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26th March, 2013

Director Beneficiaries Services
Benazir Income Support Programme
F Block Pak Secretariat,
Islamabad, Pakistan.
Dear Mr. Naveed Akbar
Subject:

Third Post Survey Activities Report – BISP Targeting Process Evaluation (Cluster
B)

We are pleased to submit our sixth deliverable for Cluster B, our Third Post-Survey Activities Report
for the Targeting Process Evaluation. In accordance with our contract, the Report includes 180 case
studies (90 on payment cases and 90 on other grievances), based on our detailed investigation of key
issues which resulted in grievances/complaints on the part of beneficiaries and potential beneficiaries.
This report presents findings from a period where the CMS was better entrenched. It also focuses on
a range of varied payment modalities beyond the postal service, including the Benazir Debit Card.
The case studies at this point highlight issues which are more intractable, and where further effort is
needed to introduce efficiencies.
In order to ensure BISP derives optimum value from the detailed case studies, we propose to share the
key synthesis findings and recommendations emerging from these cases, incremental to our
contractual obligation in a presentation at a time convenient to BISP.
We are grateful for the support provided by BISP in enabling our access to information, which has
allowed us the opportunity to thoroughly document the cases in the subject report.
We are also taking the opportunity of separately submitting our Invoice in order to expedite
processing and ensure there are no delays in our work flows.
If you should require any other information, please do not hesitate to contact me on
Khatib.Alam@ghkint.com or the GHK TL, Mehreen Hosain or the GHK DTL, Muhammad Tariq.

Yours sincerely,
For and on behalf of GHK Consulting Ltd.

Khatib Alam

Consulting Director
GHK Consulting Ltd.
E-mail: Khatib.Alam@ghkint.com
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Payment Case Studies
Section 1A

Southern Punjab

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

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

Section 2 - Payment Case Studies
P-Q3-Southern Punjab-01

P-Q3-Southern Punjab-01
Non-payment due to blocked Benazir Smart Card
Aasia Bibi
Muhammad Nazir
Mohalla Nizamia, WAPDA Colony, Tehsil Piplan &
District Mianwali.
38303-3165745-6
0110031
5th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Aasia Bibi w/o Muhammad Nazir is a 25 years old illiterate woman. She has two sons and one
daughter and none of them are school going. Her husband works as a labourer at Chashma
Atomic Power Plant and earns about Rs.12,000 per month. She lives with her family in a six
Marla semi pacca house which consists of five rooms, two wash rooms and an open kitchen. The
locality where she lives is situated on Piplan-Bhakkar road. All the streets including the one
leading to her house are paved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Asia Bibi was selected as a BISP beneficiary after the Poverty Score Card (PSC) survey. Her
household was surveyed by a ‘BISP survey’ team at her door step in June 2009. The survey team
returned her an acknowledgement slip after the completion of PSC survey form and asked her for
keeping it safe for future reference. She did not receive BISP letter regarding her eligibility in
BISP program. She does not know much about BISP but considers that cash grant has been
provided by the government to support and help the poor people. So far, she had received
Rs.9,000 and utilized that amount for the purchase of groceries and other household items.
In August 2010, a high school teacher informed Aasia Bibi regarding distribution of Benazir
Smart Card (BSC) for the monthly withdrawal of cash grant. School teacher advised her to visit
the Union Council (UC) Piplan office, around 15 KMs away from her locality. About a week later
Aasia Bibi along with her husband went to UC office on Ching-Chi rickshaw after spending
Rs.220 for a round trip and obtained her BSC.

3. How did the Complaint Emerge?
After collecting her BSC, Aasia Bibi visited the UBL Omni Franchise Piplan in order to get her
cash grant but the franchise owner informed her that her BSC is yet to be activated and she may
visit in the next week. After that, she made six/ seven visits to UBL Omni franchise and spent
about Rs.1,000 as travelling and food expenses, but every time she came back home disappointed.
She discontinued her efforts to get BISP cash grant and got busy in her routine life.
In September 2011, a year after getting her BSC, she came to know from other neighbouring
receiver women that BISP cash grant has now been restarted. After knowing this she made a visit
to UBL Omni franchise and successfully received her first BISP instalment of Rs.1,000. Upon
asking her next BISP instalment, the franchise owner advised her to visit after one month.
Meanwhile, she also received four BISP instalments of Rs.8,000 (Rs.6,000 at one time) from the
Pakistan Post though a postman.
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In first week of October 2011, when Aasia Bibi went to Omni Franchise Piplan for the withdrawal
of her next BISP instalment, she came to know that her BSC got blocked and she couldn’t get
BISP instalment. The franchise owner advised her to visit BISP tehsil office for the registration
and resolution of complaint.

4. Processing of the Case
4A. Provider Version
In BISP office she met Assistant Complaint (AC) whom she found courteous and cooperative.
She shared her complaint with the AC who advised her to submit a photocopy of her CNIC
along with a prescribed printed application which she could obtain from nearby photocopier
shop. She obtained the application after paying Rs.30 and submitted the required documents
to AC for further processing. AC advised her to again visit the office after one month to get
further updates.
On November 01, 2011, AC emailed Aasia Bibi’s complaint along with other such complaints
to Divisional Director Sargodha, Director Payment BISP HQ and Assistant Manager
NADRA-Piplan for further processing. According to AC, none of the officials have ever
responded to his email and the complaints are still pending at various offices levels for
resolution.
4B. Client Version
Aasia Bibi and her husband made numerous follow up visits to BISP Tehsil office; however
each time they were advised to revisit the office after one month. Most of the time they
received responses like ‘your complaint has been sent to higher authorities and it will
definitely be solved’; however according to Aasia Bibi, neither her complaint was resolved
nor she received any further BISP instalments. Aasia Bibi is quite disappointed regarding
delay in resolution of complaint and not sure whether her complaint will get resolve or not?
She had shown her satisfaction over the Pakistan Post mechanism for delivery of cash grant at
the door step.

5. What We Learned?





Aasia Bibi received her first payment through Benazir Smart Card a year after collecting it.
Assistant Complaint mentioned that there are the following five major reasons due to which
BSC can be blocked:
o Mismatch of beneficiary thumb impression with NADRA record (if the thumb
impression given by beneficiary at the time of collecting her Smart Card doesn’t
match with the CNIC record of NADRA, the Smart Card gets blocked after release of
first disbursement.
o Beneficiary’s CNIC without picture.
o Invalid CNIC.
o Three consecutive unsuccessful attempts of entering the PIN Code.
o Damaged Quick Response (QR) Code.
The current Smart Card status on BISP Online Tracking information is reflecting as “Ready
for AFIS” (Automated Fingerprint Identification System) which means the Aasia Bibi’s
thumb impression recorded at the time of issuing her BSC does not match with the NADRA
record. But this should have been tackled at the time of giving her BSC and not after giving
her the first payment.

GHK Consulting Ltd.
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The BISP staff has maintained a register and a file for the recording of complaints regarding
BSC. Upon receiving the complaint it is used to enter in a register and also a physical
complaint is also taken from the beneficiary/complainant. A pre-typed complaint form
regarding BSC is available in nearby photocopier shop for Rs.30.
Though she insists to have received her first BSC instalment in September 2011, but on her
online payment details (of 23rd January 2013), surprisingly only the deposit is appearing. No
further BISP instalments have been generated during the last 15 months.
There are around 4,016 BSC beneficiaries in the jurisdiction of this BISP Tehsil office and till
27th November 2012, the said office has received 2,219 BSC related complaints; and none of
them has been resolved. This means that around 55% active beneficiaries holding BSC are not
getting the cash grant due to absence of an appropriate BSC related complaint redressal
system.

6. Recommendations





The capabilities of the BISP Case Management System (CMS) should be enhanced by adding
the functionality of redressing ALL type of Payment complaints including BSC related
complaints.
BISP should take rapid measures for the delivery of BISP instalments to those beneficiaries
having inactive BSC Card or there are some problems with their BSCs.
Beneficiaries should be provided as much help as possible in the BISP Offices rather sending
them to other partner agencies which cost them money.
As about 55% beneficiaries of this tehsil have filed complaints BISP must review the system
and speed up the process of addressing BDC related complaints.

GHK Consulting Ltd.
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Payment Case Study Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Complainant, if not beneficiary
herself:
Address:
CNIC Number:
PSC form number:
Date Study Completed

Section 2 - Payment Case Studies
P-Q3-Southern Punjab-02

P-Q3-Southern Punjab-02
Non-Payment due to Exchange of Benazir Debit Card
Amna Khatoon
Muhammad Yousaf
Mohalla Sumblian Wala, Tehsil City Joharabad & District
Khushab.
38201-1178416-6
14400316
13th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Amna Khatoon is a 30 years old illiterate woman. She has one son and five daughters and four of
them are school going. Her husband works as labourer with mason and earns about Rs.9,000
provided that he works for full month. Amna Khatoon is not involved in any income generation
activity and most of the time stays home to look after her children as well as to perform other
domestic chores.
She lives with her family in a four Marla semi-pacca house which consists of two rooms, a
washroom and an open kitchen. The locality where she lives is situated on Joharabad-Multan
road. Most of the streets including the one leads to the house of Amna Khatoon are paved with
open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Amna Khatoon was initially declared ineligible BISP beneficiary under phase-II after the Poverty
Score Card (PSC) survey; however after lodging appeal for eligibility, she was declared as an
eligible household. Her household’s PSC survey was conducted at their door step in April 2011
by a ‘BISP survey team’. After completion of the PSC form, the survey team gave her survey
receipt for future reference. However, she did not receive BISP letter regarding her ineligibility
and discrepancy in BISP programme.
She does not know much about BISP but considers that Pakistan People’s Party is providing cash
grant to support the poor people. So far, she had received Rs.3,000 and had utilized that money
for purchase of groceries.
In May 2012, Amna Khatoon visited the BISP Tehsil office to check her survey status. She
reached the office after covering a distance of eight kilometres through Ching Chi rickshaw
spending Rs.80 for round trip. She met Assistant Complaint (AC) there who informed her
regarding her ineligibility and advised her to submit a photocopy of her CNIC in order to file an
appeal for eligibility. AC advised her to revisit the office after a month in order to know about her
complaint status.
In June 2012, Amna Khatoon visited the BISP office again and came to know from the AC about
the acceptance of her appeal for eligibility. AC further referred her to NADRA counter and after
necessary verifications she obtained her Benazir Debit Card (BDC) from the bank counter. After
getting her BDC, she successfully made her first withdrawal of BISP cash grant (Rs.3,000) on 30th
June 2012 from a Telenor Franchise located at a distance of about five kilometres from BISP
tehsil office.
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3. How did the Complaint Emerge?
Following the instructions of the bank staff at the time of getting her BDC regarding the quarterly
payments, she made her next visit to Telenor Franchise in October 2012 where she came across a
gathering of large number of beneficiaries. Due to the situation, the franchise owner was
collecting the BDCs of five beneficiaries at a time and after checking the payment details of
Amna Khatoon, the franchise owner returned the BDC to her saying that amount has not yet been
transferred to her account by BISP and further advised her to wait for a month.
In November 2012, when she revisited the Telenor Franchise she gathered from franchise owner
that her BDC Card and Pin Code does not match and asked her to visit BISP tehsil office for
registration and resolution of complaint.

4. Processing of the Case
4A. Provider’s Version
After reaching the BISP tehsil office, she met Assistant Director (AD) with whom she shared
her complaint. AD advised her to submit a photocopy of her CNIC for the registration of
complaint. She was advised to revisit the office after one month. AD further referred her to
bank counter for the resolution of complaint where the staff did not record her complaint and
refused to help her in this regard.
After receiving the complaint, AD emailed this complaint to the concerned management in
BISP HQ; however till 23rd January 2013, the complainant is still waiting for the resolution of
her complaint.
4B. Client’s Version
The beneficiary visited the BISP Tehsil office Joharabad five times and she had spent around
Rs. 500 on transportation for the registration and follow up of her complaint. During each
visit she was informed that her complaint is in process and that she doesn’t need to make
frequent visits. She also gathered from the BISP staff that she will receive a phone call from
the office after her complaint is resolved. Amna Khatoon is disappointed over the delay in
resolution of her complaint and unsatisfied on the delivery of cash grant through BDC.

5. What We Learned?






The BDC of the beneficiary was exchanged with another BDC on Telenor Franchise where
she went to withdraw her second BISP instalment. Now she is unable to withdraw her cash
grant.
The bank staff appointed in BISP tehsil office for BDC distribution process has not
maintained any BDC complaint related record. According to concerned bank representative,
Amna Khatoon’s complaint could only be resolved when the other beneficiary with whom her
BDC is exchanged will visit the office to lodge her complaint of BDC exchange.
The Benazir Debit Cards are not personalized and do not bear any information pertaining to
beneficiary which makes it difficult in identification of the BDC owner.
The BISP staff has maintained a register for recording of BDC related complaints. Till 28 th
November 2012, the office has received around 600 BDC related complaints and most of
these are still in process. According to AD and bank representative, Tameer Bank (for BDC
related complaint like pin loss, exchanged BDCs, loss and capture of BDCs) will issue a new
BDC and send it to the concerned beneficiary through private courier services.
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6. Recommendations







Proper communication between complainants/ beneficiaries and BISP is recommended.
BISP should send payment schedule to beneficiaries so that beneficiaries may not visit ATM/
PoS before the time of payment generation. This will also help the beneficiaries in chalking
out their expenditure plan.
Instead of simply waiting for the other woman to come to the Centre and file a complaint
regarding exchanged BDC, it would be better if the bank issues a new BDC to Amna
Khatoon.
BISP management should take some immediate measures for the resolution of BDC related
complaints. BISP management should also sensitize and mobilize the partner bank for the
launching of a comprehensive complaint redressal system to facilitate and compensate the
beneficiaries.
In order to avoid the confusion due to mixing of BDCs of different beneficiaries, personalized
cards showing names and CNIC may be issued. In case these personalized cards are too costly
then, at the time of issue at BDC Distribution Centre, at least beneficiary’s name or CNIC
may be written on the BDC by using a permanent marker.
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P-Q3-Southern Punjab-03
Non-Payment due to Snatching of BDC
Bashiran Bibi
Abdul Hafeez
Chak 63- Fateh, Tehsil Hasilpur, District Bahawalpur
31203-7851014-2
16093728
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Bashiran Bibi w/o Muhammad Ramzan is a 66 years old illiterate BISP beneficiary living in Chak
63-Fateh, Tehsil Hasilpur. She has two daughters and two sons. All her children are married and
she lives with the family of her youngest son. Her son is a farmer, who works on a six acre leased
land and earns about Rs.4,000 per month.
Bashiran Bibi lives in a four Marla old semi pucca house which comprises two rooms, a wash
room and an open kitchen. The locality where she lives comprises low income households with
most residents are labourers. Chak 63-Fateh is located at a distance of two KMs from BISP
Tehsil Office. All the streets in their area are unpaved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Bashiran Bibi was declared BISP beneficiary after the Poverty Score Card (PSC) survey
conducted in April 2011 and a ‘BISP survey team’ filled her household and other information.
After completion of the survey, she received a survey receipt from the survey team. She doesn’t
know much about the BISP eligibility criteria and how she got selected for the BISP cash grant.
She considers Pakistan People’s Party (PPP) the owner of the ‘Benazir scheme’ that helps poor
people.
Bashiran Bibi received three BISP instalments totalling Rs.7,000 from Pakistan Post. In June
2012, after listening to an announcement in a local mosque, she went to BISP tehsil office to
collect her Benazir Debit Card.

3. How did the Complaint Emerge?
Bashiran Bibi mentioned that, after getting her BDC on 30th June 2012, she went to the United
Bank Limited (UBL) ATM Machine in city Hasilpur along with her daughter-in-law (who is also
Benazir Debit Card holder). While standing in a queue outside the ATM machine, an unidentified
person snatched her BDC envelop and ran away.
She was stunned for a while and walked back to the BISP Tehsil office for help. Firstly, she went
to the Bank counter however the bank staff did not block her BDC and refused to help her in this
regard and advised her to go to BISP Assistant Director (AD) for help; however she couldn’t find
AD and returned home disappointedly - without her BDC. Later she found that her first payment
of Rs.3,000 has been withdrawn on 30th June 2012 by using her snatched BDC.
She made three or four more visits to BISP Tehsil office for lodging her complaint and finally on
30th October 2012 her complaint was registered by the BISP staff for further processing.
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Unfortunately on 30th October 2012, her second instalment of Rs.3,000 was withdrawn on her
snatched BDC

4. Processing of the Case
4A. Providers’ Version
Bashiran Bibi mentioned that she submitted photocopy of her CNIC along with a written
complaint to AD for redressal. AD verbally asked the Bank staff about the resolution of
Bashiran Bibi problem. However, the bank staff mentioned to AD that they are not allowed to
keep complaints with them as per the instructions of their “top management” and that
beneficiary might contact Tameer Bank Helpline for help. AD informed Bashiran Bibi about
the Tameer Bank helpline number and also forwarded the complaint of Bashiran Bibi to BISP
Operational Control Room Islamabad (where all partner banks Help Desk are working) via
email on 30th October 2012. In response, the new BDC of Bashiran Bibi was received at BISP
Tehsil Office on 29th November 2012 which the beneficiary received on 06th December 2012.
According to BISP Tehsil Office the complaint of Bashiran Bibi has now been resolved after
she received her new BDC.
4B. Client’s Version
Bashiran Bibi is satisfied with the behaviour of the BISP staff, however, she is disappointed
by the bank representative because they did not help resolve her problem and did not even
block her snatched BDC which was later used to illegally withdraw two instalments.
She believes that Pakistan Post was a good option for BISP cash grant delivery because she
got the money at her doorsteps.

5. What We Learned?







Bashiran Bibi went to register her complaint immediately after her BDC was snatched but her
complaint was not registered on that visit. She went to the bank counter and BISP tehsil office
staff but was not helped. Her complaint was registered after four months on 30th October 2012
at BISP tehsil office and sent to the BISP Operational Control Room for redressal.
No complaint acknowledgement was given to the complainant for future reference. This may
leave the staff not liable to resolve the complaint as the complainant has no proof in hand for
complaint registration.
There was no mechanism at BISP Tehsil level to deal with the BDC related complaints. BISP
Tehsil staff was completely out of the scene 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. But now from 30th October 2012 BISP Tehsil
Staff is actively dealing with BDC complaints and send these complaints to BISP Operational
Control Room Islamabad where all Partner Bank Help Desk are working for resolution of
complaints.
The Tehsil Office and bank staff considers that her complaint for snatched BDC has been
addressed by issuing a new BDC. When her BDC was snatched and she came at the bank
counter, the bank staff could have been deactivated the snatched card in order to avoid illegal
withdrawals. Similarly, the BISP tehsil office staff sent this complaint for redressal with a
significant delay after the second BISP instalment was also deposited in her account which
was again withdrawn by using the same snatched card. The main issue that she lost Rs.6,000
(which could have been saved if the tehsil office and/or bank staff had blocked her snatched
BDC when she first came for her complaint) has not been registered or addressed.
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6. Recommendations






BISP should enhance CMS capabilities to address BDC/ payment related complaints. Partner
banks should come up with an efficient complaint redressal system compatible with BISP
CMS for timely resolution of BDC related complaints.
BISP and bank staff training (on dealing with BDC related cases their recording, handling and
processing) is required.
At the time of issue, the bank staff should guide the beneficiaries (properly) on using the BDC
because most beneficiaries are illiterate and so providing only the printed instructions is not
very helpful.
The bank staff need to act proactively and any instructions (verbal or in writing) if given to
them of not handling or registering BDC related complaints should immediately be
withdrawn by their respective management.
BISP and bank staff should jointly prepare a clear policy on compensating the beneficiaries in
case their snatched/ misused BDCs are misused. A policy similar to Pakistan Post (with
appropriate improvements) may be adopted for alternative modes of payment.
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P-Q3-Southern Punjab-04
Non Payment due to Damaged Benazir Debit Card
Bashiran
Muhammad Ramzan
Chak Noor Muhammad Bhangaran, Tehsil & District
Bahawalnagar
31101-1549345-4
5705036
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Bashiran w/o Muhammad Ramzan is a 56 years old, illiterate BISP beneficiary living in Chak
Noor Muhammad Bhangaran District Bahawalnagar. She has seven children, her one son and a
daughter are married. Her married son is a labourer and he earns about Rs.4,000 per month.
Bashiran also provides financial support to her family by doing seasonal ‘cotton-picking’ and
earns about Rs.1,000; however this is not a permanent work. Two/ three years ago, her husband
became handicapped after a road accident.
She lives in a 15 Marla old semi pacca house which comprises two rooms and an open kitchen.
Her house is located at a distance of about twenty (20) KMs from BISP Tehsil Office. The
locality where she lives consists of low income households who are mostly labourers. All the
streets in her area are unpaved having open drains.

2. Receiver Woman / Complainant’s Relationship with BISP
Bashiran was declared BISP beneficiary after the Poverty Score Card (PSC) survey. Her
household survey was conducted by a ‘BISP survey team’ at the door step of her house in June
2011. After taking all the information in the PSC survey form, the ‘survey team’ gave her a
survey receipt for future reference. She doesn’t know about the BISP eligibility criteria and how
she had been selected for the BISP cash grant.
She considers Pakistan People’s Party (PPP) the owner of the program which (financially) helps
the country’s large number of poor. In July 2012, she came to know about a change in her
payment mode from the postman when he came to deliver her last BISP cash grant of Rs.3,000
through Pakistan Post. She received total BISP cash grants of Rs.12,000 from Pakistan Post till
July 2012.
After knowing from the postman and other neighbouring receiver women, Bashiran went to BISP
tehsil office in September 2012 after covering a distance of about 20 KMs on a motorbike along
with her son and spent Rs.300 as rent and petrol charges. At the office she met Assistant
Complaint (AC) who made ‘some verification on the computer’ and referred her to NADRA
counter for other verifications. After passing through the verifications at NADRA counter, she
went to the bank counter and obtained her Benazir Debit Card (BDC) on 11th September 2012.

3. How did the Complaint Emerge?
In her complaint, Bashiran mentioned that, after getting her BDC, she went to HBL ATM along
with her son. Both of them were unaware of using the ATM and it was the first time. Her son
finally succeeded in entering the BDC into the ATM; but, after some moments, the ATM machine
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ejected the debit card and her son found some scratches on the back side of the card on the
magnetic strip. He unsuccessfully tried two or three more times but the ATM didn’t accept the
debit card.

4. Processing of the Case
4A. Providers’ Version
After the complaint was registered at BISP tehsil office, AC verbally asked the Bank Staff
about the resolution of her problem; but the bank staff mentioned to AC that they don’t know
any mechanism for BDC complaints processing and resolution. There has been no further
action taken on the complaint either by the bank or the BISP tehsil office and Bashiran is
unable to receive her BISP cash grant through BDC.
4B. Client’s Version
When the ATM did not accept their BDC despite repeated attempts, she and her son
disappointedly came back to BISP Tehsil Office and went to the bank counter for help. The
bank staff refused to help them in this regard and advised them to go to the BISP tehsil staff
for complaint registration. She went to BISP tehsil staff and shared her problem with the
Assistant Complaint (AC). After taking the photocopy of her CNIC, AC registered her
complaint in tehsil complaint register and gave it a serial number 24; however there was no
complaint registration date mentioned in the register. AC advised Bashiran to revisit the
office after one month.
Bashiran is unsatisfied with the behaviour of the bank staff as her complaint has not been
addressed till now.
She believes that Pakistan Post was a good option for the delivery of BISP cash grant at her
door step. She mentioned that, “Because there is no ATM available at closer distance and
someone either herself or other have to travel to Bahawalnagar city which is 20 KMs away
from her locality to get the BISP cash grant”.

5. What We Learned?





It appears that no training has been provided to BISP as well as bank staff for handling,
processing and resolution of BDC related complaints. According to the Bank staff, they were
not registering and processing the complaints because: i) they don’t know how to register and
process the complaints, and ii) they have been given instructions by their management for not
accepting/ registering the BDC related complaints.
Apparently, the magnetic strip was damaged by the beneficiary’s son who didn’t know how to
use the BDC in the ATM.
Previously, HBL Counter at BISP tehsil office was not registering BDC related complaints.
After TPE Team’s visit to BDC centre Bahawalnagar on 5th December 2012, bank staff has
now started registering the complaints on prescribed complaint format. According to the bank
representative, they will send a complaint through an email to Regional Head Quarter (RHQ)
HBL Bahawalpur for further processing, from where the complaint will be sent to HBL HQ
Karachi for final decision and issue of a new BDC.

6. Recommendations


BISP should update the CMS with new capability of dealing with BDC related complaints.
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BISP and bank staff training on dealing with BDC related cases their recording, handling and
processing is required.
Bank staff should guide the beneficiaries (properly) on using the debit card because most of
the beneficiaries are illiterate and providing the printed instructions only will not serve the
purpose.
Bank should develop efficient complaint redressal system which should be compatible with
BISP CMS for timely resolution of the payment related complaints.
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P-Q3-Southern Punjab-05
Non Payment due to Wrong BDC PIN Code
Basran Mai
Karam Hussain Khan
Basti Dagar, Gadai, Tehsil & District Dera Ghazi Khan
32102-6871019-2
14405579
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Basran Mai w/o Karam Hussain Khan is a 55 years old, illiterate BISP beneficiary living in Basti
Dagar in District Dera Ghazi Khan. She has three daughters and six sons. One of her son is
married and lives separately with his family. None of her daughter is school going; however her
three sons are attending school and colleges. Her husband is a labourer and earns about Rs.4,000
per month. Her two sons also work as labourers and both earn about Rs.5,000 per month.
Basran Mai lives in a one (01) 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 who
are associated with labour work. Her Basti is located at a distance of about 20 KMs from BISP
Tehsil Office. All the streets in their area are unpaved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Basran Mai was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty
Score Card (PSC) survey. Her household survey was conducted by a ‘BISP survey team’ in April
2011 and after completion of the survey form she received a survey receipt for future reference.
The discrepancy in her CNIC has been removed in May 2012 and she received her Benazir Debit
Card (BDC) from BISP Tehsil Office on 05th November 2012. She came to know about change in
payment mode from a local political activist. Her first BISP instalment was generated on 06 th
November 2012. As of 01st February 2013, the first BISP instalment of Rs.3,000 is yet to be
withdrawn by the beneficiary.
She doesn’t know about the BISP eligibility criteria and how she got selected for the BISP cash
grant. During an interview with the TPE team, she quoted that, “if she gets the BISP cash grant
she will use it to meet her household expenses”. She considers Pakistan People’s Party (PPP) the
owner of the BISP that has been started to help poor and needy people.

3. How did the Complaint Emerge?
Basran Mai mentioned that, on 06th November 2012, a day after getting her Benazir Debit Card,
she went to the Habib Bank Limited (HBL) ATM (20 KMs from her village) along with her son
on van after spending Rs.60 for a round trip. At HBL ATM , her son opened sealed BDC envelop
and the PIN Code slip. He tried to make a withdrawal but the PIN code was not being accepted at
the ATM. After several unsuccessful attempts, her son told her that the PIN Code is incorrect and
they decided to get it replaced from BDC Collection Centre (BISP Tehsil Office Dera Ghazi
Khan).
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4. Processing of the Case
4A. Providers’ Version
Basran Mai met HBL representative at his counter in BISP Tehsil Office and explained the
problem of wrong BDC PIN code. HBL representative filled a bank’s standard complaint
form and took photocopies of her CNIC and the BDC. Bank staff did not provide any
complaint acknowledgement to Basran Mai for future reference. Bank representative kept
hard copy of the complaint form and forwarded it to HBL Main Commercial Branch for
further processing. The complaint was recorded in an Excel Sheet against complaint reference
number 69. HBL Main Commercial Branch provided complaint excel sheet to HBL Counter
staff for record keeping. Bank representative advised Basran Mai to revisit the BISP Tehsil
Office after 30 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 30 days.
4B. Client’s Version
She visited BISP Tehsil Office on 12th November 2012 along with other neighbouring
receiver women and went to the bank counter for resolution of the problem. The bank staff
registered Basran Mai complaint on a prescribed complaint form and asked her to revisit the
office after one month.
Basran Mai is unsatisfied with the bank’s complaint redressal system because her complaint is
still pending and she didn’t receive new PIN code. She made a complaint follow up visit to
the bank counter at BISP tehsil office in the last week of January 2013; however her
complaint is not yet resolved. She therefore considers Pakistan Post the most suitable option
for BISP cash grant delivery. Despite a considerable delay in her complaint resolution, she is
still hopeful to get the BISP cash grant; however she is disappointed due to the delay in
complaint resolution.

5. What We Learned?





Basran Mai was given one month time for complaint resolution of wrong BDC PIN code
which is not a reasonable time for resolving such complaints. It seems that HBL has defined
no priority protocol for the BISP beneficiaries in case of any complaint(s). They went through
the normal standard procedures to get their problems solved. However, these days, such
practice of PIN code lost complaint redressal seems outdated when we see the other banks
resolving similar type of complaints in 5-10 minutes over the phone through their call centre
representatives.
No complaint acknowledgement was given to the complainant for future reference.
There is no mechanism at BISP Tehsil level to deal with the BDC related complaints. BISP
Tehsil staff was completely out of the scene 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.

6. Recommendations



BISP Tehsil Office should be provided a mechanism for handling and processing BDC related
complaints coupled with staff training on dealing with such complaints.
Bank should come up with efficient complaint redressal system compatible with BISP Case
Management System for timely resolution of BDC related complaints.
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BISP should enhance CMS capabilities to address all payment related complaints.
Bank staff should provide a realistic timeline for the resolution of BDC complaints.
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P-Q3-Southern Punjab-06
Non Payment due to Lost BDC
Bushra Bibi
Muhammad Sarwar
House No 529, Tariq Bin Zyad Colony, Tehsil & District
Vehari
36603-4982321-4
18892509
29th November 2012

1. Receiver Woman/ Complainant’s Profile and Background
Bushra Bibi w/o Muhammad Sarwar is a 38 years old illiterate woman living in Tariq Bin Zyad
Colony Tehsil Vehari. She has five sons and two of them are school-going. Her husband is a
labourer and earns about Rs.3,000 per month.
She lives in a joint family system in three Marla semi pucca house. The house comprises one
room, one wash room and an open kitchen. The locality where she lives comprises low income
households mostly associated with labour work and small scale business. The physical
infrastructure of the area and streets drainage system is in good condition.

2. Receiver Woman / Complainant’s Relationship with BISP
Bushra Bibi was declared BISP beneficiary after the Poverty Score Card (PSC) survey conducted
in June 2011 by a BISP survey team at her door step. After completing the survey form, the
survey team gave a survey receipt to her for future reference. She doesn’t know about the BISP
eligibility criteria and the way she got selected after the PMT calculation.
During an interview with the TPE team, she quoted that, “BISP cash grant is supporting her to
meet her kitchen expenses”. She considers Pakistan People’s Party (PPP) the owner of the BISP
that has been started to help poor. Furthermore, Bushra Bibi received five BISP instalments
totalling Rs.12,000 from the Pakistan Post. She came to know about the change in payment mode
from the postman when he came to deliver her last BISP money order in July 2012. The postman
advised her to visit the BISP tehsil office for getting her ‘Benazir (Debit) Card’ as soon as
possible.

3. How did the Complaint Emerge?
Bushra Bibi mentioned that, after getting her Benazir Debit Card (BDC) on 12 th July 2012, she
went for some grocery shopping in the city centre. During shopping, she lost her BDC somewhere
in the market. She noticed that after one day (on 13th July 2012) and decided to immediately visit
the BISP tehsil office where she got the BDC.

4. Processing of the Case
4A. Providers’ Version
Tameer Bank Counter at BISP Tehsil Office received Bushra Bibi complaint of “Lost BDC”
on 4th October 2012. The bank representative registered her complaint on excel sheet of BDC
Complaints and assigned it a serial number 66.
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After registering the complaint, the bank representative dialled Tameer Bank Help Line
Number (042-111-345-100) and asked Bushra Bibi to talk to the Customer Services
Representative (CSR). She talked to the CSR and after asking some security verification
questions, the CSR blocked her old BDC.
The Tameer Bank Representative emailed Bushra Bibi complaint as a part of other BDC
complaints to Tameer Bank Complaint Cell at Islamabad after marking from the BISP
Assistant Director (AD). The bank representative informed beneficiary that her complaint will
take about 1.5 month to be redressed and she will get a new BDC. He also informed her that
whenever her new BDC would be received at BISP Tehsil Office, he would inform her.
After 32 days of launching her complaint, Bushra Bibi received her new BDC on 6th
November 2012 from bank counter and affixed her thumb impression for receiving of her
new BDC.
4B. Client’s Version
She reached the BISP tehsil office alone on rickshaw after covering a distance of about two
kilometres and spent Rs.50 as a fare. However, she found a gathering of large number of
beneficiaries outside the office and couldn’t get through to the BISP tehsil office. Afterwards,
she got busy in her domestic chores and didn’t follow up her lost BDC till October 2012.
In October 2012, when her neighbouring beneficiaries received their second BISP instalment
through BDC she got concerned and decided to visit the BISP tehsil office again. After
reaching the office, she went to the bank counter for help. The bank representative listened to
her problem carefully and registered her complaint for redressal. She was given a time of 1.5
months for the resolution of her complaint.
Bushra Bibi visited BISP Tehsil Office twice to lodge her complaint and the third time she
went to collect her new BDC. Each time she spent Rs.50 as a rickshaw fare. However, she is
satisfied with the behaviour of the bank and BISP tehsil office staff.
The complaint is apparently resolved after Bushra Bibi obtained her new BDC; but her online
payment details show that her first BISP instalment (Rs.3,000) was withdrawn on the same
day that she obtained her first BDC which she has lost. Bushra Bibi doesn’t know that her lost
BDC has been misused and her BISP instalment of Rs.3,000 was withdrawn fraudulently.

5. What We Learned?






Bushra Bibi wasn’t aware that her lost BDC was misused for withdrawing her BISP
instalment of Rs.3,000. However, after looking at the online payment details, she learnt that
the first instalment was withdrawn from a Telenor franchise. In order to get the payment, the
person who withdrew must have gone through the biometric identification/ thumb impression
verification. If this is true then ‘illegal withdrawal of her cash grant is alarming for BISP and
partner bank.
Bushra Bibi’s complaint of lost BDC was resolved by Tameer Bank a month after the
complaint was lodged, which doesn’t seem to be an appropriate time for resolution of such
complaints as these can be solved in much lesser time (in case of other banks).
The beneficiary did not receive complaint acknowledgement/ reference number from the bank
representative.
The online bank payment details of Bushra Bibi are showing that second BISP instalment has
not been generated since last 7 months due to ‘unknown reason(s)’.
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There is no mechanism at BISP Tehsil Office to deal with the BDC related complaints and no
record was found of such complaints. The BDC complainants are straight away sent to the
bank counter for complaint redressal. The bank staff then takes help from BISP staff for
sending complaints through an email to the bank’s management.

6. Recommendations





BISP Tehsil Office should be provided a mechanism for handling and processing of the BDC
related complaints coupled with staff training on dealing with BDC related complaints.
Bank 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.
BISP and the bank should devise a joint investigation policy for all BDC related complaints
especially the “Lost BDC” complaints requires careful scrutiny in order to avoid losses to any
stakeholder and to ensure transparency.
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P-Q3-Southern Punjab-07
Lost BDC Pin Code
Ghulam Ayesha
Muhammad Ramzan
Village Shah Wala, Tehsil Quaid Abad & District Khushab.
38201-4329142-8
15860150
10th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Ghulam Ayesha is 59 years old illiterate woman. She has nine children including six daughters
and three sons. Four of her children including three daughters and one son are married. The
married son lives separately in the same premises. Her husband and two unmarried sons work as
labourer with a mason and manage to earn about Rs.15,000 per month if they work for whole
month. Ghulam Ayesha is suffering from arthritis and therefore spends most of her time in the
house.
She lives with her family in a five Marla self-owned semi-pucca house that consists of four
rooms, a washroom and an open kitchen. The locality where she lives is situated on Quaid AbadPiplaan bypass. Most of the streets including the one leading to beneficiary’s house are paved
with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Ghulam Ayesha 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 May 2011 by a
survey team. According to Ghulam Ayesha, survey team did not visit her house and filled her
PSC form while camping in a playground. She was also charged Rs.100 by the data collectors for
filling her PSC form. After completing the survey form, she was given a survey receipt for future
reference. She possessed a valid CNIC at the time of PSC survey that she shared with the
enumerators. She did not receive BISP letter regarding her eligibility and discrepancy in BISP
programme.
She does not know much about BISP but considers that BISP cash grant has been provided by the
Pakistan People’s Party to help and support the poor people. So far, she had received two BISP
instalments totalling Rs.6,000 and had utilized that money for purchasing groceries and medicines
for her.
In July 2012, the area postman informed Ghulam Ayesha regarding the change in payment mode
and the distribution of Benazir Debit Card (BDC). He asked her to visit the BISP Tehsil office
Johar Abad along with her original CNIC and last post office payment receipt in order to get her
BDC. After one week, Ghulam Ayesha along with her husband visited the BISP Tehsil office
Johar Abad situated at a distance of around 68 kilometres from her locality. They went to the
BISP office by bus and Ching Chi rickshaw spending Rs.250 for the round trip.

3. How did the Complaint Emerge?
Ghulam Ayesha mentioned that she obtained her BDC from the BISP office on 10th July 2012.
She received her first bank payment of Rs.3,000 on 17th July 2012 through BDC from Tameer
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Bank Franchise. According to beneficiary, after coming back home, she placed her BDC envelope
in the cupboard. Being unfamiliar with the quarterly bank payment schedule to BISP
beneficiaries, Ghulam Ayesha went to the franchise again in August 2012 for the withdrawal of
her second BISP instalment. The franchise owner asked her for the Pin Code strip which he
couldn’t find inside the BDC envelope. However, she couldn’t remember if she had placed the
PIN Code somewhere else. The franchise owner advised her to visit BISP Tehsil office Johar
Abad where she got her BDC for the registration and resolution of her complaint of lost PIN
Code.

4. Processing of the Case
4A. Providers’ Version
After reaching BISP tehsil office, she met the Assistant Director whom she found courteous
and cooperative. She shared her complaint with the AD and submitted the photocopy of her
CNIC for further action. AD advised her to revisit the office after one month in order to get
further update.
After receiving the complaint, the AD sent an email to DFO-BISP HQ for the resolution. AD
also received a delivery report with a message that complaint has been successfully lodged
into the system. The complaint was lodged by the AD in November 2012 but till 2 nd February
2013, the complainant is still waiting for her new BDC PIN code.
4B. Client’s Version
The beneficiary visited BISP Tehsil office Johar Abad four times and she had spent around
Rs.1,000 on transportation for the registration and follow up of her complaint. She also
mentioned that initially she obtained an inactive BDC from the bank counter which was
actived after a week. Now, she is facing a problem of lost PIN code which has not been
resolved yet.
Ghulam Ayesha is greatly disappointed over the delay in resolution of her complaint. She is
also unsatisfied on the delivery of BISP cash grant through BDC. In this context, she
mentioned that although she had to pay Rs.200 to a postman as‘Baksheesh’ but she was able
to get the cash grant at her door step.

5. What We Learned?







PSC survey of her household was conducted in a playground and she paid Rs.100 to data
collectors for filling the survey form.
Ghulam Ayesha’s complaint is pending at BISP tehsil office/ HQ level for last three months
and no further action has been taken by the BISP HQ for the resolution of her complaint.
After July 2012 since the last seven months, no BISP instalment for Ghulam Ayesha has been
credited to her account.
BISP staff maintain a register for the recording of BDC related complaints. As of 28 th
November 2012, the said office received about 600 BDC related complaints and most of them
are still being resolved. According to AD and Tameer bank representative, the bank will issue
new BDCs against the complaints like PIN Code lost, Captured and lost BDCs. The new
BDCs will be sent to respective beneficiaries via TCS courier services. However, locating the
actual beneficiaries will be difficult if they have moved to other places.
There are three Tehsils in district Khushab - Johar Abad, Noorpur Thal & Quaid Abad, but
there were only two BDC centres; one in Tehsil Johar Abad and the other in Noorpur Thal.
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There was no BDC centre in Tehsil Quaid Abad. AD mentioned that till June 2012 Tehsil
Quaid Abad didn’t exist in NADRA database as a separate BISP Tehsil and the beneficiaries
of Tehsil Quaid Abad were reflected in Tehsil Johar Abad. Due to this reason, no BDC site
was established for the beneficiaries of Quaid Abad and they were referred to BDC site Johar
Abad for collection of their BDCs. In case of any BDC related complaints, BISP staff Quaid
Abad do not entertain the complainants and send them to BISP Tehsil office Johar Abad for
registration and resolution of their BDC complaints.
There are no ATM or Point-of-Sale Machines available in Tehsil Quaid Abad and the Benazir
Debit Card holders need to visit Tehsil Johar Abad for withdrawal of their cash grant after
travelling around 40 kilometres from Quaid Abad city, incurring about Rs.100 for a round
trip.

6. Recommendations




BISP tehsil staff should also take the responsibility of registering and processing BDC related
complaints.
BISP management should take immediate measures for the resolution of BDC related
complaints. BISP management should also sensitize and mobilize the partner bank for
launching a comprehensive complaint redressal system to facilitate the beneficiaries.
BISP should take measures with the banks to install some ATM/ POS in order to facilitate the
beneficiaries of tehsil Quaid Abad.
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P-Q3-Southern Punjab-08
Non Payment due to Exchange of Benazir Debit Card
Ghulam Fatima
Muhammad Nawaz
Basti Araian, Tehsil Hasilpur & District Bahawalpur
31203-4110016-0
16042544
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Ghulam Fatima w/o Muhammad Nawaz is a 36 years old, illiterate BISP beneficiary living in
Basti Araian, Tehsil Hasilpur. She has five children including three daughters and two sons and
all of them are school going. Her husband is a labourer and he earns about Rs.4,000 per month.
Ghulam Fatima lives in a joint family system in eight Marla old semi pacca house. Her house
comprises three rooms, a wash room and an open kitchen. The locality where she lives comprises
low income households belong mostly associated with agriculture and other labour work. Basti
Araian is located at a distance of 06 KMs from BISP Tehsil Office having unpaved streets with
open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Ghulam Fatima was declared BISP beneficiary after the Poverty Score Card (PSC) survey. PSC
survey of her household was conducted in May 2011 by a BISP survey team who gave her a
survey receipt at the completion of the survey. She doesn’t know about the BISP eligibility
criteria and how she got selected for BISP cash grant. She considers Pakistan People’s Party
(PPP) the owner of the BISP. She had heard of some rumours regarding the closing down of the
programme; however she is hopeful for the programme continuation. Her- mother-in-law is also a
BISP beneficiary.
She came to know about the change in payment mode and getting the Benazir Debit Card (BDC)
from the postman when he came to deliver her third BISP instalment of Rs.3,000 in March 2012.
Ghulam Fatima mentioned that, following the instructions of the postman to get BDC, she went to
BISP tehsil office on 14th May 2012 along with her husband on a rented motorbike after covering
a distance of about six kilometres which incurred them Rs.200 for a round trip. After getting her
BDC, she went to the Fahim Mobile Shop on 26th May 2012 (06 KMs from her village) along
with her husband on rented bike after spending Rs.250. At the Shop, she gave her BDC to the
owner and after some time she received her first BISP Installment of Rs.3,000. So far, she has
received Rs.13,000 as BISP instalments and which she used for different household expenses.

3. How did the Complaint Emerge?
In November 2012, when she went to the shop for second time to get second bank payment of
Rs.3,000, she faced a problem. The shop owner told her that the ‘bank machine’ (ATM) is not
accepting her PIN Code, and may be her bank card has been exchanged. She had an argument
with the shop owner and she decided to visit the BISP Tehsil Office for help.
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4. Processing of the Case
4A. Provider Version
Ghulam Fatima’s complaint was registered on 03rd November 2012 by the AD in the BDC
complaint register. A photocopy of her CNIC was also taken. AD verbally asked the Bank
Staff about the resolution of her problem but Bank Staff mentioned that they are not allowed
to keep complaints with them as per the instructions of their “top management”; however she
might contact Tameer Bank Help line to solve this issue. AD informed Ghulam Fatima about
these instructions which might help her in regards of the complaint resolution. She many
times unsuccessfully tried to call Bank Help Line. There has been no further action taken for
forwarding the complaint.
AD however, simply traced out the owner of the other BDC with whom Ghulam Fatima’s
BDC was exchanged. Hence she received her BDC back due to the efforts of the AD in last
week of November 2012. She also obtained her second bank payment of Rs.3,000 on 20 th
November 2012 through an ATM.
4B. Client Version
After reaching the BISP tehsil office, she went to the Bank counter for the resolution of her
problem. The Bank staff informed her that they could not help her in this regard and advised
her to go to Assistant Director (AD) who may be able to resolve this issue. After listening to
the problem of Ghulam Fatima, the AD registered her complaint on excel sheet against serial
number 18. One month time was given by the AD to the beneficiary for the resolution of her
complaint.
Ghulam Fatima is satisfied with the behaviour of the BISP Tehsil office staff and the way AD
BISP resolved her problem. She believes that Pakistan Post was a good option for BISP cash
grant delivery because no ATM is available near her house and someone either herself or
some family member have to travel to Hasilpur city which is about 6 kms away from her
locality to get BISP instalment. She visited BISP Tehsil Office three times along with her
husband in order to lodge the complaint and for its follow-up.

