to visit the office
again.
In August 2012 Shahneela and Naseeba went to the BISP office again to find out if the money
had arrived. The AC checked her payment details and informed her that her case had been
approved and her money was available. However, she needed to get a Benazir Debit Card to
withdraw her money from the bank.
The BISP Divisional Office Sukkur is at a distance of 4.4 km from Shahneela’s house. The
main road is about 2 km from her house and she walks to the main road to take a Suzuki from
the bus-stop to the Divisional Office. Shahneela and Naseeba spent Rs.100 on food and
traveling to the BISP office. Shahneela was satisfied that her issue was resolved in a timely
manner. She was also satisfied with the attitude of the BISP staff; despite the office being
crowded, she was treated politely.

5. What We Learnt?
In this case it was observed that the beneficiary, Shahneela, did not receive a discrepancy letter
after the conclusion of her PSC survey. She found out how to register a complaint through her
acquaintance, Naseeba Khoso. She went to the BISP Divisional Office Sukkur with Naseeba to
find out why she was not getting her payments; it was here that she found out there was a
discrepancy for which she would have to get her CNIC made.
After getting a CNIC made in May 2012, she went to the Divisional Office to register a complaint
on 15th July 2012. She was not provided a CMS ID upon registering her complaint; instead she

GHK Consulting Ltd.
J40252715

559

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Sindh-18

was given inaccurate information. The AC told her that her complaint was going to Islamabad for
approval and she would start receiving money in a month. She was not informed at that time that
her payment modality would be shifted to the BDC modality; instead she was told about this
when she visited the Divisional Office again in August 2012.
According to the CMS website, Shahneela’s CNIC discrepancy was removed and she was made
eligible for the cash transfers on the same date as her complaint was registered. The beneficiary
received her first installment through the BDC in August 2012, within a month of registering a
complaint at the office. According to her payment details on the BISP website (as checked on 19th
Oct 2012), she withdrew an installment of Rs.3,000 on 16th August 2012.

6. Recommendations




Beneficiaries should be provided eligibility and discrepancy letters by BISP promptly so they
may know their status in the program and immediately resolve any discrepancies.
Complaint handlers should provide acknowledgement slips/CMS IDs to complainants upon
registering their complaint so that they may independently track the progress of their case.
Once the complaint is resolved in the CMS, the BISP Divisional Office staff should call the
complainant and inform them that their complaint has been resolved. The office staff can find
out the status of the complaint within 24 hours. However, the complainant can only find out
when they visit the office and inquire about the complaint.
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G-Q2-Sindh-19
CNIC Update
Naseeban
Noor Mohammed
Saleeman Khatoon (mother-in-law)
Village Mohammed Safar, Post Office Puhwar Bugro,
District Khairpur
4520302352550
10855772
12th October 2012

1. Profile of the beneficiary/complainant
Naseeban w/o Noor Muhammad is 32 years old and lives in Village Mohammed Safar, Post
Office Puhwar Bugro, District Khairpur. Naseeban is an illiterate housewife, with 3 sons and 2
daughters, all of whom live with her. Naseeban’s husband, Noor Muhammad, does not live with
her since he remarried. After his second marriage, Noor Muhammad stopped giving money to his
first wife and her children and shifted to a separate home with his second wife. Earlier when Noor
used to give money to Naseeban, her children attended school but now due to financial constraints
Naseeban cannot afford her children’s schooling. Other than household chores Naseeban does not
work. Her husband is a driver and earns Rs.7,000 per month but he has stopped giving money to
Naseeban and her children. Her mother-in-law works as a mid-wife in a hospital. Naseeban lives
in a katcha house with her children, mother-in-law, brothers-in-law and their wives. The house is
comprised of 2 rooms and an open latrine. There is no proper kitchen; one corner of the house is
used as kitchen. They use a hand-pump installed in their house for water. There is a school near
Naseeban’s house but there is no hospital in the village. Her house is almost 3 km away from the
main road.

2. Relationship with BISP
Naseeban was not a beneficiary of the BISP Parliamentarian Phase. In December 2011, the PSC
survey team visited Naseeban’s village, and filled out her form at her doorstep and gave her a
PSC slip as evidence. According to Naseeban, her mother-in-law informed her that she was also a
beneficiary of BISP. About BISP, Naseeban said that this is Benazir’s scheme and her neighbors
told her about it. When asked about the eligibility criteria, Naseeban said that it was for poor
women and she was also a poor woman so she should get the money. She said that if she gets the
cash transfers she would use it to buy food items for her family and will send her children back to
school.

3. How did the complaint emerge
Naseeban’s mother-in-law, Saleeman Khatoon, was worried about why she was not getting
money from BISP thus she went to an internet café at the Civic Centre in Khairpur along with her
PSC slip. There she got to know that according to the BISP eligibility criteria, Naseeban was also
eligible for the BISP cash transfers. Thus around 3 months ago, Saleeman Khatoon went to the
BISP Tehsil Office Khairpur with the PSC slip and Naseeban’s CNIC copy.
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4. Processing of the complaint
a) Provider’s version
Saleeman Khatoon went to the BISP Tehsil Office Khairpur where the peon at the office
received her complaint. The Assistant Complaints (AC) entered this complaint into the CMS
on 4th September 2012. The Assistant Director (AD) at this office does not know how to
operate the CMS therefore this complaint is still in process, as per the CMS updates on the
BISP website, checked on 23rd October 2012.
b) Client’s version
After getting the PSC slip checked from an internet café, Naseeban’s mother-in-law registered
her complaint at the BISP Tehsil Office Khairpur along with Naseeban’s CNIC copy.
Naseeban did not remember the exact date that the complaint was filed but in our interview
with her on 30th September 2012, she estimated that it had been around 3 months ago (which
would be approximately July-August 2012). The peon received her complaint at this office, as
the rest of the staff was not present at the time.
According to the CMS, this complaint was registered by the AC on 4th September 2012 which
is a considerable time after the complaint was submitted. After registering her complaint,
Saleeman Khatoon visited the office thrice to inquire about the result of her complaint, but
she was told to wait for her complaint to be processed each time. The BISP Tehsil Office
Khairpur is 15 km away from Naseeban’s house. Her mother-in-law went to the BISP office
via rickshaw and the rickshaw driver charged Rs.60 for the round trip.

5. What We Learnt?
The AC at the BISP Tehsil Office does not know how to operate the CMS. Due to this, all
complaints are registered manually by date in a register and are later entered into the CMS.
Saleeman Khatoon submitted Naseeban’s complaint at the BISP Tehsil Office Khairpur around 3
months ago (approximately in July-August 2012), according to the client’s version. However
Naseeban’s complaint was entered into the CMS at the Tehsil Office on 4th September 2012.
When the complainant went to the Tehsil Office, her complaint was received by the peon, and she
was not given any acknowledgment slip. The AD at the Tehsil Office also does not know how to
operate the CMS as a result of which this complaint is still pending and there has been no
progress in Naseeban’s case despite the fact that discrepancies can be resolved through the CMS
within 24 hours.

6. Recommendations





BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure.
Beneficiaries should be provided with an acknowledgement receipt of their complaint with a
CMS ID so they can track the progress of their case.
The staff at the BISP Tehsil Office Khairpur should be trained to use the CMS. This would
increase the pace of the complaint registration mechanism and reduce the delay in resolving
the complaints.
Beneficiaries should be given a time frame and accurate information about when their
complaint will be resolved to save them from unnecessary visits to the office.
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G-Q2-Sindh-20
CNIC Update
Nanki
Darshan
Village Khameso Khan Jogi, Tehsil New Sukkur,
District Sukkur
451067158684
11286761
19th October 2012

1. Profile of the beneficiary/complainant
Nanki w/o Darshan is 36 years old and lives in Goth Khameso Khan Jogi, Tehsil New Sukkur,
District Sukkur. She keeps herself busy with the household chores and works as an agricultural
laborer twice or thrice a week, earning about Rs.150 each day she works. Nanki is illiterate and
has 5 sons and 3 daughters who live with her. One of her younger sons studies in the first grade in
school. Due to poverty, she cannot afford to send the rest of her children to school. Her husband
Darshan, works as an agricultural laborer on the land and earns Rs.150 daily. They have no
alternate source of income other what they earn working as agricultural laborers; the entire
household subsists on this income.
Nanki lives in a katcha-pakka house. Her family does not own the plot and are temporarily living
there. She has 2 rooms in the house; there is no kitchen or bathroom facility available in the house
and one of the corners is used as a kitchen while the other is used as a toilet. There is electricity
available here but gas is not available in the house. They have to go to Gothabad every day to
obtain drinking water. Gothabad is about 5 km from Nanki’s house.
The village of Khameso Khan Jogi consists of people belonging to the Sheikh, Jogi and Khosa
kinship groups. Nanki’s colony consists of around 500 households and she is friendly with most
of her neighbors. There is no school in the village and Nanki’s son goes to Maka Goth School
which is about 4 km from her village. There is no hospital in the village and in case of illness they
go to Sukkur. The main road is about 5 km from their house.

2. Relationship with BISP
Nanki was not a beneficiary of the Parliamentarian Phase of BISP. The PSC survey team
conducted the survey in Nanki’s village in August 2010. She does not remember the exact date
when the survey was conducted. According to Nanki, the survey team came to her neighbor’s
house. Nanki went over there and assisted the survey team with filling out her survey form. The
survey team gave her a PSC slip as evidence. According to Nanki, the postman comes to deliver
mail in her neighborhood. He informed her that she would get the BISP money and she should
visit the BISP Office. Nanki did not know anything about the BISP and she did not even know
who was providing the BISP money. She heard about BISP from her neighbors. She did not know
anything about the eligibility criteria. Nanki only knew that this money is for poor people and
since she is also poor she should get the money.

3. How did the complaint emerge?
After the PSC survey was conducted, the other women in Nanki’s village started receiving
money. When Nanki did not get any money, she became concerned and asked the postman in her
neighborhood why she was not receiving the cash transfers and what she should do about it. The
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postman told her to register a complaint at the BISP Tehsil Office Sukkur and to submit her CNIC
copy there. Nanki then visited the BISP Tehsil Office Old Sukkur around 6 months ago, along
with her CNIC copy and PSC slip to submit her complaint.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC), the beneficiary went to the BISP Tehsil Office
Old Sukkur by herself on 27th September 2012, and her complaint was registered by the AC
along with a copy of her CNIC and PSC slip. In the AC’s account, Nanki’s complaint has
been updated with the CMS ID 10584894. On the same day (27th September 2012), the AC
forwarded the complaint to the Assistant Director (AD) where it is still pending.
b) Client’s version
Nanki went by herself to register a complaint at the BISP Tehsil Office Old Sukkur but she
cannot remember the exact date. According to Nanki, it has been around 6 months since she
registered the complaint (approximately March-April 2012).
She also submitted a copy of her CNIC and PSC slip along with her complaint. The AC took
her complaint but did not her give any acknowledgement receipt or informed her when the
complaint would be resolved. She went by herself on a Suzuki to the BISP Tehsil Office Old
Sukkur to register the complaint. She spent approximately Rs.100 on the round trip. Nanki
went to the BISP Office Sukkur again, 6 months after she registered the complaint to inquire
about the result of her complaint. Her complaint was not resolved.
Her youngest daughter also accompanied her to the BISP office on this trip. Twenty days
later, Nanki went to the BISP Tehsil Office Old Sukkur again and found out that her
complaint was still not resolved. According to Nanki, her complaint had still not been
resolved nor had her payments started.

5. What We Learnt?
The BISP Tehsil Office Old Sukkur takes a long time to resolve complaints and a number of
complaints are still left unresolved. Nanki’s complaint is one of these complaints. It was
submitted around 6 months ago (according to the client’s version) and was registered into the
CMS on 27th September 2012 (according to the provider’s version). The status of the case in the
CMS is still in process, when checked on October 23, 2012.
The BISP Tehsil Office Old Sukkur has no record of Nanki’s previous visits to their office. There
has been no progress in her complaint thus far, even though complaints can be resolved within 24
hours through the CMS.
Nanki was not provided with any acknowledgement slip or CMS ID upon submitting her
complaint. More importantly, the beneficiary was not informed about the discrepancy on her PSC
form when she visited the Tehsil Office.

6. Recommendations


As per standard procedure, BISP should provide eligibility and discrepancy letters to
beneficiaries promptly.
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Beneficiaries should be provided with an acknowledgement receipt of their complaint with a
CMS ID so they can track the progress of their case.
The staff at the BISP Tehsil Office Old Sukkur, including the AD, should be trained to
properly use the CMS so that there is no backlog of cases as there is in this office.
Beneficiaries should be given a time frame and accurate information about when their
complaint will be resolved to save them from unnecessary visits to the office.
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G-Q2-Sindh-21
CNIC Update
Musmat Nasiba
Roshan
Village Nandi Patni, Tapal Ghar Cement Factory
Patni, Taluka Rohri, District Sukkur
4550289183788
11182143
22nd October 2012

1. Profile of the beneficiary/complainant
Musamat Nasiba w/o Roshan Ali, 53 years old, lives in Village Nandi Patni, Tapal Ghar Cement
Factory Patni, Taluka Rohri, District Sukkur. She is illiterate and a house wife with 6 sons and 2
daughters. One of her daughter is married and lives separately with her husband. Two of her sons
are also married who live with their wives with Nasiba. Nasiba’s husband, Roshan Ali is
unemployed. During the construction season of new roads, he works as a stone mason. The roads
get repaired twice or thrice a year and Roshan Ali earns around Rs.4000 during these times.
Nasiba’s sons are unemployed too and work seasonally like their father. They also earn Rs.4000
during the road construction season. Nasiba takes care of all the household work. Apart from
working in the house, she also makes cloth blankets (ralliyan) and earns around Rs.2000 per
month from selling them. None of her children go to school. Nasiba’s sister-in-law also lives with
them in the house. Her name is Mumtaz and she is also a BISP beneficiary. She has 3 children
who also live with Nasiba in the house.
They own the plot they live in and it is katcha-pakka (half brick/ half mud). Nasiba, her husband,
children, sister-in-law and her 3children all live in a small house together. There are 3 rooms in
the house and there is no bathroom or kitchen facility available in it. There is electricity but no
gas or water system available in the house. They access water from the houses in the
neighborhood every day. There is a school in the village but no hospital facility is available. The
village comprises of 400 households, with the entire population belonging to the Sheikh kinship
group. All the houses in the village have a katcha-pakka composition. The main road is at a
walking distance from Nasiba’s house. She is friendly with everyone in the village.

2. Relationship with BISP
Naseeba was not a beneficiary of the Parliamentarian Phase of BISP. According to the BISP
Tehsil Office Sukkur, Nasiba’s PSC form was filled on 2nd July 2011 by the PSC survey team.
According to Nasiba, the surveys were conducted in July 2011 and she filled out her form with
the PSC team herself at her neighbor’s house. She was also given a PSC slip as evidence. Nasiba
thinks she is a deserving candidate for the BISP cash transfers. Nasiba believes that the
government is giving money through BISP. She does not know anything about the BISP
eligibility criteria. However, Nasiba considers herself poor and a deserving candidate for the cash
transfers from BISP. She said, “I have no one to earn a living and I sell ralliyan (cloth blankets). I
am barely able to run the household with that money.”
According to Nasiba, if she gets the cash transfer in the future, she would use that money to buy
food for the household and get clothes for her children for Eid. Nasiba received two installments
earlier. One installment amounting to Rs.3,000 was delivered to her by the postman. The second
installment of Rs.3,000 was collected by Nasiba from Habib Bank (important note: her payment
details on the BISP website, as checked on 24th October 2012, show that this money was
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withdrawn from a Bank Alfalah PoS). She bought food and miscellaneous items for the household
with this money.

3. How did the complaint emerge?
Nasiba reported that she had been asking around about why she was not receiving the cash
transfers from BISP, when she saw other women in her neighborhood get their money.
Eventually, she visited her relatives, who live in Rohri, and heard from them that BISP complaints
are registered at the BISP Tehsil Office. She got a written complaint made in Rohri. The next day
Nasiba went to the BISP Tehsil Office Sukkur, along with some other women from her
neighborhood, to register this complaint about not receiving the cash transfers. She does not
remember the exact date but she said it was around 7 months ago (approximately March-April
2012).

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC) at the BISP Tehsil Office Sukkur, Nasiba came
to this office to register a complaint about not receiving her money. She submitted a copy of
her CNIC, PSC survey form along with a written application for her complaint on 2nd July
2012. The AC registered her complaint on the same day in the CMS with the CMS ID
10303161. The Assistant Director (AD) approved the complaint and forwarded it to the
Divisional Director (DD). The DD further approved the complaint on the same day and the
discrepancy was resolved.
b) Client’s version
Nasiba informed us that around 7 months ago she went to register a complaint at the BISP
Tehsil Office Sukkur with some women from her neighborhood. Nasiba had the complaint
written earlier from Rohri. She also submitted a copy of her CNIC and PSC form with her
complaint.
After submitting her complaint, Nasiba did not receive an acknowledgement receipt at the
BISP Tehsil Office Sukkur. She went to Rohri on a rickshaw, which cost her Rs.20, and then
went on a Suzuki to the BISP Tehsil Office Sukkur for Rs.10. In total, Nasiba spent around
Rs.100 on the round trip to the BISP Tehsil Office Sukkur which is about 15 km from her
house. However, Nasiba has been to the BISP Tehsil Office 5 times since then to inquire
about her complaint.
Initially, she visited the Tehsil Office 15 days after registering her complaint. She then visited
the Tehsil Office again after a month. Nasiba’s complaint was eventually resolved and the
postman delivered an installment at her house 2 months ago. She also received another
installment of Rs.3,000 a month ago. She received this installment through the Benazir Debit
Card (BDC) at the BISP Tehsil Office Sukkur.