5. What We Learned?






Tameer Bank Staff do not know how to resolve this complaint. As Bank Staff mentioned that
they are not authorized to lodge or resolve the 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.
The complaint has taken about one month to be solved and no complaint acknowledgement
receipt has been given to the beneficiary for future reference.
The owner of a mobile shop collects the BDCs of as many beneficiaries as possible who come
to his shop and get them the payment through an ATM machine after charging Rs.200 per
BDC/ beneficiary.
It reflects from the study that Tameer Bank does not have an efficient complaint redressal
system and therefore unable to resolve complaints in reasonable time.

6. Recommendations


BISP should update the CMS with new capability of dealing with BDC related complaints.
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BISP and bank staff training on dealing with BDC related cases their recording, handling and
processing is required.
Bank staff should guide the beneficiaries on using the debit card because most of the
beneficiaries are illiterate and providing the printed instructions only does not serve the
purpose.
Bank should develop an efficient complaint redressal system to address all payment related
complaints. The system should also be compatible with BISP CMS.
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P-Q3-Southern Punjab-09
Non Payment due to Captured Benazir Debit Card
Imtiaz Bibi
Ghulam Mustafa
Mohalla Azmat Colony, Tehsil City Johar Abad & District
Khushab.
38201-7968753-0
15860150
13th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Imtiaz Bibi is 26 years old illiterate woman having three sons and one daughter. Her husband
works as a labourer and earns about Rs.10,000 per month. Imtiaz Bibi stays home and looks after
her children while performing routine work. She lives with her family in a three Marla pacca
house which consists of two rooms, a washroom and an open kitchen. The locality where she lives
is situated on Johar Abad-Sargodha road. Most of the streets including the one leads to the house
of Imtiaz Bibi are paved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Imtiaz Bibi was the BISP beneficiary during the parliamentarian phase (phase-I) and received
Rs.33,000 BISP instalments and Rs.4,000 flood payment from Pakistan Post. Imtiaz Bibi
remained a BISP beneficiary after the Poverty Score Card (PSC) survey. The household’s PSC
survey was conducted at her door step in May 2011 by a BISP survey team.
After completing her survey form, she was given a survey receipt for future reference. She does
not know much about BISP but considers that BISP cash grant has been provided by the
‘Government of Pakistan’ as help to the poor people. She had utilized the BISP instalments for
purchasing groceries and other household items.
In May 2012, the area postman informed Imtiaz Bibi regarding distribution of BDC Card with
further instruction to visit the BISP Tehsil office and collect her BDC for the withdrawal of BISP
instalments. She was also advised by the postman for carrying her original CNIC and last post
office payment receipt at the time of visiting the BISP tehsil office.
On 24th May 2012, Imtiaz Bibi went to the BDC Centre at BISP tehsil office (located at a distance
of eight kilometres) along with her husband on Ching Chi rickshaw after paying Rs.80 for a round
trip. After getting her BDC, she went to Bank Alfalah ATM and obtained her first bank payment
of Rs.3,000.

3. How did the Complaint Emerge?
In August 2012, following the advice of the bank staff for quarterly payments, she along with her
husband went to bank Alfalah ATM for the withdrawal of her second bank payment. After
reaching at the ATM, her husband inserted the Benazir Debit Card into the machine wrongly. The
BDC got captured by the ATM which left them thinking what to do.
They went inside the bank Alfalah to get back their BDC but they were refused by the bank staff
and asked to visit BISP tehsil office for complaint registration and resolution.
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4. Processing of the Case
4A. Provider’s Version
Upon reaching BISP tehsil office, she met the Assistant Complaint (AC) and shared her
problem with him. AC asked her to submit a photocopy of her CNIC for complaint
registration and advised her to come back after one month. AC shared the complaint with the
Assistant Director (AD) who emailed it to DFO-BISP HQ for further processing. AD also
successfully received email delivery notification. However, the complaint is still pending at
the level of BISP tehsil office/ HQ and till 2nd February 2013, the beneficiary did not receive
her BDC. Her second BISP instalment of Rs.3,000 was generated on 01st November 2012;
however it is yet to be withdrawn by the beneficiary.
4B. Client’s Version
The beneficiary visited the BISP Tehsil office Johar Abad six times on Qingchi rickshaw and
she has spent around Rs.500 on transportation for the registration/ resolution and follow up of
her complaint. During each visit she was informed that her complaint is in process. BISP staff
advised her not to visit frequently as the office will let her know when her problem is solved.
Imtiaz Bibi is greatly disappointed over the prolong delay in resolution of her complaint. She
is also unsatisfied over the delivery of BISP instalments through BDC. She mentioned that the
postman used to take Rs.50-100; but he always delivered her BISP money order at her door
step; however now she has to go to the ATM. Therefore, she thinks that Pakistan Post was a
better option for the delivery of BISP cash grant.

5. What We Learned?





The beneficiary and her husband had no idea of using the BDC at ATM. After reaching the
ATM her husband requested the bank security guard for help in withdrawal of BISP cash
grant. However after refusal by the guard, her husband decided to use the BDC by himself.
During interview he mentioned that when he got confused regarding which side of the BDC
to be inserted into the machine. Accordingly, he inserted the BDC Card into the ATM
incorrectly and it was captured by the ATM after repeated attempts.
It has been six months now and Imtiaz Bibi’s complaint is still pending at BISP HQ level for
further processing.
There is no arrow sign/ mark on the BDC to indicate which side of the BDC card needs to be
inserted into the ATM.

6. Recommendations





BISP should send payment schedule to beneficiaries so that beneficiaries do not visit
ATM/POS before their payment is generated. This will also help the beneficiaries in chalking
out their expenditure plan.
There is a need to print arrow sign on the card to help in proper insertion of BDC into the
ATM.
BISP/Bank management should send the resolved complaints (reissued BDCs) to concerned
BISP office so that they can inform and give reissued BDCs to the relevant beneficiary.
BISP should take immediate measures for urgent resolution of BDC related complaints. BISP
should also sensitize and mobilize the partner bank for launching of a comprehensive
complaint
redressal
system
to
facilitate
the
beneficiaries.
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P-Q3-Southern Punjab-10
Non Payment due to Blocked Benazir Smart Card
Kousar Bibi
Muhammad Bux
Waandi Ditta Mochi, Tehsil Piplaan & District Mianwali.
38303-7314278-0
0080775
7th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Kousar Bibi w/o Muhammad Bux is 47 years old illiterate woman. She has five sons and four
daughters. Her one son and three daughters are married. Her married son lives separately in the
same premises. Her husband is paralysed and one of her unmarried son works as a technician at
Chashma Atomic Power Plant. He earns Rs.15,000 per month which he contributes towards
monthly household expenses.
She lives with her family in a three Marla semi pacca house that consists of two rooms, a wash
room and an open kitchen. The locality where she lives is situated on Mianwali-Piplaan road. The
streets are paved with open drainage system. Labourers dwell in almost all the houses in her
locality and have the same socioeconomic status.

2. Receiver Woman / Complainant’s Relationship with BISP
Kousar Bibi was declared BISP beneficiary after the Poverty Score Card (PSC) survey. Her
household survey was conducted by the enumerators in June 2009 at her door step. She received
the survey acknowledgement slip from the survey team. She does not know much about BISP but
considers that cash grant has been provided by the Pakistan People’s Party to help and support the
poor people.
In August 2010, Kousar Bibi listened about the distribution of Benazir Smart Card (BSC) for
getting the BISP cash grant from her neighbouring beneficiaries. She got advice to visit Union
Council (UC) office Piplan along with her original CNIC and survey receipt. A week later, she
went to UC office along with her son after covering a distance of about 10 kilometres from her
locality. She reached the office by Ching Chi rickshaw and incurred Rs.160 for round trip. A
week later, Kousar Bibi got her first BISP instalment of Rs.1,000 through BSC from UBL Omni
Franchise located at a distance of about eight kilometres from her residence. The franchise staff
informed her that she would get her cash grant Rs.1,000 at the end of each month.

3. How did the Complaint Emerge?
In end September 2010, she went to the franchise along with other neighbouring beneficiaries to
get their monthly instalment. Kousar Bibi mentioned that franchise staff informed her that there is
no deposit in her BSC and there may be some problem with the card like it may have been
blocked because the other beneficiaries received their payment as normal through their BSCs. The
franchise staff advised her to wait a month or so and revisit the Omni shop to check whether her
BSC card has been reactivated or not.
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Subsequently, Kousar Bibi made numerous visits to Omni shop to confirm the reactivation of her
BSC. During her similar visit to Omni shop in September 2011, she came to know about the
establishment of BISP Tehsil office where she can contact in case of any problem.

4. Processing of the Case
4A. Providers’ Version
In September 2011, she went to BISP Tehsil Office where she met the Assistant Complaint
whom she found courteous and cooperative. She shared her problem (of non-receipt of BISP
cash grant through BSC) with the AC who asked her to submit a written complaint along with
a copy of her CNIC. She obtained prescribed complaint form from nearby photocopier after
paying Rs.20 and submitted the required documents to AC for further processing. AC entered
her name, address and after getting her thumb impression on the complaint form he advised
her to revisit BISP office after one month.
On 30th September 2011, AC emailed Kousar Bibi complaint to Divisional Director Sargodha,
Director Payment BISP HQ and also to area Manager NADRA-Piplan for further processing.
According to BISP AC none of the officials have responded that email. The complaint of
Kousar Bibi is still pending and has not been resolved.
4B. Client’s Version
According to beneficiary she visited the BISP office many times and each time she was
advised by the staff to wait for a month or so and her complaint will be resolved. She is quite
disappointed regarding delay in resolution of her complaint. After having frequent visit to
BISP office, she considers that probably BISP do not have any mechanism to resolve her
complaint. Despite delay, she said that she did not know anyone who can help her in speeding
up the resolution of this issue.

5. What We Learned?







Kousar Bibi received only one BISP instalment of Rs.1,000 through her BSC. Afterwards (as
shown in her online payment details) BISP did not transfer any cash grant.
BSC distribution in Tehsil Piplaan was started on 18th June 2010 and remained operational for
about six months. Since the inception of BSC, the payment was transferred by BISP on
monthly basis while from June 2012 BISP has decided to transfer BSC instalment on
quarterly basis.
The current Benazir Smart Card status on BISP Online Tracking information is reflecting as
“Ready for AFIS” (Automated Fingerprint Identification System) which means Kousar Bibi’s
thumb impression recorded at the time of issuing her BSC does not match with the NADRA
record; resultantly, her BSC gets blocked.
BISP staff has maintained a register and a file for the recording of complaints regarding BSC.
Upon receiving the complaint it is entered in a register and the complaint is taken from the
beneficiary/complainant and kept in file. A complaint form has been prescribed which a
complainant can obtain from a nearby photocopier shop after paying Rs.20.

6. Recommendations


The capabilities of the BISP Case Management System (CMS) should be enhanced by adding
the functionality of redressing BSC related complaints.

GHK Consulting Ltd.
J40252715

38

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



Section 2 - Payment Case Studies
P-Q3-Southern Punjab-10

BISP should try to solve the problem of beneficiaries who cannot get their BISP instalments
due to inactive BSC Card or there are some problems with their BSCs.
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P-Q3-Southern Punjab-11
Non Payment due to Lost/ Stolen Benazir Debit Card
Mariam Bibi
Ameer Ahmed
Village Shah Wala, Tehsil Quaid Abad & District Khushab.
38201-4394888-8
15860769
10th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Mariam Bibi is a 38 years old illiterate woman. She has five children including four daughters and
one son. Her husband works as a labourer and earns about Rs.9,000 per month. Mariam Bibi
looks after her children and performs domestic chores. She lives with her family in a three Marla
semi-pacca house that consists of two rooms, a washroom and an open kitchen. The locality
where she lives is situated on Quaid Abad-Piplaan bypass. Most of the streets including the one
that leads to the house of Mariam Bibi are unpaved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Mariam Bibi 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 May 2011 by a
BISP survey team. According to Mariam Bibi, survey team did not visit her house and filled her
PSC form while camping in a playground. Survey team also charged her Rs.100 for filling her
PSC form and returned her a survey receipt for future reference. She does not know much about
BISP and mentioned that “this programme helps poor like her”. So far, she has received one BISP
instalment of Rs.3,000 from the postman and utilized that money for purchasing clothes for her
children on Eid-ul-Fitr.
In May 2012, Mariam Bibi visited BISP Tehsil office Quaid Abad after spending Rs.90 for a
round trip by bus covering a distance of about 15 KMs from her house. After reaching the office,
she came to know about the discrepancy in her CNIC from the Assistant Complaint (AC). She
submitted photocopy of her CNIC to the AC for removing discrepancy. AC asked her to revisit
the office after one month till her CNIC problem would be resolved. In June 2012, Mariam Bibi
revisited the BISP office where she came to know about the resolution of her CNIC problem. She
was then referred to BDC Centre at BISP Tehsil office Johar Abad located at a distance of about
40 kilometres from her locality in order to collect her Benazir Debit Card (BDC).
In July 2012, Mariam Bibi along with her husband visited BDC Centre at BISP Tehsil office
Johar Abad for BDC collection. They went there by bus which incurred them a round trip cost of
Rs.220. At BISP tehsil office, she came to know from NADRA staff that her CNIC has expired.
She was given a token slip for presenting in the nearest NADRA office to get updated CNIC free
of cost. However, Mariam Bibi applied for an urgent CNIC in NADRA office Johar Abad after
paying Urgent CNIC fee (Rs.1,000) and obtained her CNIC after two weeks in August 2012.

3. How did the Complaint Emerge?
After getting her updated CNIC from NADRA, she revisited the BISP Tehsil office Johar Abad
along with her husband in August 2012 and obtained her BDC in a closed envelop. According to
Mariam Bibi, her husband placed the BDC envelope in his shirt’s pocket. After reaching home,
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she was stunned after listening from her husband that either someone has stolen her BDC (or) it
has dropped somewhere. Next day she again visited BISP Tehsil office Quaid Abad along with
her husband for registration and resolution of her problem. However, BISP staff referred her to
the BISP Tehsil office Johar Abad for lodging the complaint.

4. Processing of the Case
4A. Providers’ Version
At BISP Tehsil office Johar Abad, she met the Assistant Director (AD) and shared her
problem with him. The AD asked her to submit a photocopy of her CNIC for complaint
registration. Her husband obtained the photocopy of her CNIC from nearby photocopier shop
after paying Rs.10 and submitted it to the AD along with his contact details. AD gave them a
time of one month for complaint resolution. After receiving the complaint, AD emailed it to
BISP HQ and also requested to immediately block the lost BDC. AD also received a delivery
report with a message that “complaint has been successfully lodged into the system”. AD
lodged the complaint in June 2012 but till 3rd February 2013, it has not been resolved.
4B. Client’s Version
The beneficiary visited BISP Tehsil offices Quaid Abad and Johar Abad five times and she
had spent around Rs.1,000 on transportation for the removal of discrepancy in her CNIC. She
also spent Rs.1,000 as an urgent fee at NADRA office to get her updated CNIC. Mariam Bibi
is disappointed on the delay and unsure about the resolution of her complaint.

5. What We Learned?







At the time that she lodged her complaint of Lost BDC, the Payment Details were not
available on the web. Her online payment details show that Rs.3,000 has been fraudulently
withdrawn from her bank by someone on 16th August 2012 i.e. on the same day that she
obtained and lost her BDC.
Data collectors of the partner organisation/ survey firm illegally charged Rs.100 from her as a
survey fee.
Mariam Bibi’s complaint is pending and has not been resolved since last about eight months.
She had spent about Rs.2,000 on updating her CNIC and travelling to BISP tehsil offices.
Beneficiary didn’t have the complete information on what to do in case of any BDC related
problem. If she was properly guided by the bank staff at the time of getting her BDC, she
could have contacted bank’s helpline to immediately block her BDC to avoid damages.
There are three Tehsils in district Khushab named Johar Abad, Noorpur Thal & Quaid Abad.
But only two BDC Centres were established in Tehsil Johar Abad and Noorpur Thal and no
BDC site was opened in Tehsil Quaid Abad. On asking, the AD Johar Abad mentioned that
till June 2012 Tehsil Quaid Abad was not enlisted as BISP Tehsil office in NADRA record
and the beneficiaries of Tehsil Quaid Abad were being shown in Tehsil Johar Abad.
Therefore, the beneficiaries of Quaid Abad were referred to BDC Centre Johar Abad for
collection of their BDCs. In case of any BDC related complaint, the beneficiaries of Tehsil
Quaid Abad had to go to Tehsil office Johar Abad for further action.

6. Recommendations


BISP Tehsil staff Quaid Abad should take responsibility and start registering BDC related
complaints of their tehsil.
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BISP management should take some immediate measures for the resolution of BDC related
complaints. BISP management should also sensitize and mobilize the partner bank for
launching a comprehensive complaint redressal system for quick redressal of complaints.
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P-Q3-Southern Punjab-12
Non Payment due to Blocked Benazir Smart Card
Musamma Bibi
Habib Ur Rehman Khan
Mohalla Samanabad, Tehsil Piplan, District Mianwali.
38303-9371888-2
0076911
8th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Musamma Bibi w/o Habib Ur Rehman Khan is a 50 years old illiterate woman. She is the mother
of eight children including two sons and six daughters. Three of her children (one son and two
daughters) are married while rest of her children are school-going. Her married son lives
separately in the same premises. Her husband works as a labourer at brick kiln and earns about
Rs.400 per baking of 1,000 bricks. She lives with her family in a five Marla semi pacca house that
consists of two rooms, a wash room and an open kitchen. The locality where she lives is situated
on Piplan-Harnoli road. All the streets including the one leads to the house of Musamma Bibi are
paved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Musamma Bibi was selected as a BISP beneficiary after the Poverty Score Card (PSC) phase. Her
household was surveyed by a BISP survey team at her door step in May 2009. After the
completion of the survey, she received survey receipt from the data collectors for future reference.
She doesn’t know about BISP eligibility criteria and how she got selected for obtaining cash
grant. She considers Pakistan People’s Party (PPP) the owner of the programme providing
financial support to poor.
In June 2010, Musamma Bibi received three BISP money orders of Rs.3,000 each totalling
Rs.9,000 from post office Piplan and also learnt about a change in payment mode. Postal staff
advised her to visit the Union Council (UC) for getting her Benazir Smart Card (BSC) for
withdrawal of future BISP instalments. Musamma Bibi went to UC office Piplan along with her
eldest son on Ching Chi rickshaw after spending Rs.80 for round trip and successfully obtained
her BSC.
Two days after getting her BSC, she visited UBL Omni franchise first time for the withdrawal of
cash grant. However, she was informed by the franchise owner that her BSC isn’t activated yet.
One week after, she made second visit to the Omni shop and obtained her first bank payment of
Rs.3,000. Meanwhile, she also came to know about visiting the Omni shop at the end of each
month for getting monthly BISP instalment(s). So far she has received Rs.12,000 in total from
BISP and no further instalments have yet been generated.

3. How did the Complaint Emerge?
In July 201, when she went to Omni shop along with her husband for the withdrawal of her
monthly cash grant, she came to know from the Omni shop owner that her BSC has been blocked
and she couldn’t get any further payments. From that Omni shop, Musamma Bibi went to another
Omni shop and came across the similar response of ‘blocked BSC’. From the Omni shop, she
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went to BSC distribution centre (UC office Piplan) for help. At BSC distribution centre, she was
advised by NADRA staff to wait for about three months until her problem gets solved.
Musamma Bibi made numerous visits to Omni shops to check and confirm her BSC status.
During one such visit in September 2011, she came to know about the establishment of BISP
Tehsil office Piplan, which she visited for the complaint registration.

4. Processing of the Case
4A. Providers’ Version
In September 2011, she went to BISP Tehsil office along with her husband and met Assistant
Complaint for help. She shared her problem with the AC, who asked her to submit a
photocopy of her CNIC along with the prescribed complaint form. She obtained the complaint
form from a nearby photocopier shop after paying Rs.30 and submitted it to the AC along
with photocopy of her CNIC for further processing. AC obtained her thumb impression on the
complaint form and advised her to revisit the office after one month.
On 1st November 2011, AC emailed her complaint along with other BSC complaints to
Divisional Director Sargodha, Director Payment BISP HQ and also to area Manager
NADRA-Piplan. According to AC, he did not receive any response from any of the
abovementioned offices and all BSC complaints including the complaint of Musamma Bibi
are still pending.
4B. Client Version
Musamma Bibi is disappointed on the delay in resolution of her complaint and unsure about
getting further BISP instalments. She believes that probably BISP doesn’t have efficient
complaint redressal system to resolve BSC related complaints. In this context, she mentioned
that although she had to go to post office Piplan for collecting her BISP money orders;
however she was happy and satisfied with the post office delivery mechanism for BISP cash
grants.

5. What We Learned?





Musamma Bibi received Rs.12,000 from BISP and no further payments has been deposited by
BISP since July 2011 (till 3rd February 2013) in her account to be withdrawn through her
BSC. Her complaint regarding blocked BSC is pending since more than a year.
The current online BSC status of Musamma Bibi (in her tracking information) is reflecting as
‘ready for Automated Fingerprint Identification System (AFIS)’. This shows that, apparently
the reason behind her blocked BSC is the mismatch of beneficiary’s thumb impression i.e. the
thumb impression given by beneficiary at the time of collecting her Smart Card doesn’t match
with the CNIC record of NADRA.
BISP staff has maintained a register and a file for recording of BSC related complaints. Upon
receiving the complaint, AC entered it into a register and also a prescribed complaint form is
taken from the beneficiary/complainant, which is available on nearby photocopier shop at
various prices. Musamma Bibi’s husband was charged Rs.30 for the complaint form.

6. Recommendations


There is a strong need to enhance the capabilities of BISP Case Management System (CMS)
to cater for BSC related and all other payment complaints.
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BISP should try to solve the problem of beneficiaries having inactive BSCs so that they can
start getting BISP instalments.
BISP MIS should generate a list so that BISP officers could try to find the reason and take
appropriate action on beneficiary accounts which have not been credited or if credited, the
amount has not been withdrawn by beneficiaries.
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P-Q3-Southern Punjab-13
Non-Payment due to Lost BDC
Nasreen Bibi
Muhammad Aslam
House No. 258/D, Islam Pura, Tehsil Kamalia District
Toba Tek Singh
33302-3129481-8
20335783
6th October 2012

1. Receiver Woman/ Complainant’s Profile and Background
Nasreen Bibi is a 35 years old illiterate woman. Her eight children include four sons and four
daughters. Her three children (two sons and a daughter) are school-going while rest of her
children stays home. The husband of Nasreen Bibi works as a labourer in a carpet weaving
factory in Kamalia and earns about Rs.10,000 per month. Nasreen Bibi also does carpet weaving
at home and earns about Rs.6,000 at the completion of each carpet after one or two months.
She lives in a three Marla semi pacca house which consists of one room, an open kitchen, and a
small court yard. The locality where she resides is known as Mohallah Islam Pura which is
surrounded by commercial area (Power Loom). All streets of the area are paved with proper
drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Nasreen Bibi was selected as a BISP beneficiary under the parliamentarian phase (Phase-I) and
received Rs.31,000 (from January 2009 till April 2011) through Pakistan Post. Her household’s
Poverty Score Card (PSC) survey was conducted in July 2011 by a BISP survey team in a nearby
ground. After completion of her household’s survey form, she received a survey receipt for future
reference. She does not know much about BISP and considers that BISP cash grant has been
provided by the Pakistan People’s Party in order to help poor.
In the last week of June 2012, while receiving BISP instalment of Rs.3,000 from the postman, she
came to know about the change in her payment mode through ‘Benazir Debit Card (BDC). The
Postman advised her to visit the BISP tehsil office and told her the location of office. She also got
instructions from the postman about carrying her original CNIC, PSC survey receipt and latest
post office payment receipt for collecting BDC.
On 3rd July 2012, she went with her husband to collect her BDC from BDC Centre at BISP tehsil
office after covering a distance of about eight kilometres on Ching Chi rickshaw and spent Rs.120
on the round trip. She obtained her BDC from the bank counter and was informed that the card is
activated and she could withdraw her amount after 30 minutes.
During current Phase-II of BISP, she received Rs.7,000 (from October 2011 till March 2012)
through Pakistan Post. On 7th August 2012, she received Rs.3,000 by using her Benazir Debit
Card (BDC) at Bank Alfalah’s ATM. Till 4th February 2013, she has received Rs.41,000 as BISP
instalments which she has used for purchasing clothes for her children; monthly groceries and
other household expenses.
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3. How did the Complaint Emerge?
When she reached Bank Alfalah ATM after getting her BDC from the BISP tehsil office, she
asked her husband to use her card because she doesn’t know how to use it. When her husband
opened the BDC envelop, he couldn’t find the BDC inside. He immediately asked Nasreen Bibi
about the card, however, Nasreen Bibi hadn’t checked and also was not informed by the bank
staff about the contents of the BDC envelope. As it was quite late so they decided to go back
home and contact BISP tehsil office the next day.

4. Processing of the Case
4A. Provider Version
On the next day, she went to BISP tehsil office along with her father-in-law and met Assistant
Complaint (AC). She shared her complaint of ‘BDC not found in envelope’ with the AC who
referred her to the bank counter for further action. At first the bank staff refused to believe her
but after some delay he made a contact with Bank Alfalah Phone Banking Services for further
help.
Nasreen Bibi shared her complaint with the Customer Services Representative (CSR) after
answering few security questions. After taking her complaint, CSR informed her about
sending her a new BDC in a month’s time. At the end of the conversation, Nasreen Bibi
didn’t get any complaint reference number for future reference. On 7 th August 2012 Nasreen
Bibi received her new BDC from Bank Alfalah Toba Tek Singh Branch.
4B. Client Version
Nasreen Bibi visited BISP office three times, once to lodge the complaint and twice she went
for its follow up. During her last follow up visit, she came to know from the bank counter at
BISP tehsil office about the resolution of her complaint and that she could get her new BDC
from Bank Alfalah Toba Tek Singh Branch. She went to the bank branch by bus after
covering a distance of about 40 kilometres and incurred a round trip fare of Rs.200. On 7 th
August 2012 Nasreen Bibi received her new BDC from Bank Alfalah Toba Tek Singh Branch
and made a withdrawal of Rs.3,000 on the same day by using bank’s ATM machine. Her
complaint was resolved in about one month.
She mentioned that, although she travelled across various offices and spent about Rs.500 on
fare and food etc. she is happy and satisfied to get her first payment through the BDC. The
reason she gave was “I had to pay Rs.200-300 to the postman for delivering BISP money
orders at my door step but now I can get the cash grant without any fee”.

5. What We Learned?




Bank Alfalah counter staff at BISP tehsil office unsealed the packed BDC envelop in order to
show the contents of the BDC envelope and for guiding the beneficiary about using the card.
This is not a standard bank practice at other BDC centres and the staff has taken this personal
initiative in order to facilitate the beneficiaries. Nasreen Bibi’s BDC may have been lost when
it was taken out of envelope by the bank staff or it may have been lost on the way from BDC
centre Kamalia (BISP tehsil office) to Bank Alfalah ATM in Toba Tek Singh.
Nasreen Bibi is satisfied and happy on getting BDC as she mentioned that now she doesn’t
have to pay Rs.200-300 to the postman for delivering cash grant at her door step.
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The bank counter staff at BISP tehsil office has Ufone number tagged at Bank Alfalah’s
Phone Banking Services for the purpose of complaint registration. Nasreen Bibi mentioned
that the bank staff used his personal mobile number for registration of her complaint which
cost him Rs.30. However, the bank staff didn’t demand this amount from her.
BISP tehsil office staff refers complainants having BDC complaints to bank counter. The
bank staff lodge the complaint through Bank Alfalah Phone Banking Services. There was no
physical record of any BDC complaint available with the BISP tehsil office or bank staff
when the TPE team visit to BDC centre. However, bank staff has now started maintaining the
complaint record and according to the bank staff, from October 2012 till January 2013, they
had registered nine BDC replacement complaints and all of them have been resolved.
According to the bank counter staff, Nasreen Bibi’s complaint was resolved in 15 days. But
she received her new BDC after about one month of lodging her complaint. When bank staff
was probed, he mentioned that the bank doesn’t reimburse him for making any contact calls
to beneficiaries and that is why he couldn’t inform Nasreen Bibi regarding the resolution of
her complaint.
There is no Bank Alfalah branch in Kamalia city. In case of BDC replacement, the bank
counter staff gets the confirmation from Bank Alfalah Toba Tek Singh branch. If new BDC
has arrived at the branch, the bank staff gives an option to the beneficiary to get the BDC
from the Toba Tek Singh branch otherwise they have to wait for one week to get the BDC
from bank counter in BISP tehsil office Kamalia.

6. Recommendations





The BISP tehsil staff need to play a leading role and should register BDC related complaints.
The bank management should hand over the resolved BDC complaints to bank staff appointed
at relevant BDC Centre in BISP office for convenience of the beneficiary. Bank staff or
management should inform the beneficiary about the resolution of her complaint.
There is strong need for the bank to establish effective and efficient complaint redressal
system for all payment related complaints. The system should be compatible with BISP Case
Management System (CMS) in terms of both its hardware and interface etc.
BISP CMS needs to be improved by adding the capability of dealing with/ resolving BDC and
all other payment related complaints. A common interface should be shared with the bank’s
complaint redressal system for timely and quick resolution of payment related complaints.
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P-Q3-Southern Punjab-14
Non Payment due to Lost BDC Pin Code
Pathani Bibi
Muhammad Arshad
Chak No 120 / EB, Tehsil Arifwala, District Pakpattan
36401-2326006-6
0842728
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Pathani Bibi w/o Muhammad Arshad is a 32 years old illiterate BISP beneficiary living in Chak
No 120/EB, Tehsil Arifwala District Pakpattan. She has four children including one school going
daughter. Her husband died five years ago and she got married to his younger brother. She and
her husband now work as labourer and collectively earn about Rs.6,000 per month.
Pathani Bibi lives with her family in a five Marla katcha house. Her house comprises one room, a
wash room and an open kitchen. The locality where she lives comprises low income households
mostly associated with labour work. Most of the streets in the locality are unpaved with open
drainage system. Chak No 120 / EB is located at a distance of 25 KMs from BISP Tehsil Office.

2. Receiver Woman / Complainant’s Relationship with BISP
Pathani Bibi was declared BISP beneficiary after the Poverty Score Card (PSC) survey. Her
household survey was conducted in February 2010 by a BISP survey team at her door step. She
received survey receipt for future reference. She doesn’t know about the BISP eligibility criteria
and how she had been selected for the BISP cash grant. She considers Pakistan People’s Party
(PPP) the owner of BISP that has been started to help poor and needy people.
She came to know about change in payment mode from her neighbouring beneficiaries as well as
the announcements made in the local mosque on behalf of BISP tehsil office. Pathani Bibi made a
visit to BISP tehsil office on 4th April 2012. She obtained her BDC from the bank counter and
went to an ATM machine for withdrawal. She received her first bank payment of Rs.3,000
through her Benazir Debit Card (BDC) in addition to Rs.9,000 that she had earlier received
through Pakistan Post.

3. How did the Complaint Emerge?
In November 2012, Pathani Bibi went to a UBL Omni franchise after covering a distance of about
25 KMs from her house for the withdrawal of her second BISP instalment. She had BDC PIN
code written on a piece of paper and the original PIN code slip was lost. She gave her BDC and
PIN code to the shopkeeper in order to get the cash grant. However, the shopkeeper informed her
that her BDC PIN code is incorrect. He unsuccessfully tried to help Pathani Bibi by entering
various PIN code combinations but after several attempts, he advised her to contact BISP Tehsil
Office for help.
From UBL Omni Shop, she went to the bank counter at BISP tehsil office for help. The bank staff
refused to take her complaint and to provide any help; however they advised her to go to Assistant
Director (AD), BISP to resolve this issue.
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4. Processing of the Case
4A. Providers’ Version
Pathani Bibi went to the AD and shared her complaint with him. AD verbally asked the bank
staff about the resolution of her problem and was advised to contact UBL Helpline. The AD
informed Pathani Bibi about these instructions. There has been no further action by BISP or
the bank staff for the resolution of Pathani Bibi’s complaint. Her online payment details
reflect that her second BISP instalment was transferred to her account on 24th October 2012
but it has not been withdrawn till now. Pathani Bibi’s verbal complaint is still pending at
BISP tehsil office for further processing.
4B. Client’s Version
Pathani Bibi is unsatisfied with the behaviour of the bank and BISP Tehsil office staff and
unhappy over the complaint registration process/ mechanism. She visited BISP Tehsil office
many times with her husband on rented bike and paid Rs.300 for rent and fuel. Each time
instead of complaint registration, she was asked to visit UBL Commercial Branch or use UBL
Helpline. She mentioned that she visited UBL Commercial Branch twice but the concerned
officer was on leave. She therefore considers Pakistan Post a more suitable option for BISP
cash grant delivery. Despite a considerable delay in her complaint resolution, she is still
hopeful to get the BISP cash grant in future.

5. What We Learned?






BISP Tehsil Staff as well as Bank Staff do not know what can be a possible solution of this
complaint. Bank staff mentioned that they are not authorized to solve or register the
complaint, and BISP Tehsil Office also did not register her complaint.
She has a simple PIN code issue which could be resolved in a very short time through
helpline like other banks. Although the bank staff advised her to contact the UBL helpline,
but she is illiterate and doesn’t know how to use it. Bank or BISP staff could have helped her
in this regard.
No mechanism and orientation training has been provided to BISP as well as bank staff for
handling, processing and resolution of BDC related complaints.
Her second bank payment was generated in October 2012 but could not be withdrawn till
February 2012 as her complaint is still pending and has not even been registered.

6. Recommendations





BISP should update the CMS with new capability of dealing with BDC and all payment
related complaints.
BISP and bank staff needs training to deal with recording, handling and processing of BDC
complaints.
Bank staff should guide the beneficiaries about using the debit card because most of the
beneficiaries are illiterate and providing only the printed instructions do not serve the
purpose.
BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints.
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P-Q3-Southern Punjab-15
Non Payment due to Exchange of Benazir Debit Card
Parveen Akhtar
Khalil
Mushtaq Nagar, Tehsil Arifwala District Pakpattan
36401-5937488-4
2637602
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Parveen Akhtar w/o Khalil is 47 years old illiterate BISP beneficiary living in Mushtaq Nagar,
Tehsil Arifwala of District Pakpattan. She has three sons and two daughters. Her one daughter is
married. Her sons work as a labourers and contribute Rs.4,000 per month towards household
expenses. Parveen Akhtar also works as a house maid and earns about Rs.800 per month.
Parveen Akhtar lives with her family in a five Marla house. Her house comprises two rooms, a
wash room and an open kitchen. The locality where she lives comprises low income households
and is located at a distance of about two kilometres from BISP Tehsil Office. Most of the streets
in the locality are old but paved and have proper sewerage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Parveen Akhtar was declared BISP beneficiary after the Poverty Score Card (PSC) survey. Her
household survey was conducted in May 2010 by a survey team at her door step. After her PSC
form was filled, survey team gave her a survey receipt for future reference. During an interview
with the TPE team, she quoted that, “BISP cash grant not only helps in managing her kitchen
expenses but she has also made some saving for her daughter’s wedding”. She considers Pakistan
People’s Party (PPP) the owner of the BISP that has been started to help poor and needy people.
Both of her daughters have also been declared potential beneficiaries with discrepancy in CNICs;
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.
Parveen Akhtar received 12 BISP money orders (Rs.31,000) from Pakistan Post during June 2010
to June 2012. She was informed about the change in payment mode by other neighbouring
beneficiaries and also from the postman. She went to BISP tehsil office on 4th April 2012 and
obtained her BDC from the bank counter and went to an ATM machine for withdrawal of her
cash grant. She withdrew her first bank instalment of Rs.3,000 on 09th April 2012 from an ATM
machine, and, the second instalment of Rs.3,000 on 4th December 2012 from UBL Omni
franchise.

3. How did the Complaint Emerge?
Parveen Akhtar mentioned that in November 2012 when she went to a UBL Omni franchise to
receive her second bank instalment, the shopkeeper entered wrong PIN Code and exchanged her
BDC with the BDC of some other woman. The shopkeeper noticed and later informed her that her
BDC Pin Code is wrong and her BDC has been exchanged. Parveen Akhtar mentioned that the
shopkeeper tried to help her by entering different combinations of the PIN Code but it could not

GHK Consulting Ltd.
J40252715

51

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

Section 2 - Payment Case Studies
P-Q3-Southern Punjab-15

be verified. After several attempts, he informed her that she needs to get it replaced from BDC
Collection Centre (BISP Tehsil Office Arifwala).

4. Processing of the Case
4A. Providers’ Version
From UBL Omni Shop, she straight away went to the BISP Tehsil Office and went to the
Bank counter for resolution of her problem. Parveen Akhtar explained her complaint to the
AD who referred her to the UBL Counter. At UBL Counter the bank representative did not
registered her complaint but asked her to visit after one month in order to get her new BDC.
According to the Bank representative they reissue new BDCs to complainants when they
collect more than 25 complaints regarding BDCs, they give date to the complainants for
receiving their new BDCs accordingly. There has been no further action taken on the
complaint and it is still pending at the Bank Counter for further processing.
4B. Client’s Version
Parveen Akhtar is unsatisfied with the behaviour of the bank staff and unhappy over the
complaint resolution process/ mechanism. She visited BISP Tehsil office alone on December
4 2012, for complaint follow up but came to know that her complaint has still been not
resolved. She therefore, considers Pakistan Post 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 “did I contact the
right office for complaint resolution or do I need to go to some other office to get my
complaint resolved?”

5. What We Learned?




No mechanism and orientation training has been provided to BISP as well as bank staff for
handling, processing and resolution of BDC related complaints.
As her complaint regarding issue of new BDC (her previous BDC was exchanged) has not
been resolved, she is unable to withdraw her second instalment.
It appears from this case that UBL does not have an efficient complaint redressal system (or
the system is not followed) and therefore unable to resolve such complaints in reasonable
time.

6. Recommendations





BISP should update the CMS with new capability of dealing with BDC payment 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 on using the debit card because most of the
beneficiaries are illiterate and providing only printed instructions do not serve the purpose.
BISP Tehsil staff should be provided a clear policy guideline on dealing with BDC related
complaints.
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P-Q3-Southern Punjab-16
Non-Payment due to Exchange of BDC
Narjis Nawaz
Muhammad Mujahid-ul-Hussain
Basti Miani Ahmad, Tehsil Ahmadpur Sial, District Jhang.
33203-4685865-0
20173544
3rd October 2012

1. Receiver Woman/ Complainant’s Profile and Background
Narjis Nawaz w/o Muhammad Mujahid-ul-Hussain is a 34 years old, illiterate BISP beneficiary
living in Basti Miani Ahmad Tehsil Ahmadpur Sial District Jhang. She has three sons and five
daughters. Her one son and five daughter s are school-going. Her husband is a labourer and earns
about Rs.5,000 per month. Narjis Nawaz also works as a maid in a nearby house and earns about
Rs.750 per month. She lives with her family in a three Marla old katcha house which comprises
one room and an open kitchen. The locality where she lives is situated at a distance of about two
kilometres from BISP Tehsil Office and comprises low income households. Most of streets in the
locality are unpaved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Narjis Nawaz was declared BISP beneficiary during Phase-I and received cash grant of Rs.31,000
till April 2011. After the Poverty Scorecard (PSC) survey (Phase-II) which was conducted in her
locality in June 2011, she sustained her status as eligible beneficiary and has so far received
Rs.12,000 (Rs.9,000 from Pakistan Post and Rs.3,000 through bank) from BISP.
While describing her PSC survey, she mentioned that ‘a BISP survey team’ visited her house and
obtained detailed information about her family members and assets etc. After filling the survey
form, they provided her a survey receipt for future reference. The survey team also informed her
that 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. She considers Pakistan People’s Party the owner of the
program and mentioned that it is started to help the poor families; however she doesn’t know
about the BISP eligibility criteria.
In August 2012, she came to know about the Benazir Debit Card (BDC) after listening to an
announcement in the local mosque made on behalf of BISP Tehsil Office, Ahmadpur Sial. In the
announcement, the eligible receiver women (who were already receiving cash grants through
Pakistan Post) were requested to come along with their original CNICs and one photocopy,
original survey receipt and at least one post office payment receipts at BDC distribution centre
Garh Morr (located at a distance of 25 KMs from her village). She obtained her BDC from the
centre on October 01, 2012 after sorting out the issue of her expired CNIC by getting a new
CNIC. She received her first bank payment of Rs.3,000 through her BDC on October 09, 2012.

3. How did the Complaint Emerge?
After receiving her BDC from BISP Tehsil Office, she went to the nearby UBL Omni franchise in
order to receive her cash grant. There she found a large number of beneficiaries gathered to get
their BISP instalments. The franchise staff was collecting several envelopes at a time from the
beneficiaries and after verifying, giving the BDC envelopes along with the payment back to the
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beneficiaries. Narjis Nawaz mentioned that, upon her turn, she also handed over her BDC
envelope to the franchise staff who opened it and took out the ‘card’ (BDC) and a ‘long paper
strip’ (BDC PIN Code). Meanwhile the franchise staff also took out the BDCs from other
envelopes and started the process. However, she couldn’t get her payment because she was told
by the franchise staff that her ‘Benazir Card’ doesn’t contain any amount. She was asked to revisit
the franchise after a week or so. However, on the very next day, she went to BDC distribution
centre in order to register a complaint for non-payment.

4. Processing of the Case
4A. Providers’ Version
After reaching the office, she went to the bank counter from where she obtained her BDC.
She described her problem to the bank staff and asked them to help her in this regard as the
other beneficiaries have obtained their instalments but she couldn’t. The bank staff asked for
her CNIC and the BDC and after some verification on the system, he came to know that she
doesn’t possess the BDC which was issued to her. She was asked about the place where she
went to get her payment after receiving her BDC and she indicated the nearby UBL Omni
franchise.
The bank staff immediately contacted the franchise staff and shared her complaint with them.
The franchise staff asked for a week’s time in order to find the other beneficiaries who had
given their BDCs at the time of Narjis Nawaz visit. He also told the bank staff that no
transaction could have been made in that particular time slot when Narjis Nawaz visited the
franchise due to the shortage of funds which means that her payment would still be in her
account. The bank asked her to submit her contact number and she would be informed about
any progress.
4B. Client’s Version
On October 09, 2012, after about one week, she received a phone call of the bank staff who
asked her to visit the UBL Omni franchise where the other beneficiary was already waiting
for her. They both exchanged their BDC envelopes and obtained their instalments on the same
day.
Narjis Nawaz was satisfied with the behaviour of bank and franchise staff that helped getting
her BDC back. She was also happy with the complaint resolution process. She, however,
considers Pakistan Post to be a more suitable option for her due to the distance (25 KMs)
between her locality and the franchise.

5. What We Learned?





At BISP Tehsil Office as well as at BDC centre of Tehsil Ahmadpur Sial there is no proper
mechanism for BDC complaint registration. The BISP and bank staff are taking verbal
complaints rather that maintaining proper complaint record for subsequent follow-up.
The franchise staff misguided the beneficiary by saying that her payment has not been
credited to her account. She was asked to revisit the franchise after a week or so and the
franchise staff concealed their mistake of exchanging her BDC.
The Benazir Debit Cards are not personalized and do not bear any information pertaining to
beneficiary which makes it difficult to identify the BDC owner.
Bank staff use their personal diary for noting down complaint details and complainant’s
contact information.
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6. Recommendations




BISP management should take some immediate measures for resolution of BDC related
complaints.
BISP CMS may be modified so that it can address BDC and other Payment Complaints and
banks’ complaint redressal system should have an interface with BISP CMS so that
complainants could be informed about the progress of the case.
BISP should also sensitize and mobilize the partner bank for implementing a comprehensive
complaint redressal system to facilitate the beneficiaries.
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P-Q3-Southern Punjab-17
Non-Issuance of BDC due to Old CNIC without Picture
Pathani Bibi
Allah Ditta
Chak 327 GB Near Main Chowk Post Office Toba Tek
Singh
33303-2108395-4
20417338
4th October 2012

1. Receiver Woman/ Complainant’s Profile and Background
Pathani Bibi w/o Allah Ditta is a 47 years old married, eligible BISP beneficiary living in 327 GB
tehsil Toba Tek Singh. She is a house maid and works at two houses for a monthly income of
Rs.2,500. She goes to work daily to another village about one and a half kilometer from her
house. Her husband works as a labourer with masons and earns about Rs.9,000 per month. She
has ten children; five sons and five daughters. Three of her daughters and two sons are married.
She lives with her husband and children in a katcha house which comprises four mud and brick
rooms, a temporary bath room and a roofless kitchen. The house has electricity but water has to
be fetched from a water pump located about half a kilometer away at a common place in the
village. Her small village on Shorkot road is about 30 kilometres from the main city of Toba Tek
Singh. It is a typical agricultural village of Punjab and most of the land is owned by the landlords,
and the villagers are either tenant at landlord’s land or are labourers in Toba Tek Singh.