5. What We Learnt?
In this case, it was observed that a discrepancy between the provider’s version and the client’s
version exist. According to the beneficiary, she first went to register a complaint at the BISP
Tehsil Office Sukkur around 7 months ago (approximately March-April 2012). However,

GHK Consulting Ltd.
J40252715

567

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Section 3 - Grievance Case Studies
G-Q2-Sindh-21

according to the AC at this office, Nasiban’s complaint was registered into the CMS on 2nd July
2012.
It is possible that this complaint was formally entered into the CMS on one of the 5 follow-up
visits made by the beneficiary to the Tehsil Office after submitting her complaint 7 months ago. It
was observed that a record is maintained of all the complaints in the CMS at the BISP Tehsil
Office Sukkur. However, complainants are not given an acknowledgement receipt once the
complaint has been registered – Nasiban was not given her CMS ID either.
Furthermore, Nasiban was not aware of the discrepancy on her form, prior to visiting the BISP
office. She only heard from her relatives in Rohri that complaints regarding non-payment of BISP
money are registered at the Tehsil Office.

6. Recommendations



As per standard procedure, beneficiaries should be provided eligibility and discrepancy letters
promptly so they know their status in the program and can remove discrepancies, if any, from
their forms.
A manual record of all complaints should be maintained at the BISP Tehsil Office Sukkur so
that BISP has a record of each visit made by the complainant; in this case there was no record
of the complaint submitted by the beneficiary 7 months ago instead there is only a record of
the complaint registered on 2nd July 2012.
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G-Q2-Sindh-22
CNIC Update
Mai Koonj
Amir Khan Sheikh
Lashkar Ali Sheikh, Post Office Patni, Tehsil Rohri,
District Sukkur
4550247797128
11182098
22nd October 2012

1. Profile of the beneficiary/complainant
Mai Koonj w/o Amir Khan Sheikh is a resident of Village Lashkar Ali Sheikh which is 10 km
away from the main National Highway Sukkur. Mai Koonj is the mother of 2 sons. Her husband
works as a laborer and earns about Rs.150 daily. Mai Koonjsews dresses and earns Rs.50 for each
dress. Mai’s house is comprised of a single room which is in very poor condition after the last
rainfalls. The people living in this village are Mai’s relatives. There are about 300 houses in this
village and all the people living here are poor and work as laborers.

2. Relationship with BISP
Mai Koonj’s PSC survey took place in July 2010 in which the survey team visited each house and
took the household head’s name and CNIC number. Mai Koonj did not know much about the
BISP cash transfer scheme; according to her, this is Benazir’s money given to poor women. Mai
was not a beneficiary of the Parliamentarian Phase of BISP. When the PSC survey team visited
Mai’s house, her mother-in-law used to live with her, but she recently passed away. Mai
Bakhtawar is another beneficiary living in the same household.

3. How did the complaint emerge?
Mai Koonj said that when the enumerators were surveying each house in the village and were
filling out PSC forms, they asked for the names of all the males in the family and their CNIC
numbers. They did not ask for the women’s CNICs. After some time, when other women in the
village started getting money from BISP, Mai Koonj became concerned and inquired the postman
about her money. He told her that her CNIC number was missing from her PSC form and asked
her to visit the BISP Tehsil Office and submit her CNIC copy along with her husband’s CNIC
copy.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Director (AD) at the BISP Tehsil Office Rohri, Mai Koonj came to
this office along with some other beneficiaries on 21st June 2012. She wanted to register a
complaint that the PSC survey team did not write her CNIC number in the form thus now she
wanted to submit her CNIC number so she too could receive the money.
The AD took Mai Koonj’s and her husband’s CNIC copy. He then logged into the CMS
through the account of a Data Entry Operator (DEO) and updated her CNIC number.
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He entered her complaint in the CMS and generated the CMS ID 10606725. Mai Koonj’s
complaint was still being processed at the time of the interview, but it has now been approved
and the discrepancy is resolved, as per the CMS website checked on 25th October 2012.
b) Client’s version
According to Mai Koonj, she visited the BISP Tehsil Office Rohri to register her complaint
on 1st October 2012, along with some other women from her neighborhood. According to her
she received no acknowledgement receipt for her complaint. She said that she has visited the
BISP Tehsil Office 7 times since then to inquire about the result of her complaint and each
time she gets the same reply that she will get her money soon. Mai Koonj has still not
received a Benazir Debit Card (BDC). The BISP Tehsil Office Rohri is approximately 13 km
from Mai Koonj’s house and it costs her Rs.100 to visit the office in a Suzuki van – she has
spent around Rs.700-800 thus far on traveling there.

5. What We Learnt?
Although Mai is an illiterate woman, she managed to learn about the procedure to register a
complaint. There is a discrepancy in this case between the provider’s version and the client’s
version.
According to Mai Koonj, she first went to register a complaint at the BISP Tehsil Office Rohri on
1st October 2012 and then visited the office 7 more times. However, according to the AC at the
Tehsil Office, this complaint was registered on 21st June 2012. This discrepancy might be due to
the fact that BISP offices do not maintain a record of complaints or complainants visits as well as
the fact that Mai Koonj did not remember the date on which she first visited the Tehsil Office.
Therefore Mai Koonj may have visited the office on 1st October 2012 however her complaint was
formally entered into the CMS on 21st June 2012 on one of her numerous previous visits. When
Mai went to the BISP Tehsil Office Rohri, the Assistant Complaint was not present there so the
Assistant Director registered her complaint. He entered her complaint in the CMS but did not
provide her with any acknowledgement receipt or CMS ID when he registered her complaint.
At the time of TPE team interview with the AC, there had been no progress in her case and it was
still pending, however as per the CMS website checked on 25th October 2012, this case has been
approved. Despite the removal of the discrepancy, Mai Koonj’s payment details are not appearing
on the BISP website so her payments might not have been generated yet.

6. Recommendations





As per standard procedure, beneficiaries should be provided eligibility and discrepancy letters
by BISP promptly.
BISP should maintain a record of complaints and complainant visits so that it is easier to track
any particular case.
Complainants should be provided with acknowledgement receipts or CMS IDs when they
register their complaint so that they may independently track the progress of their case.
Complainants should be informed about the change in their payment modality.
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G-Q2-Sindh-23
Missing CNIC
Halima
Muhammad Rafiq
Village Wadi Patri, Post Office Rohri, Tehsil Rohri,
District Sukkur
4550270120626
11164899
22nd October 2012

1. Profile of the beneficiary/complainant
Halima w/o Muhammad Rafiq, 39 years old, lives in Village Wadi Patri, Post Office Rohri, Tehsil
Rohri, District Sukkur. She is an illiterate housewife who has 6 sons and 3 daughters. Her two
younger sons and one daughter, Noreena who is in the 7th grade, go to school. Halima keeps
herself busy with household chores. Her husband works on the land and gets an annual share of
the harvest. They also have a buffalo at home and they earn around Rs.2,000 per month by selling
its milk. Apart from household chores, Halima also looks after the buffalo.
Halima’s house broke down and is in complete disrepair. Therefore, she lives in her brother-inlaw’s house with her husband and children. The house has 2 rooms and one bathroom. There is a
water pump installed in the house for water. There is electricity available. However, there is no
gas facility in the house. Halima’s brother-in-law’s wife, 3 sons and 2 daughters also live with
Halima and her family in the house. The village comprises of 25 households and consists of both
Sindhis and Muhajirs belonging to the Channa and Boota kinship groups. The main road is at a
distance of about 2 km from her house.

2. Relationship with BISP
Halima was not a beneficiary of the Parliamentarian Phase of BISP. The PSC survey was
conducted in Halima’s village in February 2011. The survey team came to their street and filled
everyone’s PSC form. Halima also got her form filled. The PSC team gave her a PSC receipt for
future reference. She later found out from her neighbor, who checked from a nearby intern cafe
that Halima was a BISP beneficiary. Halima knew that BISP is Benazir’s scheme and she heard
about it from her neighbors. She said that Benazir’s scheme is for poor women and since she is
poor, she should also get the money from it. Halima considers herself a deserving beneficiary of
the BISP.
Halima informed the TPE team that when the PSC team conducted the survey, her CNIC was not
made. After a month of the survey, the village landlord was getting CNICs made for people in the
village and Halima also got her CNIC made through him from the NADRA Office Sukkur. She
received her CNIC after almost a month. According to Halima, if she receives the BISP cash
transfer, she will rebuild her house and purchase items for her daughters’ dowries.

3. How did the complaint emerge?
After the PSC survey was conducted, other women in Halima’s village started receiving money
from BISP. Halima got worried about why she was not receiving the money and showed her PSC
receipt to her neighbors. The neighbors told Halima that she would receive money from BISP
because of her PMT score. Therefore, Halima started waiting to receive the BISP cash transfers
but did not receive it. According to Halima, some women from an NGO were distributing rations
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in Halima’s village. When they came to Halima’s house to give rations, she told them that she
was not receiving money from BISP. They told Halima to register a complaint with the BISP
Tehsil Office Rohri for not receiving the money. Halima went to the BISP Tehsil Office Rohri
around 6 months ago in July 2012 to register her complaint.