2. Receiver Woman / Complainant’s Relationship with BISP
Pathani Bibi has been declared BISP beneficiary under Phase-II after the Poverty Scorecard
(PSC) survey. PSC survey was conducted in her locality by a BISP survey team in April 2011 at
an open area where all the villagers were called through announcements on loud speaker. She had
her old CNIC without picture which she presented to the data collectors and got her PSC form
filled. She also received a survey reference slip and a BISP pamphlet about the survey.
Pathani Bibi 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 postman
delivered her first instalment in September 2011. She received five BISP instalments of Rs.12,000
from Pakistan Post till August 2012.
She did not receive any intimation letter about the change in payment mode however, the
announcements were made in the village through village notables in August 2012 for the
collection of Benazir Debit Card from BISP tehsil office. Pathani Bibi thinks of BISP as a
government fund for the alleviation of poverty in the country. She spent the cash grant for daily
groceries and paying the utility bills.

3. How did the Complaint Emerge?
Pathani Bibi visited the BDC centre at BISP tehsil office on 8 th August 2012 with her CNIC,
survey slip and money orders receipts. She was accompanied by another beneficiary and travelled
on a local bus till the City bus stop and from there they hired a rickshaw to the office.
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The BISP Assistant at the BISP counter checked her documents and sent her back to bring her
contact number. She visited the centre next day with her contact number and was forwarded to the
NADRA counter. But NADRA counter verification failed as she had an old CNIC without
beneficiary picture, which was a basic requirement for the BDC. NADRA Data Entry Operator
(DEO) also issued her a computer generated reference token for getting a new CNIC. She
revisited with a new CNIC after 16 days to collect her BDC.

4. Processing of the Case
4A. Providers’ Version
NADRA DEO mentioned that most of the beneficiaries have old CNICs which are without
their pictures and such beneficiaries are being referred to the NADRA office with a system
generated reference slip so that they are dealt on priority basis at NADRA offices. DEO also
expressed annoyance at the irresponsible behaviour and poor observation of the BISP
Assistant, who is responsible for carrying out the initial verification of beneficiaries’
documents before sending them for further verification. This increases their work load as well
as wastes their time as other beneficiaries are waiting for their turn.
4B. Client’s Version
Pathani Bibi mentioned that during her earlier visits for getting BDC, there were large number
of beneficiaries and she could made her way to the BISP counter with great difficulty after
waiting for six hours in the street. She had taken her CNIC copy, money order receipts and
the survey slip with her. But she did not have any contact number, because nobody had any
cell phone in her house.
Pathani Bibi visited the BDC centre thrice for collecting the BDC. On her second visit, the
discrepancy in her CNIC emerged and she could not receive her BDC again. She got made an
urgent CNIC in 15 days by paying Rs.1,000 at NADRA office. During her third visit on
September 06, 2012, she finally collected her BDC and Ufone SIM Card from Bank Alfalah
counter, and has collected her first BDC instalment from Bank Alfalah ATM Toba Tek Singh
on September 14, 2012. She has expressed satisfaction at the behaviour of BDC centre staff
and is happy that she has received her instalment without any difficulty.

5. What We Learned?




Beneficiary could have received her first instalment of Rs.3,000 on the same day she obtained
her BDC like other neighbouring beneficiaries, if a proper awareness campaign for updating
old CNICs was being run in the jurisdiction of BISP tehsil office. Many beneficiaries came to
know about discrepancy in their CNIC when they visited the BDC centre.
She did not receive any intimation letter for change in payment mode, or about problem with
her National Identity Card or the information that BISP tehsil office planned to call the
beneficiaries from one UC at a time through local notables.

6. Recommendations



BISP staff at BDC centre should be properly trained regarding the BDC complaints and
the record maintenance 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 status
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Beneficiaries should be educated properly regarding the BDC payments and the
complaint resolution procedures.
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P-Q3-Southern Punjab-18
Non-Payment due to Lost/ Stolen Benazir Smart Card
Razia Bibi
Shahid Iqbal
Roshan Wali Waandi, Tehsil & City Mianwali
38302-8033362-0
0175158
4th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Razia Bibi w/o Shahid Iqbal is a 28 years old illiterate woman. She has two sons and two
daughters. Her husband sells vegetables in a rented shop in main Bazar Mianwali city and earns
about Rs.8,000 per month. She stays at home and looks after her children and perform other
domestic chores. She lives with her family in a five Marla semi pacca house that consists of three
rooms, a wash room and an open kitchen. The locality where she lives is situated on MianwaliRawalpindi road. The streets are paved with open drainage system. Almost all the houses in their
locality are inhabited by the labourers.

2. Receiver Woman / Complainant’s Relationship with BISP
Poverty Score Card (PSC) survey of her household was conducted in June 2009 at her door step
by a BISP survey team. After her household survey was completed, the survey team gave her a
receipt for future reference. She does not know much about BISP but considers that cash grant has
been provided from the assets left by Benazir Bhutto.
In July 2010, Razia Bibi received three BISP money orders (MOs) worth Rs.9,000 from the
postman who also informed her regarding the change in payment mode and that she would
receive her next instalments through Benazir Smart Card (BSC). To collect her BSC, the postman
advised her to visit the Public Safety Commission office Mianwali situated at a distance of around
five kilometres from her locality. He also advised her to carry her original CNIC and PSC slip
while going to collect her BSC. Till September 03, 2012, she received Rs.18,000 from BISP
instalments and utilized that amount for the purchase of groceries and other household items.

3. How did the Complaint Emerge?
According to Razia Bibi, in August 2010, when she returned home after taking her flood payment
of Rs.4,000 from a franchise, she placed her BSC in a cupboard. After one month, when she
needed the BSC for the withdrawal of her monthly instalment, she found it missing from its place.
She discussed the matter with her husband and they both decided to visit the UBL Omni franchise
for help. After listening to the problem of Razia Bibi, the staff of the franchise referred them to
the BISP Tehsil office; located at a distance of around two kilometres from the franchise.

4. Processing of the Case
4A. Providers’ Version
At BISP Tehsil office, she met Assistant Director (AD) whom she found courteous and
cooperative. Upon sharing her complaint, AD asked her to submit a photocopy of her CNIC
and advised written complaint form available at nearby photocopier shop. After paying Rs.20,
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her husband obtained the required form which was submitted to AD for further processing.
AD entered her complete name, contact details and address on the complaint form and after
affixing her thumb impression, she was asked to revisit the office after one month. A week
later, AD emailed her complaint to UBL Omni Mianwali, Divisional Director BISP Sargodha
and Director Payments BISP HQ. According to AD, none of the concerned responded back in
writing; however, UBL-Omni Mianwali telephonically discussed the complaint and assured
him about the complaint resolution. According to AD, nothing happened from any side!
Another turn in this case came when someone illegally made a withdrawal of Rs.22,000 by
using Razia Bibi’s lost BSC. Who did it? No one knows yet; however, license of the franchise
has been cancelled by the UBL management on the basis of ‘criminal negligence’. No further
action has been taken by BISP or the bank to reimburse Razia Bibi’s huge loss.
4B. Client’s Version
According to the beneficiary, she visited BISP office many times and each time she was
advised to wait. She does not know why the BSC was not blocked after she had informed
BISP in writing about its loss.
She is disappointed on the way her complaint is being processed and was very disturbed with
the illegitimate withdrawal of her cash grant by using her BSC. After having frequent visit to
the BISP office, the beneficiary feels that she has not been treated fairly and that BISP does
not have a complaint resolution mechanism. She now believes that her complaint will not be
resolved and that ‘going to BISP office is useless’.

5. What We Learned?











According to BISP AD BSCs have been issued to 6,891 beneficiaries till November 28, 2011
and from these BISP office received 2,902 BSC related complaints. This shows that about
42% eligible BSC holders/BISP beneficiaries in the jurisdiction of this Tehsil office are
unable to withdraw their monthly instalments. It is surprising that appropriate action has not
been taken and that no BSC related complaint has been resolved.
Despite written complaint to the AD about the loss of her BSC in August 2010, it was not
blocked.
Although no amount was being withdrawn from her account as Razia had lost her BSC, BISP
continued to transfer her monthly installments to her account, and, in two years Rs.22,000
were transferred/ credited to her account by BISP, which were fraudulently drawn by one
transaction in March 2012.
Although UBL management cancelled the license of the concerned franchise on the basis of
criminal negligence (how could the withdrawal be authenticated without the beneficiary’s
presence?) but the issue is that Razia Bibi has lost these Rs.22,000 due to none of her fault.
These should have been recovered from UBL or Franchise and paid to her.
Due to cultural barriers, facial recognition of the actual beneficiary is quite difficult. There are
five Omni Franchises working in Tehsil & City Mianwali to disburse monthly BISP
instalments to 3,989 active BSC beneficiaries. During TPE team meeting with two Omni
franchise owners, they have shown their concern upon the identification of beneficiaries as
they mentioned that due to typical socio-economic culture the beneficiaries used to come at
their shop in veil with a cap and they cannot ask them to unveil for proper identification.
According to AD, after the removal of beneficiary payment details from UBL Omni website,
it has become difficult to track the details of the payment withdrawn including the location of
the franchise.
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6. Recommendations







This case needs a joint BISP and bank inquiry in order to fix the responsibility, recover the
money and pay it to Razia Bibi. Cancelling the franchise license is just one step towards
transparent investigation. However, if the franchise was involved, recovery should be made
and given to the beneficiary.
The capabilities of the BISP Case Management System (CMS) should be enhanced by adding
the functionality of redressing BSC related complaints.
BISP should take rapid measures for the delivery of BISP instalments to those beneficiaries
having inactive BSCs.
BISP and the bank staff should properly maintain the BSC related complaint record and every
effort should be made to improve the BSC complaint redressal mechanism.
It is really important for BISP to address the problem of BSC complaint redressal urgently as
(according to the AD) 42% of BSC holders under this tehsil office cannot draw their
installments as they have filed their complaints which have not been addressed.
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P-Q3-Southern Punjab-19
Non Payment due to Exchange of BDC
Rukhsana Bibi
Shahid Hussain
Tamoor Rasheed Colony, House number 43,Street number
04, Block Y, Tehsil & District Vehari
36603-1669382-2
24029021
30th November 2012

1. Receiver Woman / Complainant’s Profile and Background
Rukhsana Bibi w/o Shahid Hussain is a 37 years old illiterate woman living in Taimoor Rasheed
Colony, Tehsil and District Vehari. She has six daughters and four sons. Her four daughters and
two sons are school going. Her eldest son has learned “adda (embroidery) work” and now earns
about Rs.2,000 per month. Her husband works as a helper in a medicine company and his
monthly income is about Rs.4,500.
She lives with her family in her mother’s two Marla katcha house which comprises one room and
an open kitchen. The locality where she lives comprises low income households mostly associated
with some labour work. There are old paved streets in the locality but with proper drainage
system.

2. Receiver Woman / Complainant’s Relationship with BISP
Rukhsana Bibi was declared BISP beneficiary during phase-I of the program. During that phase,
she received Rs.31,000 as BISP instalments through Pakistan Post. She retained her position as an
eligible beneficiary after the Poverty Score Card (PSC) survey. PSC survey of her household was
conducted in May 2011 at their door step by a BISP survey team. After filling the survey form,
the survey team gave her a receipt for future reference. She doesn’t know much about BISP
eligibility criteria and how she has continued to be a beneficiary after her Poverty Survey. She
considers Pakistan People’s Party (PPP) the owner of the BISP, which has been started to help
poor and needy people.
She received BISP phase-II instalments of Rs.9,000 from Pakistan Post and learnt from the
postman when he came to deliver BISP money order in June 2012 that she would receive her next
instalments through bank/ BDC. The postman advised her that in order to get her BDC, she
should visit the BISP tehsil office as soon as possible. On June 28, 2012, after covering a distance
of about 1.5 kilometres by foot, she reached BISP Tehsil office and obtained her BDC. After
getting her BDC, she used it at a Telenor franchise for receiving her first instalment of Rs.3,000.

3. How did the Complaint Emerge?
In October 2012, when she came to know about the disbursement of second BISP instalment, she
went to the Telenor franchise again but her BDC couldn’t be verified/ authenticated. She was
stunned after knowing from the franchise staff (Customer Relation Officer-CRO) that her BDC
might have been exchanged during the last time when she used it at the franchise. CRO advised
her to visit BISP tehsil office (BDC distribution centre) for the resolution of her complaint.
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4. Processing of the Case
4A. Providers’ Version
On November 17, 2012, Bank counter received complaint of Rukhsana Bibi. It was registered
in an excel sheet of BDC related complaints and serial number 05 was assigned to the
complaint. After registering the complaint, Bank representative dialled Tameer Bank Helpline
Number (042-111-345-100) in the presence of Rukhsana Bibi and asked her to talk to
Customer Service Representative (CSR) for the verification and blocking of her old BDC.
Tameer Bank staff then forwarded the excel sheet of BDC complaints to Tameer Bank
Complaint Cell Islamabad through BISP Assistant Director. The Bank representative
informed beneficiary that her complaint would take about 1.5 months to be redressed and she
would get a new BDC. He also informed her that whenever her new BDC would be received
at BISP Tehsil Office, she would be informed on telephone. The beneficiary received a call in
December 2012 advising her to collect her new BDC from the Bank counter of BDC Centre
at BISP Tehsil office.
4B. Client’s Version
On learning from the franchise about exchange of BDC, she went to BISP Tehsil office and
met Assistant Complaint (AC) whom she asked for help. AC advised her to revisit the office
after one month for complaint registration and informed her that currently they don’t have any
BDC related complaint redressal system in place. Following the BISP staff advice, she once
again visited BISP Tehsil office on November 17, 2012 for the registration of her complaint.
AC sent her to the Tameer Bank Counter for resolution of her complaint.
Rukhsana Bibi visited BISP Tehsil Office twice to lodge her complaint by foot covering
distance of about 1.5 kilometres. Rukhsana Bibi was satisfied with the behaviour of the BDC
distribution centre staff and she hoped for quick complaint resolution. She received a new
BDC after about a month but she considers that Pakistan Post is a more suitable option for
delivery of cash grant at her door step.

5. What We Learned?






Rukhsana Bibi’s complaint was registered in November 2012 and she received her new BDC
in December 2012. However, her second bank payment of Rs.3,000 was withdrawn from a 1Link ATM on November 06, 2012, which means that: i) either her BDC has been illegally
used or ii) the beneficiary took out the second BISP instalment and then wanted to get another
BDC thinking that she may get more ‘money’.
The beneficiary did not receive complaint acknowledgement/ reference number from the bank
representative.
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 sent to the bank counter for complaint
registration/ redressal.
BISP Tehsil staff didn’t registered her complaint at first place when she visited in October
2012 which means that withdrawal of her second BISP instalment could be stopped by
blocking the BDC.
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6. Recommendations



BISP Tehsil Office should be provided a mechanism for handling and processing of the BDC
related complaints coupled with staff training on dealing with BDC related complaints.
Bank should come up with efficient complaint redressal system compatible with BISP Case
Management System for timely resolution of BDC related complaints.
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P-Q3-Southern Punjab-20
Non Payment due to Lost Benazir Debit Card
Shamim Akhtar
Saeed Ahmad
Chak No. 01 WB, Tehsil & District Vehari
36603-5528649-2
25989983
30th November 2012

1. Receiver Woman/ Complainant’s Profile and Background
Shamim Akhtar w/o Saeed Ahmad is a 57 years old illiterate woman living in Chak No. 01 WB
Tehsil Vehari. She has two sons and four daughters. One of her sons and two daughters are
married while one daughter is school-going. Her husband is a labourer and earns about Rs.3,000
per month.
She lives with her family in a four Marla old katcha house. The house comprises two rooms and
an open kitchen. The locality where she lives comprises of low income households mostly
associated with labour work. There is a lack of physical infrastructure and most of the streets in
her locality are unpaved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Shamim Akhtar was declared an eligible beneficiary after the Poverty Score Card (PSC) survey of
her household was conducted in May 2011 by a BISP survey team. After filling the survey form,
the survey team gave her a receipt for future reference. She doesn’t know much about BISP
except that it provides financial help to poor and widows. She also doesn’t know about BISP
eligibility criteria due to which she became an eligible beneficiary.
She received three BISP instalments of Rs.7,000 from Pakistan Post during the period of January
2012 till May 2012. When the postman came to deliver her last BISP instalment, he informed her
about the change in payment mode and that she would receive her next BISP instalments through
Benazir Debit Card (BDC). In order to get her BDC, she went to BISP Tehsil Office on July 03,
2012 on a van after covering a distance of about eight kilometers costing her Rs.60 for the round
trip. She received her first BISP installment through BDC on July 04, 2012 from a Telenor
franchise on Club Road, Vehari.

3. How did the Complaint Emerge?
In October 2012, when her neighbouring receiver women received their BISP cash grant through
BDC, she went to the same Telenor franchise to receive her cash grant. However, there she was
informed that this time BISP cash grant will be distributed in their locality by a local politician.
During her stay at the franchise, she came across a large number of beneficiaries and in the rush,
she lost her BDC. Despite her best efforts to find her BDC, she was unsuccessful and she
requested help from the franchise staff who advised her to visit BISP Tehsil office for complaint
registration. She got stuck in domestic chores and couldn’t visit BISP Tehsil office till November
2012.
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4. Processing of the Case
4A. Providers’ Version
She went to BISP tehsil office on November 19, 2012 for registration of her complaint. At the
office, Assistant Complaint (AC) sent her to the Bank counter for complaint redressal. At the
Bank counter, the staff registered her complaint in the excel sheet of the BDC related
complaints and advised her to revisit the BISP office after 1.5 months.
On November 19, 2012, Bank counter received complaint of Shamim Akhtar. It was
registered in an excel sheet of BDC related complaints and serial number 06 was assigned to
the complaint. After registering the complaint, Bank representative dialled Tameer Bank
Helpline Number (042-111-345-100) in her presence and asked her to talk to Customer
Service Representative (CSR) for verification and blocking of her old BDC. Tameer Bank
staff then forwarded the excel sheet of BDC complaints to Tameer Bank Complaint Cell
Islamabad.
The bank representative informed her that whenever they would receive her new BDC at the
BISP Tehsil Office, he would call her. However her case is still pending and she is still
waiting for the redressal of her complaint.
4B. Client’s Version
Shamim Akhtar visited BISP Tehsil Office once to get her BDC and second time for lodging
complaint of her lost BDC. She was satisfied with the behaviour of the BDC Centre staff and
hoping for the resolution of her complaint very soon but it has not been resolved. Due to the
problems faced, she considers Pakistan Post as a better option for delivery of cash grant at her
door step.

5. What We Learned?




It has been about three months since her complaint was registered at the bank counter. She is
still waiting for the resolution of her complaint and hoping that she would get her new BDC
soon.
The beneficiary did not receive complaint acknowledgement/ reference number from the bank
representative.
There is no mechanism at this BISP Tehsil Office to deal with the BDC related complaints
and no record of such complaints is kept. The BDC complainants are straight away sent to the
Bank counter for complaint redressal.

6. Recommendations



BISP Tehsil Office should be provided a mechanism for handling and processing of the BDC
related complaints coupled with staff training on dealing with such complaints. At least they
could help the poor beneficiary by pursuing quick redressal on their behalf.
Bank should come up with an efficient complaint redressal system compatible with BISP
Case Management System for timely resolution of BDC related complaints.
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P-Q3-Southern Punjab-21
Non-Payment of Rs.29,000 due to Withdrawal Limit of
BSC
Shamshad Bibi
Abdul Rehman
Current Address: Mujahid Town, Tehsil & City Mianwali.
Permanent Address: Nai Abadi, Miana, Tehsil & City
Mianwali.
38302-1164610-6
0174554
5th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Shamshad Bibi is a 47 years old illiterate woman. She is the mother of four sons and one
daughter. One of her sons is married who lives with her in the same premises while one son is
paralysed. Another son works as a basketball coach in Army while her only daughter is in class
three. Her husband and married son are dry fruit vendors and they earn about Rs.10,000 per
month. Shamshad Bibi is suffering from cardiovascular disease and most of her time is spent at
home.
She lives with her family in a four Marla pacca house which consists of two rooms, a wash room
and an open kitchen. The locality where she lives is situated on Mianwali-Wan Bachraan road.
All the streets including the one leading to her house are paved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Shamshad Bibi was selected as a BISP beneficiary after the PSC Survey. She was surveyed by the
enumerators at her door step in Mujahid Town in June 2009 and she received acknowledgement
slip from the survey team. She does not know much about BISP and considers that cash grant has
been provided by the Pakistan People’s Party (PPP) to help the poor people so that they may cast
their vote to PPP in upcoming elections.
In June 2010, Shamshad Bibi received three BISP MOs of Rs.9,000 (each MO of Rs.3,000) from
the postman. He also informed her regarding change in payment mode from money order to
Benazir Smart Card (BSC) for the monthly withdrawal of her BISP cash grant. The postman also
informed her about the Public Safety Commission (PSC) office Mianwali situated at a distance of
around eight kilometres from her locality where she would have to go. On June 21, 2010, she
went to the PSC office along with her husband and got her BSC on the same day. They reached
the office by Ching Chi rickshaw and incurred an amount of Rs.150 for the round trip.
On June 23, 2010 (two days after getting her BSC), Shamshad Bibi received her first BISP
instalment of Rs.3,000 from UBL Omni franchise located at a distance of about 10 kilometres
from her house. She received two more monthly BISP instalments of Rs.2,000 (each instalment of
Rs.1,000) from the same franchise.
In August 2010, Shamshad Bibi suffered a heart attack and was taken to Army Medical Hospital
Rawalpindi for treatment. She remained in the hospital for one month and after some
improvement, her son asked her to stay with him for proper check-up and treatment. She stayed
with her son for two years and during that period, her monthly BISP instalments continued to be
deposited into her account.

GHK Consulting Ltd.
J40252715

67

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

Section 2 - Payment Case Studies
P-Q3-Southern Punjab-21

3. How did the Complaint Emerge?
In October 2012, she came back to Mianwali and asked her husband to withdraw her BISP cash
grant. They both went to the franchise where she the franchise staff refused to withdraw her
accumulated BISP instalments of Rs.29,000. Franchise staff informed her that as her BISP Omni
account has crossed its maximum limit for withdrawal, therefore, she needs to contact BISP
office. They visited another Omni Franchise and upon receiving the same response they decided
to contact the BISP Tehsil office for help.

4. Processing of the Case
4A. Providers’ Version
After reaching BISP tehsil office, she met Assistant Director (AD) whom she found courteous
and cooperative. She shared her problem with him and AD advised her to submit a written
complaint and attach a photocopy of her Benazir Smart Card and CNIC. Her husband
obtained the required form from a nearby photocopier shop after paying Rs.15 while BISP
staff drafted the complaint on her behalf. The complaint was then submitted to AD for further
processing and she was asked to revisit the office after one month.
On the very next day after complaint registration, the AD telephonically discussed the
complaint with the relevant UBL Omni franchise at Mianwali, who informed AD that
maximum withdrawal limit for BISP Omni Account is Rs.25,000 and no partial withdrawals
are allowed from these accounts. On October 18, 2012, following the instruction of UBL
Omni representative, AD emailed Shamshad Bibi’s complaint to UBL Omni franchise
Mianwali, UBL Omni management, Divisional Director Sargodha and Director Payment
BISP HQ for the enhancement of the withdrawal limit of the beneficiary. The AD received a
response from UBL Omni franchise that it might take around three weeks to resolve the
problem and then the beneficiary would be able to withdraw the total amount (i.e. Rs.29,000)
from her account.
Four months later (February 17, 2013), Shamshad Bibi’s complaint was still in process and
has not been resolved.
4B. Client’s Version
The beneficiary and her husband have visited the BISP office ten times and each time they
were asked to wait for some more time. Shamshad Bibi was very disappointed. During
interview with the TPE team, she mentioned that she is going through expensive treatment
and it becomes quite hard for her family to afford all the expense. However, she considers
BISP cash grant a blessing that (when and if received) could help her to bear her medical
expenses.

5. What We Learned?



There is a withdrawal limit on the account of Benazir Smart Card holders which doesn’t allow
beneficiary to withdraw more than Rs.25,000. However, withdrawal limit can be enhanced by
the respective bank on the written request of the beneficiary.
While discussing this case with UBL Omni, Mianwali, the relevant person (BDE-Business
Development Executive) informed that such complaints are usually resolved in one month,
however, the complaint was still pending although four months have passed.
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Complaint acknowledgement receipt was not given to the beneficiary/ complainant for record
and future reference.

6. Recommendations



BISP should sent payment schedules and also disseminate information regarding limited
functioning of BISP-Omni account in order to avoid such problems.
BISP has a well-defined uniform policy for delivery of payment through Pakistan Post and
further MOs are not sent in case two MOs are not delivered. A similar policy should be
developed for BSC accounts and BISP MIS should highlight the cases where a certain
number of instalments remain un-drawn. BISP HQ may stop the transfer of further BSC
instalments if the earlier ones are not withdrawn for (say) six months.
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P-Q3-Southern Punjab-22
Non Payment due to Snatching of BDC
Sharifan Bibi
Muhammad Ramzan
Basti Khokharan, Mouza Haroonabad, Tehsil Liaqatpur,
District Rahim Yar Khan
31302-2351513-2
29597629
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Sharifan Bibi w/o Ahmad Nawaz is a 59 years old, illiterate BISP beneficiary living in Basti
Khokharan, Mouza Haroonabad of Tehsil Liaqatpur. She has six children including two married
sons and two married daughters. She lives with her younger married son and his family .Her
husband and son work as labourers and both earn about Rs.5,000 per month which they contribute
towards monthly household expenses.
Sharifan Bibi lives in a five Marla old semi pacca house. Her house comprises two rooms, a wash
room and an open kitchen. The locality where she lives comprises low income households mostly
associated with labour work. Basti Khokharan is located at a distance of 20 kms from the BISP
Tehsil Office. All the streets in her basti are unpaved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
After the Poverty Score Card (PSC) survey, Sharifan Bibi was declared potential BISP
beneficiary with discrepancy in CNIC. PSC survey of her household was conducted in August
2011 by a BISP survey team. After completing the survey form they gave her a survey receipt for
future reference. Discrepancy in her CNIC was removed in September 2012 during her visit to
BISP tehsil office along with other neighbouring women to know about their ‘survey results’.
She doesn’t know about the BISP eligibility criteria and how she got selected for the BISP cash
grant. During an interview with the TPE team, she quoted that, “if I’ll get the BISP cash grant I
will spend that on household expenses”. She considers Pakistan People’s Party (PPP) the owner of
BISP that has been started to help poor and needy people. Her online payment detail shows that
till February 18, 2013, her first payment had not been transferred although her discrepancy in
CNIC was removed in September 2012.

3. How did the Complaint Emerge?
Sharifan Bibi mentioned that, after getting her BDC on October 18, 2012, she went to an ATM
about one kilometre away from the BISP tehsil office along with her husband. She found a large
number of beneficiaries at the ATM. While standing in the queue and waiting for her turn outside
the ATM, an unidentified person snatched her BDC envelope and ran away. She returned to BISP
Tehsil office and went to the Bank counter for help.
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4. Processing of the Case
4A. Providers’ Version
The Bank staff informed her that they were unable to help her in this regard and she should go
to the BISP Assistant Director (AD) who could resolve her problem. However, AD asked her
to go back to the bank counter and mentioned that he couldn’t take BDC related complaints.
She visited BISP Tehsil Office many times for complaint registration and at last her
complaint was registered on December 07, 2012 at Tameer Bank counter in BISP Tehsil
office.
Sharifan Bibi submitted photocopy of her CNIC to the bank staff who registered her
complaint in the excel sheet of BDC complaints and assigned it serial number 11 for future
reference. However, complaint acknowledgement slip was not given to Sharifan Bibi for
reference. Bank staff informed Sharifan Bibi that her complaint would be resolved in 72 hours
and she would receive her new BDC at her door step through postman.
According to the Bank staff, on the same day they sent Sharifan Bibi’s complaint along with
other similar complaints to the Regional Supervisor, Tameer Bank, Multan via email.
However, till February 18, 2013, no BDC lost complaint was resolved and these are still
pending.
4B. Client’s Version
Sharifan Bibi is unsatisfied with the behaviour of the Bank staff and unhappy over the
complaint redressal mechanism. She visited BISP Tehsil office in January 2013 with her
husband by van after spending Rs.80 (for round trip), to follow up her complaint but came
back disappointed. She considers Pakistan Post the most suitable option for delivery of BISP
cash grant. Despite a considerable delay in resolution of her complaint, she is still hopeful of
getting her cash grant.

5. What We Learned?




The beneficiary’s payment details show that Rs.3,000 were withdrawn from her account on
October 18, 2012, the same day that her BDC was snatched outside the ATM.
It seems that Tameer bank doesn’t have an efficient BDC complaint redressal system as the
complaint of Sharifan Bibi is still pending; her old BDC was not blocked and seems to be
active despite an immediate complaint.
According to the BISP Tehsil office, the registration of BDC complaint(s) at BISP is not
useful because it can do nothing and ultimately the complaint has to go to the Bank. So why
not send the complaint/ complainant straight to the bank staff in order to save time.

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 recording and processing of BDC
related cases.
Bank should develop efficient complaint redressal system which can cater for all payment
related complaints. System should also be compatible with BISP Case Management System
(CMS) so that the complaints can be resolved in a timely way, and, the progress can be
monitored by BISP.
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P-Q3-Southern Punjab-23
Non Payment due to Wrong BDC PIN Code
Shehnaz
Muhammad Saeed
Basti Batta Jalalpur Kamlana, Tehsil Shorkot, District
Jhang
33203-9712856-6
20099194
4th October 2012

1. Receiver Woman/ Complainant’s Profile and Background
Shehnaz w/o Muhammad Saeed is a 35 years old, illiterate BISP beneficiary living in Basti Batta
Jalalpur Kamlana, Tehsil Shorkot of district Jhang. She has two sons and four daughters. Two of
her daughters are school-going. Her husband and two sons work as labourers and earn about
Rs.15,000 per month.
Shehnaz lives with her family in a seven Marla katcha house that comprises two rooms and an
open kitchen. The locality where she lives comprises low income households, most of them
working as labourers in agricultural fields of the local landlord. Her village is located at a distance
of 25 kms away from BISP Tehsil Office. All the streets in the area including the one leads to her
house are unpaved with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Shehnaz was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty
Score Card (PSC) survey. Her household’s PSC survey was conducted in June 2011 by a BISP
survey team at her doorstep. After filling the survey form, the survey team gave her a survey
receipt for future reference. She became eligible for the BISP cash grants after the discrepancy in
her CNIC was removed on July 20, 2012.
She doesn’t know about the BISP eligibility criteria and how she was selected to get BISP cash
grant. During an interview with the TPE team, she quoted that, “I wants to save BISP cash grants
for my daughter’s wedding”. She considers Pakistan People’s Party (PPP) the owner of BISP been
started to help the poor. In September 2012 she heard an announcement in the local mosque made
on behalf of BISP Tehsil office regarding the distribution of Benazir Debit Card (BDC). On
October 01, 2012, she went to the BISP Tehsil office along with her son on a motorbike after
bearing Rs.100 petrol charges and obtained her BDC on the same day.

3. How did the Complaint Emerge?
After getting her BDC, she went to the UBL Omni Shop at Tehsil Chowk, Shorkot. When the
staff entered her PIN Code it wasn’t accepted. Omni staff also tried to enter various combinations
of the PIN Code but all efforts to help her went in vain. Omni staff then informed her that her
BDC PIN Code is incorrect and she would need to get it replaced from BDC Centre/ BISP Tehsil
Office. She was also given a reference slip of paper by the Omni staff, which stated that “New Pin
Code should be issued”.
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4. Processing of the Case
4A. Providers’ Version
BISP AD asked Shehnaz for submission of a written complaint to the Assistant Complaint
along with the photocopy of her CNIC. The prescribed complaint form for BDC PIN Code
Lost was filled by the AC on behalf of the complainant and stamped for further processing.
AD also verbally asked bank staff about the resolution of the complaint and gathered
instructions from the bank of contacting UBL Omni helpline.
AD passed on the helpline number to the beneficiary who subsequently talked to the UBL
Omni Customer Services Representative (CSR) with the help of her son. CSR blocked the old
PIN Code and informed her that she would get her new BDC PIN Code from the bank counter
at BISP Tehsil office after two days. She visited the bank counter on October 04, 2012 and
obtained her new BDC PIN Code. The case has been resolved and she has been able to
withdraw her first payment of Rs.3,000 through her BDC.
4B. Client’s Version
When she was informed about the wrong PIN Code, she went from UBL Omni shop to BISP
Tehsil Office and requested the bank counter for help. However, bank staff referred her to
Assistant Director (AD) for registration of her complaint and her complaint was registered.
Shehnaz still considers Pakistan Post the most suitable option for the delivery of cash grant at
her door step. She mentioned that in order to get her next BISP instalment, she would again
need to cover 24 kilometres (because there is no UBL Omni shop near her village) which she
can’t do alone.

5. What We Learned?



No orientation or training has been provided to the BISP staff for the processing and
resolution of BDC related complaints.
Payment details of the beneficiary showing on BISP website on February 20, 2013, depicts
that she withdrew her first payment on October 04, 2012 and after that BISP has generated no
new instalment.

6. Recommendations




Bank staff should guide the beneficiaries on using their BDCs because most of the
beneficiaries are illiterate and providing them only the printed instructions do not serve the
purpose.
BISP should update the CMS with new capability of dealing with BDC and other payment
related complaints.
BISP staff training is required to deal with recording and processing of BDC related cases.
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P-Q3-Southern Punjab-24
Non-Payment due to Damaged Benazir Debit Card
Shumaila Faisal
Muhammad Faisal
Mohallah Haji Abad, city and district Chiniot.
33401-0584198-8
19717694
23rd November 2012

1. Receiver Woman/ Complainant’s Profile and Background
Shumaila Faisal is 34 years old primary literate married woman. She has four sons and one
daughter. Her three sons and only daughter are school-going while her eldest son is learning
welding work from a nearby workshop and earns about Rs.4,000 per month. Her husband works
as labourer at the same welding shop and earns about Rs.10,000 per month.
She lives with her family in a three Marla house which consists of one room, a washroom and an
open kitchen. The locality where she resides is known as Mohallah Haji Abad situated near to
main Chiniot-Sargodha road. All the streets including the one that leads to her house are paved
with open drainage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Shumaila Faisal was selected as a BISP beneficiary after the PSC survey of her household was
conducted in March 2011 by a BISP survey team in a nearby playground. After filling the survey
form, data collectors gave her a survey receipt for future reference. She knows BISP very well
through television commercials and various discussions between neighbouring women. She
considers BISP a ‘Benazir scheme’ for the poor.
In the second week of June 2012, she received her first BISP Money Order (MO) of Rs.3,000
from area postman who also informed her regarding change in payment mode. The postman also
advised her that in order to collect her BDC she must take along her original CNIC, PSC slip and
MO receipt to the BISP Tehsil office.
A few days later, she went to BISP tehsil office (at a distance of four kilometres from her house)
by Ching Chi rickshaw after paying Rs.80 for the round trip and obtained her BDC from the bank
counter. Following the instructions of the Bank staff, she went along with her husband to an ATM
and withdrew her first BISP instalment of Rs.3,000. She was told by the bank staff that she will
receive her next BISP instalment after three months.

3. How did the Complaint Emerge?
After she came back home, she placed her BDC envelope in a drawer. In August 2012, she asked
her husband to check whether her bank account was credited with the instalment. Next day while
going to ATM she took the BDC envelope and was shocked to find that her BDC was cut into two
pieces. At this her husband showed his annoyance saying she did not place the card in a safe place
and probably her children had damaged the BDC.
Afterwards, she made contacted BISP office on telephone and told them about her problem, they
advised her to visit the office with her damaged BDC, CNIC and SIM issued by Ufone.
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4. Processing of the Case
4A. Providers’ Version
On her visit to BISP Tehsil Office she met with BISP AD and shared the problem regarding
her BDC. The AD after checking her damaged BDC referred her to the bank counter for the
resolution of her complaint. The bank staff through her cell phone number (Ufone SIM issued
to her) contacted Bank Alfalah through helpline and registered her complaint. The phone
banker also talked to Shumaila Faisal, listened to her complaint and advised her to revisit the
BISP office after two weeks to collect a new BDC. The BISP and bank staff did not ask for a
written complaint or documents from her and simply asked her to revisit the office within
three weeks.
The bank staff deputed in BISP Tehsil Office for the BDC assignment maintain an excel sheet
for the recording of BDC complaints on the instructions of bank management. From that sheet
it was observed that this complaint was registered on September 08, 2012 at serial number 10.
The complaint was resolved and the beneficiary collected her new BDC from BISP office on
October 10, 2012.
4B. Client’s Version
The beneficiary visited BISP office thrice, once to lodge the complaint and two follow-up
visits. On her visit on October 10, 2012 she was informed regarding resolution of her
complaint and was given a new BDC. She went to the BISP office alone by Ching Chi
rickshaw and incurred Rs.80 for each round trip.
Although Shumaila Faisal started receiving BISP instalments but she was not happy with the
complaint resolution mechanism. In this context she mentioned that after the completion of
survey, there was some discrepancy in her survey form due to the missing CNIC and for this
she visited the BISP office numerously, this discrepancy was removed in about six months.
Subsequently she visited the BISP office thrice for reissuance of her BDC.

5. What We Learned?







Although Shumaila Faisal is happy with BDC complaint resolution but she mentioned that
there are numerous chances for loss, damage or stealing of the BDCs while through Pakistan
Post there is no chance for such mishap and the beneficiary can receive BISP amount at her
doorstep comfortably.
The area postman received around 100 discrepancy letters for BISP beneficiaries of Mohallah
Haji Abad, last week and gave all those letters to Shumaila Faisal with instruction to deliver
the letters to concerned beneficiaries. She has delivered around 30 letters through her husband
and eldest son while she failed to deliver the remaining letters due to various reasons.
At the moment CMS do not cater for payment related complaints and BISP staff does not
know how to handle, record and process BDC related complaints. They simply refer the BDC
complainant to bank counter who lodge and register the complaint through the Bank helpline.
The bank staff keeps and update the record of BDC complaints on an excel sheet in line with
instruction of bank management. Till 24th September 2012, the bank staff had received 40
BDC reissuance complaints. Out of these just 9 complaints were resolved, while the rest were
in process.
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Bank staff collects the resolved complaints (new BDCs) from Faisalabad branch. Although
the bank has beneficiaries contact but the bank staff does not inform the beneficiaries about
the resolution of their complaints.
Assistant Director, BISP Tehsil Office mentioned in response to handling and processing of
BDC related complaints that “this is the responsibility of Bank staff and Bank Alfalah,
Chiniot should handle, record and process such complaints till the end of BDC distribution
assignment”.

6. Recommendations




BISP HQ should send payment schedule to beneficiaries so that they can chalk out their
expense plan accordingly and this would also reduce the chances for misappropriation,
embezzlement etc.
There is a strong need for capacity building of BISP staff to efficiently handle and process
BDC related complaints.
The bank staff available at BDC Centres or relevant partner bank branch should also inform
the beneficiary about the status/resolution of her complaint.
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P-Q3-Southern Punjab-25
Non Payment due to Wrong BDC PIN Code
Sughran Bibi
Liaqat Ali
Chak Santeeka, Tehsil & District Bahawalnagar
31101-9684473-4
27488800
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Sughran Bibi w/o Liaqat Ali is a 35 years old, illiterate BISP beneficiary living in Chah Santeeka,
Tehsil & District Bahawalnagar. She has four children including one son and three daughters. All
her family members work as labourers and contribute Rs.8,000 towards monthly household
expenses.
Sughran Bibi lives in a 15 Marla old mud (katcha) house. Her house comprises one room and an
open kitchen. The locality where she lives comprises low income households and is located near
the river belt at a distance of 16 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
Sughran Bibi was declared potential BISP beneficiary after her PSC survey was conducted in
June 2011 by a BISP survey team at her doorstep. After completing the survey, the survey team
gave her a receipt for future reference. She doesn’t know about the BISP eligibility criteria and
how she had been selected for the BISP cash grant. She considers Pakistan People’s Party (PPP)
the owner of the BISP that has been started to help poor. She received Rs.7,000 through Pakistan
Post. When informed about the change in payment mode, she went with her husband to the BISP
Tehsil Office and obtained her BDC on 11th September 2012 (after spending Rs.180 for round trip
on a van).

3. How did the Complaint Emerge?
Sughran Bibi informed that after getting her BDC on 11th September 2012 she went to HBL ATM
with her husband. At HBL ATM, the bank security guard helped her in using the ATM to get the
cash grant. He tried repeatedly to enter her PIN Code but it wasn’t accepted by the ATM. The
security guard informed her that maybe her BDC PIN Code is incorrect and she needs to get a
new BDC PIN Code from the BISP Tehsil Office.
Disappointed, 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
4A. Providers’ Version
Sughran Bibi explained her problem to the BISP Assistant Complaint (AC) who asked her to
submit a photocopy of her CNIC for complaint redressal. Her complaint was given serial
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number 13; however no date of complaint registration was mentioned and acknowledgement
was not given to her. AC verbally asked the bank staff about the resolution of her problem
and they advised her to contact HBL helpline. No further action has been taken on her
complaint by the BISP Tehsil office till December 2012.
On December 05, 2012, the complaint was taken by the bank staff and registered in the excel
sheet for further processing. However, till February 27, 2012, the complaint was pending at
bank level for re-issuance of new BDC PIN Code.
4B. Client’s Version
She is disappointed due to the delay in resolution of her complaint, however, she still has
hope for redressal of complaint and getting BISP instalments. She mentioned that “there is no
ATM available near my residence and someone would need to travel to Bahawalnagar to get
BISP cash grant”. She believes that Pakistan Post was a better method for delivering BISP
cash grant.

5. What We Learned?



As Sughran Bibi’s complaint has not been addressed she could not withdraw even her first
BISP cash grant although these days the other banks are issuing BDC PIN Code over the
phone and it doesn’t take more than 5-10 minutes after beneficiary’s verifications.
The beneficiary was not given a complaint acknowledgement or reference number by the
bank representative.

6. Recommendations




BISP should update the CMS with new capability of dealing with BDC related complaints.
Bank staff should guide the beneficiaries on using their BDCs because most of the
beneficiaries are illiterate and providing only printed instructions do not serve the purpose.
Bank should develop a payment complaint redressal system for BISP beneficiaries and it
should be compatible with the BISP CMS to redress payment related complaints on time and
BISP could review the progress of complaint redressal.
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P-Q3-Southern Punjab-26
Non Payment due to Exchange of Benazir Debit Card
Waziran Bibi
Asghar Hussain
Basti Haji Mehar Hussain, Tehsil & District Dera Ghazi
Khan
3210208886374
15792955
9th December 2012

1. Receiver Woman/ Complainant’s Profile and Background
Waziran Bibi w/o Asghar Hussain is a 32 years old, illiterate BISP beneficiary living in Basti Haji
Mehar Hussain, Tehsil & District Dera Ghazi Khan. She has five children including one daughter
and four sons. Her husband is a labourer and he earns about Rs.2,000 per month. She is a house
wife and looks after domestic chores. Her one son is a patient of cardiovascular disease and other
son is patient of Thalassemia. Some generous neighbours provide financial support to her
household to meet their monthly expenses.
Waziran Bibi lives in a joint family system in a two Marla old semi pacca house. Her house
comprises of two rooms, a wash room and an open kitchen. The locality where she lives
comprises of low income households mostly associated with labour work. Basti Haji Mehar
Hussain is located at a distance of thirty eight (38) 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
Waziran Bibi was declared an ineligible BISP beneficiary with PMT 18.24 after her household’s
PSC survey was conducted in April 2011 by a BISP survey team at her door step and gave her a
receipt for future reference. She lodged an eligibility appeal which was accepted in July 2012 and
her status was changed to eligible beneficiary; however her online payment details depicts that her
first BISP instalment generated on August 9, 2012 has not been withdrawn by her till now.

3. How did the Complaint Emerge?
Waziran Bibi mentioned that, after getting her BDC on 9th August 2012, she went to an HBL
ATM along with her sister for withdrawal of her cash grant. At the ATM, a security guard helped
her using the ATM to get the cash grant. He unsuccessfully tried to enter the PIN Code many
times but it wasn’t accepted by the ATM. He informed her that maybe her BDC PIN Code is
incorrect and she needs to get a new PIN Code from the BISP Tehsil office. She went to BISP
Tehsil Office and to the bank counter for resolution of her problem. The bank staff informed her
that they could not help her in this regard and advised her to contact BISP staff.

4. Processing of the Case
4A. Providers’ Version
Waziran Bibi shared her problem with the BISP Assistant Director (AD) who asked her to
revisit HBL Counter for complaint registration and further processing. AD then verbally
asked the bank staff about the resolution of her problem but the bank staff asked her to
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contact HBL helpline and gave helpline number to Waziran Bibi and asked her to talk to the
Customer Service Representative (CSR) for her complaint redressal. However, there has been
no further action taken on her complaint and it was pending at BISP Tehsil office for further
processing.
4B. Client’s Version
Waziran Bibi was unsatisfied with the behaviour of the bank and BISP Tehsil office staff and
unhappy over the complaint resolution process/ mechanism. She visited BISP Tehsil office
with her sister on bus covering a distance of 38 kms and spending Rs.300 for each round trip,
five times for complaint registration and follow up but her complaint has not been registered
at any counter. She therefore considers Pakistan Post a more suitable method for delivery of
BISP cash grant.