4. Processing of the complaint
a) Provider’s version
Halima registered her complaint at the BISP Tehsil Office Rohri on 17th July 2012. She also
submitted a copy of her CNIC and PSC survey form with her complaint. The beneficiary’s
complaint was entered in the CMS by the Assistant Complaints (AC) on 17 th July 2012 with
the CMS ID 10287424. On the same day, the Assistant Director (AD) took action and
forwarded it to the Divisional Director (DD). The DD approved the complaint on the same
day and the discrepancy was removed from her form.
b) Client’s version
Halima went to the BISP Tehsil Office Rohri by herself to register a complaint. She does not
remember the date but believes that it was around 6 months ago. She also submitted a copy of
the PSC form and her CNIC with the complaint and did not receive any acknowledgement
that her complaint has been registered. She spent about Rs.100 on the round-trip to the Tehsil
Office Rohri which is half an hour away from her house.
Halima informed TPE team that she visited the BISP Tehsil Office Rohri again, around 3
months after that to inquire about her complaint, where she presented her CNIC again. She
was told to come back after a month to check again, however she did not go there again.
Halima reported that her complaint had still not been resolved.

5. What We Learnt?
According to the BISP Tehsil Office Sukkur, Halima registered her complaint about not receiving
the BISP cash transfers on 17th July 2012 with the AC. However according to the beneficiary, she
registered this complaint approximately 6 months ago. She further informed us that she visited the
BISP Tehsil Office Sukkur again, 3 months later, to inquire about the status of her complaint.
This discrepancy between the provider’s version and the client’s version might be explained by
the fact that BISP does not maintain a record of complaints. The AC at the BISP Tehsil Office
Sukkur referred to the complaint entry date in CMS to approximate when the complaint when was
received. Thus Halima might have visited the Tehsil Office about 6 months ago but her complaint
was formally registered in the CMS on 17th July 2012 – most probably on her second visit to the
Tehsil Office. She was not provided with an acknowledgement slip or CMS ID on any of her
visits. While the AC informed the TPE team that this complaint had been approved in CMS, no
payments have been generated against her name according to the payment details on the BISP
website, as checked on 30th October 2012.

6. Recommendations




As per standard procedure, BISP should send eligibility and discrepancy letters to
beneficiaries promptly
Complaints should be registered manually with the date in a register at the BISP Tehsil Office
Sukkur.
The complainant should be given an acknowledgement slip upon registration of their
complaint
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The BISP Tehsil Office Sukkur should provide the complainant with accurate information
regarding the complaint so that they do not have to make unnecessary trips to the BISP office
to inquire about their complaints
Complainants should be informed by the BISP office once their complaint has been resolved.
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G-Q2-Sindh-24
CNIC Update
Musamat Abida
Qalander Bux Bhatti
Eiden Shaikh, Umarkhas, Rohri, Sukkur
45502869510168
11152582
22nd October 2012

1. Profile of the beneficiary/complainant
Musamat Abida w/o Qalander Bux Bhatti is a resident of Eiden Sheikh, Umarkhas, Rohri,
Sukkur. Abida is illiterate and is the mother of 4 sons and one daughter. None of her children go
to school. She is a house wife. Her husband Qalander works as a laborer and earns Rs.150 daily
which is insufficient for their expenses. Musamat Abida’s residential area is situated near Rohri
railway station. It is a small colony comprised of underprivileged people. Some of the people
living here are railway employees and some are laborers. Musamat Abida’s house has a single
room which is katcha. One corner of the house is used as kitchen; there is a separate wall built for
the washroom and the washroom has a broken WC. The washroom has no door or roof.

2. Relationship with BISP
Musamat Abida was not a beneficiary during the Parliamentarian Phase of BISP. The PSC survey
in Abida’s colony took place in April 2011. The PSC survey team filled Abida’s form at her door
step and gave her the acknowledgement slip and entered her in the BISP as a potential beneficiary
with discrepancy. Musamat Abida and her husband did not know much about the BISP; she said
that the BISP cash transfers are Benazir’s money donated to poor women. Musamat Abida said
that she would use the money from the BISP cash transfers on her children’s education and
household necessities.

3. How did the complaint emerge?
When the PSC enumerator visited Musamat Abida’s house, he took Qalander’s CNIC number.
Though Musamat had a CNIC too, he did not ask for her CNIC number. When Qalander went to
the local internet café to get information about his form, the computer operator at the internet café
informed him that his wife’s CNIC number was not entered in the form and asked him to submit it
at the BISP office. Musamat Abida also inquired about the BISP office from her neighbors; then
she, along with her husband, visited the BISP Divisional Office Sukkur in May 2011 to register
their complaint. About 5-6 months after registering the complaint Musamat Abida still did not get
the money so she visited the BISP Tehsil Office Rohri. There she submitted her CNIC copy along
with her husband’s CNIC copy and registered her complaint again.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC) at the BISP Tehsil Office Rohri, this complaint
was registered in the CMS by him on 21st June 2012 with the CMS ID 10202729. The
beneficiary submitted her CNIC copy and PSC slip copy.
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She was not provided with an acknowledgment slip for this complaint. The complaint had
been entered into the CMS and approved by the AC, and then further approved by the
Assistant Director and Divisional Director on the same date (21st June 2012). The discrepancy
on her form was thus removed.
b) Client’s version
According to Musamat Abida, she first went to the BISP Divisional Office Sukkur to register
her complaint in May 2011. She submitted her CNIC copy there but her complaint was not
resolved. Her husband visited the Divisional Office Sukkur thrice after that but Abida’s
complaint had not been resolved. Then she heard from someone about the BISP Tehsil Office
Rohri and decided to go there to register her complaint. She does not remember the exact date
but it was in June 2012 that she went and registered her complaint at the BISP Tehsil Office
Rohri. She submitted her CNIC copy and PSC slip copy and was not given any
acknowledgment slip. The AC informed her that there was no fixed date for her complaint to
be resolved. Her complaint eventually was resolved at the BISP Tehsil Office Rohri and she
also got her Benazir Debit Card (BDC) and withdrew Rs.3,000 as her first payment through
the BDC (on 7th September 2012 according to the payment details on the BISP website).

5. What We Learnt?
It was observed in this case that the beneficiary had a complaint regarding not receiving any
payments. She was not informed about her eligibility status or the discrepancy on her PSC form
through BISP. She was illiterate but still managed to find out how to register a complaint. She
went to the Divisional Office Sukkur in May 2011 to register a complaint and despite three
subsequent visits to the Divisional Office by her husband her complaint was not resolved. Then in
June 2012 she went to the Tehsil Office Rohri where her complaint was registered and entered
into the CMS. She was not provided an acknowledgment slip for this complaint nor was she
informed about the change in her payment mode at the time (she received a BDC in September
2012).
Her complaint was eventually resolved through the CMS. According to her payment details on the
BISP website (as checked on 30th October 2012) she withdrew an installment of Rs.3,000 through
her BDC on 7th September 2012. Furthermore, there is also another installment of Rs.3,000 of the
PSC phase due to her, which has been generated on 30th June 2012 but has still not been delivered
to her.

6. Recommendations





Beneficiaries should be provided with eligibility and discrepancy letters by BISP in a prompt
manner
BISP offices should maintain a record of complainants’ visits along with date and nature of
complaint
Complaint handlers should provide complainants with an acknowledgment slip or CMS ID
upon registering their complaint so that they might independently track the status of their case
Complaint handlers should provide accurate information regarding the resolution of their case
so they do not have to make repeated visits to the BISP office.
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G-Q2-Sindh-25
Eligibility appeal
Zeenat Begum
Mohammed Siddiq
C-57, Bizerta Lines, Tehsil and District Karachi
South, Karachi
4230193769302
13976299
23rd October 2012

1. Profile of the beneficiary/complainant
Zeenat Begum, widow of Mohammed Siddiq, is 70 years old. Zeenat’s CNIC contains her old
address which she left 4 years ago. She is currently living in House No. 1113, New Mohammeddi
Masjid, Sector 8B, Baldia Town, Karachi. She is an illiterate woman with 3 daughters and a son;
her only son and 2 of her daughters are married. She lives with her unmarried daughter in a house
consisting of one room, built on an area of 80 sq. yards. There is a kitchen and a bathroom in this
house but gas is not available here and they have taken an electricity connection from a nearby
pole. They get water from the main water supply line. Zeenat included the names of her
grandchildren in the PSC roster though they live in a separate home. Zeenat’s house has no
earning member and she and her daughter get food from her married children. She even goes and
lives with them for 2-3 months sometimes.
Mohammeddi Masjid, Sector 8B is an un-regularized area. Zeenat does not own the house she
lives in, nor has she rented it. A little while ago this area was to be vacated as a bridge was to be
built here. However a local political organization has occupied this area and allowed people to
live here illegally. This area is at a walking distance from the main road. The area has private
schools and clinics too; the government schools are at a distance of 10 km and the BISP Tehsil
Office is 2 km away.