5. What We Learned?





Her complaint is pending since August 9, 2012 and the BISP Tehsil office and bank staff are
unable to even register her complaint.
There is no mechanism at BISP Tehsil level to deal with the BDC related complaints. BISP
Tehsil office staff was completely out of the complaint resolution process because they
consider that the Bank being the payment agency need to resolve all BDC related complaints
and complaint registration, handling and processing is the responsibility of bank staff.
Only one payment was deposited in her account in August 2012 and till February 27, 2013 no
further amount has been credited by BISP.

6. Recommendations




BISP should be in contact with the bank and ensure that complaints are addressed in time.
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-Q3-Southern Punjab-27
Non-Payment due to Snatching of Benazir Debit Card
Zarina Bibi
Jafar Ali
Village Nawa Baboora, Ahmed Pura, nearby Lahore
Bypass, Tehsil Chiniot.
33201-1404555-4
17894089
23rd November 2012

1. Receiver Woman/ Complainant’s Profile and Background
Zarina Bibi is a 42 years old, illiterate married working woman. She has five children including
three sons and two daughters. Two of her sons who are 14 and 6 years old are attending the school
while one of her son is not of school going age. Her two daughters who are 16 and 10 years old
are not attending the school due to scarcity of financial resources. Her husband works as labourer
in a garments factory in Faisalabad city and he gets Rs.10,000 in a month. Zarina also works as a
labourer in agricultural lands during sowing and harvesting season and she gets only seasonal
food stuff in return of her services.
She lives with her family in a three Marla self-owned mud (katcha) house which consists of one
room, a washroom and an open kitchen. The locality where she resides is known as Nawa
Baboora situated near the under construction Lahore bypass. All the streets including the one
leading to Zarina Bibi’s house are unpaved with open sewerage system.

2. Receiver Woman / Complainant’s Relationship with BISP
Zarina was selected as a BISP beneficiary under the PSC survey which was conducted in April
2011 by a BISP survey team camped at the haveli of the Numberdar, where PSC survey forms
were filled. She received survey acknowledgement slip. She was charged Rs.200 by the
enumerators for filling her PSC form. She did not receive any BISP letter regarding her eligibility
or discrepancy.
She does not know much about BISP but considers that the cash grant installments have been
provided by Pakistan People Party to oblige the poor people so that the people may cast their vote
to PPP in the upcoming election. So far, she had received Rs.9,000 through Pakistan Post and
utilized the cash grant for purchase of groceries and other requirements.
After being informed by the area postman, she and her son visited BISP office situated in satellite
town at a distance of around 25 kilometres from her residence. She went there by walking and
further by Ching Chi rickshaw and incurred Rs.140 for the round trip to receive her BDC.
Following the instructions of the bank staff, she visited Chiniot city along with her eldest daughter
after spending Rs.280 (on a round trip) and with the assistance of Bank Alfalah branch staff, she
received her first instalment of Rs.3,000 on July 04, 2012.

3. How did the Complaint Emerge?
She was happy to receive the cash grant and she put the cash in her BDC envelope. From Bank
Alfalah she arrived at the Ching Chi rickshaw stand to go back home. When she was near a Ching
Chi rickshaw, two strangers on a motorbike snatched her BDC envelope and sped away. Despite
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her screaming and frantic cries no one helped her. Disheartened and scared Zarina did not know
what to do and ultimately she decided to go to BISP Tehsil office for complaint registration.

4. Processing of the Case
4A. Providers’ Version
Upon her visit to the BISP Tehsil office, she shared her misfortune with the BISP staff that
referred her to the Bank counter. The Bank staff through cell phone of Zarina Bibi contacted
Bank Alfalah Phone Banker helpline and registered her complaint. The phone banker also
talked to Zarina and advised her to revisit the BISP office after a month to get her new BDC.
Zarina was also informed by the phone banker that the lost amount could not be recovered
and she was advised to remain careful and vigilant the next time. Although a new BDC has
been issued to the beneficiary on August 28, 2012, but the amount lost couldn’t be recovered.
Her first bank payment was generated and withdrawn by the beneficiary in July 2012;
however no new instalment has been credited till February 27, 2013 by the BISP.
4B. Client’s Version
Despite the mishap, Zarina Bibi is happy with Benazir Debit Card (BDC). She mentioned that
she had to collect all her BISP Money Orders (MOs) from the post office Ahmed Pura located
at a distance of around five kilometres from her residence. She had to pay not only the round
trip Ching Chi fare of Rs.60 but also the postman used to deduct Rs.200 from each MO as
‘Baksheesh’. She did not know when she would receive her next instalment and decided to
hand over her BDC to her husband who is working in Faisalabad city. She thinks that it would
be quite easy for her husband to check the release of next instalment through ATM with the
help of his colleagues.

5. What We Learned?





Zarina lodged her complaint on July 30, 2012 in BISP Tehsil office and it was resolved on
August 28, 2012 in about a month. The bank staff, however, didn’t inform the beneficiary
about resolution of her complaint and she collected her new BDC during a follow up visit to
BISP office.
At the moment CMS do not cater for payment/BDC related complaints and the BISP staff
simply refer the BDC complainant to bank counter for registering the complaint through bank
Alfalah helpline.
Assistant Director at BISP Tehsil Office mentioned that handling and processing of BDC
related complaints is the responsibility of bank staff and Bank Alfalah Chiniot should record
and process such complaints till the end of BDC distribution assignment.

6. Recommendations


The bank staff available in BISP offices or partner bank management should inform the
beneficiary about the status/resolution of her complaint. The partner bank branch staff should
also help and facilitate the beneficiary for the withdrawal of cash grant instalments through
ATM.
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P-Q3-Balochistan-01
Non Payment due to Lost Pin Code
Fareeda Bibi
Ellahi Bux ( As per BISP web site Allah bux)
killi Syedabad, Saryab Road, Quetta (As per web site Killi
Sarmastabad)
5450120372578
Nil
3834276
17th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Fardia Bibi is a 29 year old illiterate woman. She is a beggar and one of her sons
who is a year old remains with her all the time (during begging also). In the evening she performs
her household chores and takes care for her other children. The beneficiary has 4 children (2 sons
and 2 daughters). She lives in a hut (jompri) made of bamboos, old used plastic and clothes with
no boundary walls and without a bathroom and kitchen.. It is situated near railway track. They
have very few household possessions.
Her husband works as a blacksmith and all the children help their father with his work.His
monthly income is around Rs.4,000. Fareeda Bibi and her husband are responsible for running the
household’s kitchen. A majority of population of the killi Syedabad is poor and work on daily
wages or has private jobs. Killi Syedabad is situated about seven km away from the BISP
Divisional Office Quetta. Her settlement has no basic facilities like clean drinking water,
electricity, Basic Health Unit or schools.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian
phase of the programme. In the second phase, she was declared an eligible beneficiary for the
monthly cash transfer of Rs.1,000. She was not familiar with the BISP Office or its systems but
her family came to know of it through word of mouth. The BISP survey team visited her house in
spring 2010 and filled her Poverty Score Card survey form, after which she was given an
acknowledgement slip.
She did not receive any letter of eligibility, but she was informed by her cousins to visit the BISP
office and check her payment details, at the BISP office she was told that she was an eligible
beneficiary for the BISP cash transfers. She was unaware of the eligibility criteria for BISP and
only knew that this programme is for the poor. The family did not know about the complaint
redressal process but she was guided in this regard by BISP staff of the BISP Divisional Office
Quetta.
When BISP’s second phase started, the postmen of Quetta Post Office started distributing money
orders to the eligible beneficiaries. Fareeda Bibi was not paid her first 2 installments as her first
two installments’ money order numbers were not generated by the BISP HQ, but after that she
was also regularly getting all her installments. On receiving the cash grant, she was very happy.
She did not register a complaint against non-payment of the first two installments as she did not
know that these two MOs have not been delivered.
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In early February 2012, from various sources she came to know that her payments would be
coming from the bank in future instead of Post Office, she was advised that she must get her
Benazir Debit Card issued from the BDC Centre Quetta. In the 2nd week of February 2012, she
visited the BDC Centre, Quetta to have her BDC issued. On the same day of her visit she received
her BDC from the BISP Divisional Office, Quetta.
The BISP cash grant has brought a change in her life as she said “I used to give less time to my
family but now I can give more time”.

3. How did the Complaint Emerge?
A few days after getting her new card and withdrawing her first installment she lost her BDC
Card’s Pin Code in the last week of September 2012 and, on 4th October 2012 she applied for a
new Pin Code at the BDC Centre Quetta, which is 7 km away from her home. A BISP
representative guided her to the Bank counter to lodge her request.

4. Processing of the Complaint
4A. Providers’ Version
Fareeda Bibi gave a written complaint to BISP and bank counters at the BDC Centre Quetta
to have a new Pin Code for her BDC. She visited BDC Centre Quetta on 4th October, 2012
and submitted her complaint along with a copy of her CNIC as a supporting document.
Her complaint was received by BISP and bank counters but she was not given any
acknowledgment of her written complaint about the loss of her BDC Pin Code.
Her complaint was not entered in any register by the BISP or Bank staff, BISP was shifting its
office to another location due to which systems were not operational at the time and the
complaint could not be forwarded to the bank’s head office.
4B. Client’s Version
Fardia Bibi submitted her written complaint for ‘Lost BDC Pin Code’ with the BISP and
Bank counters at the BDC Centre Quetta on 4th October, 2012.
After submitting written application for the lost BDC Pin Code, Bank staff told her that BISP
has started shifting its offices to another location and therefore, she needs to revisit after Eid (
on 01st of November 2012) to get her new Pin Code .She visited BISP office thrice but her
case is still pending.
This complaint was not registered in the CMS as currently the CMS does not cater to payment
related complaints. The BISP representative simply referred the beneficiary to the Bank
counter to apply for a new BDC Pin Code.
At Bank level her application was received but still no action has been taken as BISP office
has been shifted to another location.
BISP Divisional Office, Quetta is 7 km away from Bibi Fareeda’s home and she knew that
BISP Divisional Office is located in Quetta city. She herself visited the BISP office to request
a new Pin Code. She visited the BDC Centre Quetta thrice in one month but she did not have
to spend any money on her visits.
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5. What we Learnt





In this case, her BDC Pin Code was lost and she applied for a new one. The resolution was
delayed due to the shifting of BISP offices shifting to new premises. She received a new PIN
Code and withdrew her next installment.
After the PSC survey was held and the household was declared eligible, there was no
communication from BISP to the beneficiary.
The understanding of the beneficiary was very low regarding complaint redressal mechanism.
Payment Detail is the key tool for checking payments. The entries in her Payment Detail
(attached) are really surprising. How is it possible that she can withdraw ten installments of
Rs.3,000 (Rs.30,000) in 5 months ALTHOUGH ONLY Rs.3,000 WERE CREDITED TO
HER ACCOUNT.

Transaction
Date
2/29/2012
6:22:00 PM
3/2/2012 7:16:00
PM
10/17/2012
6:43:00 PM
10/18/2012
1:27:00 PM
11/29/2012
12:00:00 AM
12/4/2012
12:00:00 AM
12/5/2012
7:28:00 PM
12/14/2012
12:00:00 AM
1/23/2013
7:27:00 PM
1/24/2013
7:29:00 PM
2/22/2013
4:50:00 PM
2/25/2013
5:23:00 PM
3/1/2013
12:54:00 PM
3/4/2013 4:12:00
PM

Amount

Status

Transaction No

3000

Deposit

20229000241290000266

3000

Withdrawal 20302501635190000266

3000

Deposit

3000

Withdrawal 21018502531190000266

3000

Withdrawal 21129503272190000266

3000

Withdrawal 21204503869190000266

3000

Withdrawal 21205504209190000266

3000

Withdrawal 21214502979190000266

3000

Withdrawal 30123502455190000266

3000

Withdrawal 30124500701190000266

3000

Deposit

3000

Withdrawal 30225502694190000266

3000

Withdrawal 30301520004190000266

3000

Withdrawal 30304522872190000266

21017001444290000266

30222000280690000266

Card
Type
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card

Bank

Type Franchise ID

Alfalah

NA

Alfalah ATM 000538
Alfalah

NA

Alfalah ATM 000170
1Link
1Alfalah
Link
1Alfalah
Link
Alfalah

NA
NA
NA

Alfalah ATM 000170
Alfalah ATM 000170
Alfalah ATM 000170
Alfalah

NA

Alfalah ATM 000170
1Link
1Alfalah
Link
Alfalah

NA
NA

6. Recommendations


Payment Detail is the most important tool for beneficiary as well as BISP. Such cases of
incorrect/ illogical entries should be selected by BISP MIS and presented as a report so that
these could be investigated by BISP officers.
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There is a need to ensure delivery of eligibility letters or discrepancy letters to the beneficiary.
It may also be helpful, if the beneficiaries are sensitized about the complaint redressal
mechanism.
Clusters may be made by BISP and in each cluster a group of volunteers may be identified to
monitor the cash transfers and take complaints from beneficiaries to help submit them to the
BISP Divisional Office.
Strong monitoring setup may be made at Quetta division level and all staff performances must
be evaluated.
As the program is for women’s empowerment, at the BISP Divisional Office, Quetta, more
female staff should be appointed.
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P-Q3-Balochistan-02
Non Payment due to Lost Pin Code
Fatima
Widow of Ghulam Rasool
Killi Sarmast Abad, Saryab Road, Quetta
54400-4235220-4
Nil
3834239
17th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Fatima is a 51 year old illiterate widow. She remains at home and performs
household chores and takes care of her children. The beneficiary has 5 children (3 sons and 2
daughters). She lives in a hut (jompri) made of bamboos, old used plastic and clothes, without a
bathroom or kitchen, and, with no boundary walls. It is situated near railway track.
Her two sons works as cobblers and their monthly income is around Rs.5,000. Her sons are
responsible for the household’s expenses. A majority of the population of the killi Sarmastabad is
poor and they work on daily wages while a few have private jobs. Killi Sarmastabad is situated
about 6 km from the BISP Divisional Office Quetta. Her settlement has no basic facilities like
potable water or drainage, a Basic Health Unit or schools, but they do have electricity.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian
phase. In the second phase, she was declared an eligible beneficiary for the monthly cash transfer
of Rs.1,000. She was not familiar with the BISP Offices or protocols but her family came to know
them from other beneficiaries living in the area. The BISP Poverty Score Card (PSC) survey team
visited her house in the spring of 2010 and filled out her Poverty Score Card survey form, after
which she was given a slip as acknowledgement of her participation.
She did not receive any letter of eligibility from BISP, but she was advised by other beneficiaries
to visit the local BISP office and check her eligibility. At the BISP office she was informed that
she was an eligible beneficiary for the BISP cash transfers.
She was unaware of the eligibility criteria for inclusion in the programme and only knew that this
programme was designed for the benefit of the poor. The family did not know about the
complaint redressal process but she was guided in this regard by the staff at the BISP Divisional
Office Quetta.
When the first phase closed and BISP’s second phase started, the postmen of the Quetta Post
Office started distributing money orders to the eligible beneficiaries and Fatima also received all
her installments. On receiving the cash grant, she was very happy.
In the month of February 2012 she came to hear, from various individuals, that her payments will
now be coming via bank instead of the Post Office and that she must get her Benazir Debit Card
from the BDC Centre, Quetta. In the 1st week of March 2012, she visited the BDC Centre, Quetta
and was able to get it issued on the same day. On 30th March 2012, she drew her first payment of
Rs.3,000 from an ATM.
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3. How did the Complaint Emerge?
Sometime after drawing her first installment, she lost her BDC Pin Code. On 2nd October, 2012
she returned to the BDC Centre and applied for a new Pin Code to be generated for her card.

4. Processing of the Complaint
4A. Providers’ Version
On 2nd October 2012 at the BDC Centre she was directed to the bank counter by a BISP
representative. Fatima submitted a written application to the bank desk requesting that a new
Pin Code be generated for her BDC. She gave a copy of her CNIC, and BDC card as
supporting documents.
Her complaint was received by bank counter but she was not given any acknowledgment slip
of her written complaint about the loss of her BDC Pin Code.
Her complaint was not entered in any register by BISP or bank staff, BISP was shifting its
office so complaint could not be forwarded to the bank’s head office.
She was told to return to the BISP Office/BDC Centre after Eid (30 th October) to have her
new Pin Code generated.
4B. Client’s Version
After submitting her written application for lost BDC Pin Code, Bank and BISP staff told her
that BISP was shifting its offices to another location and that she needs to revisit after Eid
(after about a month) to get her new Pin Code.
This complaint was not registered in the CMS as the system does not cater for the complaints
of payment cases. The BISP representative simply referred the beneficiary to the bank counter
to apply for a new BDC Pin Code.
She visited the BDC Centre, Quetta twice in one month; she spent Rs.40 on each visit. The
BISP Divisional Office, Quetta is 6 km away from her home and she knew that BISP
Divisional Office is located in Quetta city. She herself visited the BISP office to request a
new Pin Code.
She received her PIN Code in November and could withdraw her cash grant.

5. What we Learnt





In this case, her BDC Pin Code was lost and she applied for a new BDC Pin Code. Resolution
was delayed due to shifting of BISP office to other premises.
Complaints of PIN Codes are generally addressed immediately through bank helpline. But in
this case it took a long time for complaint redressal.
After the PSC survey was held and the household was declared eligible, there was no
communication from BISP to the beneficiary.
Payment Detail is the key tool for checking payments. The entries in her Payment Detail
(attached) seems to be incorrect. How is it possible that she can withdraw seven installments
of Rs.3,000 (Rs.21,000) in 3 months (Dec 2012 to Feb 2013) ALTHOUGH DURING THIS
PERIOD ONLY Rs.3,000 WERE CREDITED TO HER ACCOUNT.
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Bank Payment Detail
Transaction
Date
3/29/2012
6:03:00 PM
3/30/2012
6:09:00 PM
10/18/2012
4:48:00 PM
11/29/2012
12:00:00 AM
12/4/2012
12:00:00 AM
12/5/2012
7:28:00 PM
1/23/2013
7:26:00 PM
1/24/2013
7:29:00 PM
2/12/2013
6:58:00 PM
2/19/2013
6:55:00 PM
2/22/2013
5:43:00 PM
2/25/2013
5:23:00 PM

Amount

Status

Transaction No

3000

Deposit

20329000883290028382

3000

Withdrawal 20330502961190028382

3000

Deposit

3000

Withdrawal 21129502623190028382

3000

Withdrawal 21204503856190028382

3000

Withdrawal 21205504193190028382

3000

Withdrawal 30123502423190028382

3000

Withdrawal 30124500693190028382

3000

Withdrawal 30212501120190028382

3000

Withdrawal 30219501139190028382

3000

Deposit

3000

Withdrawal 30225502624190028382

21018021691290028382

30222023816690028382

Card
Type
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card

Bank
Alfalah

Type

Franchise
ID
NA

Alfalah ATM 000170
Alfalah

NA

1NA
Link
1Alfalah
NA
Link
1Alfalah
NA
Link
Alfalah

Alfalah ATM 000170
Alfalah ATM 000170
Alfalah ATM 000170
Alfalah ATM 000170
Alfalah

NA

Alfalah ATM 000170

6. Recommendations




Payment Detail is the most important tool for beneficiary as well as BISP. Such cases of
incorrect/ illogical entries should be selected by BISP MIS and presented as a report so that
these could be investigated by BISP officers.
There is a need to ensure delivery of eligibility letters or discrepancy letters to the
beneficiaries. It would also be helpful, if the beneficiaries are informed and educated about
the complaint redressal mechanism.
As the program is for women’s empowerment, therefore at BISP Divisional Office Quetta,
more female staff should be appointed.
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Case Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-03

P-Q3-Balochistan-03
Non Payment due to Lost Pin Code
Elam Khatun
Pir Jan
Musa Colony, Saryab Road, Quetta ( in CNIC her
address is Mian Bazar Noshki)
54102-1503970-0
Nil
4362144
17th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Emam Khatun is a 42 year old illiterate woman. She remains at her home and
performs her household chores and takes care of her children. The beneficiary has 6 children (3
sons and 3 daughters). She lives in a Hut (jompri) made of bamboos, old used plastic and cloth
with no boundary walls, and, without a bathroom or kitchen. It is situated near railway track.
Her husband works as a blacksmith and all the children help their father with his work. Her
children are of school going age but do not go to school. Her husband’s monthly income is around
Rs.5,000. She and her husband are responsible for running the household’s kitchen as she
supplements her husband’s income by stitching dresses. The majority of the population in the area
is poor and most work for daily wages. Her settlement is situated about 9 kms away from the
BISP Divisional Office Quetta.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s
phase. In the second phase, she was declared as an eligible beneficiary for the monthly cash
transfer of Rs.1,000. She was not familiar with the BISP Office but her family came to know of
this through neighbours. The BISP PSC survey team visited her house in the spring of 2010 and
filled her Poverty Score Card survey form, after which she was given an acknowledgement slip.
She did not receive any letter of eligibility, but she was advised by her cousins to visit the BISP
Office and check her payment details. At the BISP office she was told that she was an eligible
beneficiary for the BISP cash transfers. She was unaware of the eligibility criteria for BISP and
only knew that this program is designed for the poor. The family did not know about the
complaint redressal process but she was guided in this regard by the BISP staff of the BISP
Divisional Office Quetta.
When the first phase closed and BISP’s second phase started, the postmen of Quetta Post Office
started distributing money orders to the eligible beneficiaries. She was receiving her installments
due from the Post Office Quetta. On receiving the cash transfers, she was very happy. She had
been receiving installments after deduction by the postman from the first instalment but she never
registered a complaint against partial payment and it did not bother her.
In February 2012 she learnt from BISP information /awareness campaign that her payments
would now be coming through the bank instead of Pakistan Post and that she must get her Benazir
Debit Card from the BDC Centre Quetta. In February2012, she visited the BDC Centre Quetta to
have her BDC issued. On her first visit she did not receive her BDC because she didn’t bring her
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CNIC. After two days she visited the BDC centre again received her BDC from the BDC centre
Quetta.
She said that the BISP cash grant has brought a change for the better in her life.

3. How did the Complaint Emerge?
After withdrawing her first instalment of Rs.3,000 (shown as three installments in her payment
detail) on 5th April 2012 she lost her BDC Pin Code. In early September 2012 she applied for a
new Pin Code at the BDC centre Quetta. A BISP representative guided her to the Bank counter to
submit her request.

4. Processing of the Case
4A. Processing of the Complaint
On 28th September, Emam Khatun submitted a written application at the BISP and bank
counters at the BDC Centre Quetta to have a new Pin Code issued for her BDC card. She also
attached a copy of her CNIC as a supporting document.
Her complaint was received by the BISP and Bank counters but no acknowledgment slip was
given to her.
Her complaint was not entered in any register by the BISP or Bank staff; she was told to
return to the BISP Office after 3 days. On 1st Oct she revisited the BDC centre, however, at
that time, BISP was shifting its office to another location due to which Bank systems were not
operational and the complaint could not be forwarded to the bank’s head office. She was told
to return to the BISP Office after a month.
4B. Client’s Version
Emam Khatun submitted her written complaint for ‘Lost BDC Pin Code’ with the BISP and
Bank counters at the BDC centre Quetta on 28 September 2012.
On submission of her written complaint for BDC Pin Code, Bank staff told her to revisit after
3 days and get her new Pin Code. On her revisit she was informed that BISP was shifting its
offices to another location, therefore, she needs to revisit after a month to get her new Pin
Code. She is regularly visiting BISP office but “according to her” till the third week of
November her case was pending.
This complaint was not registered in the CMS as the system does not cater for complaints
regarding payment cases. The BISP representative simply referred the beneficiary to the Bank
counter to apply for a new BDC Pin Code.
She visited the BDC centre Quetta thrice in one month; she spends Rs,40 on each visit to the
BDC centre and BISP Office Quetta.
At Bank level her application was received but still no action has been taken as BISP office
has been shifted to another location, and she was told to revisit. Her case is still pending.
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5. What we Learnt





In this case, her BDC Pin Code was lost and she applied for a new Pin Code, her case is still
pending and she has not received her new BDC PIN Code due to the shifting of BISP office.
After the PSC survey was held and the household was declared eligible, there was no
communication between BISP and the beneficiary.
The understanding of the beneficiary was very low regarding complaint redressal mechanism.
Payment Detail is the key tool for checking payments. The entries in her Payment Detail
(attached) seems to be incorrect. How is it possible that she can withdraw ten installments of
Rs.3,000 (Rs.30,000) in 4 months (Nov 2012 to Feb 2013) ALTHOUGH DURING THIS
PERIOD ONLY Rs.3,000 WERE CREDITED TO HER ACCOUNT.

Bank Payment Detail
Transaction
Amount
Date
4/3/2012 6:50:00
3000
PM
4/5/2012 6:03:00
1000
PM
4/5/2012 6:03:00
1000
PM
4/5/2012 6:04:00
1000
PM
9/17/2012
3000
12:00:00 AM
10/18/2012
3000
5:46:00 PM
11/29/2012
3000
12:00:00 AM
12/4/2012
3000
12:00:00 AM
12/5/2012
3000
7:28:00 PM
12/13/2012
3000
12:00:00 AM
12/14/2012
3000
12:00:00 AM
12/18/2012
3000
7:19:00 PM
12/19/2012
3000
7:44:00 PM
1/23/2013
3000
7:27:00 PM
1/24/2013
3000
7:28:00 PM
2/23/2013
3000
3:52:00 PM
2/25/2013
3000
5:23:00 PM

Status

Transaction NO

Deposit

20403001010290050101

Withdrawal 20405500739190050101
Withdrawal 20405500748190050101
Withdrawal 20405500755190050101
Withdrawal 20917502267190050101
Deposit

21018041192290050101

Withdrawal 21129503255190050101
Withdrawal 21204503863190050101
Withdrawal 21205504203190050101
Withdrawal 21213503655190050101
Withdrawal 21214502968190050101
Withdrawal 21218501372190050101
Withdrawal 21219500872190050101
Withdrawal 30123502449190050101
Withdrawal 30124500681190050101
Deposit

30223013851690050101

Withdrawal 30225502715190050101
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Card
Type
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card

Bank

Type Franchise_ID

Alfalah

NA

Alfalah ATM 000170
Alfalah ATM 000170
Alfalah ATM 000170
Alfalah ATM 000170
Alfalah
1Link
1Alfalah
Link
1Alfalah
Link
1Alfalah
Link
Alfalah

NA
NA
NA
NA
NA

Alfalah ATM 000170
Alfalah ATM 000170
Alfalah ATM 000170
Alfalah ATM 000170
Alfalah ATM 000170
Alfalah

NA

Alfalah ATM 000170
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6. Recommendations




Payment Detail is the most important tool for beneficiary as well as BISP. Such cases of
incorrect/ illogical entries should be selected by BISP MIS and presented as a report so that
these could be investigated by BISP officers.
There is a need to ensure delivery of eligibility letters or discrepancy letters to the beneficiary.
It may also be helpful, if the beneficiaries are sensitized about the complaint redressal
mechanism.
As the program is for the women empowerment, at the BISP Divisional Office Quetta, more
female staff should also be appointed.
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Case Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number

Section 1 - Payment Case Studies
P-Q3-Balochistan-04

P-Q3-Balochistan-04
Non Payment due to Delayed Deposit of Instalments (Poor
Quality of Service)
Naheed
Abdul Nabi
Saryab Mill Colony Quetta
54401-6183542-4
Nil
3283438
17th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Naheed is a 24 year old woman. She has had only five years of schooling. She
remains at home to do household chores and take care for her children. Naheed has 3 children (2
sons and 1 daughter). One of her sons is school going. She lives in a house that consists of one
katcha and one pucca room, bathroom and kitchen.
Her husband works as a dispenser at a private hospital and his monthly income is around
Rs.8,000. Her husband bears all the household expenses. Amajority of people living in her colony
are poor and work for daily wages. The colony is situated at 13 km from the BISP Divisional
Office Quetta. Her colony has all the basic facilities like clean drinking water, a Basic Health Unit
and schools for girls and boys.

2. Receiver Woman/ Complainant’s Relationship with BISP
Naheed was not included in the BISP cash transfer scheme under the Parliamentarian’s phase. In
the second phase, she was declared as an eligible beneficiary for the monthly cash transfer of
Rs.1,000. She was not familiar with the BISP Office or its systems but her family came to learn of
these through word of mouth. The BISP survey team visited her house in spring of 2010 and filled
her Poverty Score Card survey form, after which she was given an acknowledgement slip.
She did not receive any letter of eligibility, but she was advised by her cousins to visit the BISP
office to check her status in the programme. At the BISP office she was informed that she was an
eligible beneficiary for the BISP cash transfers. She was unaware of the eligibility criteria for
BISP and only knew that this program is for the poor. The family did not know about the
complaint redressal process but she was guided in this regard by the BISP staff of the BISP
Divisional Office Quetta.
When the BISP’s second phase started, the postmen of Quetta Post Office started distributing
money orders to the eligible beneficiaries. She too got all her installments due from the post office
Quetta. On receiving the cash transfers she was very happy. She had been receiving payments
from the post office after deductions but she never registered a complaint against the postman.
In February 2012, she came to know from a local activist, who was involved with a BISP
awareness campaign, that her payments would now be coming through bank instead of the
Pakistan post, and she must get her Benazir Debit Card from the BDC Centre Quetta. In February
2012, she visited the BDC Centre Quetta for her BDC and was able to have her card issued on the
same day.
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3. How did the Complaint Emerge?
After getting her BDC, till the end of February, she regularly visited the nearest bank to get
information regarding her payment, however, no installments were credited to her account
although all her relatives who were BISP beneficiaries received installments from the bank. On
2ndMarch 2012 her husband visited the BDC centre and submitted an application at the BDC
centre, Quetta complaining that his wife’s installment has not been transferred to her account.

4. Processing of the Complaint
4.A Providers’ Version
Naheed’s husband gave a written complaint on 2ndMarch to the BISP and bank counters at the
BDC Centre Quetta for ‘poor quality of service’ while requesting that the cash transfers
should be credited to his wife’s account at the earliest. Her husband gave a copy of her CNIC
and BDC as supporting documents.
The complaint was received by the BISP and Bank counters but no acknowledgment slip was
given to him.
The complaint was not entered in any register by the BISP or Bank staff; her husband was
told that when Naheed’s installments would be transferred she would get an SMS from the
mobile banking partner Ufone. An assurance was given to him that they would get their
payment through BDC soon, and on 16th March 2012 her 1st payments was deposited but she
did not received any SMS. On 27th of April she visited the bank and withdrew her 1st BDC
installment of Rs.3,000.
4.B Client’s Version
Naheed’s husband submitted a written complaint against ‘poor quality of service’ with the
BISP and Bank counters at the BDC Centre Quetta on 2ndMarch 2012. The BISP
representative referred the beneficiary to the Bank counter.
After accepting the written complaint against poor quality of service, Bank staff told him that
when the installment is deposited they will receive an SMS notification on the Ufone number
of Naheed. She did not receive any SMS from Ufone.
This complaint was not registered in the CMS as the system does not cater payment
complaints.
Her husband visited the BDC Centre Quetta twice in 15 days; and he spent Rs.40 on each
visit. The Centre is 13 km away from their home.
Her first installment was deposited on 16th March 2012 but she did not receive any SMS. On
27th of April she visited the bank and withdrew her 1st BDC installment of Rs.3,000.

5. What we Learnt


In this case, a complaint was registered against poor quality of service (cash not credited
despite issue of BDC). Beneficiary’s husband was told that she would receive an SMS when
the installment would be deposited by BISP but she did not receive any.
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Her payment was deposited on 14th March 2012 and she withdrew the amount on 27th April
when her husband came to know about the deposit on his second visit to the BDC Centre to
enquire about the outcome of their complaint, however, had the beneficiary kept waiting for
the SMS notification she would be waiting till now.
Payment Detail is the key tool for checking payments. The entries in her Payment Detail
(attached) seems to be incorrect. How is it possible that she can withdraw eight installments
of Rs.3,000 (Rs.24,000) in 6 months (Sep 2012 to Feb 2013) ALTHOUGH DURING THIS
PERIOD ONLY Rs.6,000 WERE CREDITED TO HER ACCOUNT.

Bank Payment Detail
Transaction
Amount
Date
3/16/2012
3000
5:45:00 PM
4/27/2012
3000
6:16:00 PM
9/19/2012
3000
7:36:00 PM
9/20/2012
3000
12:00:00 AM
10/18/2012
3000
4:47:00 PM
10/19/2012
3000
11:39:00 AM
10/20/2012
3000
12:00:00 AM
10/22/2012
3000
9:49:00 AM
11/8/2012
3000
12:00:00 AM
11/10/2012
3000
5:46:00 PM
2/22/2013
3000
5:42:00 PM
2/26/2013
3000
1:37:00 PM

Status

Transaction NO

Deposit

20316000190290027765

Withdrawal 20427501478190027765
Withdrawal 20919501779190027765
Withdrawal 20920501845190027765
Deposit

21018021074290027765

Withdrawal 21019503426190027765
Withdrawal 21020503117190027765
Withdrawal 21022502123190027765
Withdrawal 21108505019190027765
Withdrawal 21110500443190027765
Deposit

30222023199690027765

Withdrawal 30226510033190027765

Card
Type
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card

Bank
Alfalah

Type Franchise ID
NA

Alfalah ATM 000060
Alfalah ATM 000582
Alfalah ATM 000097
Alfalah

NA

Alfalah ATM 000060
Alfalah ATM 000538
Alfalah ATM 000097
Alfalah ATM 000538
Alfalah ATM 000060
Alfalah

NA

Alfalah ATM 000538

6. Recommendations






Payment Detail is the most important tool for beneficiary as well as BISP. Such cases of
incorrect/ illogical entries should be selected by BISP MIS and presented as a report so that
these could be investigated by BISP officers.
BISP must ensure that the Banking partner credit installments to the beneficiary within 48
hours after activation of the BDC.
BISP must ensure that the mobile franchise partners are working in harmony with BISP
system. It causes undue trouble and stress to beneficiaries if the SMS is not sent to the
beneficiary.
Strong monitoring setup should be established at the BISP Quetta Division level and staff
performance should be evaluated.
As the program is for the women empowerment, at the BISP Divisional Office Quetta, more
female
staff
should
be
appointed
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P-Q3-Balochistan-05
Non Payment due to Lost Pin Code
Bibi Hamida
Mohammad Qasim
Burma Hotel Mohalla Lohr Kariz, Saryab Road, Quetta
54401-9678274-6
Nil
4051999
24th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Bibi Hamida, widow of Mohammad Qasim is a 59 year old woman who has not
received any schooling. She remains at home to perform her household chores and take care of
her family. The beneficiary has 5 children (3 Boys and 2 Girl). The beneficiary has a small house
consisting of 2katcha rooms, 1 bathroom and a kitchen with very limited household and kitchen
items.
Her son works on daily wages at a general store and his monthly income is around Rs.7,000. Her
son is responsible for running the household’s kitchen. In her vicinity, most people are poor and
they work on daily wages.
Her house is situated about seven km from BISP Divisional Office Quetta. Her area has all the
essential facilities such as, electricity, a Basic Health Unit and clean drinking water.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s
phase of the programme. In the second phase, she was declared as an eligible beneficiary for the
monthly cash transfer of Rs.1,000. She was not familiar with BISP but her family learnt about
these from neighbours. A BISP survey team visited her house in spring of 2010 and filled her
Poverty Score Card survey form, after which she was given an acknowledgement slip.
Her cousins advised her to visit the BISP office for the confirmation of her eligibility. She found
that she had a problem with her CNIC and got it corrected.
She was unaware of the eligibility criteria for 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 in this
regard by the staff of BISP Divisional Office Quetta.

3. How did the Complaint Emerge?
When the Parliamentarian phase closed and BISP’s second phase started, the postmen of the
Quetta Post Office started distributing money orders to the eligible beneficiaries of BISP. She
thought that she would also be getting cash transfers but she was not paid as she had a CNIC
discrepancy. In February 2012 she had her discrepancy resolved and her payments were generated
from June 2012 onwards.
When she visited the BISP Divisional office for more information she was told that future
payments would come via a bank instead of Pakistan Post and for this she needs to collect her
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Benazir Debit Card from BDC centre Quetta. In July2012, she visited the BDC Centre Quetta and
on the same day she received her BDC.
After withdrawing her 1st payment she lost the PIN Code of her BDC. She returned to the BDC
Centre Quetta and applied for generation of a new PIN code for her card.

4. Processing of the Complaint
4A. Providers’ Version
Bibi Hamida submitted a written application to the BISP and bank counters at the BDC
Centre Quetta requesting a new pin code be issued for her BDC. She visited the BDC Centre
Quetta on 6th August 2012 and gave a copy of her CNIC as a supporting document. Her
complaint was not entered in any register by the BISP or Bank staff; she was told to visit the
BISP office after 3 weeks to get her new PIN code.
On the same day Mr. Aftab a bank representative, forwarded her request to bank Alfalah’s
Head Office at Karachi. On 23rd August 2012 she visited BDC centre for the 2nd time and
received her new PIN number from the BDC Centre Quetta.
This complaint was not registered in the CMS system as it does not cater to payment
complaints. The BISP representative simply sent her complaint to Karachi branch by phone
and after 18 days she got her new BDC pin form BDC centre Quetta.
4B. Client’s Version
For the entire process of the complaint and its resolution, Bibi Hamida visited the BDC
Centre Quetta thrice in a month and spent Rs.40 on each visit. BISP Divisional Office Quetta
is 7 km a-way from her home. She herself visited the BISP office to request a new pin code.
On 23rd August 2012 she visited BDC centre for the 2nd time and received her new PIN
number from the BDC Centre Quetta.

5. What we Learnt


In this case, her BDC pin code was lost and she applied for a new BDC pin code and her case
was resolved within 18 days by the bank staff of BDC Centre Quetta.

6. Recommendations



Usually problems of PIN Code are resolved on bank helpline in a few minutes. However, the
complaint was sent to Karachi for redressal and took many days to resolve.
As the program is for women’s empowerment, therefore, more female staff may be appointed
at BISP Divisional Office Quetta.
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P-Q3-Balochistan-06
Non Payment due to Blank BDC (Not recognised)
Bibi Zahida
Wife of Mohammad Tahir
Khalid Ahmed
Killi Piran Bazaar, Pishin
54303-7079244-0
Nil
4349524
24th October 2012

1. Receiver Woman/Complainant’s Profile and Background Information
The beneficiary, Bibi Zahida is a 47 year old illiterate woman. She is a housewife and perform
household chores and take care of her children. The beneficiary has 9 children (6 boys and 3
girls). She lives in a mud katcha house consisting of 5 katcha rooms, 3 bathrooms and 2 kitchens.
Her husband and sons have a shop. Her children are of school going age but do not attend school.
Her husband and sons’ collective monthly income is around Rs.10,000 which is used to meet
household expenses. Majority of the people of her village are poor and work on daily wages. Bibi
Zahida’s village is situated 6 km from BDC Centre Pishin and 78 KM away from the BISP
Divisional Office Quetta. Her Mohalla/village has all the facilities like clean drinking water,
Basic Health Unit and schools for girls and boys.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP cash transfer scheme under Parliamentarian phase of
the programme. In the second phase, she was declared an eligible beneficiary for the monthly
cash transfer of Rs.1,000. She was not familiar with the BISP Office or its systems but her family
came to know about it through word of mouth. A BISP survey team visited her house in April
2010 and filled her Poverty Score Card survey form, after which she was given an
acknowledgement slip.
She did not receive any letter of eligibility, but was informed by her cousins to visit the BISP
office and view her payment details. At the BISP office she was told that she was an eligible
beneficiary for the BISP cash transfers. She was unaware of the eligibility criteria for BISP and
only knew that this program is for the poor. The family did not know about the complaint
redressal process but she was guided in this regard by other family members who were
beneficiaries under the Parliamentarian phase.
When the first phase closed and BISP’s second phase started, the postmen of Pishin Post Office
started distributing money orders to the eligible beneficiaries of BISP’s 2 nd phase. Bibi Zahida
was getting her installments from Post Office Pishin. On receiving the cash grant, she was very
happy. She informed that she was getting partial payment but she doesn’t consider this to be a
problem and therefore she did not register a complaint regarding partial payment.
She came to know from BISP in September 2012 that her payments would now be coming via
bank and that she must get her Benazir Debit Card issued from BDC Centre Pishin. In October
2012 she visited BDC Centre Pishin to have her BDC issued. On the day of her visit she received
her BDC.
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3. How did the Complaint Emerge?
Two days after getting her BDC, her son visited an ATM but the BDC was not recognized by the
ATM. as it looked like a blank card.

4. Processing of the Complaint
4A. Providers’ Version
Zahida Bibi gave a written application to the BISP and Bank counters at the BDC Centre
Pishin to request for a new BDC as her old BDC was blank and it was not working at the
ATM. For this, her son visited BDC centre Pishin on 22nd October 2012 along with a copy of
his mother’s CNIC as a supporting document. At the BDC centre, her son met with BISP and
bank staff and complained about the blank BDC. Her complaint was not entered in any
register by the BISP or Bank staff.
Her case was sent on the same day via phone to UBL Branch Naseerabad where all
Balochistan BDC cases are referred for resolution.
4B. Client’s Version
Bibi Zahida’s son submitted his mother’s written complaint for ‘Blank BDC’ with BISP and
UBL counters at BDC centre Pishin on 22nd October 2012. She was not given an
acknowledgment of the written complaint about her BDC.
BISP Divisional Office Pishin is 6 km away from her home. Her son visited BDC Centre
Pishin 3 times in 2 weeks. He spent Rs.100 on each visit to the BDC centre at BISP Office
Pishin.
Her son was informed that the Bank Counter is going to forward his mother’s application to
UBL Bank Naseerabad since all Balochistan BDC UBL cases are resolved there. He was told
to visit BDC centre Pishin after 15 days. They promised that she would get her new BDC
from BDC centre Pishin.

5. What we Learnt



In this case, Zahida Bibi’s BDC was blank without data when she took it to the franchise and
tried to insert in the ATM. She applied for a new BDC and her case is still pending.
Despite any fault on her part, she received a blank BDC, and later she has neither received her
new BDC or has been able to withdraw even her first instalment for the last three months.

6. Recommendations





It is very important that partner banks adhere to the established protocols and provide a new
BDC to the complainant so that they can continue to withdraw cash transfers. Any delay in
addressing the complaints results in beneficiaries complaining against BISP (as they do not
expect anything from banks but consider BISP as their main safety net provider).
Due to delay in redressal of complaints, the beneficiaries are forced to think favourably about
delivery of cash grants through Pakistan Post.
In order to minimize the process time of Payment complaints, BISP should improve its
software so that such complaints could also be addressed through CMS. Currently work has
started on developing a module for addressing different payment related complaints.
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BISP should update the Case Management System (CMS) with new capability of dealing with
BDC (and other payment) related complaints.
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Case Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-07

P-Q3-Balochistan-07
Non-Payment due to BDC captured by ATM
Bibi Khatima
Jalat Khan
Jalat Khan (Husband)
Killi Balak, Tehsil Barshore. District Pishin
54301-7286317-0
Nil
3089692
24th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Bibi Khatima, is a 32 year old woman. She has never been to school. She is a
housewife who remains at home. The beneficiary has 4 children (2 boys and 2 girls). Her children
are of school going age but only 2 of them are going to school. They live in a mud katcha house
consisting of 03katcha rooms, 02 bathrooms and 1 kitchen.
Her husband owns a small hotel from where he earns around Rs.10,000 every month. He is
responsible for running the household’s kitchen. A majority of the local population is poor and
work on daily wages. Her village is situated 50 km away from the BDC centre Pishin and 122
KM away from the BISP Divisional Office Quetta. Her village has no facilities like clean drinking
water, Basic Health Units or schools for girls or boys.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian
phase of the programme. In the second phase, she was declared as an eligible beneficiary for the
monthly cash transfer of Rs.1,000. She was not familiar with the BISP Offices or systems but her
husband learnt about this from people who were discussing BISP in his hotel. A PSC survey team
visited her house in April 2010 and filled her Poverty Score Card survey form, after which she
was given an acknowledgement slip.
She did not receive any letter of eligibility, but was informed by a political worker (part of BISP’s
campaign) to visit the BISP office and check her payment details. At the BISP office her husband
was told that she was indeed an eligible beneficiary for the BISP cash transfers. She was unaware
of the eligibility criteria for 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 a political worker of the
area to visit BISP BDC centre to get more information.
When BISP’s second phase started, the postmen of Barshore Post Office started distributing
money orders to the eligible beneficiaries. She was getting installments due to her from Post
Office Barshore. On receiving the cash transfers she was very happy. She was getting partial
payment after deduction of Rs.200 from money orders but she did not register a complaint against
this deduction by the postman, as she was getting her money at her doorsteps.
She learned from the BISP Field Supervisor in September 2012 that her installments would now
be coming through bank instead of the Post Office and that she must get her Benazir Debit Card
issued from the BDC Centre Pishin. In October 2012 she visited BDC Centre Pishin to have her
BDC issued and she received her BDC on the day of her visit.
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3. How did the Complaint Emerge?
On 19th October 2012, after getting the BDC her husband visited an ATM to withdraw her cash
transfer. After entering the Pin Code several times, her card was captured by the ATM and she
couldn’t withdraw her first cash transfer. actually he may not have entered the wrong PIN Code as
entering any PIN Code would have had the same result as the amount wasn’t credited to her
account till 22nd October 2012 by the bank.

4. Processing of the Complaint
4.A Providers’ Version
Bibi Khatima gave a written application to the BISP and bank desks at BDC Centre Pishin to
have a new BDC issued as her old BDC was captured by an ATM on 19th October 2012. Her
husband visited the BDC centre Pishin on 22nd of October 2012 along with a copy of his
wife’s CNIC as a supporting document. At the BDC centre her husband met with BISP and
Bank staff about the captured BDC. Her complaint was received by the BISP counter and
UBL Bank counter but the complainant was not given any acknowledgment slip for future
reference.
BISP staff received her complaint on 22nd of October 2012 and forwarded it to the Bank
counter for assistance. The bank staff sent him to the Bank Alfalah branch where her ATM
was captured. At the bank he showed his wife’s CNIC and the BDC was handed over to him;
Hence the issue was resolved and she withdrew the money on 23rd October from a UBL
franchise.
4.B Clients Version.
After submitting the written application requesting a new BDC, the staff told her husband to
visit Bank Alfalah where her BDC was captured. On the same day 22 ndOctober 2012 her
husband visited the bank and he showed his wife’s CNIC and the bank gave him his wife’s
BDC.
Her husband visited the BDC centre Pishin once and he had spent Rs.200 on the visit. BISP
BDC centre Pishin is 50 km away from her home.

5. What we Learnt


In this case, her BDC was captured by an ATM due to repeated retries. She applied for a new
BDC at the BDC Centre. Her husband was directed to go the branch where the ATM was
captured and after showing her original CNIC, he got the BDC back from there the same day.

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 letters or discrepancy letters to the beneficiary. It may also be helpful, if the
beneficiaries are informed and educated about complaint registration mechanism.
This method of speedily resolving such issues is commendable and should be adopted for
returning captured cards by other banks in this and other regions as well.
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P-Q3-Balochistan-08
Non Payment due to Lost Pin Code
Bibi Rashida
Abdul Malik
Abdul Malik (Husband)
Temporary Address: Block No 3 Satiate town Quetta.
Permanent Address: Charmiyan Khanozai, Tehsil Karizat,
District Pishin
54401-6232638-4
Nil
30th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Bibi Rashida is a 32 year old illiterate woman. She remains at home to perform
her household chores and take care of her family. The beneficiary has 8 children (3 boys and 5
girls). She lives in a small mud (katcha) house consisting of two rooms, a bathroom and a kitchen
with very limited household and kitchen items.
Her husband and son work in their own rickshaw workshop; their monthly income is around
Rs.15,000. Her husband and son are responsible to bear all the household expenses. In her
vicinity, most of the people are poor and they work on daily wages.
Her temporary address is 6 km away from BISP Divisional Office Quetta and her permanent
address is 93 Km from the BISP Divisional Office. Her village has all basic facilities and
amenities like, electricity, a Basic Health Unit, drinking water, and schools for boys and girls.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme 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 familiar with the BISP Office or its systems but her family came to learn
of these through the word of mouth. The BISP PSC survey team visited her house in spring 2010
and filled her Poverty Score Card survey form, after which she was given an acknowledgement
slip.
She did not receive eligibility letter from BISP; she was advised by her cousins to visit the BISP
office for information. At the BISP office she was told that she was an eligible beneficiary for the
BISP cash transfers. She was unaware of the eligibility criteria for BISP and only knew that this
program is for the poor. The family did not know about the complaint redressal process but she
was guided in this regard by the staff of the BISP Divisional Office Quetta.
When the BISP’s second phase started, the postmen of Quetta Post Office started distributing
money orders to the eligible beneficiaries. She also assumed that she will get cash transfers but
due to some discrepancy her 1st payment was generated much later in October 2011 and was
delivered to her in February 2012.
In April 2012 she was informed by a political worker that her payments will now come through
bank instead of Pakistan Post and that she must get her Benazir Debit Card issued from the BDC
Centre Quetta. In the 1st week of April2012 she visited the BDC Centre Quetta to collect her BDC
and was able to successfully get it issued on the same day.
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3. How did the Complaint Emerge?
After drawing her 1st payment she lost the BDC PIN Code. She applied for a new PIN Code at
BDC Centre Quetta which is around 7 km away from her home. A BISP representative guided her
to the bank counter to lodge her complaint/request.

4. Processing of the Complaint
4.A Providers’ Version
Bibi Rashida’s husband gave a written application to the bank counter at BDC Centre Quetta
for a new BDC PIN Code. He visited BDC Centre Quetta on 12 th August 2012 along with a
copy of his wife’s CNIC as a supporting document. On the same day, Mr. Aftab, the Bank
representative forwarded her complaint to the Bank Al-Falah Head Office in Karachi
requesting a new PIN Code.
Her complaint was received by the bank counter but she was not given any acknowledgment
slip of her written complaint about the loss of her BDC PIN Code. Her complaint was not
entered in any register by the BISP or Bank staff, the complainant was asked to re-visit BISP
office after 4 days. After four days, on 17th August 2012, they got a new PIN code from the
BDC Centre Quetta.
4B Clients Version.
Bibi Rashida’s husband submitted her written complaint for ‘Lost BDC PIN Code’ at bank
counter of the BDC centre Quetta on 12th August 2012. The complaint was received by Mr.
Aftab, the Bank representative who forwarded it to the Bank’s Head Office in Karachi. The
complainant was promised a new PIN Code would be generated for her after 4 days. Her
husband visited after four days and received the new BDC Pin Code as promised.
The complainant visited the BDC centre Quetta twice; he spent Rs.30 on each round trip to
the BDC centre. BISP Divisional Office, Quetta is 7 km away from her home.

5. What we Learnt



In this case, her BDC Pin Code was lost and she applied for a new one. Her complaint was
resolved within 4 days by the Quetta bank staff and she received a new PIN Code.
Payment Detail is the key tool for checking payments. The entries in her Payment Detail
(attached) seems to be incorrect. How is it possible that she can withdraw ten installments of
Rs.3,000 (Rs.30,000) in 6 months (Sep 2012 to Mar 2013) ALTHOUGH DURING THIS
PERIOD ONLY Rs.6,000 WERE CREDITED TO HER ACCOUNT.
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Bank Payment Detail
Transaction
Amount
Date
5/4/2012 7:32:00
3000
PM
5/8/2012 9:31:00
3000
PM
9/17/2012
3000
12:00:00 AM
9/18/2012
3000
8:41:00 PM
10/18/2012
3000
5:49:00 PM
10/20/2012
3000
11:57:00 PM
10/22/2012
3000
9:47:00 AM
10/23/2012
3000
12:00:00 AM
11/6/2012
3000
12:00:00 AM
11/16/2012
3000
7:31:00 PM
2/23/2013
3000
3:56:00 PM
3/6/2013
3000
12:00:00 AM
3/7/2013
3000
12:00:00 AM
3/11/2013
3000
12:00:00 AM

Status

Transaction NO

Deposit

20504000087290051171

Withdrawal 20508503512190051171
Withdrawal 20917502240190051171
Withdrawal 20918501011190051171
Deposit

21018042261290051171

Withdrawal 21020501741190051171
Withdrawal 21022501264190051171
Withdrawal 21023526237190051171
Withdrawal 21106507640190051171
Withdrawal 21116500485190051171
Deposit

30223014920690051171

Withdrawal 30306510619190051171
Withdrawal 30307514423190051171
Withdrawal 30311504395190051171

Section 1 - Payment Case Studies
P-Q3-Balochistan-08

Card
Type
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card
Benazir
Card

Bank

Type Franchise_ID

Alfalah

NA

1NA
Link
1Alfalah
NA
Link
1Alfalah
NA
Link
Alfalah

Alfalah
1Link
1Alfalah
Link
1Alfalah
Link
1Alfalah
Link
Alfalah

NA
NA
NA
NA
NA

Alfalah ATM 000060
Alfalah

NA

Alfalah ATM 000060
Alfalah ATM 000060
Alfalah ATM 000060

6. Recommendations



Payment Detail is the most important tool for beneficiary as well as BISP. Such cases of
incorrect/ illogical entries should be selected by BISP MIS and presented as a report so that
these could be investigated by BISP officers.
As the program is for women empowerment, therefore, at BISP Divisional Office Quetta,
more female staff should be appointed
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Wife of:
Address
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PMT
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P-Q3-Balochistan-09
Non Payment due to Lost BDC
Lal Khatoon
Lal Mohammad
Permanent Add: Killi Ghareeb Abad, Tehsil Noshki
Temporary Add: Near Mullah Abdul Majeed Madrisa, Qazi Abad,
Noshki
5410293423064
Nil
4217810
13th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary Lal Khatoon is a 57 year old illiterate woman. She remains at home performing
her household chores and caring for her children. The beneficiary has 9 children’s (4 sons and 5
daughters). She lives in a mud (katcha) house with boundary walls. Her house consists of two
katcha rooms, a bathroom and a kitchen with very few 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 the household expenses including fee etc. for the children education.
Majority of the villagers in the locality are poor and are working on daily wages. Her village is
situated at one km from the BDC Centre Noshki and around 130 kms from BISP Divisional office
Quetta. Her village has all the 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 included in the Parliamentarian phase, and, in the second phase, she was
again declared an eligible beneficiary for the monthly cash grant of Rs.1,000. She did not know
about BISP Office but came to learn of it from members of her extended family. The BISP survey
team visited her house in 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 been declared as an eligible beneficiary for the BISP cash grant. She was
unaware of the eligibility criteria for BISP and only knew that the programme is for the poor. The
family did not know about the complaint redressal process but she was guided by the local
influential in this regard.
In March 2011, the postman of Noshki Post Office started distributing money orders to the
eligible beneficiaries of BISP 2nd phase. Lal Khatoon was also paid all the installments in full
through Post Office. She was very happy to receive these payments. She was informed by a local
activist in the month of March 2012 that her future payments would be delivered through bank
instead of Post Office and therefore, she must get a BDC from the BDC Centre Noshki. In the 2 nd
week of March 2012, she visited BDC centre Noshki and on the same day she was issued her
BDC.

3. How did the Complaint Emerge?
After withdrawing her 1st instalment from an ATM, she lost her BDC. She applied for a new BDC
at the BDC Centre Noshki which is one km away from her home, the road leading to it is katcha.
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Her husband submitted her application with the Field Supervisor at BISP BDC Centre, Noski on
3rd September 2012 but her case is still unresolved.

4. Processing of the Complaint
4.A Providers version
Lal Khatoon’s husband submitted a written application to the Field Supervisor BDC Centre,
Noshki, for processing of her ‘lost BDC’ complaint on 3rd September 2012. In her complaint
she stated that she lost her BDC and requested for a new one to be issued in her name. Her
complaint was received at BISP counter, however, she was not given any acknowledgment
slip of receiving the written complaint.
Her complaint was not entered in any register by BISP staff and it was sent to the bank
counter for further processing. The Bank representative at Noshki forwarded her case via
phone call to the Bank Head Office for issuing a new BDC. Till end December 2012, no
positive response has been received from the Bank and her case is still pending.
4B. Clients Version
Lal Khatoon’s husband submitted her written complaint with the BISP Field Supervisor at the
BDC Centre, Noshki on 3rd September 2012. He was directed to the Bank counter by BISP
staff. The Bank representative forwarded the complaint, via telephone, to the bank’s head
office. She visited the BDC centre twice in one month. She had to spend Rs.20 to make the 30
minute journey each time.
Till end December she has still not received her new BDC. Her next cash transfer has also
been credited to her account but she is unable to withdraw it. She informed that the cash grant
is a big support for her family, but she was unsure whether or not she would be able to
withdraw the cash transfer soon.

5. What we Learnt




In this case, Lal Khatoon lost her BDC and she applied for a new BDC but after three months
her case is still pending with the bank.
This complaint was not registered in the CMS as the system does not cater for the registration
of such cases. BISP staff redirected the complaint to the bank counter at the BDC centre.
The cash transfers were a big support for the beneficiary and her family and she was worried
about the financial state of her household if she is not able to withdraw her cash transfers.

6. Recommendations


It is very important that partner banks adhere to the established protocols and provide a new
BDC to the complainant so that they can continue to withdraw cash transfers. Any delay in
addressing the complaints results in beneficiaries complaining against BISP (as they do not
expect anything from banks but consider BISP as their main safety net provider).

GHK Consulting Ltd.
J40252715

110

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

Case Number
Nature of Case:
Complainant/ Beneficiary:
Wife/Widow/Daughter of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-10

P-Q3-Balochistan-10
Non Payment due to Lost Pin Code
Raheema Bibi
Habeeb Ullah
Goth Haji Kabeer Khan, Khosa Shah wah post office, Jhat
pat, District Jaffarabad
5320129185832
3268946
13th \December 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Raheema Bibi, wife of Habib Ullah, is a 44 years old illiterate woman. She
remains at her home to perform her household chores and take care of her children. The
beneficiary has 5 children (1 son and 4 daughters). She lives in a mud katcha house without
boundary walls. Her house consists of one katcha room, a hut (Jhopri) and a bathroom. They
don’t have a separate kitchen and use same room for cooking.
Her husband works for daily wages in the village and his monthly income is around Rs.4,000.
Her husband is responsible for managing the household’s kitchen and paying for the children’s
education. Most villagers in the locality are poor and are also working for daily wages. Her
village is situated at 8 km from the BISP District Office Jaffarabad, and around 30 km from the
BISP Divisional office Naseerabad. Her village has no potable water, but they have electricity, a
Basic Health Unit and Schools for boys and girls.
District Jaffarabad is one of the flood affected districts of Balochistan. Many people of
Jaffarabad are still without shelter and living under an open sky. Raheema Bibi’s family was also
affected by the flood.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP under the Parliamentarian’s phase, but was included in
the second phase; she was declared an eligible beneficiary for the monthly cash transfer of
Rs.1,000. She was not familiar with the location of the nearest BISP Offices or their functions
but her immediate family came to learn of it from other relatives. The BISP Poverty Score Card
survey team visited her house in the spring of 2010 and filled out a survey form for her,
following which she was given an acknowledgement slip.
She did not receive any letter of eligibility from BISP, but was informed by local influential that
she had been declared an eligible beneficiary for the BISP cash transfer scheme. She was
unaware of the eligibility criteria for BISP and only knew that this program is for the poor. The
family did not know about the complaint redressal process but was guided in this regard by the
same influential.
In March 2011, the postman of Jaffarabad Post office started distributing money orders to the
eligible beneficiaries of BISP 2nd phase. Raheema was also paid an amount. On receiving the
cash grant, she was very happy.
She got all her installments due from the Post Office. She was informed by an activist in the
month of March 2012, that her future payments would be delivered through bank and that she
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must get her Benazir Debit Card from the BDC centre, Jaffarabad. Sometime in the 2 nd week of
March 2012, she visited the BDC centre Jaffarabad and her BDC was issued on the same day.

3. How did the Complaint Emerge?
Soon After getting her 1st payment via her BDC, her home was devastated by floods and she lost
her BDC Pin Code. On 4th June, her husband went to the BDC centre Jaffarabad to request a
new BDC Pin Code. The BDC Centre is 08 km away from her home on a katcha road.

4. Processing of the Complaint
4.A Providers’ Version
Raheema’s husband submitted a written complaint to the Field Supervisor BDC centre,
Jaffarabad for processing of her ‘BDC Pin Code lost’ complaint on 4th June 2012. In her
complaint she stated that she lost her BDC Pin Code and requested for a new Pin Code. She
gave a copy of her CNIC for verification.
Her husband was received by a BISP representative. He made a record of the complainants
visit in a register kept by him. No receipt was given to him as proof of having received the
complaint. This complaint was not registered using the CMS but a manual record was made
in a register.
He was then redirected to the bank counter for processing; after making the necessary
verifications, a new PIN Code was issued on the same day. The case stands resolved.
4.B Client’s Version.
Raheema Bibi’s husband submitted her written complaint of ‘BDC Lost’ with the BISP Field
Supervisor, at the BDC centre, Jaffarabad on 4th June 2012. Her complaint was resolved
efficiently and effectively by BISP and Bank staff.
She said that she received her new PIN code the same day without any problem and she was
very happy with the quick processing by BISP and the Bank.
The complainant only visited the BDC centre once for the purpose of her complaint and her
issue was resolved in just a few minutes. She was very happy that she was warmly welcomed
by the BISP and Bank staff and she had to spend only Rs. 10 on her visit to the BDC centre.

5. What we Learnt



In this case, Raheema Bibi lost her BDC PIN Code and had to apply for a new one.
Fortunately, her case was resolved on the day the complaint was submitted and she received a
new PIN Code
At BISP level, Divisional Office Naseerabad has appointed a group of volunteers in different
locations with the support of whom they are monitoring the payment process. With the
support of volunteers, the beneficiaries can submit complaints at the BISP Office.
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6. Recommendations



After the PSC survey was held and the household was declared eligible, there was no
communication from BISP to the beneficiary. It is essential that channels of communication
between BISP and the beneficiary be improved.
The efficient resolution of her case should be made a model for other BDC Centres and Banks
to adopt. Minimizing the amount of trouble a beneficiary must go through, and decreasing the
time it takes to resolve cases is essential.
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Nature of Case:
Complainant/ Beneficiary:
Wife/Widow/Daughter of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number

Section 1 - Payment Case Studies
P-Q3-Balochistan-11

P-Q3-Balochistan-11
Non Payment due to Lost Pin Code
Benazir
Ali Hassan
Ghot Sardar Khan Khosa Tehsil Jhat pat District Jaffarabad
5320198505646
3831243
13th December 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Benazir, wife of Habib Ullah, is an illiterate 35 year old woman. She is a
housewife and has 3 children (2 sons and 1 daughter). She lives in a mud (katcha) house without
any boundary walls. Her house consists of one katcha room, a jhompri, and a bathroom. They
have no separate kitchen.
Her husband works on daily wages in village and his monthly income is around Rs.6,000. Her
husband is the sole provider for the household. The village they live in is very poor and is situated
at 40 km from the BISP District Office in Jaffarabad, and around 65 km from the BISP Divisional
office Naseerabad. Her village has no potable water but there is electricity, a Basic Health Unit
and schools for boys and girls.
District Jaffarabad is one of the flood affected district of Balochistan, and most people here are
still without shelter and living under an open sky. Benazir Bibi’s family was also affected by the
flood.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s
phase, but for the second phase she was declared an eligible beneficiary for the monthly cash
transfer of Rs.1,000. She was not initially familiar with the location of BISP office but she learnt
about these from her relatives. The BISP Poverty Score Card survey team visited her house
sometime in 2010 and filled her survey form, after which she was given an acknowledgement
slip.
She did not receive any letter of eligibility from BISP, but she learned from a local influential of
her village that she had been declared an eligible beneficiary for the BISP cash transfers. She was
unaware of the eligibility criteria for BISP and only understood that the program is for the welfare
of the poor. The family did not know about the complaint redressal process but was guided in this
regard by the same local influential.
In March 2011, the postman of Jaffarabad Post office started distributing money orders to the
eligible beneficiaries of BISP’s 2nd phase. Benazir was also paid all her due installments from
BISP; she was very happy to get the cash grant.
When the payment mechanism was shifting from Pakistan Post Money Orders to the Benazir
Debit Card system, she was informed by a local activist in the month of March 2012 that her next
payment would be delivered through bank and that she must get her BDC issued from the BDC
centre Jaffarabad. In the 2nd week of March 2012, she visited the BDC centre Jaffarabad and got
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her BDC issued, The BDC Centre is 40 km away from her home and the road leading to it is
katcha.

3. How did the Complaint Emerge?
Soon after withdrawing her 1st bank instalment by using her BDC she lost in flood the slip of
paper on which the PIN Code for her BDC was written. After re-establishing her household she
and her husband went to the BDC centre Jaffarabad and applied for a new BDC PIN code.

4. Processing of the Complaint
4A Providers’ version
On 11th June 2012 Benazir and her husband submitted a written application to the Field
Supervisor for Jaffarabad requesting that a new PIN code be generated for her BCD. They
gave a copy of her CNIC as a supporting document.
They were received by the BISP representative at the BISP counter. They were not given any
acknowledgment slip on receiving her written application. Her complaint was entered
manually in a register by the BISP representative and the case was forwarded to the Bank for
further processing. On the same day the bank after making the necessary verifications, issued
her a new PIN code.
4.B Clients Version
On her visit to the BDC centre Jaffarabad she was warmly welcomed by BISP staff. They
sent her to the bank counter for further processing of her case. After verification at the bank
counter she was issued a new BDC PIN code.
After getting the new PIN code she was very happy as she received her new Code in just one
day. She only had to spend Rs.100 for transport on her visit.
She was very happy and she said “Bibi (Benazir Bhutto) is supporting us even after her
death”. She is now happily drawing installments from the ATM using her BDC.

5. What we Learnt


In this case, Benazir Lost her BDC pin code and she applied for a new PIN and on the same
day she was issued a new BDC Pin code. The bank’s Head Office has given the bank
representatives at the BDC Centres the authority to process cases of lost PIN codes. This
allows for the efficient resolution of such cases.

6. Recommendations


It is essential that the importance of PIN code be made clear to the beneficiaries. Many
beneficiaries have to suffer because they lose the piece of paper on which they write down
their PIN code. If they could memorize the PIN code such issues may be avoided altogether
but being illiterate they cannot memorize this.
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Case Number
Nature of Case:
Complainant/ Beneficiary:
Wife/Widow/Daughter of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-12

P-Q3-Balochistan-12
Non Payment due to Lost BDC
Naz Bibi
Sanniya Khan
Mohalla Bagan Baba, Dera Allah Yar, Tehsil Jhat pat,
District Jaffarabad
5320157684750
3268399
11th December 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Naz Bibi is a 32 year old illiterate woman. She is a housewife who remains at her
home caring for her children. The beneficiary has 4 children (2 sons and 2 daughters). She lives in
a katcha house which consists of one katcha room, a bathroom and a kitchen all surrounded by a
boundary wall. They have very few personal belongings.
Her husband works on daily wages in the village and his monthly income is around Rs.5,000. He
is the sole breadwinner of the house. The area is very poor and majority of villagers are daily
wagers. It is situated only 01 km away from the BDC Centre Jaffarabad. Her Mohalla has basic
living facilities like drinking water, and electricity, Basic Health Unit and Schools for boys and
girls.
District Jaffarabad is one of the flood affected district of Balochistan, and still most of the people
of Jaffarabad are shelter-less and living in open places under the sky. Naz Bibi’s family is also
one of the flood affected families.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP Parliamentarian phase, but was included in the second
phase, when she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000.
She first learnt about the BISP from relatives, but was not too familiar with its processes or
complaint redressal system.
The BISP Poverty Score Card survey team visited her house in the spring of 2010 and filled out a
survey form in her name, after which she was given an acknowledgement slip.
She did not receive any letter of eligibility from BISP, but she was informed by a local influential
of her village that she had been announced as an eligible beneficiary for the BISP cash transfers.
She was unaware of the eligibility criteria for the program and knew only that this program is for
the poor.
In March 2011, the postman of Jaffarabad Post office started distributing money orders to the
eligible beneficiaries of BISP’s 2nd phase. Naz Bibi was also paid in full the installments
generated in her name by the Post Office. On receiving the cash grants she was very happy.
She was informed by a local activist in March 2012 that her next payment would be delivered via
bank and she must collect her BDC from the BDC Centre Jaffarabad. She visited BDC Centre
Jaffarabad and got her BDC issued the same day.
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3. How did the Complaint Emerge?
After drawing her 1st payment by BDC, she lost her BDC in the floods. She then applied for a new
BDC from the BDC Centre Jaffarabad.

4. Processing of the Complaint
4.A Providers’ version
Her husband submitted her application for ‘BDC lost’ with the Field Supervisor for BISP
Office Jaffarabad on 22th October 2012.
In her written complaint she stated that she lost her BDC and requested for a new BDC. She
attached a copy of her CNIC as a supporting document for verification purposes. At the BISP
level, her complaint was received by BISP counter but she was not given any
acknowledgment for her written complaint. Her complaint was not entered in any register by
the BISP.
This case was forwarded to the bank counter for further processing. The bank staff issued her
a new BDC and PIN Code on the same day, after necessary verifications. Her case is resolved
and now she is routinely getting her monthly BISP cash transfers through her BDC.
4.B Client’s Version.
Naz Bibi submitted her written complaint of BDC and PIN Code lost with the BISP Field
Supervisor Jaffarabad, at the BDC Centre on 22nd October 2012.
After the floods when she got back to her daily routine, she discovered that the PIN code for
her BDC was not readable; the paper it was written on was damaged in the floods. Her
husband applied for a new PIN code to be generated for her card and on the same day she was
issued a new BDC and given a new PIN code. She was very happy and said she had never
experienced any official business processed so efficiently before.
The complainant visited the BDC Centre only once. It took her 30 minutes to go through
procedures at the centre.

5. What we Learnt



In this case, Naz Bibi lost her BDC and she applied for a new BDC. BISP staff sent her to the
bank counter for resolving her issue. Bank staff issued her a new BDC and new PIN code
after the necessary verifications in just a few minutes.
At BISP level, Divisional Office Jaffarabad has appointed a group of volunteers in different
locations with the support of whom they are monitoring the payment process. With the
support of volunteers, beneficiaries can submit complaints at the BISP office.

6. Recommendations


The beneficiaries must be informed about the importance of their BDC and PIN code. They
should be advised to memorise the PIN code so that they are not dependent on the physical
safety of a slip of paper. Having the PIN code written on a piece of paper can also
compromise the safety of their account and cash transfers.
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Nature of Case:
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Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-13

P-Q3-Balochistan-13
Non Payment due to Lost BDC
Bibi Amina
Basheer Ahmed
Mohalla Bagan Baba, Dera Allah Yar, Tehsil Jhat pat,
District Jaffarabad
5320148691116
3771569
13th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Bibi Amina, wife of Basheer Ahmed is a 44 years old illiterate woman. She
remains at her home to perform her duties as a housewife. The beneficiary has 5 children (2 sons
and 3 daughters). She lives in a mud (katcha) house with boundary walls. Her house consists of
one katcha room, a bathroom and a kitchen with very few 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 bearing the household expenses. Majority of the villagers are poor and
they are working on daily wages as well. Her area is situated about a kilometre away from BDC
Centre Jaffarabad. Her Mohalla has basic facilities like potable water, electricity, a Basic Health
Unit and schools for boys and girls.
District Jaffarabad is one of the flood affected district of Balochistan, and still many people of
Jaffarabad are without any shelter. Bibi Amina’s family was also affected by the floods.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP Parliamentarian’s phase, but was included in the second
phase. She was declared an eligible beneficiary for the monthly transfer of Rs.1,000. She was not
familiar with BISP processes but she learnt about these from relatives. The BISP survey team
visited her house in the spring of 2010 and filled her survey form, after which she was given an
acknowledgement slip.
She did not receive any letter of eligibility, but was informed by a local influential of her village
that she had been selected as an eligible beneficiary for the BISP cash transfers. She was unaware
of the eligibility criteria and only knew that this program is for the poor. The family did not
initially know about the complaint redressal process but were guided by the local influential.
For one year, from March 2011 to March 2012, she received her installments from the Jaffarabad
Post Office. Bibi Amina was very happy to receive the transfers. In the 2nd week of March 2012, a
local activist informed her that her future payments would come through bank instead of the Post
Office; she must get her Benazir Debit Card from BDC Centre Jaffarabad in order to draw
payments from an ATM. She visited BDC Centre Jaffarabad on the same day and got her BDC.

3. How did the Complaint Emerge?
She drew her first bank instalment from an ATM, following which she lost her BDC. On 22 nd
October 2012, her husband applied for a new BDC to be issued in her name from the BDC Centre
Jaffarabad which is 1 km from her home.
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4. Processing of the Complaint
4.A Providers’ version
Bibi Amina’s husband submitted a written complaint to field supervisor Jaffarabad on 22 th
October 2012 for a new BDC due to loss of her earlier card. She attached a copy of her CNIC
with the complaint. The complaint was received at BISP counter but no acknowledgment slip
was given for record or future reference.
Her complaint was not entered in any register by BISP. This case was forwarded to the bank
for further processing. Bank staff issued a new BDC and PIN Code on the same day after
making necessary verifications; her case was resolved and now she is regularly getting her
monthly BISP cash transfers through BDC.
4.B Client’s Version
Bibi Amina’s family was affected by the floods that hit Jaffarabad. In October of 2012, after
her family recovered from the damage done by the floods, she discovered that her BDC and
PIN Code had been lost in the floods as well. On 22nd October, she sent her husband to the
BDC Centre Jaffarabad to submit an application for a new BDC and PIN Code. He took along
with him a copy of her CNIC as a supporting document.
At the BDC Centre, his request was handled quickly and efficiently; after making necessary
verifications, Bank staff issued a new BDC and PIN Code on the spot. The beneficiary and
complainant were very pleased that processing of the request had taken such a short time. She
said ‘I have never had the experience of any official business being resolved in such a short
time’.
Her husband needed only one visit to the BDC Centre which took 30 minutes.

5. What we Learnt



Bibi Amina lost her BDC in the floods that affected Jaffarabad. Her request for a new Card
was processed promptly and she was very pleased with the efficiency of the bank staff.
The issue of lost BDCs and PIN codes is very common in flood affected districts. It is
commendable that bank staff is not getting lost in red tape which can cause the beneficiaries
to suffer; they resolve the issues as quickly as possible saving their time and money.

6. Recommendations


The procedure followed for issue of BDC by the bank counter in flood affected Jaffarabad
should be followed by BISP and bank offices in other regions as well.
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PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-14

P-Q3-Balochistan-14
Non Payment of Lost BDC
Rani
Rehmat Ullah
Mohalla Karam Shah, Dera Allah Yar, Tehsil Jhat pat,
District Jaffarabad
5320161992206
3366226
11th December 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Rani is a 26 year old woman. She is illiterate and remains at home performing
her duties as a housewife. The beneficiary has 6 children (1 boy and 5 girls), and they are all
school going. She lives in a katcha house with a boundary wall surrounding it. Her house consists
of one katcha room, a bathroom and a kitchen. The family has very few possessions.
Her husband works as a daily wage labourer in the village and his monthly income is around
Rs.4,000. Her husband is responsible for paying for the children’s education and bears the other
household expenses.
Her house is situated 1 km away from BDC Centre Jaffarabad. Her Mohalla has all basic facilities
like drinking water, electricity, a Basic Health Unit and schools for boys and girls. Majority of
people living in her village are poor and works on daily wages.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s
phase. She was included in the second phase following her participation in the Poverty Score Card
survey when it was held in her village in the spring of 2010. She was given a slip by the
enumerator who filled her form as proof of her participation.
She did not receive any letter of eligibility, but she was informed by a local influential of her
village that she was announced as an eligible beneficiary for the BISP cash transfers. She was
unaware of the eligibility criteria for BISP and only knew that this program is for the poor. The
family did not know about the complaint redressal process either but she was guided in this regard
by the local influential.
In March 2011, the postman of Jaffarabad Post office started distributing money orders to the
eligible beneficiaries of BISP 2nd phase. Rani was also paid an amount by BISP. On receiving the
cash grant, she was very happy. She got her first three installments from the post office, and then
she was informed by a local activist in March 2012 that her next payments would be credited to
her bank account and that she must collect her BDC from the BDC Centre Jaffarabad. In the 2 nd
week of March 2012 she visited the BDC center Jaffarabad and on the same day successfully got
her BDC issued.

3. How did the Complaint Emerge?
After getting her BDC she withdrew her first payment from an ATM but after that she lost her
BDC.
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4. Processing of the Complaint
4.A Providers’ version
Rani’s husband submitted a written complaint to the Field Supervisor Jaffarabad for further
processing of her ‘lost BCD’ on 10th October 2012. In the complaint she stated that she lost
her BDC and requested to for a new card. She attached her CNIC as a supporting document
with the complaint. Her complaint was received at the BISP counter but the complainant was
not given any acknowledgment slip of her complaint
Her complaint was not entered in any register by the BISP. This case was forwarded to the
bank counter for further processing by bank staff who issued her a new BDC and PIN Code
on the same day after making necessary verifications. Her case stands resolved and now she is
getting her monthly BISP cash transfers through the BDC.
4.B Client’s Version.
Rani’s application was submitted in October 2012 close to the time that her successive
instalment was to be generated (it was generated on 24th October 2012).
In total the family had to make two visits to the centre, once to pick her original card and the
second time to have a new one issued. Each visit meant one and a half hour spent at the
centre.

5. What we Learned




In this case, Rani lost her BDC and she applied for new BDC. BISP staff sent her to the bank
counter for resolving her issue. Bank staff issued her new BDC after necessary verifications.
The understanding of the beneficiary was very low regarding complaint redressal mechanism,
and her husband learnt about lodging a complaint from a local activist.
BISP Divisional Office Jaffarabad has appointed a group of volunteers in different locations
with whose support they are monitoring the payment process. With the support of volunteers,
beneficiaries can submit complaints at the BISP office.

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. This is essential to reduce
confusion.
Although it is not the prescribed method, local influentials are very useful for helping the
beneficiaries. BISP should make a concerted effort to use them effectively in their campaigns.

GHK Consulting Ltd.
J40252715

121

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

Case Number
Nature of Case:
Complainant/ Beneficiary:
Wife/Widow/Daughter of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
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P-Q3-Balochistan-15
Non Payment due to Lost Pin Code
Mai Sharifan
Hazoor Bakhsh
Mohalla Manjoo, Ward Number 3, Post Office D M Jamali,
Naseerabad
5340267351388
3131403
13th December 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Mai Sharifan wife of Hazoor Bakhsh is a 27 year old uneducated woman. She is
a housewife who remains at home to perform her household chores and take care of her children.
The beneficiary has 6 children (3 sons and 3daughters). She lives in a hut (Jhompri) with one
bathroom, no separate kitchen and have very few household possessions.
Her husband works on daily wages and his monthly income is around Rs.6,000. Her husband
bears all the household expenses. A majority of people of the area are poor and they are working
on daily wages. Her Mohalla is situated 30 km away from BISP Divisional Office Naseerabad.
The people of her area have no access to potable water, electricity, basic health care, or education.
They fetch drinking water from reservoirs that collect rain water situated 3 km away from her
home.

2. Receiver Woman/ Complainant’s Relationship with BISP
Sharifan was not a beneficiary under the Parliamentarian’s phase. She was declared an eligible
beneficiary for the monthly cash transfer of Rs.1,000 following her Poverty Score Card survey
held in the spring of 2012. She was given an acknowledgement slip as proof of her participation.
She knew little about BISP but learnt about procedures from relatives.
She did not receive any letter of eligibility, but she was informed by a local influential of her
village that she had been announced as an eligible beneficiary for the BISP cash grant. She was
unaware of the eligibility criteria for BISP and only knew that this program is for the poor. The
family did not know about the complaint redressal process was guided in this regard by a local
influential.
She was getting her installments from the Post Office, but then she was informed by a local
activist in the March 2012 that her future payments would be coming via the bank and that she
must have her BDC issued from the BDC Centre Naseerabad. In the last week of March 2012 she
visited BDC Centre Naseerabad and on the same day she got her BDC issued from the BDC
Centre.

3. How did the Complaint Emerge?
After getting her 1st payment from an ATM by using her BDC, she lost her BDC PIN Code.
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4. Processing of the Complaint
4.A Providers’ version
Mai Sharifan’s husband gave a written complaint to the Field Supervisor Naseerabad for
processing of her complaint of ‘BDC PIN Lost’ on 3rd October 2012. In her written
application she stated that she had lost her BDC PIN Code and request for a new PIN. A copy
of her CNIC was attached as a supporting document. Her complaint was received at the BISP
counter but was not given any acknowledgment slip.
Her complaint was entered manually in a register by BISP representative. This complaint was
not registered under the CMS as the system currently does not cater to payment cases. BISP
staff sent the beneficiary to the bank counter to get her new BDC. On the same day the bank
issued her a new BDC PIN Code after necessary verifications and her case was resolved.
4.B Client’s Version.
When floods hit district Naseerabad, Mai Sharifan’s family was also affected. She lost her
home and most of her belongings in the floods, including her BDC PIN Code which she had
noted on a piece of paper and could not memorise being illiterate. A few months after the
floods, when the family recovered from the damage caused by the flood, Mai Sharifan’s
husband submitted her written complaint with the BISP Field Supervisor Naseerabad on 3 rd
October 2012. Her complaint was forwarded to the bank counter for further processing and
the bank staff issued her a new BDC PIN Code on the same day after necessary verification.
The complainant had to visit the BDC Centre once for filing her complaint and it was
resolved on the same day. It took two hours of her time and she had to spend Rs.200 in total.

5. What we Learnt





In this case, Mai Sharifan lost her BDC Pin Code and she applied for new BDC PIN Code.
On the same day her case was forwarded to bank counter for the issuance of new Code. The
bank staff after checking her BDC and CNIC verification issued a new BDC PIN Code. Her
case was resolved on the same day and now she is getting her monthly cash transfers from
BISP and she is very happy.
The understanding of the beneficiary was very low regarding complaint redressal mechanism
and her husband learnt about lodging a complaint from the local activists.
At BISP level, the Divisional Office Naseerabad has appointed a group of volunteers in
different locations with whose support they are monitoring the payment process. With the
support of volunteers, beneficiaries can submit complaints at the BISP Office.

6. Recommendations


It is essential that importance of keeping their BDC and PIN Code in safe custody is
explained to the beneficiaries.
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P-Q3-Balochistan-16
Non Payment due to Lost BDC Pin Code
Mai Khaira
Hazoor Bakhsh
Mohalla Manjoo, Ward Number 3, D M Jamali, Naseerabad
5340249615490
3131403
13th December 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Mai Khaira wife of Hazoor Bakhsh, is a 64 year old uneducated housewife. She
has 7 children (2 sons and 5 daughters). She lives in a mud (katcha) house with boundary walls.
Her house consists of two katcha rooms, a bathroom and a kitchen, the family has very few
household possessions.
Her son works on daily wages and his monthly income is around Rs.6,000. Her husband is
physically challenged and so her son is the only breadwinner of the house. Most of the people of
her area are poor and are working on daily wages.
Her area is situated about 30 km from BISP Divisional Office Naseerabad. Her area has no
essential facilities like drinking water, electricity, a Basic Health Unit or schools for boys and
girls. She uses water collected during rains in a reservoir located 3 km away from her home.

2. Receiver Woman/ Complainant’s Relationship with BISP
She wasn’t a beneficiary under Parliamentarian’s phase, but she was declared an eligible
beneficiary after PSC Survey. A PSC survey team visited her house in the spring of 2010 and
filled her survey form, after which she was given an acknowledgement slip. She does not know
about location of BISP offices or functions but her immediate family learnt about this from
relatives.
She did not receive any letter of eligibility but was informed by a local influential of her Mohalla
that she had been selected as an eligible beneficiary for BISP cash transfers. 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 complaint redressal process either but she was guided in this regard by a local
influential.
Mai Khaira received her installments of BISP cash transfers through Pakistan Post. On receiving
the cash transfers she was very happy and satisfied. She got all her installments from the post
office. In March 2012 she was informed by a local activist that her next payments would be
coming through bank instead of the postal services and that she must get her BDC from the BDC
Centre Naseerabad. In last week of March 2012, she visited the BDC Centre Naseerabad and on
the same day she got her BDC issued successfully.

3. How did the Complaint Emerge?
After getting her 1st payment from the bank she misplaced the slip of paper on which her BDC
Pin Code was written.
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4. Processing of the Complaint
4.A Providers’ Version
Her husband submitted a written complaint to the Field Supervisor Naseerabad for processing
of her lost BCD Pin Code on 15th October 2012. In her written complaint she stated that she
lost her BDC Pin Code and requested for a new Code. Her complaint was received at BISP
counter but she was not given any acknowledgment. Her complaint was entered manually in a
register by the BISP staff. This complaint was not registered in the CMS as the system
currently does not cater for the payment related complaints. The BISP Office sent the
beneficiary to the Bank counter for the issuance of new BDC.
On the same day the bank staff issued her a new BDC Pin Code, after necessary verifications
and her case was resolved. She is now happily drawing her installments from the bank.
4.B Client’s Version
The complainant visited the BDC Centre only once and had to spend Rs.200 for the round
trip. She is satisfied due to the immediate resolution of her complaint.

5. What we Learnt




In this case, Mai Khaira lost her BDC Pin Code and complained for the same at BDC Centre.
Bank staff, after checking her BDC and verifying her CNIC issued her a new BDC Pin Code.
Her case was resolved on the same day and now she is getting her monthly cash transfers
from BISP and is very happy.
The quick and efficient resolution of this complaint is commendable.

6. Recommendations


It is essential that importance of keeping their BDC and PIN Code in safe custody is
explained to the beneficiaries.
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Case Number:
Nature of Case:
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Wife of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-17

P-Q3-Balochistan-17
Non Payment due to BDC captured by ATM
Murad Bibi
Mohammad Ibrahim
Mohammad Ibrahim (Husband)
New Labor colony, House No 305, Tehsil Hub
42401-3611793-6
Nil
3613084
2nd December 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary Murad Bibi is a 35 year old uneducated woman. She remains at home performing
her duties as a housewife. The beneficiary has only one daughter. They live in a house consisting
of one Pucca room, one katcha room, one bathroom and a kitchen.
Her husband works on daily wages and earns around Rs.8,000 a month. Her husband is
responsible for household expenses. Majority of the local population is poor and work on daily
wages. Her house is situated about 3 km away from the BDC Centre and 82 Km away from the
BISP Divisional Office located at Uthal. Her area has most facilities and amenities like clean
drinking water, a Basic Health Unit and schools for girls and boys.

2. Receiver Woman/ Complainant’s Relationship with BISP
She was declared an eligible beneficiary for monthly cash transfers after her PSC Survey. The
BISP PSC survey team visited her house in April 2010 and filled her Poverty Score Card survey
form, after which she was given an acknowledgement slip. She was not familiar with the BISP
Offices or its systems but her family learnt about these through neighbours.
She did not receive any letter of eligibility, but she was informed by a political worker to visit the
BISP office and get information about her status in the programme. At the BISP Office her
husband was told that she was indeed an eligible beneficiary for the BISP cash transfers. She was
unaware of the eligibility criteria for BISP and only knew that this programme is for the poor. The
family did not know about the complaint redressal process but she was guided in this regard by
the BISP staff of BDC Centre Hub and BISP Divisional Office Uthal.
In March 2012 she learnt from a BISP Field Supervisor that her payments will now be coming
through the bank instead of the post office, therefore, she must get her Benazir Debit Card from
BDC Centre, Hub. In the same month she visited BDC Centre Hub to have her BDC and a BDC
was issued to her on the same day.

3. How did the Complaint Emerge?
After getting her BDC she drew one instalment. Afterwards her husband visited the ATM again to
check if any more installments were credited to her account, when he used her BDC in the ATM
and entered PIN Code repeatedly the BDC got captured.
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4. Processing of the Complaint
4.A Providers’ Version
On 8th May 2012, the day that her BDC was captured by an ATM, her husband submitted a
written complaint with a copy of her CNIC to BISP and bank counters at the BDC Centre
Hub requesting a new BDC. Her complaint was received by the BISP and Alfalah Bank
counters but she was not given any acknowledgment slip.
At the BDC Centre her husband met BISP and bank staff and discussed the case with them.
They advised him to visit the branch where the card was captured by an ATM. At the Bank
her husband was told to return the next day with Murad Bibi’s original CNIC with him. On 9th
of May 2012 he re-visited the bank with original CNIC and submitted a copy of his wife’s
CNIC and got her BDC back from the Bank branch.
4.B Client’s Version.
She is happy as her complaint was addressed on the very next day after it was submitted. Her
husband visited the BDC Centre Hub twice and had to spend Rs.200 on each visit.

5. What we Learnt




After PSC survey was held and she was declared eligible for the BISP cash transfers, there
was communication from BISP to the beneficiary. Due to this reason she did not know that
MOs are being generated in her name. Three MOs were generated in her name but were not
delivered to her.
In this case, the beneficiary’s BDC was captured by the ATM and she complained for a new
BDC. Her case was forwarded to the relevant Bank Alfalah to get her card back. After
visiting the relevant branch and showing his wife’s CNIC, her husband got her BDC back.