2. Relationship with BISP
Zeenat was a beneficiary of the BISP Parliamentarian Phase and she used to receive cash transfers
through the Pakistan Post. In December 2011, Zeenat was staying at her married daughter’s house
in Korangi, when the PSC survey was conducted there. She had her PSC form filled out and the
survey team gave her a PSC slip as acknowledgment.
Zeenat considers herself a BISP beneficiary because during the Parliamentarian Phase a local
political activist filled out her form and told her that she would now get the BISP cash transfers.
Zeenat thinks that this program is Benazir’s scheme. She learned about it from her neighbors and
from some brochures. She also knows that poor women are eligible for this cash grant. She said,
“I am a widow and I have a right to this money”. She said that she used the BISP money to buy
food for her house, clothes for her daughter and other stuff for her grandchildren.

3. How did the complaint emerge?
About 6 month after the PSC survey in December 2011, when Zeenat’s neighbors started getting
their cash installments and Zeenat did not, she became worried and went to the BISP Divisional
Office Lyari in June 2012 along with her PSC slip. The AC at the Divisional Office took her PSC
slip, checked it on the BISP tracking website and told her that her form had been accepted and she
could collect her money from the post office in CANTT.
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When Zeenat visited the CANTT post office, the postman told her that her money had not arrived
and from now onwards her BISP cash transfers would not be delivered through the post office.
Then in July 2012 she went to the BISP Divisional Office Lyari again. There she was told again
that her form had been accepted and she would get her money soon. A month later in August
2012, when she still did not get the money, Zeenat went to Divisional Office Lyari again. In
September 2012 she went to the Divisional Office thrice yet she did not receive her money. The
Divisional Office staff gave her a phone number on which she could call and inquire about her
money. When she received no response from the Divisional Office Lyari she decided to visit the
Tehsil Office Liaquatabad to register her complaint.

4. Processing of the complain
a) Provider’s version
On 11th October 2012 the beneficiary visited the BISP Tehsil Office Liaquatabad, Karachi.
The Assistant Complaints (AC) at the office tracked her PMT score using her CNIC number.
Her PMT was 17.70, so the AC filed an eligibility appeal himself and entered her CNIC
number in the CMS. He collected her CNIC copy and told her that her complaint had been
registered. Zeenat was instructed to come and inquire about her complain after 10 days. No
reference number was given to her. The AC sent the complaint along with his remarks to the
Supervisor/Assistant Director (AD) of the BISP Tehsil Office. The AD also approved the
complaint, added his remarks and forwarded it to the Divisional Director Lyari on the same
date. The DD took action on the same day too and approved the eligibility appeal. Zeenat’s
eligibility appeal status on the CMS website, as checked on 1st November 2012, appears as
accepted.
b) Client’s version
Zeenat visited the BISP Divisional Office Lyari regularly from May 2012-September 2012,
however when she still did not get her money, she went with her daughter to the BISP Tehsil
Office Liaquatabad on 11th October 2012. The AC at the Tehsil Office instructed Zeenat to
bring her BISP tracking form. She immediately went to the nearby internet café and took a
print-out of her tracking form which cost her Rs.40. She gave her tracking form to the AC
who checked Zeenat’s PMT Score which was 17.70. Seeing the PMT score, the AC registered
an eligibility appeal on CMS and then instructed her to inquire about her complaint status 10
days later. However, Zeenat visited the BISP Tehsil Office with her daughter before the 10
days were over, on 19th October 2012. She gave her tracking form to the AC and asked him to
check whether her money had arrived or not. The AC told her that her appeal had been
accepted and asked her to visit the BDC Centre at Purana Golimaar to collect her Benazir
Debit Card (BDC). The AC wrote the address of the BDC Centre and gave it to Zeenat. The
BDC Centre was 1 km away from the BISP Tehsil Office and it cost her Rs.60 to get there.
When we interviewed her on 19th October 2012, Zeenat said that she had still not gotten the
result of her complaint and that the BISP staff had told her that she would get the money after
her BDC was made. According to her payment details on the BISP website, as checked on 1st
November 2012, no payments have been generated against her name thus far. Zeenat was
satisfied with the complaint registration procedure as her complaint had been entered into the
system on her first visit to the BISP Tehsil Office Liaquatabad. She was also satisfied with the
behavior of the BISP staff at this office but she was not satisfied with the attitude of the staff
at the BISP Divisional Office Lyari. She was hopeful that her payments would be delivered to
her soon.
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5. What We Learnt?
The beneficiary visited the BISP Divisional Office Lyari regularly for 4 months – from May 2012
till September 2012 – but she was not informed about her payment status. Nor was she clearly
told about what the real problem was. On each visit she was told that her form had been approved
and she would get her money soon. The staff at the BISP Divisional Office Lyari knew that her
PMT score was high and without updating the eligibility appeal her payment issue would not be
resolved but they did not share this information with her. Zeenat eventually went to the BISP
Tehsil Office Liaquatabad where the AC voluntarily registered her complaint. Her appeal was
accepted through the CMS and she was told to collect a BDC from the BDC Distribution Centre
at Purana Golimaar. According to the payment details on the BISP website, Zeenat did not get any
payments after May 2011 nor have any payments been generated for her despite the approval of
her eligibility appeal.
The BISP Divisional Office Lyari does not maintain a manual record or even an excel sheet of the
complaints received there. According to the AD of the BISP Tehsil Office Liaquatabad, no
complaint status appears after entering a complaint in the CMS, nor does the office get any result
from the BISP HQ. Thus the complainant has to wait for 15 days for their result. According to the
AD, the date that appears on the CMS is the same when the complaint is registered by the AC and
when it is forwarded to the DD, whether the process takes 24 hours or more than that. Whenever
the AC enters a complaint it automatically appears in the supervisor’s inbox. When the AD
processes the complaint, the CMS does not change the date. The date that is shown is the date of
complaint entry. The same happens at the DD level. After an eligibility appeal has been entered in
the CMS, the complaint is sent to beneficiary services where the CMS accepts it or rejects it
according to established criteria.

6. Recommendations








Beneficiaries should be provided with eligibility and discrepancy letters promptly, as per
BISP standard procedure, so that they may take appropriate action
Complaint handlers should provide an acknowledgment slip or CMS ID to complainants upon
registration of their complaint so that they may independently track the progress of their case
Beneficiaries/complainants should be provided with all the necessary information when they
visit a BISP office so that they may avoid unnecessary trips wasting their time and money – in
this case it was observed that Zeenat was not informed about the fact that she was ineligible
due to her high PMT score; when she visited the Divisional Office Lyari for the first time, the
AC knew that her PMT score was high and should have lodged an appeal immediately
BISP offices should maintain a record of all complaints received by them, whether it is a
manual record or an electronic one
Beneficiaries/complainants should be updated about the progress on their case as soon as an
update appears on their status in the CMS, instead of making them wait 10-15 days
Beneficiaries should be informed about the change in their payment mode through a BISP
letter or when they visit the BISP office.
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G-Q2-Sindh-26
Missing Household
Kulsoom
Rustam Ali Sheikh
Shakeel Ahmed
Goth Valio Sheikh, Pir Jo Goth Kangri, Khairpur
4520415438131
23rd October 2012

1. Profile of the beneficiary/complainant
Kulsoom w/o Rustam Ali Sheikh was a resident of Goth Valio Sheikh, Pir Jo Goth Kangri,
Khairpur. Kulsoom, 32 years old, is the mother of one daughter and 3 sons. Her eldest son studies
in grade 4, the second son in grade 1, while the third son and daughter are too young to go to
school. Kulsoom’s husband works at Hira Hospital Sukkur as a dialysis technician and earns
Rs.15,000 monthly. Rustam’s father, mother and brothers live with him.
Three of his brothers are married. Kulsoom’s house is comprised of 3 rooms and a washroom. A
small corner of the house is used as a kitchen. Electricity and gas is available in the house. The
house is rented; the monthly rent is Rs.7,000. Due to a family feud, Kulsoom had to leave her
village and so now she lives near Teer Chowk, Barrage Road, Sukkur.

2. Relationship with BISP
No one in Kulsoom’s family was a beneficiary of the Parliamentarian Phase or PSC Phase of
BISP. When the PSC survey took place in Kulsoom’s village in 2010 (she did not remember the
exact date), the survey team remained in the landlord’s autaq (sitting area) and filled out the
forms of only the landlord’s supporters. They did not visit 5-6 homes which included Kulsoom’s
home, nor did they fill out their forms.
Kulsoom said that due to some serious feuds in the village they had to leave all their belongings
behind and settle down in Sukkur city. Rustam and Kulsoom’s CNICs along with other important
documents were also left behind. Apart from knowing that this is Benazir’s money, Kulsoom did
not have much knowledge about the BISP cash transfer scheme.