6. Recommendations



There is a need to ensure delivery of eligibility or discrepancy letters to the beneficiaries.
Clusters may be made by BISP and in each cluster a group of volunteers should be identified
to monitor the cash transfers and to help beneficiaries to submit their complaints to the BISP
Divisional Office.
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Case Number:
Nature of Case:
Complainant/ Beneficiary:
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Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-18

P-Q3-Balochistan-18
Non Payment due to Blank/Inactive BDC
Fahmida
Shair Ahmed
ShairAhmed
Mohalla Mughalzai, Kalat
51201-3096184-8
Nil
4422137
30th November 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Fahmida, is a 30 year old illiterate housewife who spends her time taking care of
her 3 children (2 sons and 1 daughter). All three are of school going age but only two are enrolled.
They live in a katcha house consisting of two rooms, a bathroom and a kitchen;
Her husband works on daily wages as a labourer; his monthly income is around Rs.8,000. Her
husband’s income is their only source of support. The village is poor and most of the villagers are
daily wagers. The village is situated 9 km away from the BDC Centre and 411 km away from
BISP Divisional Office Kalat located at Uthal. Her Mohalla has clean drinking water, a Basic
Health Unit and schools for both girls and boys.

2. Receiver Woman/ Complainant’s Relationship with BISP
After PSC Survey, she was declared an eligible beneficiary for the monthly cash transfer of
Rs.1,000. The BISP survey team visited her house in April 2010 and filled her Poverty Score
Card survey form, after which she was given an acknowledgement slip. She was not familiar with
the BISP Office or its systems but her family came to learn about these from neighbours.
She did not receive any letter of eligibility, but she was advised by her cousins to visit the BISP
Divisional Office and check her ‘payment details’. At BISP office she was told that she was an
eligible beneficiary. She was unaware of the eligibility criteria for BISP and only knew that this
programme is for the poor. The family did not know about the complaint redressal process but she
was guided in this regard by the staff of the BDC Centre Kalat.
When the first phase closed and BISP’s second phase started, the postmen of Kalat Post Office
started distributing money orders to the eligible beneficiaries. She was receiving her installments
through the Post Office. On receiving the money orders, she was very happy. Although she was
getting payments after some deduction by the postman but she never registered a complaint
against the embezzlement.

3. How did the Complaint Emerge?
In October, 2012, she learned from the BISP awareness campaign that her payments would now
be coming through the bank instead of Post Office, therefore, she must get her Benazir Debit Card
from the BDC Centre Kalat. During the same month she visited BDC Centre to get her BDC and
was able to receive it on the same day. After receiving her BDC, her husband visited a Ufone
franchise to withdraw her installments, there he was informed that his wife’s BDC was a
‘dummy/blank card’ and therefore, not working.
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4. Processing of the Complaint
4.A Providers version
Her husband visited the BDC Centre Kalat on 29th October 2012 and submitted a written
complaint to the BISP and bank counters at BDC Centre Kalat, requesting the issue of a new
functional BDC because the card issued earlier was not working being a dummy/blank card.
Her complaint was not entered in any register by the BISP or Bank staff. This complaint was
not registered in the CMS as currently the system does not cater for the payment related
complaints.
He provided a copy of his wife’s CNIC as a supporting document. At the BDC centre her
husband met BISP and bank staff and the complaint was forwarded by the bank counter to the
Bank Head Office at Karachi.
As of 11th January 2013 her case has not yet been resolved; she is yet to withdraw her first
installment through BDC.
4B Clients Version.
Fahmida’s husband submitted a written complaint with the BISP and bank counters at the
BDC Centre Kalat on 29th October 2012 due to a ‘Dummy/Blank BDC’ issued to her. Her
complaint was received by the BISP and Bank counters but no acknowledgment was given.
After submitting the written complaint requesting a new functional BDC, the staff advised her
husband to re-visit the BDC centre after two weeks to pick up her new BDC. They told him
that the case was registered with the Alfalah Head Office Karachi on the same day; this being
the protocol for all such cases.
To follow-up, her husband visited BDC Centre Kalat five times in two months and spent
Rs.100 for the round trip on every visit. Till January 11th 2013 the case was still pending and
she was not able to access the installments in her account.
The beneficiary was very disappointed with the delay in issuing a new BDC by the Bank, she
informed bitterly that “the Post Office was much better than the bank, although it was
deducting a small amount from my installments but I was getting the BISP cash grant at my
doorstep”.

5. What we Learnt



In this case, the BDC issued to her was a dummy/blank and could not be used to withdraw
money. Therefore she had to apply for a new BDC.
Her husband was told at the BDC Centre that he could collect her new BDC after two week.
Now more than two months have passed but she is still awaiting her new BDC.

6. Recommendations



Banks operating in Baluchistan should follow the protocol of reissuing BDCs to beneficiaries
at the BDC Centres after verifications of the beneficiary’s particulars. This would reduce the
trouble beneficiaries have to go through to get new BDCs.
After the PSC survey was held and the household was declared eligible, there was no
communication from BISP to the beneficiary. There is a need to ensure delivery of eligibility
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letters or discrepancy letters to the beneficiaries. It may also be helpful, if the beneficiaries are
informed and educated about complaint redressal mechanism.
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Case Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Date Study Completed

Section 1 - Payment Case Studies
P-Q3-Balochistan-19

P-Q3-Balochistan-19
Non Payment due to Blank/Inactive BDC
Gull Bibi
Naseer Ahmed
Naseer Ahmed
Village: Chashma, Chashma Kalat, Tehsil Kalat
5120177080686
Nil
4422783
30th November 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Gull Bibi is a 36 year old uneducated woman. She remains at home and performs
her duties as a housewife. She has 8 children (5 sons and 3 daughters) and they are of school
going age but only three of them are going to school. The family lives in a self-owned katcha
house consisting of two katcha rooms, one bathroom and a kitchen.
Her husband works on daily wages and earns around Rs.9,000 per month. Her husband is the sole
breadwinner. Their village is very poor and most of the villagers work as labourers. Her village is
situated about 7 km away from the BDC Centre and 417 km away from the BISP Divisional
Office Kalatlocated at Uthal. Her village has all the essential facilities and amenities like clean
drinking water, a Basic Health Unit and schools for girls and boys.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian
phase of the programme. A BISP PSC survey team visited her house in April 2010 and filled her
Poverty Score Card survey form, for which she was also given an acknowledgement slip. In the
second phase, she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000.
She was not initially familiar with the BISP Offices or its systems but she learnt of these later
through word of mouth. She was unaware of the eligibility criteria for BISP cash grants and only
knew that this program is for the poor. The family did not know about the complaint redressal
process but she was guided in this regard by BISP staff at BDC Centre Kalat.
She did not receive any letter of eligibility, but she was advised by some cousins to visit the BISP
Office to enquire about her status in the programme. At the BISP office she was told that she was
an eligible beneficiary for the BISP cash transfers.
When the BISP second phase started, the postmen of Kalat Post Office started distributing money
orders to the eligible beneficiaries, she also started getting her installments from the Post Office
and was very happy and satisfied about receiving them. She was getting her installments after
deduction by the postman but she did not registered a complaint against that embezzlement.
In October, 2012, she learned through BISP awareness campaign that her installments would now
be credited to her account in the bank. Instead of getting these through money orders, for the
withdrawal of her installments from bank, she must collect her Benazir Debit Card from BDC
Centre Kalat. For the issuance of BDC, she visited the BDC Centre in the last week of
October2012 and successfully got it issued the same day.
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3. How did the Complaint Emerge?
A few days after getting her BDC, her husband visited Ufone franchise where he was informed
that the BDC was not working as it was simply a blank/dummy and could not be used for
withdrawing cash grant.

4. Processing of the Complaint
4.A Providers’ version
Her husband visited BDC Centre Kalat on 5th November 2012 taking along with him a copy
of his wife’s CNIC as a supporting document. He submitted a written complaint to BISP
counter at the BDC Centre Kalat requesting issuance of a new BDC since her earlier BDC
was a dummy/blank card and was not working at the franchise or ATM. The BISP
representative referred the beneficiary to the Bank counter to apply for a new BDC. Her
complaint was received but he was not given any acknowledgment. Her complaint was not
entered in any register by the BISP or Bank staff. The complaint was not registered in the
CMS as the system currently does not cater for the payment related complaints.
On the same day her complaint was sent by the bank representative to Bank Al-Falah Branch
in Karachi where all such complaints from Baluchistan are processed.
In the 2nd week of November 2012, her case was forwarded but despite the passage of over
two months, her case has not yet been resolved. The Bank representative has sent a reminder
as well but all such cases from Kalat Division were still pending.
4.B Client’s Version
After receiving her written complaint for a new BDC, Her husband was told verbally that the
Bank counter is going to forward her complaint to the Bank’s Head Office, Karachi. Bank
staff told her husband to return to the BDC Centre after two weeks to collect her new BDC.
Her husband visited the BDC Centre Kalat thrice, once for submission of complaint and twice
for follow-up at a cost of Rs.150 for each round trip.
Gull Bibi informed that she considers Pakistan Post was a much better option. Even though
the postman was delivering her money orders after some deduction but it was convenient to
get the money at her doorstep.
Her complaint has not been addressed, she has not been able to withdraw even her first
instalment through BDC, and, she is not sure whether she will get any instalment or not.

5. What we Learnt



In this case, the BDC issued to her by BDC Centre Kalat was a blank/dummy and could not
be used at any ATM/ franchise to withdraw money.
She complained and requested for a new BDC. Her case was sent to the Bank Alfalah Karachi
and her husband was told that the issue would be resolved in two weeks. However, over two
months have passed but she still has not received her new BDC or withdraw even her first
instalment through BDC.
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Such delayed response to complaints force beneficiaries to consider that the delivery through
Pakistan Post at their doorsteps (despite the illegal deduction of some amount) was a much
better delivery system.

6. Recommendations


Banks must follow their standard protocol of replacing a BDC within a fortnight. This would
minimize the hassles faced by the beneficiaries who are eagerly awaiting their instalment and
are fast losing hope, not to mention spending their scarce resources and time to follow up
their cases.
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PMT
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Section 1 - Payment Case Studies
P-Q3-Balochistan-20

P-Q3-Balochistan-20
Non Payment due to lost PIN Code
Khuda Khair
Abdul Rahim
Village Panwan, Post Office Null, Tehsil Jiwani
52103-2326129-4
Nil
3535779
15th November 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Khuda Khair, is a 61 year old uneducated housewife who remains at home,
taking care of her 5 children (3 sons and 2 daughters). She lives in a hut made of bamboo, old
used plastic and clothes without any boundary wall, bathroom or kitchen. They have very few
household possessions.
Her son works on daily wages .and his monthly income is around Rs.4,000; he is the sole
breadwinner of the family.Most of the local population is poor and works on daily wages or at
private jobs. Her home is 17 km away from the BDC Centre Jiwani. Her village has no clean
drinking water, electricity, a Basic Health Unit or schools for girls or boys.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian
phase of the programme. The BISP survey team visited her house in spring 2010 and filled her
Poverty Score Card survey form, after which she was given an acknowledgement slip. In the
second phase, she was declared as an eligible beneficiary for cash transfers. She was not familiar
with the BISP Offices or its systems initially but her family came to know of these through word
of mouth. She was unaware of the eligibility criteria for BISP cash grants 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 a relative who was a beneficiary.
She did not receive any letter of eligibility, but she was informed by her cousins to visit the BISP
office and check her payment details. At BISP office she was told that she is an eligible
beneficiary for BISP cash transfers.
When the BISP second phase started, the postmen of Null Post Office started distributing money
orders to the eligible beneficiaries, she also started getting her installments through money orders
and got her first four installments from the Post Office. Her fifth/final post office instalment for
the month of June 2012 was generated but not delivered.
In July 2012, she learnt from a local political worker and from various other sources that her
payments would now come through the bank instead of Post Office, and therefore, she must get
her Benazir Debit Card from BDC Centre Jiwani, enabling her to withdraw installments from an
ATM. In July 2012, she visited BDC Centre Jiwani for issuance of her BDC and was able to
collect it the same day.

3. How did the Complaint Emerge?
Before she could withdraw any instalment, she lost her BDC Card’s Pin Code.

GHK Consulting Ltd.
J40252715

134

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

Section 1 - Payment Case Studies
P-Q3-Balochistan-20

4. Processing of the Complaint
4.A Providers’ version
On 7th September 2012, she submitted a written application for a new Pin Code at the BDC
Centre Jiwani, which is 17 km away from her home. A BISP representative guided her to the
bank counter to submit her request for a new Pin Code. She took along with her a copy of her
CNIC as a supporting document. She was not given any acknowledgment slip. Her complaint
was not entered in any register by the BISP or Bank staff. This complaint was not registered
in the CMS as the system currently does not cater for the payment related complaints.
A Bank representative forwarded her complaint over the phone to Summit Bank Karachi on
the same day. The BDC Centre staff advised her to return after 15 days and collect a new
BDC with Pin Code.
The bank representative has sent two reminders since the application was submitted, but still
no action has been taken by Summit Bank Karachi. Although more than four months have
passed since she filed her complaint, she is yet to receive her BDC PIN Code or draw her
instalment.
4.B Clients Version
Khuda Khair, submitted her written complaint for ‘Lost BDC Pin Code’ with the bank
counter at the BDC Centre Jiwani on 7th September 2012.
BISP Divisional Office, Makran is 117 km away from her home. She herself visited the BDC
Centre, Jiwani to request a new Pin Code once and for the follow-up twice. She has visited
the BDC Centre Jiwani thrice during the first month; spending Rs.150 on each round trip.
The bank told her that she would get a new BDC after 15 days. More than four months have
passed since the submission of her, but she is still awaiting her new BDC PIN Code.

5. What we Learned?





In this case, her BDC Pin Code was lost and she applied for a new BDC Pin Code a case
which is still pending and she has not received her new BDC Pin Code despite the passage of
more than four months.
Such complaints (new BDC PIN Code) can usually be addressed on the bank helpline and can
be addressed within a few minutes. Despite reminders by the bank staff at BDC Centre,
Summit Bank Karachi has taken more than four months, and the complaint has still not been
addressed.
The BISP cash grant has brought a change in her life. However, after the change in mode to
BDC she has been unable to withdraw even the first instalment that was credited to her
account about six months ago.

6. Recommendations


Banks must follow their standard protocol of replacing a BDC PIN Code directly through the
helpline. This would minimize the hassles faced by the beneficiaries who are eagerly awaiting
their instalment and are fast losing hope, not to mention spending their scarce resources and
time to follow up their cases.
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Section 1 - Payment Case Studies
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P-Q3-Balochistan-21
Non Payment due to lost BDC PIN Code
Durnaz
Jaffar Khan
Goth Gul Hassan Manjoo, Tehsil Tamboo, District
Naseerabad
5340521401432
3128399
13th December 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary Durnaz wife of Jaffar Khan is a 37 years old uneducated housewife and remains
at her home to perform household duties and to take care for her children. She has 8 children (5
sons and 3 daughters). She lives in a mud (katcha) house without any boundary walls. Her house
consists of 2 katcha rooms, 1 bathroom and no kitchen.
Her husband works on daily wages in the village and his monthly income is around Rs.5,000. Her
husband is the sole breadwinner of the family. Majority of the villagers are poor and are working
on daily wages. The village is situated 20 km away from the BISP Divisional office Naseerabad.
Her village has no potable water; however, there is electricity, a Basic Health Unit and schools for
boys and girls. They collect rain water for drinking.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s
Phase, but after her PSC Survey she was declared an eligible beneficiary. The BISP survey team
visited her house in the spring of 2010 and filled her Poverty Score Card survey form, after which
she was given an acknowledgement slip. She was not familiar with the BISP offices or their
functions but her family came to learn of it from relatives.
She did not receive any letter of eligibility, but was informed by a local influential of her village
that she had been selected an eligible beneficiary for the BISP cash transfers. She was unaware of
the eligibility criteria for BISP and only knew that this programme is for the poor. The family did
not know about the complaint redressal process but she was guided in this regard by the local
influential.
In January 2011, the postman of Naseerabad Post office started distributing money orders to the
eligible beneficiaries of the BISP’s 2nd phase. Durnaz was also paid her installments through
money orders by the postman. On receiving the cash transfers, she was very happy.
After receiving many money orders from the post office, she was informed by a local activist in
March 2012 that her next payment would be delivered through bank instead of Post Office.
Therefore she would have to get her BDC from BDC Centre Naseerabad enabling her to withdraw
her installments from an ATM or franchise. In the 2nd week of March 2012, she visited the BDC
Centre Naseerabad and on the same day she got her BDC issued.
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3. How did the Complaint Emerge?
Some months after withdrawing her first instalment in April 2012 through the BDC she lost her
BDC PIN Code which she had noted on a piece of paper.

4. Processing of the Complaint
4.A Providers’ version
On 8th October 2012, her husband gave a written application to BISP Field Supervisor BDC
Centre Naseerabad requesting a new PIN Code. Her husband took with him a copy of
Durnaz’s CNIC as a supporting document.
The complainant was received at the BISP counter by the BISP representative; he was not
given any acknowledgment slip for receiving the written application. The complaint was
entered manually in a register by the BISP. This complaint was not registered in the CMS as
the system does not cater the payment related complaints.
The case was forwarded to the bank counter and on the same day, after necessary
verifications he was issued a new BDC PIN Code.
4.B Client’s Version
Her husband submitted a written application requesting a new BDC PIN Code with the BISP
Field Supervisor at BDC Centre Naseerabad on 8th October 2012. He was guided to the bank
counter where bank staff issued a new BDC PIN Code on the same day after necessary
verifications. The case was resolved and now she is regularly getting her BISP cash transfers
through the BDC.
The complainant visited the BDC Centre only once, it took him 2 hours in total and he had to
spend Rs.200 on the round trip.

5. What we Learnt





In this case, complainant lost her BDC PIN Code and she applied for a new code at BDC
Centre. On the same day her case was forwarded to the bank counter where bank staff, after
checking her BDC and making necessary verifications, issued a new BDC PIN Code. The
case was resolved efficiently. She was happily withdrawing her monthly cash transfers
through her BDC.
The understanding of the beneficiary was very low regarding complaint redressal mechanism,
while her husband had learnt about the process from the local activist.
At BISP level, Divisional Office Naseerabad has made a group of volunteers in different
locations with the support of whom they are monitoring the payment process. With the
support of volunteers, beneficiaries can submit complaints at the BISP Office.

6. Recommendations



It is essential that importance of keeping their BDC and PIN Code in safe custody is
explained to the beneficiaries.
Banks must follow the standard protocol of generating new PIN Codes on helpline as this
results in redressal of the complaint within a few minutes.
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P-Q3-Balochistan-22
Non Payment of 2 MOs for Rs.2,000 each
Fatima
Allaudin
Allaudin (Husband)
Killi Nosar, Samangali Road, Quetta
54401-7166680-8
3045306
30th October 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Fatima is a 37 year old uneducated woman. She remains at home to perform her
household chores and take care for her 5 children including three sons and two daughters. She
lives in a mud (katcha) house that consists of four katcha rooms, two bathrooms and a kitchen.
Her husband works on daily wages and his monthly income is around Rs.8,000, he is the sole
breadwinner of the family. Majority of the villagers are poor and they are working on daily wages
as well. Her village is situated at 15kms away from the BISP Divisional Office, Quetta. Her
village has most essentials amenities like drinking water, electricity, a Basic Health Unit and
secondary schools for boys and girls but the locality is generally poor and there are limited
opportunities for income generation.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP under the Parliamentarian’s phase, but in the second
phase, she was declared an eligible beneficiary for the monthly cash transfers of Rs.1,000. The
BISP PSC survey team visited her house in April 2010 and filled her survey form, after which she
was given an acknowledgement slip. She was not familiar with the BISP Office or its systems but
her family learned about these from a political worker named Gul Khilji.
She received a letter of eligibility from BISP, and was also informed by a political worker of her
village that she had been declared an eligible beneficiary for the BISP cash transfers. She was
unaware of the eligibility criteria for BISP cash transfers but only knew that this programme is for
the poor. The family did not know about the complaint redressal process but she was guided in
this regard by the political worker of her village.
In March 2012, she received her BDC from BDC Centre and has now started receiving her cash
transfers through bank by using her BDC.

3. How did the Complaint Emerge?
Fatima did not receive the first two money orders generated in her name for Rs.4,000 (first two
installments of Rs.2,000 each). She, however, received all her successive installments.
Fatima’s husband went to the BISP Office, Quetta to enquire about her payment details; there he
got information that his wife’s 1st and 2nd installments were shown as delivered in the BISP
records but she had not received those two installments. Her husband came home and discussed
the matter with Fatima and they decided to request support of the BISP staff to register a formal
complaint against this injustice and BISP staff guided them in this regard. The BISP Divisional
Office Quetta is 12 km away from her home.
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4. Processing of the Complaint
4.A Providers’ Version
Fatima and her husband submitted a written complaint at the BISP Divisional Office Quetta
on 8th February 2012 for the recovery of her embezzled installments. In her written complaint
she stated that Money Orders (MOs) of cash transfers under BISP were generated on12 th
August and 28th October, 2011 and were shown as delivered to her on 13th October 2011 and
11th January 2012 respectively in her payment detail on BISP website. Her CNIC was
attached as a supporting document; the complainant was not given any acknowledgment for
receiving the complaint.
Fatima’s complaint was entered in a register by the Complaint Assistant and forwarded to the
Divisional Director BISP, Quetta Division, who informed that his office had sent the case to
the Pakistan Post for further inquiry.
At the Pakistan Post level, the GPO Assistant Superintendent denied receiving any such letter
from BISP. Pakistan Post representative denied having received any kind of complaint from
BISP Divisional Office regarding non-payment to Fatima by the postman. As a result, no
inquiry had been conducted and the case has not been decided despite the passage of over a
year.
4.B Client’s Version
Fatima’s husband submitted a written complaint with the Complaint Assistant BISP
Divisional Office, Quetta. At the BISP level, her complaint was received by the Complaint
Assistant, but her husband was not given any acknowledgment slip.
Her husband was regularly visiting the BISP office to get information regarding his wife’s
first two unpaid installments and visited the BISP Office for more than 5 times; he spend
Rs.300 on each round trip. The case was still under process and he does not know about any
progress. Due to this slow process, the family was very disappointed.

5. What we Learnt




In this case, BISP Divisional office claimed that they had sent her application with a covering
letter number (Ref No DD/QTA/PO/2011/148) to Pakistan Post for inquiry. The TPE team
observed that it was an old covering letter in the name of another woman.
BISP Office claims to have sent her application for enquiry to Pakistan Post which is denied
by Pakistan Post. As a result of these counter-claims, the beneficiary is suffering and
reputation of the programme is being tarnished.
The beneficiary had received an eligibility letter, a positive but quite uncommon practice of
BISP.

6. Recommendations


Joint meetings of Pakistan Post and BISP should be held to thrash out inconsistencies so that
beneficiaries may not suffer due to no fault on their part.
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P-Q3-Balochistan-23
Non Payment of 3 MOs for Rs.7,000
Jameela
Elahi Bakhsh
Jada Hamal (Father in law)
Mohalla Khlowahi, Absar Bazar, Tehsil Turbat
52203-7079882-8
1745036
14th November 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary Jameela is a 23 year old uneducated housewife, who performs\ household chores
and take care of her son. She lives in a mud (katcha) house consisting of two katcha rooms, a
jhompri, a bathroom and a kitchen. her husband’s family also lives in the same house.
Her husband is working on daily wages; his monthly income is around Rs.8, 000. Her husband is
the sole breadwinner of the house. Majority of the villagers are poor and they are working on
daily wages as well. Her village is situated about 3 km away from the BISP Divisional Office,
Makran. Her village has most essentials amenities like, electricity, a Basic Health Unit and
secondary schools for boys and girls but the locality is generally poor with limited income
generation opportunities.
Overall Makran division is politically disturbed and most of the time due to political differences,
strikes are observed, creating very serious issues for the people working on daily wages.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s
phase, but in the second phase, she was declared an eligible beneficiary for cash transfers. The
BISP PSC survey team visited her house in 2009 and filled her survey form, after which she was
given an acknowledgement slip. She was not familiar with the BISP Office or its systems but her
family learned of these from a political worker of the area.
She received a letter of eligibility and was also informed by a political worker and teacher of her
village named Bijar Baloch that she had been declared as an eligible beneficiary for the BISP cash
transfers. Mr Bijar who was also a PSC enumerator used his contacts in BISP to procure a list of
selected beneficiaries in his area.
She was unaware of the eligibility criteria for BISP and only knew that this programme was for
the poor people of Balochistan by the PPP government. The family did not know about the
complaint redressal process but she was guided in this regard by the political worker.
In November 2012 her mode of payment was changed to bank and she collected her BDC from
the BDC Centre and withdrew her first payment by using her BDC.

3. How did the Complaint Emerge?
Her payments were generated from October 2011. Two instalments of Rs.2,000 and one
Instalment of Rs.3000 were shown as delivered to her by the Post Office but she did not receive
these instalments rather she did not receive any of the first three MOs sent through Pakistan Post.
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Jameela’s father-in-law went to the BISP Divisional Office Makran to inquire about her cash
transfer from BISP. There he came to know that 3 instalments of his daughter-in-law were shown
as delivered but were not actually paid to her.
Her father-in-law came back home and discussed this with Jameela. They decided to ask for the
support of BISP Office Makran Staff and on their advice decided to register a complaint of nonpayment of 3 MOs for Rs.7,000. BISP Divisional Office Makran is 3 km away from her home.

4. Processing of the Complaint
4.A Providers’ Version
On 10th September, 2012, Jameela’s father-in-law submitted a written complaint to BISP
Divisional Office Makran and Complaint Assistant Mr. Jorak Baloch received the complaint.
In her written complaint she stated that Money Orders of BISP cash grant transfers (1st, 2nd
and 3rd installments)were generated and shown as delivered to her as per BISP web site but
she had not received any of these three.
Her father-in-law submitted her written complaint along with a copy of her CNIC. Jameela’s
complaint was entered in a register by the Complaint Assistant and forwarded to the
Divisional Director for further processing. Divisional Director BISP, Makran Division sent
her written complaint to the GPO Makran, requesting an inquiry with a covering letter
attached to the request.
At Pakistan Post level, her complaint with covering letter of BISP Divisional Director was
received by the acting DSPS (Divisional Superintendent Postal Service). An
acknowledgement letter was sent to BISP Makran Divisional Office, but no action was taken
till 31st December 2012. DSPS GPO, Makran was on leave and the TPE team met with the
acting DSPS, GPO. He informed that the GPO received the complaint with a list of other
complaints from BISP Makran but the DS is on leave and the inquiries will be commissioned
upon his return.
The matter is still pending and has not been resolved because the GPO was awaiting for the
appointment of a permanent DSPS.
4.B Client’s Version
Jameela’s father-in-law submitted her written complaint but he was not given any
acknowledgment slip for receiving the written complaint.
Her father-in-law is regularly visiting BISP Office to get information regarding Jameela’s
complaint status. He has visited more than five times and has spent Rs.100 on each round trip.

5. What we Learnt?



In this case, the BISP sent her Complaint to the GPO Makran for inquiry but her case is still
pending and an enquiry has neither been ordered nor conducted.
In Makran due to security reasons it is very difficult to trace and meet beneficiaries; people
mostly try to avoid meeting people coming from other cities. After our meeting with the
beneficiary, we found that the beneficiary visited BISP Divisional Office herself on the next
day and verified that the visitors (TPE Team) were actually from BISP.
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After the PSC survey was held and the household was declared eligible, there was no
communication from BISP to the 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. This case was not entered
in the CMS as the system does not cater for the payment related cases.
At BISP level all cases were very well managed, and all record was present with documentary
proofs.
The understanding of the beneficiary was very low regarding complaint redressal mechanism,
while her husband had learned about the process of lodging a complaint from a political
worker.

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 complaint
redressal mechanism.
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 them to the BISP
Divisional Office.
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P-Q3-Balochistan-24
Non Payment of 5 MOs for Rs.11,000
Zohra
Mohammad Sharif
(Mohammad Sharif) Husband
Mohallah Koda Yousaf Absir Tehsil Turbat
52203-7260224-6
1703696
14th November 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
Zohra is a 28 year old uneducated woman who remains at her home, perform her household
chores and take care for her children. The beneficiary has 5 children (2 sons and 3 daughters).
They live in a mud (katcha) house that consists of two katcha rooms, a bathroom and a kitchen.
Her husband is working at a shop in the village and his monthly income is around Rs.7,000. Her
husband is responsible for the household expenses including children’s education. A majority of
the villagers are poor and they are working on daily wages. Her village is situated at 12 km from
BISP Divisional Office Makran. Her village has most essential facilities like electricity, a Basic
Health Unit and secondary schools for boys and girls but the locality is generally poor with
limited income generation opportunities.
Makran Division is a politically disturbed area and most of the time due to political rivalries and
call for strikes, people working on daily wages are badly affected due to closure of markets etc.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was declared an eligible beneficiary for the monthly cash transfer after her PSC
Survey. The BISP survey team visited her house in June 2009 and filled her survey form, after
which she was given an acknowledgement slip. She was not familiar with BISP Offices and its
systems but her family learned of them from a political worker.
She received a letter of eligibility and she was also informed by a political worker of her village
that she had been declared as an eligible beneficiary for the BISP cash transfers. She was unaware
of the eligibility criteria for inclusion in BISP and only knew that this programme is for the poor.
The family did not know about the complaint redressal process but she was guided by the political
worker; Mr Muhammad Yaseen.

3. How did the Complaint Emerge?
In July 2010, the postman started distributing money orders to eligible beneficiaries of the area.
Zohra was also getting her installments from the Post office. After receiving seven installments,
delivery of the money orders abruptly stopped.
The amount for her last 5 installments (8th to 12thinstallments) was actually not paid to her but was
shown as delivered to her in the BISP database. The first four of these installments are for
Rs.2,000 each and the last was for Rs.3000.
Zohra’s husband went to the BISP Office, Makran, to inquire about the non-delivery of
installments through money orders. He came to know from the BISP office that these 5
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installments were generated and shown as delivered to his wife. Her husband came back home
and discussed it with his wife; they decided to register a formal non-payment complaint as
advised by the BISP Office Makran.
BISP Divisional Office Makran is 12 km away from her home.

4. Processing of the Complaint
4.A Providers’ Version
Zohra and her husband gave a written complaint on 2nd October 2012 to Mr. Jorak Baloch
Complaints Assistant of BISP Divisional Office Makran for processing. In her written
complaint she stated that 5 installments (8th to 12th) was actually not paid to her but were
shown as delivered to her in her Payment Detail on the BISP database. The first four of these
installments are for Rs.2,000 each and the last was for Rs.3,000. They gave in a copy of her
CNIC as a supporting document. No acknowledgment was given to them.
Zohra’s complaint was entered in a register by the Complaint Assistant and forwarded to the
Divisional Director for further processing. Divisional Director BISP, Makran Division sent
Fatima’s written complaint to the GPO on 25th October for further inquiry.
At Pakistan Post level her complaint with covering latter of BISP Divisional Director was
received by the acting DSPS and an acknowledgement letter was sent by him to the BISP,
Makran, however, after more than three months, no action has been taken as there is no
permanent DSPS was appointed by the Pakistan Post; the office has planned to conduct an
inquiry as soon as the permanent DSPS joins. DSPS, GPO, Makran was on leave and the TPE
team met with the Assistant to the DSPS. He informed that the GPO had received this
complaint with a list of other complaints from the BISP Division Office, Makran, but all the
complaints are pending till a new DSPS takes a permanent charge.
4.B Client’s Version
Her husband was regularly visiting the BISP office to get an update of progress on his wife’s
complaint. Till now he had visited five times and on each round trip, he had to spend Rs.150.

5. What we Learned







In this case, the BISP sent her Complaint to the GPO Makran for inquiry but her case is still
pending and an enquiry has neither been ordered nor conducted.
In Makran due to security reasons it is very difficult to trace and meet beneficiaries; people
mostly try to avoid meeting people coming from other cities. After our meeting with the
beneficiary, we found that the beneficiary visited BISP Divisional Office herself on the next
day and verified that the visitors (TPE Team) were actually from BISP.
After the PSC survey was held and the household was declared eligible, there was no
communication from BISP to the 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. This case was not entered
in the CMS as the system does not cater for the payment related cases.
At BISP level all cases were very well managed, and all record was present with documentary
proofs.
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The understanding of the beneficiary was very low regarding complaint redressal mechanism,
while her husband had learned about the process of lodging a complaint from a political
worker.

6. Recommendations


BISP must put in place a protocol to follow up the progress of cases pending with the
Pakistan Post. Joint inquiries must be conducted as is BISP’s protocol; this must be adhered
too thus reducing the number of outstanding complaints at the earliest.
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P-Q3-Balochistan-25
Non Payment of one MO of Rs.3,000
Bibi Afroz
Razaq Shah
Ghot Syed Saleem Shah, Keer Thar Canal, Post Office
Cattle Farm, District Jaffarabad
5320157006234
3228007
8th January 2013

1. Receiver Woman/Complainant’s Profile and Background Information
The beneficiary Bibi Afroz widow of Razaq Shah is a 62 years old illiterate widow. In accordance
with cultural and religious norms she remains at home to perform her household chores and take
care of her children. The beneficiary has 13 children (6 sons and 7 daughters); none of them were
ever enrolled in a school.
The beneficiary has a small katcha house consisting of 2 katcha rooms, a bathroom, and a kitchen.
They have very few possessions. Two of her sons are working on daily wages in Jaffarabad and
their monthly income is around Rs.12,000. Bibi Afroz is a widow and her sons are the only
breadwinners. Most of the villagers are poor and work on daily wages and some of them have low
income private jobs.
Her village, Goth Syed Saleem Shah, Keer Thar Canal, District Jaffarabad, is situated about 25
km away from BISP Divisional Office Jaffarabad and the BDC Centre is located in Dera
Allahyar. It is around 50 kms from BISP Divisional Office Naseerabad. Her village has no
essential amenities like drinking water, electricity, Basic Health Unit or schools for boys or girls.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she
was declared an eligible beneficiary. The BISP Survey team visited her house in the summer of
2010 and took all the information to fill her PSC form, after which she was given an
acknowledgement slip. She was not familiar with BISP or the location of its offices, but she came
to know about these from her son who made enquiries in the village. All she knew about the
Program was that the newly elected government had started it for the poor of Pakistan. There are
four other potentially eligible beneficiaries in her house, however, besides Afroz Bibi only her
daughter-in-law is receiving payments.
She plans to spend the cash grant for buy home items and clothes for her family.

3. How did the Complaint Emerge?
When phase two started, the postman started distributing Money Orders to the eligible
beneficiaries from January 2011. Bibi Afroz also received her monthly cash grant from the
postman until her 7th Instalment. When the time came for her 8th Instalment she was told by the
post man that she would from then onwards get cash transfers through Bank instead of Pakistan
Post, and to be able to get her instalments, she must get her BDC issued from the BDC Centre.
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Bibi Afroz didn’t even try to get her BDC when she came to know from other beneficiaries that
those beneficiaries who hadn’t got their BDCs were getting their cash transfers from Pakistan
Post.
Her son visited the Post Office to get his mother’s instalment but he was told that his mother was
not a beneficiary according to the Post Office records. In July 2012 her son met with the Field
Supervisor at the BISP Divisional Office, Jaffarabad, who checked his mother’s status on the
BISP website, which informed that his mother’s 8th instalment had been generated and is shown
as delivered in the BISP records.

4. Processing of the Complaint
4.A Providers’ Version
On 9th July 2012 Bibi Afroz’s son, with the support of the local political worker of PPP, Mr.
Kamal, visited the BISP office, met with Complaints Assistant and submitted a written
complaint against the non-payment of her 8th Instalment. The complainant was not given any
acknowledgment slip for receiving the written complaint.
Bibi Afroz’s complaint was entered manually in a register and, according to the Complaints
Assistant he forwarded it to the BISP Divisional Director for further processing. After getting
this complaint the DD, BISP Divisional office, put it together with other similar complaints
and requested DSPS of the Pakistan to meet him to discuss the issue.
On 25th September 2012 a meeting was held between the Pakistan Post, Sibi Division and
BISP Divisional Director and the entire list of non-payment complaints was given to the
DSPS, Pakistan Post with the request to conduct the inquiry.
On 26th September DSPS, Pakistan Post wrote a memo with reference number “L200/BISP
Usta Muhammad – Dera Allah Yarr” to the ADS Pakistan Post, Dera Allah Yar asking him to
conduct an inquiry into the non-payment of BISP cash transfers. Despite passage of more than
three months, the inquiry of the cases is still under process/pending, Pakistan Post
representatives told the TPE team that they were expecting to resolve/finalise the complaints
soon.
4.B Client’s Version
Bibi Afroz’s son visited the BISP Divisional Director, Naseerabad after getting information in
his village that the cash transfers were being paid through Pakistan Post, in case the
beneficiary has not collected her BDC.
In early July 2012, Bibi Afroz’s son met a local political worker and requested him to support
him in submitting the written complaint to the BISP Divisional Director. On 9 th July 2012 the
beneficiary’s son and the local political worker visited the BISP Divisional Office,
Naseerabad and submitted a written complaint against non-payment of her 8th instalment.
The complainant paid Rs.5 for photocopies of her CNIC, but the application was written free
of cost by the political worker. The written application was received by the Complaints
Assistant but no acknowledgement was given.
TPE team visited the beneficiary on 8th January 2013 but till that date the inquiry committee
had not visited the beneficiary.
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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 8th and subsequent instalments.
Her son was regularly visiting the local PPP political worker to get information regarding her
remaining payments. He spent Rs.300 on each visit to BISP Divisional Office.

5. What we Learnt




In this case, BISP team had a meeting with DSPS Pakistan Post and gave her and other
beneficiaries’ complaints to Pakistan Post for inquiry. At Pakistan Post, cases have been sent
by the DSPS to the ADS of the area for necessary action, but inquiry has still not been
conducted/finalized.
The BISP staff prepare a monthly summary of complaints in excel sheet and update the data
for submission to higher offices. The understanding of the beneficiary was very low regarding
the complaint redressal mechanism, although her son had learnt about the process to lodge a
complaint from a political worker who helped him to reach BISP Field Supervisor and
Complaint Assistant for detailed assistance.

6. Recommendations






BISP should have a very vigilant mechanism for follow-up so that enquiries are conducted
promptly by Pakistan Post. It is also essential that joint inquiries be conducted, as is the
protocol set by BISP; inquiry committees should have BISP and Pakistan Post
representatives.
There is a need to ensure delivery of the eligibility letter or discrepancy letter to the
beneficiary and must apply any mechanism for the information of beneficiary regarding the
mode of payment. It may also be helpful if the beneficiaries are informed and educated about
the complaint redressal mechanism.
There is a need to create awareness amongst women regarding the cash grant programme
since it is especially designed to empower them.
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P-Q3-Balochistan-26
Non Payment due to Lost Pin Code
Zulekha
Munir Ahmed
Munir Ahmed (Husband)
Subzal Abad, Kharan, Tehsil Kharan
5130180823176
Nil
3061785
26th September 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Fatima, is a 22 year old uneducated woman. She remains at home to perform her
household chores and take care of her children. The beneficiary has 3children (2 sons and 1
daughter). She lives in a mud (katcha) house which consists of two katcha rooms and a bathroom;
they have 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 all the household expenses. A majority of the villagers are poor and
most of them are working on daily wages while some are employed in public and private sectors.
Her village is situated around 1,000 km away from the BISP Divisional Office, Kalat located in
Uthal, District Lasbela.
Her village doesn’t have most of the essential facilities like drinking water, electricity, Basic
Health Unit or schools.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s
phase, but in the second, Poverty Score Card phase of 2011 she was declared an eligible
beneficiary for the monthly cash grant of Rs.1,000. She was not familiar with the location of BISP
Offices or its processes but her family came to know of it from other beneficiaries in the village
who were Parliamentarian phase beneficiaries. The BISP survey team visited her house during
winter 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 a local influential of her village
that she had been selected as an eligible beneficiary for the 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 she was guided in this regard by the local
influential.

3. How did the Complaint Emerge?
In August 2011, the postman of Kharan Post Office started distributing money orders to the
eligible beneficiaries of BISP 2nd phase; she also got her instalments through money orders. On
receiving the cash grant, she was very happy.
In March of 2012 she was informed by a local activist about the change in mode of payment from
Pakistan Post to bank through Benazir Debit Card and her future instalments would be coming
through the bank and she should collect her BDC from the BDC Centre, Kharan.
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In the 1st week of March 2012 she visited BDC Centre Kharan and on the same day got her BDC
issued. After some days she lost her BDC Pin Code.

4. Processing of the Complaint
4.A Providers’ Version
Her husband submitted a written complaint on 05th July 2012 to the Field Supervisor BDC
Centre, Kharan for processing of a case for the ‘loss of BDC Pin Code’. In her written
complaint she stated that she lost her BDC Pin Code and requested for the issuance of a new
BDC Pin Code. After one week her husband visited the BDC Centre and inquired about his
wife’s case, but he was informed that BISP staff had misplaced her application and
documents.
For a second time her husband submitted a written application at the BDC centre Kharan on
27th July 2012 with a copy of her CNIC for further processing and necessary action but still
her case is pending though six months have passed.
At the BISP level, her complaint was received at the BISP counter; she was not given any
acknowledgment slip or receiving of the written complaint about lost BDC pin.
Her complaint was not entered in any register by BISP. This case was forwarded to the Bank
counter for further processing from where her case was sent to the Bank’s Head Office in
Karachi. Till end December 2012 no update has been shared with the beneficiary and her case
is pending.
4.B Client’s Version.
Her husband submitted her written application requesting a new pin code to the BISP Field
Supervisor Kharan, at the BDC centre Kharan on 5th July2012. He later came to know that the
application was misplaced. On 27th July her husband submitted a complaint for the second
time.
This complaint was not registered using the CMS because it does not cater to Payment
Complaints.
She and her husband visited the BDC centre four times in one month. She had to spend 20
minutes on each visit to the BDC centre and they spent Rs.20 on each visit.
BDC Centre is 2 km away from her home and the road leading to it is katcha.
BISP Divisional Office, Kalat is far away from her home and she did not know about its
location. They requested a local activist to help them in registering a formal complaint.

5. What we Learnt




After the PSC survey was held and the household was declared eligible, there was no formal
or informal communication from BISP to the beneficiary.
In this case, her BDC PIN Code was lost and she applied for new BDC PIN Code and after
six months she is still waiting for a new PIN Code.
She does not know how to use the BDC.

GHK Consulting Ltd.
J40252715

150

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




Section 1 - Payment Case Studies
P-Q3-Balochistan-26

The understanding of the beneficiary was very low regarding complaint redressal, but her
husband learnt about the process of lodging the complaint from a local activist.
It is surprising to note that although BDC has been issued to her but her account has not been
credited for the last many months.

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.
BISP staff needs to be trained about proper complaint registration mechanism and BDC
processes
A group of volunteers may be identified to monitor the cash transfer and take complaints from
beneficiaries to submit them to the BISP Divisional Office.
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P-Q3-Balochistan-27
Non Payment due to Lost BDC
Hakim Zadi
Abdullah
Bangulzai Street, Killi Faiz Abad, Saryab Road, Quetta
54401-4912398-2
Nil
4409528
28th September 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Hakim Zadi is a 38 year old illiterate widow. She remains at home to perform
household chores and take care of her four children including two sons and two daughters. She
lives in a rented mud (katcha) house consisting 3 katcha rooms, a bathroom and a kitchen with
boundary walls. She has limited household and kitchen items.
Her father is a Government servant and his monthly income is around Rs.10, 000. After the death
of her husband her father had taken responsibility of her household expenses including education
of her children.. Majority habitants of her area are poor and work on daily wages and a few have
regular private jobs. Her house is situated at 7 km from BISP Divisional Office Quetta. Her
Mohalla has all the essential facilities like clean drinking water, electricity, a Basic Health Unit
and schools for girls and boys.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in BISP under the Parliamentarian phase, but in the second
phase, she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. She was
not familiar with the BISP Office or its systems but her family came to know of it from
neighbours. BISP survey team visited her house in spring of 2010 and filled her Poverty Score
Card survey form, after which she was given an acknowledgement slip.
She did not receive any letter of eligibility, but she was informed by a local influential of her
village that she was declared an eligible beneficiary for the BISP cash transfers. She was unaware
of the eligibility criteria for BISP and only knew that this program is for the poor. The family did
not know about the complaint redressal process but she was guided in this regard by an influential
local.
When BISP second phase started the postmen of Quetta Post Office started distributing money
orders to the eligible beneficiaries. Hakim Zadi also started getting her installments through
money orders. On receiving the cash grant, she was very happy. She got all her installments due
from the post office, but then she was informed by a local activist, in the month of March 2012,
that her payments will now be coming from the bank and that she must get her BDC from the
BDC Centre Quetta. In the last week of March 2012, she visited the BDC Centre Quetta to have
her BDC issued. After having a discrepancy resolved she received her BDC from the BISP
Divisional Office Quetta on 13th April 2012.

3. How did the Complaint Emerge?
After some days she lost her BDC and with the help of an activist applied for a new BDC at the
BDC Centre Quetta, which is 7 km away from her home.
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The Bank representative sent her details to the Bank’s Head Office and had her lost BDC blocked.
BISP Divisional Office, Quetta is 7 km away from Hakim Zadi’s home and she knew the BISP
Divisional Office is located in Quetta city. She requested a local activist from her area to help her
in registering a formal BDC complaint.