3. How did the complaint emerge?
According to Kulsoom’s husband someone told them that the BISP team was conducting PSC
surveys in some villages of Sukkur again. Thus Rustam sent his cousin, Shakeel Ahmed, to the
BISP Tehsil Office Khairpur to request them to survey his village too. The AC at this office said
that complaints related to missing household were not registered here. The AC did not lodge this
complaint and hence there was no record of it at the BISP Tehsil Office. This case was thus only
acquired because the complainant was present at the Tehsil Office at the same time as when the
TPE team visited the office.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC), complaints regarding re-survey of missing
households are not entertained at the BISP Tehsil Office Khairpur. As per the instructions of
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the Director, no such complaints are entered in the CMS and thus there is no record of such
complaints at this office.
b) Client’s version
Shakeel Ahmed, Rustam and Kulsoom’s cousin, went to the BISP Tehsil Office Khairpur to
register a complaint, on 10th October 2012, that some of the households in Kulsoom’s village
had not been surveyed during the PSC survey. He was told that such complaints are not
registered here and was asked to leave. Thus he returned without registering a complaint and
has not visited the Tehsil Office since then.

5. What We Learnt?
In this case, the beneficiary’s household was not surveyed by the PSC enumerators when they
visited her village in Khairpur. Kulsoom’s family has moved to Sukkur now and when they heard
about a resurvey there they decided to register a complaint. However, when Kulsoom and Rustum
sent their cousin, Shakeel, to the BISP Divisional Office Sukkur to register a complaint requesting
a resurvey he was turned back. The AC at the Divisional Office told him that such complaints are
not registered over here. This is most likely because the staff at this office does not know how to
register these complaints in the CMS. Rustam told us that he thought that if he could get this
complaint resolved then many other homes which were missed during the survey could be
resurveyed as well.

6. Recommendations




In places where a proper PSC survey has not been conducted it remains BISP’s responsibility
to ensure a resurvey based on complaints brought forth which need to be registered
BISP should fully train its Divisional and Tehsil Office staff to use the CMS efficiently. It
appears that most of the staff at BISP offices is aware of how to register CNIC update cases
but not missing household cases
Complaint handlers should provide accurate information to complainants, instead of simply
turning them back and not entertaining their requests at all.
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G-Q2-Sindh-27
Missing CNIC
Basheeran
Naimatullah
Village Bachal Shah Miani Muhallah Jamali, Tehsil
New Sukkur, District Sukkur
4550506241446
11284174
24th October 2012

1. Profile of the beneficiary/complainant
Basheeran w/o Naimatullah, 22 years old, lives in Village Bachal Shah Miani, Mohalla Jamali,
Tehsil New Sukkur, District Sukkur. Basheeran is a housewife with 2 daughters; her older
daughter is 6 years old who is learning the Quran and her younger daughter is 4 years old.
According to her PSC household roster details, her children’s names are Shazia and Sajjad.
However, Basheeran informed that she only has two daughters, Wazeeran and Humaira, and does
not know who Shazia and Sajjad are. Basheeran’s husband is a taxi driver on a rented taxi in
Sukkur. He earns about Rs.200 daily. Basheeran informed us that her husband also suffers from
hepatitis.
Basheeran’s mother-in-law, father-in-law and 4 brother-in-laws also live with her. Three of her
brother-in-laws are married and their wives and children also live in the same house with
Basheeran. All 3 of her brother-in-laws’ wives are active BISP beneficiaries and receive the
monthly cash installments. The house that Basheeran lives in is on rent for Rs.3,000 per month.
The house has an area of approximately 400 sq. yards. It has 2 rooms and a big courtyard.
Basheeran and her family have a shelter in the courtyard of the house. The house has only one
bathroom and there is no kitchen facility available. There is electricity but there is no gas
available in the house. There is a hand-pump for water installed in the house.
Village Bachal Shah Miani has about 150 households and the population of the village is around
1,000 people. The hospital and school are at a distance of about 1 km from the village but the
main airport road is only 5 minutes’ walking distance from the village.

2. Relationship with BISP
Basheeran was not a beneficiary of the BISP Parliamentarian Phase. Basheeran informed that her
PSC survey was done in June 2011. Her husband had her form filled out at the village autaq
(sitting area). Basheeran did not have a CNIC at the time of the survey thus her CNIC number
could not be recorded on the form. Basheeran told that she got her CNIC made some time after
the PSC survey because her husband wanted her to vote for the elections.
Basheeran received her BISP Benazir Debit Card (BDC) in August 2012. She has also received
one BISP installment. She used that money to get medical treatment for her younger daughter
because she was sick with fever at the time. Basheeran said that she would use future installments
to buy a sewing machine and use the remaining money to get household items and necessities.
Basheeran did not know much about the BISP; she only knew that this program was for poor
women and that they were getting this money through Benazir.
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3. How did the complaint emerge?
Almost 8 months after the PSC survey, Basheeran’s brother-in-laws’ wives and other beneficiary
women in the village started receiving their installments through the postman. Basheeran and her
husband Naimatullah became concerned about why the postman was not bringing their
installments. Basheeran’s brother-in-law’s wife suggested to Basheeran to get her PSC slip
checked from an internet café. When Basheeran got her PSC slip checked, she found out that she
was also eligible for the BISP cash transfers and some other women over there told her to register
a complaint at the BISP Office. Basheeran went to the BISP Divisional Office Sukkur on the
same day (in March 2012) to register a complaint. The staff at the BISP Divisional Office Sukkur
took a copy of Basheeran’s CNIC and PSC tracking form. They told her to come back to the
office in 3-4 months to check the status of her complaint. They also informed her that her CNIC
number was not recorded on the form and that is why she was not receiving the installments.
After 4 months, in July 2012, when the postman came to deliver the installments for other women
in the village, Basheeran still did not receive her installment. She went to the Divisional Office
the next day and the BISP staff took a copy of her CNIC and the PSC tracking form again. This
time they told her to visit after a month to check the status of her complaint.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC) at the BISP Divisional Office Sukkur,
Basheeran’s complaint was registered on 24th July 2012 with the CMS ID 10316269 and this
complaint was for a CNIC update. After registering the complaint in the CMS, the AC
forwarded the complaint to the Assistant Director (AD). After verifying the complaint
through the system, the AD approved the complaint and forwarded it to the Divisional
Director (DD). The DD further verified the request and approved it. However, the date of
approval by the AD and the DD is not showing in the CMS system. According to the AC,
once the complaint gets approved by the DD, it takes two days for the status to change in the
CMS.
b) Client’s version
According to Basheeran, she submitted a copy of her CNIC and PSC tracking form with the
AC at the BISP Divisional Office Sukkur in July 2012. However, she was not given any kind
of acknowledgement slip and was told to come back after a month to check the status of her
complaint. After 20-25 days, she found out from her brother-in-laws’ wives and other women
in the village that BDCs were being distributed at a school in Old Sukkur. Basheeran went
with everyone to the BDC Centre and received her BDC on the same day. She has already
withdrawn one installment with this card.
The BISP Divisional Office Sukkur is about 4 km from Basheeran’s house. Both times she
went on a rickshaw to the BISP Divisional Office. She informed us that she spent Rs.100 on
each round trip. Basheeran reported that she was completely satisfied with the staff’s behavior
because in the end she got her money.

5. What We Learnt?
In this case, it was observed that Basheeran went to register a complaint in March 2012, and even
submitted copies of her CNIC and Tracking Form, however there were no action on this
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complaint. This might be because the CMS was not introduced at the time but she was still told to
come back after 3-4 months to check her status. The BISP Divisional Office Sukkur does not have
any record of Basheeran’s first complaint.
According to the BISP staff, Basheeran’s complaint was actually registered on 24th July 2012 (on
her second visit). The AC at the BISP Divisional Office Sukkur did not provide Basheeran with a
CMS ID after registering her complaint. According to Basheeran, the AC told her to come back
again in a month when actually CNIC update cases only take 2 days to get resolved. The
beneficiary did not receive any kind of eligibility or discrepancy letter from BISP or a letter
informing her of the change in her payment mode. In the BISP CMS system, the approval dates of
the AD and DD cannot be seen and the time format (AM/ PM) on the website is also incorrect.

6. Recommendations







BISP should promptly provide eligibility and discrepancy letters to beneficiaries, as per
standard procedure
BISP should promptly provide letters to beneficiaries informing them of the change in their
payment mode, as per standard procedure
ACs should provide the complainant with an acknowledgement slip/CMS ID upon
registration of their complaint so that the BISP Office has a record every complaint and the
complainant can independently track the progress of their case
ACs should provide accurate and complete information to beneficiaries so that they can avoid
making unnecessary and multiple trips to the BISP office wasting their time and money
Approval dates of the AD and the DD should be visible on the CMS website so that it is clear
when the complaint was resolved
Beneficiaries should be called and informed when their complaints have been resolved, where
possible.
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G-Q2-Sindh-28
Duplicate household
Hotan Khatoon
Bashir Ahmed Ujar
Goth Suk Wahan, Pir Eso, Khohra, Gambat, Khairpur
4520227830554
13867411, 11002762
23rd October 2012

1. Profile of the beneficiary/complainant
Hotan Khatoon widow of Bashir Ahmed Ujar is a resident of Goth Suk Wahan, Pir Eso, Khohra,
Gambat, Khairpur. She is 42 years old and has 4 sons and 4 daughters; all the children live with
her. Hotan Khatoon’s eldest son is a laborer and earns Rs.100-150 daily which is barely sufficient
for the household’s daily requirements. Two of her sons go to school. Hotan also has a buffalo
and she sells it milk, earning around Rs.40 per liter of milk.
According to Hotan, her eldest daughter was suffering from kidney stones and her treatment was
very expensive which Hotan could not afford. Hotan said that her husband passed away only a
few years ago. With her husband gone, Hotan Khatoon finds it difficult to meet the financial
requirements of her family. Hotan Khatoon’s house was katcha and there was electricity but no
gas supply. There was no bathroom in her house. A hand-pump was installed in the house to
obtain water for drinking, cooking and sanitary purposes. Hotan Khatoon’s eldest son is 18 years
old while her other children range in age from 3-16 years old.

2. Relationship with BISP
The PSC survey in Hotan’s village was conducted in March 2010 in which Hotan’s form was also
filled. According to Hotan, her husband passed away 4 months prior to this survey. She had to
stay at home for a stipulated time period as it is an Islamic tradition prescribed for widowed
women. After this time period, Hotan’s brother took her to his home. When the PSC survey team
was surveying Hotan’s village, Hotan was at her brother’s place which is 5 km away. Later on she
had her PSC form filled out herself, while her son and daughter had another form filled out for her
too. She was thus found to be a potential beneficiary as per the PMT score on her second form.
Hotan did not have much information about the BISP cash transfer scheme. According to her it is
Benazir’s program through which poor women get money.

3. How did the complaint emerge?
When the other beneficiaries in Hotan’s area started getting money from Benazir scheme, Hotan
gave her PSC slip to her cousin so that he could get it checked from an internet café. He informed
her that according to her PSC form number 1100762, she would not get the money from BISP as
her PMT score was too high (17.61) but she could make an eligibility appeal. Hotan asked her
relative to make an appeal and on 30th May 2012 her relative filed an appeal but it was rejected.
When Hotan informed her children about it, her daughter told her about another PSC slip that was
with her – from the form which her son and daughter filled out for her.
Hotan then gave this slip to the same relative to have it checked. When he checked this slip at the
internet café he told Hotan that she would get money from BISP through this form but there was a
duplication discrepancy on her PSC form which would have to be removed first. According to
Hotan Khatoon, she visited the BISP Divisional Office Sukkur around 5-6 months ago for the first
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time to resolve the problem of duplication on her form. Hotan’s village is 35 km away from the
Divisional Office. She travelled there by bus which cost her Rs.200.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaint (AC) at the BISP Divisional Office Sukkur, Hotan
Khatoon came to this office on 31st July 2012, to register her complaint. Her complaint was
regarding a duplicate household and this complaint was entered into and approved on the
CMS immediately; the duplication was removed on the same day. The AC said that there
were 2 forms filled out on Hotan’s name. The PMT score on Form No.11002762 was 17.61
and the beneficiary was ineligible. However, on Form No.13867411 she was considered
eligible. First Hotan filed an appeal on the basis of the first form but as no appeal cases were
being resolved here, her case was rejected.
b) Client’s version
According to Hotan Khatoon she went to the BISP Divisional Office Sukkur to register her
complaint about 5-6 months ago but she does not remember the exact date. She said that the
AC asked her to give him copies of her and her son’s CNICs. She gave these to him
immediately and the AC informed her that she would get her payments soon. She has still not
received this money. According to Hotan she went to the BISP office only once to get her
duplication complaint registered but she had sent her relative earlier as well, to appeal against
her ineligibility but this was rejected.

5. What We Learnt?
In this case study it was observed that the beneficiary had 2 PSC survey forms filled out
separately. One of them was filled out by her while the other one was filled out by her children in
her absence. Hotan did not know about the second form, therefore when she had the first form
checked out and discovered she was ineligible she filed an eligibility appeal through her relative.
This appeal was rejected, as eligibility appeals were not being entertained at the time. Then when
her daughter told her about the second form, she took the PSC slip for that form and found out her
status through her relative. She found out that she would need to get the duplication removed and
thus went to the BISP Divisional Office Sukkur to resolve this discrepancy. Her complaint was
filed on 31st July 2012 and the discrepancy was resolved. According to the client’s version this
complaint was lodged 5-6 months ago but according to the provider’s version it was registered on
31st July 2012. Since there is no record of complaints at BISP offices, the complaint might have
been lodged earlier and registered in the CMS on 31st July 2012. The beneficiary was not given a
CMS ID or acknowledgment slip. While her duplication has been removed and she is now an
active beneficiary, no payments have yet been generated for her, as per the BISP payment details
checked on 7th November 2012.

6. Recommendations




BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure
BISP should maintain a record of complaints, whether electronically or manually, so that they
can keep track of complaints filed earlier
Complaint handlers should provide complainants with acknowledgment slips or CMS IDs
upon registration of their complaints so that they may independently track the progress of
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their case and, where possible, BISP should inform them by phone when their complaints
have been resolved so that complainants may avoid unnecessary trips to BISP offices
BISP should generate payments for active beneficiaries as promptly as possible once their
discrepancies have been resolved.

GHK Consulting Ltd.
J40252715

586

Targeting Process Evaluation for
Cluster: B (Southern Punjab, Sindh & Balochistan)

Case study Number
Nature of Case
Complainant/ Beneficiary
Wife of
Complainant, if not beneficiary herself
Address

CNIC Number
PSC form number
Case Study Date

Section 3 - Grievance Case Studies
G-Q2-Sindh-29

G-Q2-Sindh-29
Eligibility appeal
Shakeela Naz
Zahid Ahmad
Zahid Ahmad
House No. 5, Block No. 7/B, Railway Colony,
Landhi, Post Office Jumma Goth, Tehsil Bin Qasim,
District Malir
4250114102790
12923892
25th October 2012

1. Profile of the beneficiary/complainant
Shakeela Naz w/o Zahid Ahmad lives in House No. 5, Block No. 7/B, Railway Colony, Landhi,
Post Office Jumma Goth, Tehsil Bin Qasim, District Malir. She is 37 years old and has studied till
4th grade. Shakeela is a housewife with 6 children; 3 sons and 3 daughters. Her sons are in 11th
grade, Matric and 9th grade whereas her daughters are in 9th grade, 7th grade and 1st grade
respectively. All of them study at a government school. Shakeela’s husband, Zahid Ahmad, is a
railway worker and he earns a salary of Rs.12,000 per month. Her eldest son also works at a
textile factory during summer holidays earning Rs.4,000 per month. Shakeela works from home;
she does decorative embroidery on shoes and earns about Rs.800 per month.
Shakeela’s mother-in-law also lives with them in the same house. Shakeela and her family live in
railway quarters provided to her husband. The house is pakka and consists of 2 rooms, with a total
area of 80 sq. yards. There is a bathroom and a kitchen too. There is no gas here but electricity is
available to them. Water is obtained from a hand-pump which is half a kilometer from their
house. There are around 30 houses in the railway colony. There is no school or hospital in the
colony and for these facilities they have to travel one kilometer to Jumma Goth.

2. Relationship with BISP
Shakeela was not a beneficiary of the Parliamentarian Phase of BISP. She told the TPE Team that
the PSC survey took place in her area in February 2011. She had her form filled out at the autaq
(sitting area) of a local influential, Fehmida, where the survey team had set up camp. She received
a PSC slip too. Shakeela did not know much about BISP except that it was a program for poor
women, whereby Asif Ali Zardari was providing money through the “Benazir Scheme”. Shakeela
told us that if she received this cash assistance she would use it to get her eldest son admitted into
college.