4. Processing of the Complaint
4A Providers’ Version
Hakim Zadi gave a written application to the Bank desk at the BDC Centre Quetta to have her
card blocked and to request for issue a new BDC. She went to the BDC Centre, Quetta on 7 th
May, 2012 along with a copy of her CNIC as a supporting document.
Her complaint was received by BISP and Bank counter but she was not given any
acknowledgment slip for receiving her written complaint about the loss of her BDC.
Her complaint was not entered in any register by BISP or bank staff and the case was
forwarded to Bank Alfalah, Karachi for further processing on the same day by the bank
counter representative.
On the same day the bank counter got a reply stating that Hakim Zadi will get her BDC
within 15 to 20 days from the BDC Centre, Quetta.
4B Client’s Version
Hakim Zadi submitted her written complaint for ‘Lost BDC’ at the BISP and Bank counters at
the BDC center Quetta on 7th May 2012. On the same day it was sent to Bank Alfalah,
Karachi by mail.
This complaint was not registered in the CMS as the system does not cater for payment
related complaints. The BISP representative simply referred the beneficiary to the bank
counter to apply for a new BDC. After submitting the written complaint for Lost BDC, Bank
staff guided her to wait for 15 to 20 days for new BDC, she is regularly visiting to BISP
office but her case remains pending till now.
She visited BDC Centre Quetta thrice in a month and spend Rs.150 for the round trip for each
visit. Her complaint has still not be addressed though six months have passed.

5. What we Learnt



In this case, her BDC was lost and she applied for a new BDC. Despite several visits during
the last six months she has still not received her new BDC and her case is still pending.
Despite the passage of more than six months her complaint has still not been addressed. In the
mean time BISP has thrice deposited Rs.3,000 into her bank account.

6. Recommendations


There is a need to ensure delivery of eligibility letters or discrepancy letters to the
beneficiaries. It may also be helpful, if the beneficiaries are informed and educated about
complaint redressal mechanism.
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As the programme is for women empowerment, at the BISP, Quetta Division office, female
staff may be appointed as one woman informally told the TPE team she was told to contact
the Office after 6 pm for her case details. Strict punitive action must be taken to prevent any
kind of harassment.
In order to minimize the process time of Payment complaints, BISP should improve its
software so that such complaints could also be addressed through CMS. Currently work has
started on developing a module for addressing different payment related complaints.
BISP should update the Case Management System (CMS) with new capability of dealing with
BDC related complaints.
BISP should ensure that partner banks address beneficiaries’ complaints in time so that
beneficiaries do not give a bad name to BISP.
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P-Q3-Balochistan-28
Non Payment due to Lost BDC
Anar Gull
Nasrullah
Killi Ghareeb Abad, Tehsil Noshki, District Chaghi
54501-2051991-4
Nil
3426091
26th September 2012

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary, Anar Gull is a 30 year old uneducated woman. She remains at home to perform
household chores and take care of her children. The beneficiary has 7 children (1 son and 6
daughters). She lives in a mud (katcha) house with no boundary walls. Her house consists of two
katcha room, a hut (jhompri), one bathroom and open kitchen with limited kitchen items.
Her husband works on daily wages in the village and his monthly income is around Rs.8,000. Her
husband is responsible for all the household expenses including their children education. Majority
of the villagers are poor and they are working on daily wages.
Her village is situated 260 kms from the BISP Divisional Office, Quetta and 1 km from the BDC
Centre, Noshki. Her village has no clean drinking water, but electricity, Basic Health Unit and
school are provided to her village.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s
phase, but in the second phase, she was declared as an eligible beneficiary for the monthly cash
grant of Rs.1,000. She was not familiar with the BISP Office or its processes but she came to
know about these from her extended family who were already part of the programme. The BISP
survey team visited her house in the month of April 2010 and filled a Poverty Score Card survey
form for her, 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 has been selected as an eligible beneficiary for the BISP cash transfers. She was
unaware of the eligibility criteria for the programme and only knew that it is for the poor. The
family did not know about the complaint redressal process but she was guided in this regard by
the local influential.
In March 2011, the postman of Noshki Post Office started distributing money orders to the
eligible beneficiaries of the BISP 2nd phase. Anar Gull also received her money orders regularly.
On receiving the cash grant, she was very happy.
She got all her instalments from the post office. She was informed by a local activist, in the month
of March 2012 that her future payments would be coming through Bank instead of Post Office,
and therefore, she has to get her BDC (Benazir Debit Card) from the BDC Centre, Noshki. In the
1st week of March 2012 she visited the BDC Centre, Noshki and on the same day got her BDC
was issued
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3. How did the Complaint Emerge?
After withdrawing her 1st instalment through the BDC she lost her card and applied for a new
BDC at the BDC Centre, Noshki.

4. Processing of the Complaint
4A Provider’s Version
Anar Gull’s husband submitted a written complaint on 27th March 2012 to the Field
Supervisor at BDC Centre, Noshki stating that she lost her BDC, therefore, a new BDC may
kindly be issued at the earliest.
She submitted the written complaint at BDC Centre, Noshki, on 27th March, 2012 with her
copy of CNIC for processing and necessary action. Her complaint was first received by the
BISP counter; she was not given any acknowledgment slip for receiving her written complaint
regarding her lost BDC. Her complaint was not entered in any register by the BISP. This case
was forwarded to the bank counter for further processing. The representative at the bank
counter blocked her lost BDC and then contacted on phone at the Bank’s Head Office
requesting a new BDC in place of lost BDC for the beneficiary.
This complaint was not registered by CMS as the system currently does not cater for the
payment related complaints.
4B Client’s Version
BISP office sent the beneficiary to bank counter for the issuance of new BDC in place of her
lost BDC. She visited the BDC Centre twice in 1 month; she had to spend Rs.20 on the round
trip for each visit to the BDC Centre. The BDC Centre is one km away from her home.
Her Lost BDC was blocked by the Bank representative. Although after some months she
found her lost BDC but it was of no use as it was blocked on her complaint.
Till end December 2012 she had not received her new BDC and is still waiting for the
redressal of her complaint.

5. What we Learnt




In this case, her BDC was lost. She asked to block it and applied for a new BDC which has
not been issued though six months have passed.
The understanding of the beneficiary was very low regarding complaint redressal mechanism,
although her husband had learnt about the process of lodging a complaint from the local
activist.
Presently BISP CMS does not cater to Payment Complaints. However, a new module is being
prepared which will enable the CMS to take care of payment complaints also.

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.
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The concerned BISP staff should coordinate with bank staff appointed at BISP offices to
observe the nature of the complaints and how the bank staff is handling these, so that they
have some idea about the nature of complaints and processing time.
It was observed that resolution of many cases has been delayed by Partner Bank which should
start addressing the complaints immediately so that BISP does not get bad publicity.
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P-Q3-Balochistan-29
Non issuance of BDC due to CNIC without photograph
Khazima
Khan Muhammad
Relative
Killi SirgudanTomulk, District Kharan, Tehsil Kharan
5130120669000
4339314
31st September 2012

1. Profile of the beneficiary/complaint
Khazima, wife of Khan Muhammad, is a 39 old illiterate housewife and lives in Killi Sirgudan
Tomulk, UC Tomulk, Tehsil & District Kharan. She is a mother of 4 children, one son and three
daughters. Her two daughters go to a primary school in her village and her son is a 9 month old
infant. Her husband has a shop in the village and his month income is around Rs.5,000. She lives
in a joint family system where she and her children are living with her mother-in-law.
She lives in a two room mud (katcha) house with a kitchen and a bathroom with proper water and
sanitation facilities. Her husband is the sole bread earner. They do have an electricity connection,
but there is no gas supply in her village. Clean drinking water from a tube well is available but she
does not have a water tap within the boundary walls of her house.
District Kharan is famous for the atomic tests that took place in the district, but, as compared to
other districts of Balochistan district Kharan is one of the most undeveloped districts of
Balochistan. The road leading to her village is pucca and there are schools for both boys and girls
in her village

2. Relationship with BISPKhazima was not a beneficiary during the Parliamentarians’ Phase of the programme. Later she
was declared as a potential beneficiary after the Poverty Score Card survey in Spring 2010. After
filling of her PSC form the enumerator gave her an acknowledgement slip. She received an
intimation letter from BISP through which she was informed that she has been declared as a
potential beneficiary.
She had some knowledge of the programme that she was selected as a beneficiary. She
understood that BISP is a cash grant scheme initiated by the government for poor people of the
area. She said that she had been selected because of her poverty.
Since December 2010, she had been receiving all the payments generated in her name regularly.
She received her 6 installments via Pakistan Post and in July 2012.

3. How did the complaint emerge?
In June 2012 she visited BDC Centre, Kharan to get her BDC but she was told that she needs to
update her CNIC with her picture on it. As per the Field Assistant’s guidance she visited the
NADRA Office Kharan and applied for a new CNIC (with picture) in the month of June 2012 and
in the first week of July she received it.
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4. Processing of the Complaint
4A Provider’s Version
In June 2012 Khazima along with a family member visited BDC Centre, Kharan to get her
BDC. She was informed by BISP staff that her CNIC was without her picture, therefore she
was required to apply for a new CNIC with her picture and was sent to NADRA office, she
was adequately guided by the BISP Field Supervisor.
In June 2012 she visited NADRA office and applied for a new CNIC with her picture on it
and in the first week of July she got her new CNIC. In July she again visited the BDC Centre
to get her card but she was told to return after 20 days to get her BDC.
In end July 2012 she got her BDC and on 14th September (after a month) her first instalment
was deposited in her account.
4B Client's Version
Khazima and a family member visited BDC Centre Kharan city four times for updating her
CNIC with picture and later to collect her BDC. They had to spend a whole day and Rs.150
each time to make every round trip to the BDC Centre. She is happy as she was treated very
well by the BISP staff, but not very satisfied with the long process of obtaining a new CNIC
and then the long wait for her BDC.

5. What we learnt?




The beneficiary had a problem with her CNIC which did not have her picture. She updated
her CNIC with the picture and provided a copy to the BISP office and received her BDC.
The important points is that BISP personnel /Bank and NADRA try to resolve the complaints
at the earliest.
BISP Divisional Office Kalat is located at Uthal, District Lesbela which is around 1,000 KM
from BDC Centre Kharan and due to distant location of Divisional Office, resolution of
complaints get delayed.

6. Recommendations




BISP should establish an office in Kharan to facilitate the beneficiaries and complainants
(especially women) who are financially challenged and do not have the means and time to
visit the BISP Uthal office.
The BISP Field Supervisor sets up his office out in the open to collect the complaints and that
too creates problem for the women. This is, however, very helpful as the alternate is to submit
applications at Uthal.
The beneficiaries should be given awareness regarding the BDC so that they know what it is
and how to use it.
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P-Q3-Balochistan-30
Non Payment due to Inactive BDC
Bakhtawar
Mir Hazar
Husband of Beneficiary
Village Lehri, Mohalla Hajam, P.O. Lehri, Tehsil Lehri,
district Sibi
55305-0931729-6
3898643
23rd March 2013

1. Receiver Woman/ Complainant’s Profile and Background Information
The beneficiary Bakhtawar is a 36 year old lady. She has never had any formal schooling. She
remains at her home to perform her household duties. The beneficiary has 8 children (4 sons and 4
daughters). She lives in a joint family where there are 14 family members. She lives in a katcha
rented house consisting of 3 katcha room, shed and a bathroom. They have very few possessions.
Her husband and his two brothers work on daily wages and their combined monthly income is
around Rs.15,000 which is used for running the household expenses and paying for the children’s
education and Rs.1,500 are paid as house rent. Most of the villagers are poor and work as daily
wagers. Her village is about 130 km away from BISP Divisional Office Sibi. 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 cash grant. The BISP survey team visited her house in
the spring 2010 and filled her survey form, after which she was given an acknowledgement slip.
She did not know about BISP office or systems but her family learnt about these from neighbours.
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 January 2011 the postman of Lehri Post Office started distributing money orders to the eligible
beneficiaries of BISP 2nd phase. Bakhtawar was also paid her instalment and on receiving the cash
grant, she was very happy.

3. How did the Complaint Emerge?
She was receiving her installments from the post office but then her husband was informed by a
local activist, in September 2012, that her payments would now be coming through bank and that
his wife must get her BDC from BDC Centre Lehri. In the 1st week of September 2012, she went
with her husband to BDC Centre Lehri and on the same day received her BDC. After few days
her cash grant was deposited in her account, but when she went to get her payments, she was told
that till now her card has not been activated.

GHK Consulting Ltd.
J40252715

160

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

Section 1 – Payment Case Studies
P-Q3-Balochistan-30

4. Processing of the Complaint
4.A Providers’ Version
In 2nd week of October 2012 her husband filed a formal application for the activation of his
wife’s BDC at the bank desk of BDC Centre Lehri which is 130 KM from her house. He also
submitted copies of his wife’s CNIC and BDC as a supporting document.
The complaint was received by the bank counter but he was not given any acknowledgment
slip of the written complaint. Her complaint was not entered in any register by the BISP or
bank staff. 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 him to the bank
counter.
The case was forwarded to Bank Tameer’s head office for further processing on the same day,
by the bank representative. No reply was communicated to bank representative or BISP from
Bank main Branch which is responsible for responding to such cases. Three reminders have
been sent to bank main branch. The bank representative claimed that he has communicated
many times via telephone but there has been no action till now.
4.B Client’s Version
Bakhtawar’s husband with the support and guideline of local activist Mureed submitted his
wife’s written complaint for ‘Inactive BDC’ on the bank counter of BDC Centre Lehri and
(also sent it to) BISP Divisional Office Sibi in 2nd week of October 2012.
On the same day it was sent to Tameer Bank’s main branch which addresses such cases. Till
now, her case has not been addressed by the bank. Her husband has visited BDC Centre Lehri
several times. He has also visited BISP Divisional Office Sibi, BISP Divisional Office
Naseerabad and BDC Centre Jaffarbad, but still there has been no positive response. Her
husband has spent above Rs.4,000 and many days as he wants to get his wife’s case resolved.

5. What we Learned






In this case her BDC was not activated and although more than 4 months have passed but still
her card has not been activated.
Her family was highly disappointed by the change in payment mode. They said that they were
getting cash grant through Pakistan Post at their doorsteps (though after deduction of Rs.100
per MO), but now they have spent above Rs.2,000 but still have not received their cash grant.
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 Sibi 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 for alternative mode of payments, and,
these are provided to beneficiaries for information.
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.
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 CMS maybe appropriately modified so that it can cater to different types of Payment
Complaints including BDC Complaints.
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P-Q3-Sindh-01
Non-Payment due to BDC captured by the ATM
Hakeema
Ali Sher Khan
House No. 91, Lane 1, Mohalla Ammar Yasir Society,
District Malir, Karachi
4250121704506
12816364
20th January 2013

1. Profile of the beneficiary/complainant
Hakeema, wife of Ali Sher Khan, is a 45 year old woman who lives in House No. 91, Lane 1 of
Mohalla Ammar Yasir Society, District Malir, Karachi. She has been educated till the primary
level and generally remains engaged with her own household work. She has 6 children – three
daughters and three sons. Her eldest daughter is married and the one younger to her studies in 9 th
grade; the youngest daughter, who is 5 years old, remains at home with her mother. Hakeema’s
eldest son does welding work in Nooriabad and gets paid Rs.6,000 for it. Her other two sons study
in 8th grade and 4th grade. Her husband does unskilled construction labour (tagari mazdoori), from
which he earns Rs.300 everyday. The house she lives in is owned by her husband and its structure
is pakka. The area of the house is around 100 sq. yards and it consists of a room, a kitchen, a
bathroom and a small courtyard. They get tap water and have gas and electricity facilities
available to them. Hakeema’s house is located in an urban area and her children’s school is in the
same colony. But the nearest hospital and the BISP Tehsil Office are located at a distance of 5 km
from their house.

2. Relationship with BISP
Hakeema was not a beneficiary of the Parliamentarian Phase of BISP. According to her, the PSC
survey was conducted some time in 2010, but she does not remember which month it was – she
thinks it was conducted in the summer. She got her PSC form filled out at her house and upon
submission of the form she received a PSC slip as acknowledgement from the survey team. She
does not know much about BISP, except that it is “Benazir’s scheme” through which the poor are
receiving money. She has seen advertisements of BISP on television. According to her, she has
not received even one BISP instalment through the postman. In June 2012, when other women
were receiving their Benazir Debit Cards (BDCs), she too went with her neighbours to the BDC
Centre in Memon Goth in the hope that she might also receive a BDC. When she got her CNIC
checked at the BDC Centre, she was told that she too would receive a BDC. She received the card
on the same day, through which she has since withdrawn two cash instalments. She has spent the
money on household expenses, for example: pulses, flour, rice, etc. She obtained the money by
using the BDC at an ATM.

3. How did the complaint emerge?
According to Hakeema, after having received her last instalment in October 2012, she gave the
card to her son so that he could go and check whether the money had arrived or not. When her son
went to a bank situated in Malir 15 and tried using the BDC it got stuck in the ATM; perhaps
because he entered the wrong pin code. Worried, he returned home and told his mother what had
happened. Hakeema and her son returned to the same bank, to be told by the guard that they
would get the card back from the BDC Centre in Memon Goth. The next day when she went to
Memon Goth, the BDC Centre had closed. The people present there told her that there was a BISP
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Tehsil Office in Malir Halt and that she should go and get information from there. So, on the same
day, she went to the BISP Office in Malir Halt with her son, only to be told by the staff to go the
BDC Centre at Jauhar to find out about her card. So, on 4th January 2013, she went with her
husband in her brother-in-law’s car to the BDC Centre Jauhar. There she was told that she should
collect her BDC 14 days from then, from the Tariq Road S.M.C.H Branch of UBL. She has yet to
go to the UBL Tariq Road branch.

4. Processing of the complaint
4.A Provider’s version
The BISP Divisional Office East Karachi has no record of this complaint. According to its
staff, if a beneficiary comes with a BDC related complaint, a verbal reference is made for her
to go to the bank. These complaints are not entertained or recorded at BISP offices.
According to the CSOM of the UBL Tariq Road S.M.C.H.S Branch, the bank does not have a
record of which bank Hakeema’s card got stuck and on what date this happened. However,
their ATM OPS Division at the Head Office received Hakeema’s card on 10th January 2013.
Then this card, along with four others, was sent from the Head Office to the UBL Tariq Road
S.M.C.H.S Branch on 11th January 2013 so that they could have the beneficiaries receive their
cards. All captured cards from ATMs in Karachi are sent only to this bank branch, from
where beneficiaries can collect them. Hakeema, who has the BDC No.
5058160100000293220, can receive her card from this branch whenever she visits it.
4.B Client’s version
According to Hakeema, after her BDC got stuck in the bank ATM, she made trips to the BDC
Centre in Memon Goth, BISP Tehsil Office Malir and the BDC Centre in Gulistan-e-Jauhar,
but to no avail. The staff of the BDC Centre in Gulistan-e-Jauhar gave her the address of the
UBL Tariq Road branch on a piece of paper 10 days ago; they told her that she would get her
card from there. In making trips to all of these offices, it cost Hakeema Rs.500. She was
satisfied with the behaviour of the staff at these offices but she was not certain if she would
receive her replacement card from the UBL Tariq Road branch.
Four days after this interview had taken place, when Hakeema was contacted on the phone,
she informed us that on the afternoon of 17th January 2013, she went and received her BDC
from the UBL Tariq Road branch. However, this card is currently deactivated. To receive this
card, Hakeema had to submit a copy of her CNIC.

5. What We Learnt?




Hakeema did not receive an eligibility letter from BISP, because of which she did not know
on time that she had been selected as a beneficiary of BISP. According to her payment details
on the BISP website, as checked on 4th February 2013, two of her Pakistan Post payments
remain undelivered to her. If she had known in time that she was a beneficiary of BISP, she
could have gone to the post office and received her two instalments. Hakeema received her
BDC from the BDC Centre Memon Goth in June 2012; she did not receive an intimation
letter informing her of the change in her payment mode. She withdrew two payments through
this card on 2nd July 2012 and 26th October 2012.
When her card got captured after an attempt to withdraw another instalment she decided to
register a complaint. She went to the BDC Centre Memon Goth, BISP Tehsil Office Malir
and BDC Centre Jauhar respectively. Her complaint was not registered at any of these offices.
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Finally she was told at the BDC Centre Jauhar to collect her card from the UBL Tariq Road
branch. There was no record of her complaint at the BISP office or at the UBL branch.
According to her, her renewed card has not been activated. According to her payment details
no new instalment has been generated for her since October 2012 which corresponds with her
assertion.

6. Recommendations







BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so they may collect their payments immediately or take appropriate
actions to resolve any discrepancies on their forms
BISP should maintain a record of (payment) complaints received at their offices instead of
only directing beneficiaries to the relevant payment agencies (banks)
There is a need to transition payment complaints to the Case Management System (CMS) so
that a record of these is maintained
There is a need to establish one-window operations, between the BISP and the payment
agencies, so that beneficiaries can register and track complaints from their nearest BISP
offices instead of having to travel long distances to bank branches in order to register payment
complaints
Renewed BDCs should be activated immediately so that beneficiaries can access their
payments in a timely manner
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P-Q3-Sindh-02
Non-Payment due to blocked BDC
Sumani
Muhammad Sawan
Umar Goth near Jauhar Complex, Tehsil Gulshan Town,
District Karachi East
4250145158658
13598661
21st January 2013

1. Profile of the beneficiary/complainant
Sumani, wife of Muhammad Sawan, is a resident of Umar Goth near Jauhar Complex, Tehsil
Gulshan Town, District Karachi East. She is 34 years old and is illiterate. She has 8 children: 6
daughters and 2 sons. The eldest daughter is now married and does not live with them. All the
remaining children live at home and are too young to work. She is a housewife while her husband
drives a van for a wholesale shop and is paid Rs.8,000 monthly. She lives in a hut which is her
own. They have access to electricity but cook food using wood. There is a make-shift kitchen in
one corner of the hut. They use tap water from a pipe connected to someone else’s water pipe.
They live in an urban area which consists of around 70-80 huts in total. There is a school and
hospital nearby and the BISP office is 8 km away.

2. Relationship with BISP
Sumani was not a beneficiary in the BISP Parliamentarian Phase. The PSC survey was held in her
area in early 2011. She had her form filled approximately 1 km away in Sachal Goth and the
enumerator provided her with a PSC slip once her form was completed. Sumani does not know
much about the BISP except that it is an initiative taken by the PPP government to help poor
people. She first heard about the BISP from the postman. She has not been receiving cash grant
payments since December 2011. She used to receive payments by post until she noticed that
women from her neighbourhood had cards through which they withdrew their payments. Nadia, a
social worker in the area, advised Sumani to get her BDC made from the Gulistan-e-Jauhar BDC
Centre. Sumani visited this BDC Centre in February 2012 where she got her BDC, and received a
payment of Rs.3,000 just two days later. She collected this payment from the UBL ATM at
Safoora Chowk. After two months, the postman also delivered a payment of Rs.3,000 to her. She
spent the money from the cash transfers on household necessities and her children’s medical
treatments.

3. How did the complaint emerge?
Sumani visited the UBL Safoora Chowk ATM around 4 months ago, in October 2012, to check if
cash grant has been transferred to her account or not. She checked her balance twice or thrice and
realized she had not received any payment. Her neighbourhood social worker, Nadia, advised her
to check the status of the payments at the BDC Centre Jauhar since other women from the
neighbourhood had been receiving money. Sumani went to the BDC Centre the next day and the
staff notified her that her card had been blocked. Upon their advice, she went to the UBL
Gulistan-e-Jauhar Branch to report her complaint.
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4. Processing of the complaint
4.A Provider’s version
There is no record of Sumani’s complaint at the BISP Divisional Office, Karachi East since
she never visited that office. According to the Assistant Complaint (AC) at the BISP
Divisional Office, beneficiaries are directed to UBL if they have a payment complaint since
the BISP office does not have a system to record payment issues.
The CSOM at the UBL Gulistan-e-Jauhar branch maintains that they do not have a complaint
registration mechanism available at the bank. If a beneficiary comes to them with a payment
complaint, they issue her a new card immediately after verifying her CNIC details. The bank
maintains a manual register and keeps a copy of the beneficiaries CNICs. According to their
receiving register, Sumani was issued a BDC on 22nd October 2012. Her card number is
5058160100000290132.
4.B Client’s version
When Sumani went to register her complaint at the UBL Gulistan-e-Jauhar branch, in October
2012, the staff took a copy of her CNIC and shredded the blocked BDC. She was issued a
new card after she stamped the manual register with her thumb impression. Two days after
her complaint at UBL, she received a payment of Rs.3,000 from the UBL Safoora Chowk
branch, on 24th October 2012. She was satisfied with the attitude of the bank staff and her
card was replaced on the same day she went to register the complaint. Her total expenditure
on this trip to UBL was Rs. 60.

5. What We Learnt?






Sumani did not receive an eligibility letter from BISP or a letter informing her of the change
in her payment mode. She learnt about BDCs from a neighbourhood social worker. She
received a BDC in February 2012 from the BDC Centre Jauhar. She withdrew her first
payment on 15th February 2012 (according to her payment details, as checked on 4th February
2013).
When her BDC got blocked in October 2012, as she attempted to check her balance, she went
to the UBL Jauhar branch to inquire about her BDC. Over there she was re-issued a new card,
after submitting her CNIC copy and providing a thumb impression on a manual register. Two
days later, on 24th October 2012 she withdrew another instalment of Rs.3,000 with this card.
The BISP Divisional Office, Karachi East does not have a process to register payment
complaints, nor does it keep a check on how banks are dealing with payment cases. The bank
maintains a manual register with beneficiary thumb impressions taken upon receipt of their
re-issued BDCs.

6. Recommendations




BISP should provide eligibility letters to beneficiaries promptly, as per standard procedure, so
that they may know of their status in the program and collect their payments in a timely
manner
BISP and its partner organisations should work in order to spread awareness amongst
beneficiaries about the correct way of using BDCs at ATMs
Beneficiaries should be notified about when to expect their payments, so that they do not
waste their time and money on making unnecessary trips to the ATM to check if their account
has been credited or not
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BISP and payment agencies should have a system whereby payment complaints are properly
recorded
BISP should transition payment complaints to the CMS and institute one-window operations
so that beneficiaries can register and track the progress of their complaints from whichever is
nearer to them – a BISP office or a bank branch
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P-Q3-Sindh-03
Non-Payment due to BDC captured by ATM.
Gullan
Yaqoob Ali
Nazd Imam Bargah, Ayub Goth, Gulshan-e-Iqbal, Karachi
4250166231338
13605715
20th January 2013

1. Profile of the beneficiary/complainant
Gullan, wife of Yaqoob Ayub, lives near the Imam Bargah, Ayub Goth, Gulshan-e-Iqbal,
Karachi. She is a 40 year old housewife, mother of four daughters and a son. Two of her elder
daughters are married, her son is 11 years old and the remaining daughters are 8 and 5 years old.
Gullan’s husband works as an unskilled construction labourer and earns approximately Rs.400
daily. He also tends to other peoples cattle and earns about Rs.2,000 per year from that. Gullan
lives in an old hut built on 500 sq. yards. Another family shares the land with them and resides in
a similar hut. They collectively pay a rent of Rs.1,000 per month. Gullan’s hut is not in good
condition; it comprises of a separate kitchen while a make-shift bathroom is built in one corner of
the plot. They have access to electricity and water but gas supply is not available. Ayub Goth is a
peri-urban area and has approximately 800 houses. This area has a government school and two
private hospitals. The BISP Tehsil Office is approximately at a distance of 10 km. The main road
is 5 minutes away from their house and transport is easily available.

2. Relationship with BISP
Gullan was not a beneficiary of BISP in the Parliamentarian Phase. The PSC survey was held in
her area in June 2011. Gullan’s family members filled out her PSC form and the enumerator gave
them an acknowledgment slip once the survey was complete. Gullan heard about the program
from her neighbours. According to her, this program is designed to help poor women. Farzana, a
local influential, and other people notified her that poor women will start receiving money
through this cash transfer scheme. Gullan was not aware of the eligibility criteria for BISP but
believes she is eligible since she is poor. She said she will use the money to buy groceries for the
house since her husband’s earnings are insufficient.

3. How did the complaint emerge?
Gullan became worried when her neighbour came back with the news that her Benazir Debit Card
(BDC) had been captured in the UBL ATM at NIPA on 27th Ramadan 2012 (sometime in August
2012). Gullan had given her BDC to her neighbour to withdraw money from it on her behalf. She
then went with Farzana to register a complaint since she wanted her card back as soon as possible.
The card was stuck in the machine for around 1 month and 20 days. The bank manager at the
NIPA branch informed them that they should visit the UBL Tariq Road branch while the staff at
Tariq Road instructed them to visit the NIPA branch. Upon visiting the NIPA branch they were
again asked to go to the Tariq Road branch. The next day when Gullan visited the Tariq Road
branch, the staff provided her with a stamped written paper and asked her to visit the UBL Johar
branch. At the Johar branch the bank staff took a copy of her CNIC and her thumb impression on
a paper and issued a new card. However, her account has not been credited with any subsequent
instalment.
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4. Processing of the complaint
4.A Providers’ version
According to the Assistant Complaint (AC) at the BISP Divisional Office Johar, Gullan did
not register a complaint there and if they receive such complaints they refer them to the bank.
The CSOM at the UBL SMCH Branch said that he did not know when Gullan visited their
branch as they do not have any available record of client visits. The bank only keeps records
of the beneficiaries to whom they give cards. The data on these beneficiaries is sent to them
from the Head Office. Since there was no data on Gullan, they directed her to the Gulistan-eJohar branch.
The CSOM at the UBL Johar branch informed us that Gullan brought a paper with an official
stamp from the Tariq Road branch requesting a new card to be issued. The bank staff attached
Gullan’s CNIC copy with that paper on 31st October 2012 and took her thumb impression. He
informed her that her card had been captured due to entering the wrong pin code and a new
card had been issued. The bank branch does not maintain complaint registration records and
they do not log them in a system as they do not have enough time. If such cases occur, they
make a manual entry in a register with the complainants thumb impression and CNIC copy.
According to the CSOM, new cards are provided to beneficiaries only if they have money in
their accounts since the beneficiaries requesting new cards outnumber the number of cards
available at the bank.
4.B Client’s version
When Gullan’s neighbour informed her about her captured card, she went to get her
complaint registered along with Farzana. The bank officer at the UBL Johar branch took
Gullan’s CNIC copy, took her thumb impression on a notebook and provided her with a new
card. The UBL Johar branch is at a distance of 12 km from Ayub Goth. Gullan visited the
Johar branch via public bus which cost her Rs.60 for the round trip. She visited the NIPA
branch and the Tariq Road branch twice and the Johar branch once before she finally got a
new card on 31st October 2012 and withdrew Rs.3,000 by using her new card. Gullan was not
satisfied with the bank staff’s behaviour. She said that after learning the procedure for
registering a complaint, it only took her a single day to get her new card. Gullan received the
card without an envelope from the bank and the staff wrote down her pin code on the card
before giving it to her.

5. What We Learnt?





Gullan did not receive an eligibility letter from BISP after she was found to be a potential
beneficiary of the BISP cash transfers, hence she did not learn about her status in the
program.
According to her household roster there is another potential beneficiary in her household –
Rehana – but there is a discrepancy in Rehana’s CNIC. None of this information was
provided to Gullan when she first visited the BISP Divisional Office Johar
Gullan does not know how to use an ATM card and due to cultural problems she does not
visit the ATM to withdraw her payments either; instead she sends her neighbour to do so on
her behalf.
When her BDC was captured at an ATM, Gullan did not know what to do and she learnt
about the complaint registration mechanism from an intermediary, Farzana, a local social
worker, with whom she went to register a complaint in October 2012.
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The BISP Divisional Office Johar does not register payment complaints related to BDCs and
instead refer complainants to their respective bank branches.
Although a new BDC was to be issued to her, she was misguided which resulted in her
making multiple trips to bank offices; eventually her complaint was registered at the UBL
Johar branch on 31st October 2012, where she submitted a copy of her CNIC, provided a
thumb impression and was re-issued a BDC in an open envelope which had the pin code
written on it.
The bank has no proper complaint registration mechanism; they only maintain a record of
cards received by beneficiaries. According to the bank staff, new cards are issued to those
beneficiaries who have money in their accounts while other complainants keep visiting the
banks repeatedly to get their complaints resolved. The bank staff cannot provide the
beneficiaries with satisfactory service/ answers as they are usually very busy.
According to Gullan’s payment details on the BISP website, as checked last on 6 th February
2013, she has two undelivered money orders (Pakistan Post payments) and two delivered
money orders. Furthermore, she has withdrawn two payments through the BDC – the last
payment was deposited in her account on 23rd October 2012 and withdrawn from it on 3rd
November 2012.

6. Recommendations








BISP should provide eligibility letters to beneficiaries promptly, as per standard procedure, so
that they may know about their status in the program and when to expect their payments so
that they are not defrauded; Gullan did not receive her first two Pakistan Post payments and
these were returned undelivered
BISP should maintain a record of payment complaints and should develop CMS capability to
address payment cases so that they can be tracked online; currently payment complaints are
not even being entertained at BISP offices and beneficiaries are being referred to the relevant
bank offices
Payment agencies (banks) should maintain a record of complaints received at their branches
and should provide complainants with precise and accurate information upon registration of
their complaints so that they know when to revisit the bank and when to expect their next
payment
BISP should maintain a shared database with payment agencies (banks) or establish onewindow operations so that the same information is available and can be shared with
beneficiaries at both locations (BISP offices and banks), and beneficiaries can register their
payment complaints at whichever office is nearer to them, thus saving time and money
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P-Q3-Sindh-04
Non-Payment due to blocked BDC
Shakeela
Chand Zaib
Nai Abadi, District Malir, Karachi
4250144460912
12921742
22nd January 2013

1. Profile of the beneficiary/complainant
Shakeela, wife of Chand Zaib, is a 38 year old woman who is a resident of the Nai Abadi area
in District Malir. She is an uneducated woman and mostly remains busy with her own
household work. She has two sons and three daughters and they live in a room of a 120 sq.
yard house. All seven of her household members are included in the PSC Roster. They have
no kitchen facility and instead use a corner of the courtyard as a kitchen. There is gas and
electricity available; however, there is no drainage system present because of which dirty
water stands at their doorstep and in the lane they live in. For drinking purposes, they use tap
water. One of Shakeela’s daughters is married and three children go to school. None of the
children work. Her husband drives a private car and receives Rs.15,000 as salary.
The area she lives in is peri-urban; a mixed population lives here. It is five minutes away from
the main road. The government school, which is also at a distance of five minutes, has classes
till the primary level. The government and private hospitals, too, are five minutes away. And
the BISP Tehsil Office is around 35-40 minutes away.

2. Relationship with BISP
Shakeela said that the PSC Survey was conducted in their area in December 2010. A survey team
filled out her form at her doorstep and provided a PSC slip as acknowledgment. After the survey,
Shakeela was told by a family member that she had been declared a beneficiary of BISP. About
BISP she thinks that “Benazir’s money” is given to poor people; she saw this on the TV. She
claimed to know about the beneficiary eligibility criteria. She said, “This program is for the poor
and the poor deserve it. I too am poor and should receive this money. I also deserve it.”
Shakeela said that she spends the BISP cash instalments on the education of her children and on
other food expenses. She now receives money through the BDC. After the PSC survey, she has
received two instalments through the postman. The last instalment was received in March 2012.
And through the BDC, she received her first instalment in April 2012 and the second one in
December 2012. While delivering the last postal instalment in March 2012, the postman informed
her that from here onwards, she would receive the money through the Benazir Debit Card.
She said that she got her BDC one year ago from BDC Centre Malir Halt. And she obtained her
first instalment through UBL’s ATM service, by using that card. The UBL branch is located at a
distance of 20 km from her house. Shakeela gave the card to her niece (brother’s daughter) so that
she could collect the money for her. Shakeela does not know how to use her BDC; neither does
her niece but whenever either of them goes to an ATM they give the card to the security guard so
he can withdraw it for them. This card remains with Shakeela and she considers it to be her
possession.
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3. How did the complaint emerge?
Shakeela’s second BDC instalment was generated in October 2012, six months after the first. She
went to the UBL branch and handed her card to the guard so that he could withdraw the money
for her. Prior to this too, she had given her card to the guards at different banks. This time, in
November 2012, the bank guard entered the pin-code incorrectly and the card got blocked. After
checking three to four times and seeing that no money was withdrawn, she thought there was
some problem with the card. Thus when she last gave her card to her niece, who in turn gave it to
the guard to try and have the money withdrawn, she was unsuccessful.

4. Processing of the complaint
4.A Providers’ version
According to the Assistant Complaints (AC) at the BISP Divisional Office in Karachi,
Shakeela did not visit their office.
On 23rd November 2012, Shakeela went to the Gulistan-e-Johar UBL branch. According to
the branch’s CSOM, her issue was that her card had gotten blocked due to an incorrect input
of the pin code. He collected the complainant’s CNIC copy and entered the case in a manual
register on 23rd November 2012. The complainant was not given any acknowledgement slip.
According to the CSOM, they do not register beneficiary complaints. If they reissue
someone’s card, they take that person’s CNIC number, BDC number and signature. Other
than taking these details upon receipt of the card, they do not maintain any other records or
register any complaints; this is because they do not have the time to record or data-feed each
beneficiary’s complaint into the computer. The UBL branch in Johar does not convey any
result to the beneficiary or to BISP.
4.B Client’s version
Shakeela went to the BDC Centre in Malir fifteen days after her BDC got blocked. There, she
was told that the centre was being closed and that she should instead go to the BDC Centre in
Johar. The next day, she went to the BDC Centre in Johar, where she was told that through
the repeated input of an incorrect pin code, her card had gotten blocked, and that she should
go to the UBL branch in Johar to get a new card issued. Shakeela went to the UBL branch on
the very same day, where the bank staff cancelled her card and issued her a new one. For the
new card, they asked for a copy of her CNIC and her signature on a paper.
It was after Shakeela had found out about the BISP complaint registration mechanism through
her neighbours that she went to the referred UBL bank in Johar in November 2012. The staff
at the bank registered her complaint regarding the card being blocked and gave her a new one,
for which they asked for a copy of her CNIC. However, she was given no acknowledgement.
This UBL branch is located at a distance of 40 km from Shakeela’s house and to commute
there, she had to take a local bus. The round trip takes two hours and costs Rs.100 per person.
Shakeela never went again after her visit on 23rd November 2012. According to the result of
the complaint and according to the complainant, she received a new BDC, through which she
collected an instalment in December 2012. Her complaint was resolved on the same day that
she went to the bank. She was satisfied that the bank solved her problem quickly – she did not
have to wait long at the bank, nor stand in any queue; she was not charged any commission
and was spoken to nicely.
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5. What We Learnt?










Shakeela did not receive a BISP eligibility letter or a letter informing her of the change in her
payment mode. Thus she found out from her relatives that she was eligible for the cash
transfers and from her postman that she would be shifted to the Debit Card modality.
Furthermore she did not know about the complaint registration mechanism either and learnt
about it from her neighbours
Shakeela sent her niece with her card to withdraw her second BDC payment in November
2012. Her niece gave the card to the guard who incorrectly entered the pin code which
resulted in the card being blocked
Shakeela then went to register a complaint at the BDC Centre Malir Halt, then the BDC
Centre Johar and finally to the UBL Johar branch where she was re-issued a card, on 23rd
November 2012, after providing her CNIC copy and signature
Not every beneficiary is entertained at the UBL branch in Johar. Complaints are only heard in
the situation where the (beneficiary’s) account has some money in it and requires the reissuance of a card. This is because they do not have the time to data-feed every beneficiary’s
complaints
At the payment agency/UBL branch in Johar, BDC related complaints are not registered.
Only re-issuance is done in the case of deactivated cards, the ‘receiving’ for which is entered
into a manual register
The BISP Office keeps no record of payment related complaints and verbally instructs
complainants that they should go to the relevant payment agency
According to Shakeela’s payment detail, as checked on 7th February 2013, her second BDC
instalment was deposited in the bank on 23rd October 2012, but she was able to go and collect
her money from the bank on 1st December 2012 as her card had been blocked in the
meanwhile.

6. Recommendations







BISP should issue eligibility and change of payment mode letters to beneficiaries in a timely
manner, as per standard procedure, so that they may know of their status in the program and
when to expect their next payment(s)
BISP should maintain a record of payment complaints and should develop CMS capability to
address payment cases so that they can be tracked online; currently payment complaints are
not even being entertained at BISP offices and beneficiaries are being referred to the relevant
bank offices
Instead of verbally instructing complainants to go to the payment agency, the BISP staff
should refer them with an authority letter issued by BISP so that they are guaranteed to be
entertained when they visit the bank office
BISP should request feedback on complaints from the payment agency, and they should also
hold the payment agency responsible for registering, recording and processing BDC related
complaints. Complaint results should be shared between BISP and the payment agency
There is a need to introduce one-window operations so that beneficiaries who come with
complaints to a BISP office are not referred somewhere else and can register, update and
track their complaints from any BISP office
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P-Q3-Sindh-05
Non-Payment due to BDC captured by ATM
Zakia Bibi
Muhammad Naseem
House No. A-45, Street 7, PMTN Muslim League Colony,
Post Office PMTN, Tehsil and District Malir, Karachi
4250114249396
12921745
20th January 2013

1. Profile of the beneficiary/complainant
Zakia Bibi, wife of Muhammad Naseem, is a 39 year old resident of Muslim League Colony,
District Malir, Karachi. She is a mother of two sons and a daughter. Zakia lives in a house built on
80 sq. yards which consists of two rooms, a kitchen and a bathroom. The family uses tap water for
drinking. Her family is included in the PSC roster. Zakia’s daughter studies in school, but due to
lack of money, she cannot send her sons to school. All her children are too young to work.
Zakia’s husband works as a labourer at the MNT textile factory and earns Rs.8,000 per month.
Apart from the daily house chores, Zakia makes caps at home. She earns a profit of Rs.30-35 on
each cap. The area where Zakia lives is a peri-urban area and people from different backgrounds
live here. There is a Government Primary School at 5 minute’s distance from the main road. Zakia
is the only beneficiary in her household.

2. Relationship with BISP
Zakia was not a beneficiary of BISP in the Parliamentarian Phase. The PSC survey team visited
her area in December 2010, and one of the enumerators came to her house and filled her form.
Zakia believes that she is a BISP beneficiary as one of her relatives told her that her form had
been approved. Zakia knows that BISP is Benazir’s program that helps poor and widowed
women. She learnt about this program from her neighbours. Zakia knows that the BISP money is
for poor women and considers herself to be eligible as she is poor. She used the money she
received from BISP to repay her debts and to buy food items for her children. After the PSC
survey, Zakia received 4 payments via post.
She received her last payment in March 2012 and the postman informed her that from here
onwards he would not be delivering payments to her. He told her she would have to visit the BDC
Centre in Memon Goth to get her Benazir Debit Card (BDC) made and use that to withdraw
money from an ATM. Zakia visited the BDC Centre with her neighbour to get a BDC issued. The
staff at the BDC Centre informed Zakia that she could withdraw money from an ATM using her
card after three days. In March 2012, Zakia received her first payment using the BDC, from a
UBL ATM. This branch is 8 km away from her home and it took her half an hour to reach there.
Zakia had no idea about how to use the card so she gave her card and pin code to someone else to
get her money withdrawn. Zakia considers the BDC her possession and keeps it safe with her.

3. How did the complaint emerge?
Almost a year ago, in April 2012, Zakia along with her niece went to the UBL branch at Dawood
Chowrangi to withdraw her second BDC payment. She gave her card to someone else at the bank
to withdraw her money as she did not know how to use it. That person entered the wrong pin code
3-4 times due to which Zakia’s card was captured by the ATM. Zakia informed the bank manager
about her card. He instructed her to visit the UBL Tariq Road branch to collect a new card. Zakia
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went to the Tariq Road UBL three days later and was informed that they did not have her card.
Then two days later she went to BDC Centre Memon Goth, where she was once again told to
collect her card from the Tariq Road UBL. Next month, in May 2012, she visited the Tariq road
UBL once again.

4. Processing of the complaint
4.A Providers’ version
According to the Assistant Complaint at the BISP Divisional Office Johar, Zakia did not visit
the BISP office to register her complaint, as they had no record of it.
Zakia Bibi visited the UBL Tariq Road branch for the first time on 24 th April 2012 to collect
her card. The CSOM at the bank informed her that they were not aware at which ATM her
card had been captured and only the ATM OPS consumer department at the Head Office had
this information. He did not know about where Zakia had registered her complaint but he
received a letter from the ATM OPS consumer department later that day, on 24 th April 2012,
which ordered him to return her captured card. The staff at the bank registered her complaint
but did not give any acknowledgement slip or reference ID to the complainant. They
manually entered the case in a register when Zakia visited again on 2nd May 2012. According
to the staff, Zakia’s case had been resolved and she was returned her captured BDC on her
second trip and the staff entered this information in a register along with her thumb
impression and CNIC copy.
4.B Client’s version
After Zakia Bibi’s card had been stuck for a month, in May 2012 she went to the UBL Tariq
Road branch for the second time. The staff informed her that they had received her BDC. She
provided a CNIC copy and her signature and collected her captured BDC. Even 4-5 months
later, she did not receive any payments through this card. She called the bank helpline twice
but did not get any response. Her neighbour advised her to visit the BDC Centre in Johar to
check if there was a problem with the card. In November 2012, the BDC Centre staff
informed her that her card had been blocked and that she would get a new card from the UBL
Johar branch. She went to the UBL Johar branch where they shredded her second card and
gave her a new one. Zakia withdrew her second payment using the new card in December
2012.
Zakia learnt about the BISP complaint registration mechanism from her neighbours. In April
2012, she went to UBL Johar to register her complaint about the captured card. The bank is at
a distance of about 35-40 km from her house. She spent Rs.100 on her commute and it took
her 3 hours to reach the bank. After receiving the card she went to the ATM 3-4 times but did
not receive money so she went to the BDC Centre. They directed her to go to the UBL Johar
branch where a new card was issued to her. Zakia was satisfied that although it took a long
time she finally got her money. She was also satisfied with the behaviour of the bank staff.