3. How did the complaint emerge?
Approximately 7 months after the PSC survey concluded, when the postman began distributing
payments to other women in her village, Shakeela became concerned about why she did not get
this money. Her neighbors told her to get her PSC slip checked at an internet café. Her husband
obtained went to a local internet café and obtained her tracking form. He found out that
Shakeela’s form had been ‘cancelled’. He took this tracking form to the BISP Divisional Office
Lyari in November 2011 where the staff told him the same thing i.e. Shakeela’s form had not
been approved, so he was disappointed and came back home.
Then, 4 months later in April 2012, Zahid saw a BISP advertisement on the television and thought
about getting his wife’s form checked again. He went to the Divisional Office Lyari the next day.
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This time the AC registered his complaint and told him that his appeal request had been
forwarded and he should wait to see if it would be approved.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Complaints (AC) at the BISP Divisional Office Lyari, Shakeela’s
complaint was registered in the CMS on 4th June 2012 with the CMS ID 10151146, as an
eligibility appeal request. After registering this appeal in the CMS, the AC forwarded it to the
Assistant Director who verified and approved it and forwarded it to the Divisional Director
who did the same. However, the dates on which the AD and DD approved this request are not
appearing on the CMS. The AC told the TPE team that eligibility appeals are automatically
processed in the CMS according to established criteria which are: disability in the household,
more than 4 members in the household and any member older than 60 years in the household.
There are 2 appeal request registered in CMS against Shakeela’s name – when we asked the
AC about this he had no knowledge about it and said the other appeal must have been entered
by mistake.
b) Client’s version
Shakeela’s husband, Zahid Ahmad, told us that when he went to the BISP Divisional Office
Lyari with his wife’s PSC slip, the AC used it to register an appeal request. The AC then
wrote down the CMS ID for that complaint on the PSC slip and returned it to Zahid, asking
him to come back and check again after a month. However, Zahid said that he has been busy
and has not gotten a chance to go to the Divisional Office again. Zahid said that he went to
the BISP office by bus which cost him Rs.150 for the round trip – the Divisional Office is 40
km from his house and it take 2 hours 40 minutes to get there.
Around 3 months after his complaint was registered, Shakeela learnt that Benazir Debit Cards
(BDCs) were being distributed at a school in Malir, so she went there with other women from
her neighborhood. At this BDC Distribution Centre, the NADRA staff told her that her CNIC
was not getting verified and she should get a new one made. Shakeela went to the NADRA
office next and had a new CNIC made but she has still not received it. According to her
payment details on the BISP website, as checked on 25th October 2012, one installment has
been generated for her through the post office but Shakeela knows nothing about this
installment.

5. What We Learnt?
The Assistant Director (AD) at the BISP Divisional Office Lyari told the TPE team that they do
not maintain any record of complaints after forwarded them on the CMS. Shakeela’s husband
went to register a complaint to this office in November 2011 but his complaint was not
entertained and he was sent back. Then when he went again in April 2012, his complaint was
registered and the AC even wrote the CMS ID on Shakeela’s PSC slip. According to the CMS
website, there were 2 appeals against her name – one of these approved while the other one was
rejected on 4th June 2012. There is a discrepancy between the provider’s version (June 2012) and
the client’s version (April 2012) of when the complaint was registered. This could be because
there is no record of complaints at the BISP Divisional Office Lyari and thus the complaint might
have been registered in April 2012 but approved in June 2012.
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Even though her appeal was accepted, Shakeela has not received an eligibility letter from BISP or
the Pakistan Post installment which was generated for her. In fact, she did not know that an
installment had been generated for her until we asked her about it, and told her to collect it from
the post office. The day after our interview with her, Zahid called us on the phone to inform us
that he went to the post office but the staff there told him that Shakeela’s payment had been sent
back to BISP.

6. Recommendations






BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure
BISP should inform beneficiaries about the change in their payment modality promptly, as
per standard procedure
BISP office should maintain a written or electronic record of all complaints received by them
so that these can be tracked
CMS should be updated so that complaint forwarding dates are visible
BISP should inform beneficiaries, where possible, by phone if their complaints/appeals have
been approved and when they can expect their next payment, so that they may avoid
unnecessary trips to the BISP office which are a waste of time and money.
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G-Q2-Sindh-30
CNIC Update
Allah Dini
Ali Murad Jagirani
Jagirani Mohalla, near Mumtaz College, Baloch
Colony
4520388543252
10874077
5th November 2012

1. Profile of the beneficiary/complainant
Allah Dini widow of Ali Murad Jagirani, resident of Jagirani Mohalla, near Mumtaz College,
Baloch Colony, Khairpur is a 56 years old illiterate house wife. She is a mother of 3 sons and 3
daughters. One of her daughters is married and one of them died soon after her marriage. The
daughter of Allah Dini’s deceased daughter lives with her. Allah Dini’s youngest daughter is
around 8 years old. Dini’s eldest son works as a manual laborer and earns about Rs.250-300 daily.
Her second son is mentally challenged and the youngest son sells scrap items and earns around
Rs.50 daily. Allah Dini sews rallis (blankets) at home, she manages to make 4 rallis in a month
and earns about Rs.1,000 by selling them. Dini said that her husband died 6 years ago. Allah
Dini’s house has no rooms. It is a plot with just a courtyard and has an area of 150 sq. yards.
Jagirani Mohalla has about 100 houses and the total number of people living here is
approximately 1,000. There is a government school and a college within the premises of this
mohalla. Hospital facilities are available at a distance of 4 km from this mohalla.

2. Relationship with BISP
Allah Dini was not a beneficiary during the Parliamentarian Phase of BISP. According to Allah
Dini, her PSC form was filled at her home in June 2010 and she was also given a PSC slip as
acknowledgement. Allah Dini only knew that BISP is Benazir’s program and through it poor
women get cash assistance. Allah Dini said that if she got the money from BISP she would use it
to construct her house properly.

3. How did the complaint emerge?
Approximately 13 months after the PSC survey concluded, the women of Jagirani Mohalla started
getting money from BISP via Pakistan Post. Allah Dini became worried as the postman did not
deliver any money to her, so she went to the post office twice where she was informed that her
money had not been received yet. Some women standing at the post office informed her that if she
was not receiving her money she should visit the BISP Divisional Office Sukkur and register her
complaint.
Before going to Sukkur, Allah Dini took her slip to an internet café where she got it checked and
got obtained her tracking form. The operator at the internet café informed Allah Dini that her
CNIC number on the PSC form was wrong. Then in September 2011, Allah Dini went to the
BISP Divisional Office Sukkur. The staff there asked Allah Dini for her CNIC and tracking form
copies and asked her to go home as the postman would deliver her money at her home. After
many months when the money was not delivered to Allah Dini, she became worried again. She
could not go to Sukkur again as her financial conditions did not allow her to do so.
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Last month a local influential of Allah Dini’s area asked her to visit the BISP Tehsil Office
Khairpur. The very next day, she went there and registered her complaint.

4. Processing of the complaint
a) Provider’s version
According to the Assistant Director (AD) of the BISP Tehsil Office Khairpur he entered
Allah Dini’s complaint into the CMS using the Assistant Complaint’s (AC’s) log-in ID as the
AC was newly appointed and did not have any CMS training. The AD said that Allah Dini’s
complaint was entered in the CMS on 20th October 2012. This was a CNIC update case and
its CMS ID was 10723538. This compliant was forwarded to the AD from the AC’s inbox
automatically. Then the AD approved the complaint and forwarded it to the Divisional
Director (DD) who similarly verified and approved it. However, the CMS was not showing
the dates of approvals by the AD or the DD.
b) Client’s version
Allah Dini said that she submitted her CNIC copy and PSC tracking form at the BISP Tehsil
Office Khairpur on 15th October, 2012 but she did not get any acknowledgement slip; instead
she was told to visit the office after a month to find out the status of her complaint. Earlier
Allah Dini also visited the BISP Divisional Office Sukkur which is 25 km from her house.
She said that she went to Sukkur via a Suzuki van which cost her Rs.300. The BISP Tehsil
Office Khairpur is 5 km away from her house and she went there by foot. Allah Dini was not
satisfied with the complaint registration procedure as she still did not know when she would
get her money, but she was satisfied with the behavior of the BISP staff.

5. What We Learnt?
The Assistant Complaint at the BISP Tehsil Office Khairpur takes the CNIC copies and tracking
form copies from complainants when they come to register a complaint and later on the Assistant
Director enters it into the CMS which results in the beneficiaries/complainants not getting a CMS
ID or an exact time-frame for when their complaint will be resolved. This is the reason why there
is a discrepancy between the provider’s version and the client’s version of when the complaint
was registered. Allah Dini did not receive an eligibility letter or discrepancy letter from BISP after
the PSC survey. The discrepancy in her form was an incorrectly entered CNIC number as a result
of which she did not receive her payments. Her actual CNIC No. is 4520388543252 whereas the
incorrectly entered CNIC No. is 4520388543250. While Allah Dini’s complaint has been
approved and her discrepancy resolved, her payment details are still not visible on the BISP
website, as checked on 8th November 2012.

6. Recommendations





BISP should promptly provide eligibility and discrepancy letters to beneficiaries, as per
standard procedure
BISP Tehsil Office Khairpur should maintain a written or electronic record of all complaints
received there so that these can easily be tracked
BISP Tehsil Office Khairpur must train its staff about the BISP structure and in using the
CMS before appointing them
Complaint handlers should provide a CMS ID or acknowledgment slip to the complainant
once a complaint has been registered so that they may independently track the progress of
their case and avoid unnecessary trips to the BISP office
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BISP should inform beneficiaries by phone, where possible, once their complaint has been
resolved so that they may avoid repeated trips to BISP offices
BISP should promptly generate and deliver payments to beneficiaries once their complaints
have been resolved and also update the payment details on their website

GHK Consulting Ltd.
J40252715

592

GHK Consulting Limited
Clerkenwell House, 67 Clerkenwell Road,
London, EC1R 5BL, UK
Tel: +44 (0) 20 7611 1100 Fax: +44 (0) 20 7368 6960
E-mail: email@ghkint.com Internet: http://www.ghkint.com