5. What We Learnt?


Zakia did not receive an eligibility or change of payment mode letter from BISP and she
learnt about her status in the program and the complaint registration mechanism through her
neighbours
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Zakia’s card got captured at the UBL ATM in April 2012 when she went to withdraw her
second BDC payment. She did not know how to use the card so she gave it to someone else to
withdraw the payment for her
When Zakia went to UBL Tariq Road for the first time, she was told that the bank had not
received her card. UBL Tariq Road received information about this case from the ATM OPS
Consumer Division when they received a letter, on 24th April 2012, along with the
complainant’s CNIC copy and BDC. The staff at UBL Tariq Road entered this case in a
manual register and the complainant’s captured card was returned to her. A note was made in
the register that the beneficiary had received the card
Though the complainant got her card back, she did not know that her card was blocked. Zakia
did not know about this till 5-6 months after the fact. Finally in November 2012, she received
her new card and according to her payment details she withdrew her second instalment on 1 st
December 2012
According to Zakia’s payment details, as checked on 7th February 2013, her second payment
was deposited in UBL on 24th October 2012, but since Zakia’s card was blocked she could not
withdraw the money. She finally received her cash grant in December 2012

6. Recommendations







BISP should provide eligibility and change of payment mode letters to beneficiaries, as per
standard procedure, so that they may know of their status in the program, when to expect their
payments and about the complaint registration mechanism; in this case Zakia got all of this
information from her neighbours and the postman
BISP should register payment related complaints at their offices instead of referring
beneficiaries to the relevant payment agencies
Payment agencies (banks) do not register payment complaints either; they only maintain a
record of cards collected by beneficiaries. They do not share the outcome of a complaint with
BISP either – a shared database which can be accessed at BISP offices would be helpful for
beneficiaries who can track the progress on their cases from their nearest BISP offices instead
of repeatedly travelling to banks
UBL should have informed Zakia about when to expect her next payment after returning her
captured card; if there was any problem with the card she should have been informed at that
time – instead her card remained inactive from May 2012 till December 2012
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P-Q3-Sindh-06
Non Payment due to Blocked BDC
Zarina
Rozo Manganhar
Korangi Industrial Area, Landhi Town, Mohalla Allah
Daad, Goth Deh Sharafi, Tehsil and District Malir, Karachi
4140131116344
13744824
20th January 2013

1. Profile of the beneficiary/complainant
Zarina, wife of Rozo Manganhar, is a 41 years old illiterate mother of six children. The address on
her CNIC is Goth Jumma, Khaskheli Jarwar Cantt., Tapalghar Garho, Taluka Ghora Pahari,
District Thatta, but she resides in Korangi Industrial Area, Landhi Town, Mohalla Allah Daad,
Goth Deh Sharafi, Tehsil and District Malir Karachi with her family. She gave birth to a son after
the PSC survey; she now has 5 daughters and one son. Zarina’s husband works at a hotel where
he earns Rs.150 per day. She along with one of her daughters makes rallis (traditional cloth). Her
eldest daughter is a patient of TB and Zarina herself is suffering from Hepatitis B. She cannot
work for extended periods due to this and earns around Rs.300 monthly.
She lives with her sister since she does not own a house. The house is built on approximately 200
sq. yards and has 3 rooms, a kitchen and a bathroom. Her family resides in one of the rooms while
her sister occupies the other. Her daughter is in the third room. They have access to water,
electricity, gas, and drainage facilities. The area where Zarina lives is an urban area. There are
two government schools and a hospital at 30 minutes walking distance. It takes about 15 minutes
to reach the hospital on a rickshaw. It takes 5 minutes to reach the main road from this area.

2. Relationship with BISP
She was not a beneficiary in the Parliamentarian Phase of BISP. The PSC survey was conducted
in her neighbourhood in December 2010. Her form was filled by a relative at her neighbour’s
house in front of her. She was given a PSC slip once her form was submitted. A postman
informed her that she was eligible for the programme and gave her the first payment.
Zarina does not know anything about the BISP cash transfer scheme. She thinks the amount was
given to them by Bilawal Bhutto. She had heard about BISP from her neighbours. The PSC
survey team provided her with a PPP flag and Benazir Bhutto’s picture when they visited her
neighbourhood. Zarina feels the poor should get this cash transfer and she said she would spend
future instalments on buying groceries and on her daughter’s treatment.
Zarina has received 4 payments since the PSC survey. In March 2012, the postman gave her the
last payment and notified her that from then onwards he would not be coming for providing BISP
payments as her payment mode is changed from Pakistan Post to bank through BDC and she
would have to get a BDC. Zarina got her BDC from Gulistan-e-Jauhar eight months ago in March
2012. In the same month she got her first payment through the BDC from a UBL ATM in Jauhar.
This UBL ATM is 4 km away from her house and she went there with her sister.
Zarina do not know how to use BDC so she gives her card and pin code to someone else to
withdraw her instalment from ATM, however, the BDC remains in her possession afterwards.
Zarina did not receive any letter from BISP informing her of the change in payment mode.
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3. How did the complaint emerge?
Around eight months ago, in March 2012, Zarina received her BDC from BDC Centre Jauhar.
She used it to withdraw payment once. The next month Zarina went to the ATM to check her
balance using the BDC. After entering the PIN code four times, her card was blocked. She went
to the BDC Centre Jauhar to complain and was directed to UBL Jauhar Branch. A new card was
issued to her and her at UBL Jauhar Branch and her old card was cancelled.

4. Processing of the complaint
4.A Providers’ Version
The Assistant Complaint (AC) of the BISP Divisional Office Jauhar reported that they do not
maintain records. If they receive any complaint related to BDC they refer it to the bank. He
also informed that complaints related to BDC are not their responsibility and they prefer not
to interfere in the bank’s domain.
The CSOM at UBL Jauhar, said that he had no records of the complaint as all requests are
being directed to the Head Office due to construction work going on in their office. They
maintain a manual register which contains complainant’s data, the dates the complaint were
received and CNIC numbers. He also informed that he does not have spare time to maintain
an electronic record (MIS) of received complaints.
4.B Client’s version
Zarina received her new BDC from UBL Jauhar in June 2012. According to the beneficiary,
everyone received their BISP payments in October 2012 so she also went to the ATM to
check her balance but her account had not been credited till then. After that she went to the
ATM almost daily for a month to check her balance due to which her card was blocked.
Zarina, with her sister, went to the UBL Jauhar branch thrice and finally got her new BDC on
4th January 2013. According to Zarina she has still not received any instalment through her
latest BDC.
The staff at the BDC Centre Jauhar told Zarina that she should go to the UBL Jauhar Branch,
to register her complaint. At the bank, the manager registered Zarina’s complaint, took her
CNIC copy but did not give her any acknowledgment slip.
BDC Centre Jauhar is 30 km from Zarina’s home. She reached there by changing two buses
and then a rickshaw, which cost her Rs.200 altogether. Zarina visited to BDC Centre Jauhar
thrice and every time they told her that her card was blocked which is why she was not
receiving her instalment. She also went to the BISP office where she was not given a proper
response. They asked her to visit again after 20 days or a month. Zarina has not seen any
result till now and she was dissatisfied with the complaint resolution mechanism.

5. What We Learnt?



Zarina did not receive an eligibility or change of payment modality letter from BISP hence
she did not know about her status in the programme or the complaint registration mechanism;
she learnt about these from the postman, relatives and neighbours
Zarina received her BDC from the BDC Centre Jauhar in March 2012; the next month her
card got blocked due to incorrect entry of pin code and she was issued another card in June
2012. Her card got blocked again in October-November 2012 and after repeated trips to the
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UBL Jauhar branch and BDC Centre Jauhar, she finally received another card on 4th January
2013 from the UBL Jauhar branch
There is no record of this complaint at either the BISP Divisional Office Jauhar or the UBL
Jauhar branch; BISP does not register payment complaints and these are referred to the
relevant payment agency whereas UBL Jauhar branch did not have the records available at
the time. Based on the client’s version she received a new card in June 2012 and another one
on 4th January 2013 from the UBL Jauhar branch after submitting copies of her CNIC
According to Zarina, she went to check her bank account in October 2012 but had not
received any cash transfer and thus kept checking her account almost daily for a month.
However, according to the payment details on the BISP website, as checked on 12 th February
2013, she withdrew her second BDC payment on 25th October 2012
Many BISP beneficiaries do not know how to use the BDC due to which they face many
difficulties

6. Recommendations







BISP should provide eligibility and change of payment mode letters to beneficiaries in a
timely manner, as per standard procedure, so that they may know of their status in the
programme, where and when to collect their BDCs, and, about the complaint registration/
redressal mechanism
BISP should instruct beneficiaries about the use of their BDCs. Beneficiaries who hand over
their cards to others are prone to being defrauded. They should also be informed about when
to collect their payments so that they do not make unnecessary trips to the ATM
The BISP office should keep record of all payment complaints instead of referring
complainants to the bank. BISP should have a standard procedure for resolving BDC related
complaints. These complaints should also be shifted to the CMS
The bank staff should maintain a manual register which should include complete data of the
complainant, and they should also provide the complainants with acknowledgment slips
which they can use to track complaints
The relevant payment agencies (banks) should inform beneficiaries and BISP when the
complaint has been resolved and about when to expect and withdraw their next payment
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P-Q3-Sindh-07
Non Payment Complaint due to Rs.2,000 illegally drawn on
BSC
Zaiti
Suru
Suru
Goth Haji Gul Muhammad Shoro, Post Office Tando
Adam, Tehsil Tando Adam, District Sanghar
4420638895068
1929204
26th January 2013

1. Profile of the beneficiary/complainant
Zaiti, wife of Suru is a 41 year old resident of Goth Haji Gul Muhammad Shoro, Post Office
Tando Adam, Tehsil Tando Adam, District Sanghar. She is illiterate and mostly remains busy
with her household work. She has five children; three sons and two daughters. Her eldest son
studies in 7th grade, while the other two stays at home. Her daughters help her in the house.
Her husband, drives a chinqchi Rickshaw in Tando Adam, from which he manages to earn around
Rs.150 per day. She herself harvests crop at the landowner’s land every season. Her mother-inlaw lives with her at her house.
Her house is built on a landowner’s land and consists of two rooms and a small courtyard but no
bathroom. The structure of the house is “katcha pucca”. One corner of the house is used as an
open kitchen. Electricity is available, but there is no gas. For water, there is a hand pump installed
outside the house. The village of Haji Gul Muhammad Shoro consists of 70 houses and has a
population of 600 people. The school and hospital are located at a distance of 1 km from the
village. People of the Khappi Kohli kinship group live in this village. The BISP Tehsil Office is
located in Tando Adam at a distance of 8 km from the village.

2. Relationship with BISP
Zaiti was not a beneficiary of the Parliamentarian Phase of BISP. Her PSC survey form was filled
in 2009, but she does not remember the month. Her form was filled by the enumerator at her
house. She does not know much about the BISP. She only knows that this programme is for poor
women and that they get money through the “Benazir scheme”. She has been receiving cash grant
from BISP since 2010 through the postman. She collected her Benazir Smart Card (BSC) in
August 2011 from the NADRA Office at Tando Adam. A few days after receiving the BSC, she
got an instalment through that card from an Omni shop. The cash grant she has so far received
through BISP has been spent on household expenses.

3. How did the complaint emerge?
According to Zaiti, in the beginning the postman used to deliver the money order to her, but
around 18 months ago she obtained the Benazir Smart Card from the Tando Adam NADRA
Office. A few days after receiving the card, she received an instalment of Rs.1,000. Even after
that, the postman delivered instalments to her. But following that, she did not receive any amount
for 11 months. Whenever her husband found out that other women were receiving cash grant
through the BSC, he went to the Omni Shop in Tando Adam with her BSC to check if her cash
transfer had been deposited in her account. He was told by the people there, and by friends, that
he should go to the BISP Divisional Office Mirpurkhas to inquire and complain if his wife was
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not receiving her cash grant from BISP. When he went to the BISP Divisional Office and inquired
about Zaiti’s cash grant, he discovered that two of Zaiti’s instalments worth Rs.3,000 had already
been withdrawn from the Omni Shop in Tando Adam. Then the staff at the office drafted an
application, in which it was mentioned that the instalments worth Rs.3,000 were withdrawn
fraudulently. After this, the staff at the BISP Office talked to the owner of the Omni Shop and told
Zaiti to go and collect her amount from the shop.

4. Processing of the complaint
4.A Provider’s version
According to the Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas, her
payment related complaint was brought by her husband on 10th December 2012. The
complaint was that she was not receiving cash grant through the Benazir Smart Card. When
her Payment Details were checked, the instalments were seen to have been already withdrawn
from the Tando Jam franchise. After this, a letter of application/request and a copy of Zaiti’s
CNIC were received from her husband. BISP staff phoned the owner of the Omni Shop,
asking him how was it that even though an instalment had been withdrawn from Zaiti’s
account on 28th October 2012, she had not received the money? The shop owner was told that
if he had a payment receipt for Zaiti’s instalment, then it was okay; he was told that the
husband had registered a complaint and in the absence of a receipt (proof), he was required to
make the owed payment, otherwise the franchise would be forced to close down. The shop
owner requested to send Zaiti so that he could make the payment to her. Zaiti’s husband was
instructed accordingly and on the same day, he collected the embezzled amount from the
franchise and later sent an application stating/confirming that he had received the missing
instalments..
4.B Client’s version
According to Zaiti, her husband went to the BISP Divisional Office Mirpurkhas to register her
complaint. She does not remember the date. The staff at the office themselves wrote the
application for her (husband), in which they stated that Zaiti had complained about a missing
instalment of Rs.3,000. Her husband then submitted his and his wife’s CNIC copies to the
staff at the BISP office. She said that she did not go to the office with her husband herself
because there were males there and the travelling cost would be too high if she accompanied
her husband to the BISP office. Upon being sent by the BISP Office to the Tando Adam
Omni Shop to receive the amount, Zaiti’s husband was given Rs.2,000 even though the
complaint had mentioned Rs.3,000. Moreover the shopkeeper told Zaiti’s husband that if he
complained against him again, Zaiti would stop receiving her cash grant.

5. What We Learnt?



She received a letter informing her of the change in payment mode but she did not know
when to expect her payments after she received the first one in September 2011
According to Zaiti, she had received only one instalment of Rs.1,000 after getting the Benazir
Smart Card (BSC), whereas according to her Payment Details on the BISP website, she has
received Rs.5,000 so far. The staff at the BISP Divisional Office wrote for Zaiti’s husband an
application for missing instalments worth Rs.3,000 instead of Rs.4,000, and despite the
complaint mentioning Rs.3,000 her husband received only Rs.2,000 from the franchise shop
owner. Furthermore the shop owner threatened that Zaiti would stop receiving her cash grant,
if she ever complain again
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According to Zaiti, her complaint was written by the staff of the BISP Divisional Office.
According to the AC at the BISP Divisional Office, her husband confirmed the receipt of
payment from the franchise through a letter after he had collected the amount. This letter is in
the records of the BISP Office along with the original complaint. However, according to Zaiti,
her husband had confirmed the receipt of Rs.2,000 through phone and he wrote no letter
Perhaps the BISP Divisional Office Mirpurkhas staff wrote the letter of confirmation itself so
that they could close the case by mentioning that full payment had been made to Zaiti

6. Recommendations




BISP should provide eligibility letters to beneficiaries so that they know their status in the
programme
BISP should inform beneficiaries when to expect their payments instead of making
unnecessary trips to ATMs/franchises and can avoid being defrauded as in this case
BISP should take strict action against PoS/ franchise agents involved in cash transfer fraud so
that such cases could be avoided; the use of biometric machines at franchise shops should be
provided in order to prevent fraudulent use of BSCs.
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P-Q3-Sindh-08
Non Payment Complaint due to Rs.2,000 illegally drawn on
BSC
Zareena
Shah Baig
Mohalla Solangiabad, Goth Sher Khan Laghari, Post Office
Shahdadpur, District Sanghar
4420498892852
2082816
25th January 2013

1. Profile of the beneficiary/complainant
Zareena, 41 year old widow of Shah Baig, is a resident of Mohalla Solangiabad, Goth Sher Khan
Laghari, Post Office Shahdadpur, District Sanghar. Her husband died 6 years ago. She is illiterate
and has 6 children - 4 boys and 2 girls. Her eldest daughter is married and lives with her husband
separately, while the other daughter is twelve years old and remains at home due to her health
problems. One of her sons has done matriculation, while two of her younger sons go to school and
madrassa respectively. The (fourth) son who is 8 years old does not go to school. Her eldest son is
a farmer and harvests on 2 acres of land, from which he earns around Rs.6,000-7,000 per month .
She harvests cotton for other landowners during the season, for which she earns Rs.250-300 per
day. The season normally lasts for about three months.
She lives in a twelve marla house, which consists of one room, a courtyard and an open kitchen
on its one side. There is no proper kitchen or bathroom in the house. This house was given to
Zareena by her father-in-law when her husband died.
There are 500 houses in the Solangiabad Mohalla of Goth Sher Laghari, in which people
belonging to the Solangi kinship live. Zareena has to fetch water from Goth Sher Muhammad
Laghari, which is located at a distance of one km from her village. The school is one km away
from her house; a hospital also operates in the village with the cooperation of SAFCO. Electricity
and mobile network coverage is also available in her village. The total population of Solangiabad
is around 4,000 people and is located at a distance of 12 km from Shahdadpur.

2. Relationship with BISP
Zareena was not a beneficiary in the Parliamentarian Phase of the programme. The PSC survey
was conducted in her area in October 2009, when an enumerator came to her house to have the
form filled. Her family had filled the form and she was given an acknowledgement slip by the
survey team, however the team had not given her any informative printed material about the
BISP. She found out about her status as an eligible beneficiary when the postman informed her,
he also informed her that this was Benazir’s programme and would provide her a monthly
instalment of Rs.1,000. Although she did not know anything about the BISP eligibility criteria,
she considered herself to be a deserving beneficiary because she is a poor widow. She informed
that if she receives regular instalments, apart from buying groceries and other household items,
she would also try to marry her eldest son.
She received three instalments of Rs.3,000 each in April 2010. When the postman delivered the
fourth money order in July 2010, he informed her that the mode of payment was changed and in
future she would get her instalments through BSC instead of Pakistan Post therefore, she requires
to have a BSC and subsequently receive her instalments through the BSC. In the last week of July
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2010 she went to the NADRA Office at Jatba with other women from her village where she
received her Benazir Smart Card (BSC); she was told by the NADRA officer that she would
receive her instalment in her account after a week. In August 2010, she went to the UBL Omni
franchise near Sabri Hotel in Shahdadpur, with the other women of her village to withdraw her
instalment through the BSC. A person at UBL Omni helped her withdraw her instalment as she
was not familiar with the usage of BSC, however, he charged her Rs.100 for the service. It cost
her Rs.100 for the round trip to UBL Omni.

3. How did the complaint emerge?
After receiving the Benazir Smart Card, Zareena collected her first instalment in August 2010.
Following that, she regularly went to the UBL Omni in Shadadpur for three months with other
beneficiaries’ of her village, there she came to know that instalments were not generating. Two
years later, she found out from beneficiaries of her village that the franchise in Tando Adam was
giving BISP instalments. She received her second instalment of Rs.1,000 from that UBL Omni
franchise in Tando Adam. When she went to the franchise again in October 2012, the shopkeeper
took her card and after trying to withdraw money, told her that her instalment had not credited to
her account. When she came to know about the receipt of instalments by other beneficiaries, she
wondered where her instalment had disappeared. Two months later when she told Yameen
Solangi, a local PPP worker of her problem, he suggested to her that she should go to the BISP
office in Mirpurkhas to register a complaint.

4. Processing of the complaint
4.A Providers’ Version
According to the Assistant Complaint (AC) at BISP Divisional Office Mirpurkhas, the
complaint signed by Yameen Solangi, a local PPP worker was received by the Director on 5 th
December 2012. This complaint was against a UBL Omni franchise in Tando Adam, accusing
them of illegally withdrawing Rs.4,000. The beneficiary’s CNIC copy was also attached to
the complaint. The BISP staff kept the complaint in a manual register and the Director
himself contacted the franchise at Tando Adam; he threatened them with the franchise closure
if they did not make the embezzled amount’s payment. The beneficiary was then sent to the
franchise at Tando Adam and was asked to inform the BISP office upon receipt of her
payment. On 5th December 2012, the UBL Omni franchise made the payment to the
beneficiary, the confirmation of which was received by the BISP office through a phone call.
A few days later, the BISP office received a letter confirming that the beneficiary had
received her full payment.
According to the Business Development Officer (BDO) at the UBL Branch, Mirpurkhas, they
have not yet received any case concerning damaged BSC and that PIN Code problems are
resolved through their helpline. Cards re-issuance is NADRA and BISP’s problem and UBL
does not have such complaints. If a complaint is received, it is sent to the BISP office and
therefore, they do not have a record of Zareena’s case.
4.B Client’s version
Zareena went to the BISP Divisional Office Mirpurkhas with her complaint because the BISP
Tehsil Office was not entertaining her complaint. She went to get the complaint registered, it
was first heard by the AC, whom she submitted a copy of her CNIC and a letter of
request/complaint. A local political worker, who accompanied her signed the letter and the
BISP Director himself made a phone call to the franchise owner, after which he instructed
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them to go and receive Rs.2,000 on the same day. The BISP Divisional Office Mirpurkhas is
located at a distance of approximately 130 km from her village. She went there with other
women from her village in a Suzuki van and the round trip cost her Rs.400. Her complaint
was resolved and she got Rs.2,000 from the Omni franchise owner when she went to his shop
on the same day that she registered her complaint. She was happy to receive this amount. She
was very happy with how she was treated by the officer because even the letter of complaint/
application was written by him and that too at no cost.

5. What We Learnt?






Zareena registered her complaint at the BISP Divisional Office Mirpurkhas on 5th December
2012 about the illegal withdrawal of her instalment by the Omni franchise in Tando Adam;
her complaint was entertained by the AC who helped her with a written complaint; the
Divisional Director then called the Tando Adam franchise and threatened to report the
franchise if Zareena’s embezzled/missing payments were not returned
The written complaint drafted at the BISP office mentioned embezzled/missing payments
worth Rs.4,000 however Zareena only received Rs.2,000 from the franchise after the
complaint and she informed the BISP office by phone about this, however no further action
was taken and the case was closed. Actually as shown in her Payment Detail the two
misappropriated instalments were of Rs.2,000 only and not Rs.4,000.
According to the AC at the Divisional Office, Zareena even sent a written letter of
confirmation, which is in their records, after she received her amount but she claimed to only
have informed them by phone

6. Recommendations




BISP should provide eligibility and change of payment mode letters to beneficiaries promptly,
so that they may know of their status in the programme and where and when to collect their
BDCs/BSCs/next instalments
There should be biometric machines installed at Omni franchises, so that the beneficiaries can
be identified through their fingerprints before collecting their payments
The BDOs at UBL should be made responsible for keeping a check on UBL Omni’s endbalance. They should also make it mandatory for UBL Omni owners to keep a record of each
beneficiary’s cash transfer
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P-Q3-Sindh-09
Non Payment Complaint due to Rs.4,000 illegally
withdrawn on BSC
Ameeran Bibi
Abdul Khalique
Village Sher Khan Laghari, Post Office Shahdadpur, Tehsil
Shahdadpur, District Sanghar
4510168407858
2082811
27th January 2013

1. Profile of the beneficiary/complainant
Ameren Bibi is a 50 year old uneducated widow of Abdul Khalique, she is a resident of village
Sher Khan Laghari, Shahdadpur, District Sanghar. She remains busy with her household chores
and takes care of her 9 children including 4 sons and 3 daughters as two of her daughters are
married and live with their families in separate houses. Only one of her sons studies in 6th grade
while other children are unable to attend any school due to financial constraints. None of her
children work.
They live in a house built on a 120 sq. yards plot, which consists of two rooms, a bathroom but
there is no kitchen; a tent is put up in a corner of the courtyard which is used as kitchen. Drinking
water has to be obtained from a community hand-pump which is located at a distance of one km
from her village. The construction of their house is “katcha pucca”. Her husband used to work in
the army and after his death; his family receives a monthly pension of Rs.3,500, which is used to
meet the household expenses. Ameeran herself works during the cotton season; she picks cotton
in the fields and gets Rs.300-400 for picking one maund of cotton. She also harvests wheat during
wheat season; after harvesting for 10-12 days, she manages to procure 1.5 maunds of wheat
instead of any cash payment (wage), which she uses in her house.
There is no government high school in the village. There is a private clinic in the village,
however, the government hospital is in Shahdadpur, which is located at a distance of 12 km. The
people of the village work on the landowner’s lands, harvesting crops. The village consists of 500
households and has a population of about 4,000 people.

2. Relationship with BISP
Ameeran was not a beneficiary of the BISP Parliamentarian Phase. The PSC Survey was carried
out in 2009 in her village but not at her doorstep, rather her PSC survey form was filled at the
main “autaaq” (playground?) of the village. After her form was filled, she received a PSC survey
acknowledgement slip for future reference. She was told by a local influential that she has been
selected as an eligible beneficiary and would receive BISP cash transfers. Being a poor widow,
she considers herself an eligible beneficiary for the BISP cash transfer because she knew that
widows and poor women receive Benazir’s money through this programme and she was also
informed that this programme was introduced by Benazir for the poor women. But now,
according to Ameeran, even the rich get money through this programme. “We feed ourselves
through hard work and labour. I am a poor mother; there is no one to earn that is why I think
myself deserving of this cash transfer”. She spends BISP instalments on food and other household
expenses.
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After the PSC Survey, she received four instalments through the postman from April 2010 to June
2010. After that her payment mode changed for which she received a letter through BISP
informing her to get her Benazir Smart Card (BSC). At the end of 2010, she collected her BSC
from the NADRA office at Jhatba. Through this card, she collected her first instalment in March
2011 from the Tando Adam UBL Omni franchise, which is located at 8 km from her house. It
took her one hour to reach there. She does not know how to use her BSC and to withdraw her first
instalment, the franchise owner helped her. She considers her Smart Card to be her precious
personal possession.

3. How did the complaint emerge?
Ameeran received her first instalment through the BSC around two years ago, in October 2010,
since then she has not received any instalment. People in her village and the surrounding villages
were still receiving their instalments through the Post office and through BSCs, this was
worrisome for her, therefore, for the past two years, she has been visiting different offices every
month to find out status of her BISP instalments, she visits UBL Omni franchise; Tando Adam
UBL Omni franchise; NADRA office, Jhatba. She gets different reasons every time she visits
these offices, like ‘your instalment has not been generated by the BISP office in Islamabad; and
“SIM” of the Benazir Smart Card is blocked’. When she failed to get any satisfactory reason for
delay in her instalments, she decided to go to the “big” BISP office in Mirpurkhas to get her
complaint registered.

4. Processing of the complaint
4.A Providers’ version
On 5th December 2012, Ameeran went to the BISP Divisional Office Mirpurkhas along with
other women of her area and her nephew, Yameen Solangi, also a social worker. According to
her complaint, she had not received four BSC instalments. The Assistant Complaint (AC) at
the BISP Divisional Office took a copy of her CNIC and a written application from her, and
entered them in a manual register. The BISP Divisional Office immediately resolved her
complaint on the same day. The Divisional Director inquired about the ID of the UBL Omni
franchise and made a telephonic contact with the owner of UBL Franchise, Tando Adam. He
said that he had beneficiaries visiting him with complaints and their payments had (already)
been withdrawn at the franchise. He then informed the franchise that he was sending the
beneficiaries to his shop; he demanded that their embezzled payments should be returned and
that the beneficiaries’ complaints be resolved or he would close the franchise. The beneficiary
(Ameeran) went to UBL Omni Franchise in Tando Adam on the very same day and was paid
her instalments by the franchise owner immediately. The complainant then informed the BISP
staff the next day on phone that she had received her payment. She then sent a ‘Receiving
Statement’ a few days later.
Upon being asked for a record of Ameeran’s case, the Business Development Officer (BDO)
at the UBL Branch in Mirpurkhas stated that there was no record of that particular case, nor
did they have any record of other complaints related to PIN Code problems, card damage or
card loss. He said that they do not maintain any record of BSC complaints and said that for
resolution of PIN Code related complaints, beneficiaries could call the UBL helpline. If the
beneficiaries come to the bank with other complaints, they are referred to the BISP office.
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4.B Client’s Version
According to Ameeran, she went to the BISP Divisional Office Mirpurkhas, with other
women from her village and her nephew, Yameen Sulangi. The rest of the women had the
same complaint as her. They complained to Assistant Complainant at BISP about not
receiving their BISP instalments for over a year and a half. They submitted copies of their
CNICs at the office and application letters were drafted by the staff for them. They were told
by the staff that their instalments had already been withdrawn by someone else and that their
SIM was not closed/ switched off. The BISP Director then phoned the franchise shop owner
in Tando Adam in front of them and told him that beneficiaries would be coming to his shop
and they should get all their payments; otherwise, he said, he would close the UBL Omni
shop. At Tando Adam, all the women remained seated in the Suzuki, which they parked
outside the shop and two men Yameen and another man – went inside the shop and brought
their instalments for them. He told them that they had originally got Rs.2,000 from which
they deducted Rs.500, therefore beneficiaries got Rs.1,500 each.
Ameeran had heard from other women that whenever they had any complaint, they went to
the BISP Office. The office is at a distance of 130 km from the village and it took the women
4 hours to reach there. The Suzuki charged each woman Rs.300 for the round trip. Ameeran
did not visit the BISP office again after registering her complaint. According to her, her
problem had been resolved only to some extent as she had not received the full payment.
Ameeran was satisfied that the staff at the BISP office listened to her complaint and quickly
wrote an application for her. They were very polite and told her that she would get her money
on the same day. They had not charged any amount for registering the complaint.

5. What We Learnt?









This complaint was found at the BISP Divisional Office in Mirpurkhas and when it was
tracked at the Payment Agency level, there was no record available; there was a manual
register at the BISP Divisional Office in which this complaint was recorded – there was no
electronic record of this complaint
The payment details of the beneficiary on the BISP website, as checked on 14th February
2013, showed that two withdrawals had been made: one instalment of Rs.1,000 (on 8 th
September 2012), and another of Rs.3,000 (on 31st October 2012). These were illegally
withdrawn by the UBL franchise. After the beneficiary’s complaint, she got a payment of
Rs.2,000 in December 2012 out of which the beneficiary received Rs.1,500 and Rs.500 were
kept by the social worker who went along with them, for meeting their travelling and other
expenses.
In the complaint, there was a mention of two instalments: one of Rs.1,000 and another of
Rs.3,000. And in the written statement of receipt, there is mention of two instalments worth
Rs.4,000. However, the beneficiary only received Rs.2,000 from the franchise and the case
was subsequently closed
BISP has a written statement of receipt from the beneficiary, however Ameeran informed us
that she only informed BISP verbally, through a phone call about her receipt of payment
It is possible that the social worker had collected a payment of Rs.4,000 from the franchise
and that BISP was told that this full amount was delivered, on the basis of which they drafted
a written statement

6. Recommendations


BISP should provide eligibility letters to beneficiaries and create awareness about the
complaint registration mechanism and criteria, so that they may know of their status in the
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programme, when to collect their instalments and how to register their complaints if they do
not receive their complete payments
There should be biometric machines installed at Omni franchises, so that the beneficiaries can
have themselves identified through their fingerprints before collecting their payments
The BDOs at UBL should be made responsible for keeping a check on UBL Omni’s endbalance. They should also make it mandatory for UBL Omni owners to keep a record of each
beneficiary’s cash transfer
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P-Q3-Sindh-10
Non Payment due to non-credit of instalments through
Mobile Banking.
Wazira
Ayub alias Gada Hussain
Goth Wado Wahan, Taluka Bakrani, District Larkana
4320639079442
08874077
3rd February 2013

1. Profile of the beneficiary/complainant
Wazira, wife of Ayub alias Gada Hussain, is a 48 years old illiterate woman; she is a resident of
Goth Wado Wahan, Taluka Bakrani, District Larkana. Wazira has been separated from her
husband since last two years, before separation; she lived with her husband and in-laws in
Bakrani. Her husband’s second marriage led to a lot of unrest in the house, and her husband
forced her to leave one day. She now lives with her blind brother, and aging mother. There is no
earning member in the household and her husband also does not provide her any subsistence
amount every month. The neighbours help them with food, and if they need clothes, her brotherin-law usually helps them. Wazira is a patient of diabetes and makes “rallis” (traditional cloth) at
home. She usually completes a ralli every month and sells it for Rs.400-500.
The house is their own; it has two katcha rooms and has an area of approximately 120 sq. yards.
They do not have a separate kitchen but use one side of the house to cook meals. They do not
have access to gas but do have electricity. A hand-pump is used to obtain water and the wash
room is katcha..
Wado Wahan is a rural area with about 80 houses and a population of 250 people. The main road
is at a distance of 2-3 km. The village have a primary boys and middle girls school.. There is no
hospital. In case of emergency, they have to go to Larkana which is 12-13 km away. Most of the
residents are agri-labourers and works on landowners land. The BISP Tehsil Office is located in
Larkana.

2. Relationship with BISP
Wazira was not a beneficiary of BISP in the Parliamentarian Phase. The PSC survey was held in
her area in March/April 2011. At that time, she used to live with her husband in Bakrani. Her
husband helped her fill out the form and received a PSC slip as acknowledgement. Wazira’s
husband’s other wife was also selected as a beneficiary and included in the PSC roster.
Wazira knows that BISP is Benazir’s fund for women and she heard about it from the neighbours.
She does not know about the eligibility criteria but she believes she should receive the amount
from the fund since she is poor. She spent money from the cash transfers on diabetes medicines
and give Rs.1,000 to her blind brother.
Wazira received her instalments through mobile banking and was never delivered instalments
through the Pakistan Post. She received a mobile phone 6-7 months after the PSC survey. She
heard from her neighbours that women were receiving Benazir mobile phones and she collected
hers from an HBL camp 2 years ago. She received Rs.10,000 in her first instalment through
mobile banking which she collected from the mobile phone franchise in October 2011. She went
with her brother-in-law to the franchise which is about 15 km away and it took them an hour to
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get there. She had asked her sister-in-law to read the SMS on her mobile when she received it and
went to collect it the next day. Wazira does not know how to use mobile phones, but she considers
it her precious possession and keeps it with herself. Wazira received another payment of Rs.1,000
as a second instalment in November 2011.

3. How did the complaint emerge?
Wazira received these two instalments but after that she did not receive any instalment. She went
to the HBL Mobile Franchise with her mobile phone to check if there was any amount to be
collected. She was advised to come when she receives a text message notifying that her instalment
had been deposited in her account. Wazira visited the HBL franchise every month from
November 2011 to September 2012 but the franchise staff would ask her to only come back when
receives an SMS. When Wazira did not receive a payment for 11 months, her brother-in-law
complained at the BISP Divisional Office in Sajjad Colony, Larkana.

4. Processing of the complaint
4.A Providers’ version
The Assistant Complaint (AC) at the Divisional Office in Larkana maintained that all
complaints regarding mobile banking were verbally directed to the HBL mobile phone
franchise. They do not keep a record of complaints regarding mobile banking and the CMS is
only used for CNIC update cases and not payment related cases. Due to this, they did not have
any record of the beneficiary’s visits.
The HBL mobile franchise also did not have any record of this case and did not have a
registered complaint regarding this matter.
4.B Client’s version
Wazira, along with other neighbouring women who had also not received money for the last
14 months visited the BISP Divisional Office in October 2012. She complained about not
receiving any text messages or instalments for the past 14 months. The staff at the Divisional
Office sent her back home and advised her to go to the HBL Mobile Franchise only when she
receives a message. Wazira visited the Divisional Office since it is closer to her house, and all
the neighbouring women go there to register complaints. The office is 13 km away and it took
her one hour to reach there. The total round trip cost her Rs.200 since she used a Rickshaw
(chingchi) to go there. She was not satisfied with the complaint redressal procedure since her
issue is not resolved since passage of a considerable time however she was satisfied with the
attitude of the staff.

5. What We Learnt?


From her Payment Detail it appears that the beneficiary received Rs.10,000 in Oct 2011, and
then Rs.1,000 in the same month. It could be that she is not receiving more amounts since she
has already been given Rs.11,000. Even in this case, she should have still received
instalments after September 2012. Her Payment Detail is attached.
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Bank Payment Detail
CAR
TRANSACTI AMOUN
TRANSACTION D
BAN
FRANCHISE_
STATUS
TYPE
ON DATE
T
NO
TYP K
ID
E
10/12/2011
201110122792647 Mobil
10000
Deposit
HBL
NA
11:51:37 PM
456
e
Withdraw
10/19/2011
Withdraw 201110197733422 Mobil
10000
HBL al from WF9001
11:51:37 PM
al
65
e
Franchise
11/12/2011
201111123519510 Mobil
1000
Deposit
HBL
NA
12:26:36 PM
453
e
Withdraw
11/29/2011
Withdraw 201111296121122 Mobil
1000
HBL al from WF9001
5:38:54 PM
al
38
e
Franchise
12/31/2011
201112316049545 Mobil
1000
Deposit
HBL
NA
10:38:30 PM
031
e
12/31/2011
201112317931026 Mobil
9000
HBL
NA
1:28:39 PM
838
e
3/14/2012
201203144418745 Mobil
1000
Deposit
HBL
NA
1:17:23 PM
255
e
3/14/2012
201203146366545 Mobil
1000
Deposit
HBL
NA
11:36:32 AM
255
e
3/15/2012
201203155760245 Mobil
1000
Deposit
HBL
NA
3:52:12 PM
255
e
11/8/2012
201211082901925 Mobil
3000
Deposit
HBL
NA
2:12:42 PM
399
e
1/5/2013
201301051510425 Mobil
3000
Deposit
HBL
NA
8:44:55 PM
399
e



BISP offices do not have procedures to register mobile banking complaints and it has been
observed that such cases are referred to the relevant bank or franchise outlet; in this case
Wazira was not assisted at all by BISP staff when she visited BISP Divisional Office Larkana.
Although the beneficiary visited the mobile franchise outlet every month and the divisional
office once, she was not told why she had not been receiving payments

6. Recommendations





BISP should provide eligibility and change of payment mode letters to beneficiaries promptly,
so that they may know of their status in the programme and when they can expect to receive
their payments
BISP should evolve a procedure to handle payment cases instead of referring complainants to
the payment agencies; these cases could be catered by the CMS and the CMS database could
be shared with the payment agency so that one-window operation can be introduced and
registration, processing and outcome can be tracked electronically from any BISP office
BISP offices should provide accurate information to beneficiaries about why their payments
are not generating instead of sending them back home as was observed in this case
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Beneficiaries should be informed and trained to use mobile phones so that they may actively
interact with the mobile banking interface and know when to expect and when to collect their
payments

GHK Consulting Ltd.
J40252715

196

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 Completed

Section 1 - Payment Case Studies
P-Q3-Sindh-11

P-Q3-Sindh-11
Delayed credit to complainants Mobile Banking account
Wazeeran
Ghulam Qamber
Village Wado Wahan, Tehsil Bagrani, District Larkana
4320603782152
8864395
3rd February 2013

1. Profile of the beneficiary/complainant
Wazeeran, wife of Ghulam Qamber, is a resident of Village Wado Wahan, Tehsil Bagrani,
District Larkana. She is an illiterate 37 years old mother of 3 sons and a daughter and mostly
remains at home doing her household chores. Her eldest son is an unskilled construction labourer
like his father and they also work on the 5 acre land of landlord Asif Khan during
sowing/harvesting seasons as agricultural labourers; through their concerted efforts they are able
to get annual supply of wheat/crops from working on the lands and Rs. 200 each per day while
working as unskilled construction labourers. Her younger sons study in 6 th and 4th grades
respectively. Her daughter studies in 8th grade and also helps her mother with the housework.
She lives in a house measuring 250 sq. yards and consists of one room, a bathroom without a roof,
an open kitchen and a courtyard. The house is katcha with access to electricity but not gas. There
is a hand-pump to obtain drinking water. Wado Wahan consists of around 100 houses and has a
population of approximately 300 people. The Abbasi and Memon kinship families live here.
There is one middle school and the nearest hospital is 3 km away in the city of Bakrani.

2. Relationship with BISP
Wazeeran was not a beneficiary of the BISP Parliamentarian Phase. The PSC survey was held in
her village around 2 years ago in March 2011. The enumerator came to her house with the form
and her uncle filled it out for her. They received an acknowledgement slip upon completing the
form. Wazeeran does not know much about BISP but assumes the money is being provided by
Benazir since the programme is named after her. She learnt about the programme through the
enumerator. According to her, this cash transfer was originally for the poor but the rich are also
benefiting from it. In October 2011, the women in her area started to receive mobile phones and
encouraged her to check with her CNIC if her phone has arrived. Along with other women in her
neighbourhood she visited an HBL counter at the Arija UC Office. The staff there provided her
with a mobile phone and after a few days she received a message asking her to collect her
instalment. She went to the HBL branch in Garela and the staff gave her Rs.10,000 after checking
her CNIC. After 2 months, she heard that women were receiving their instalments again. She
visited the same bank and they gave her Rs.1,000 after checking her CNIC. With the first cash
grant she bought a washing machine worth Rs.8,000 which she believes was a good investment as
she finally had something valuable in her name. She spent the remaining money on other
household essentials.

3. How did the complaint emerge?
In December 2011 she collected her second instalment of Rs.1,000. When she did not get another
text for the next 4 months she realized that other women in her neighbourhood were getting
additional instalments while she was not. She went to the HBL Branch in April 2012 to check if
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any instalment was generated in her name; the staff confirmed that there was no payment credited
to her account. They asked her to come back only when she would get a message on her mobile.
Wazeeran visited the HBL thrice to ask about her BISP instalments but was given the same
advice. The HBL branch at Garela is 10 km from her village and she went to the bank with her
husband on his cycle. In November 2012, upon the suggestion of her neighbours she visited the
BISP Divisional Office, Larkana with her husband.

4. Processing of the complaint
4.A Provider’s version
The Assistant Complaint (AC) at the BISP Divisional Office Larkana confirmed there was no
procedure to register a payment complaint. If a beneficiary comes to them with a payment
complaint she is usually directed to the payment agency or asked to wait for the message on
her mobile. They did not have any record of Wazeeran’s complaint.
HBL does not have a mechanism for registering mobile banking complaints. If a beneficiary
approaches them, they check with her CNIC if there is any payment due and if there is, they
provide her with the cash and take a copy of her CNIC.
4.B Client’s version
She went to the BISP Divisional Office, Larkana to register her complaint in November
2012. The staff did not entertain her complaint and asked to visit the bank once she receives a
message on her mobile phone. She went to the HBL branch in Garela 10 days ago but there
was a large crowd since women were collecting their instalments. She returned without
talking to the staff and is still waiting for a text message on her phone. Her neighbours had
suggested that she should register a complaint at the BISP Divisional Office and she spent
Rs.400 on her commute since her village is 12 km away from the Larkana office. There is still
no update on her payment status.

5. What We Learnt?




Mobile banking payment complaints are not registered at either HBL or BISP offices and
beneficiaries are usually just told to return and wait for an SMS on their mobile phones
Wazeeran informed that she received two instalments through the mobile banking mode of
payment,: one instalment of Rs.10,000 in October 2011 and another instalment of Rs.1,000 in
December 2011.
Her Payment Detail accessed in January showed only one deposit and one payment, however,
according to her latest payment detail (attached), she received first instalment of Rs.10,000 on
18th October 2011 and then received Rs.9,000 in December 2011 though no such amount had
been credited to her account.
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Payment Detail Accessed in end March 2013
TRANSACTION
AMOUNT STATUS
DATE

TRANSACTION
NO

10/12/2011
11:51:36 PM

10000

Deposit

201110123037547114 Mobile

HBL

10/18/2011
11:51:36 PM

10000

Withdrawal 20111018283392144 Mobile

HBL

11/12/2011
11:12:38 AM

1000

Deposit

201111124769510419 Mobile

HBL

11/24/2011
2:19:15 PM

1000

Withdrawal 20111124918785331 Mobile

HBL

12/31/2011
10:54:57 PM

9000

201112313162016642 Mobile

HBL

NA

12/31/2011
7:19:18 PM

1000

Deposit

201112317751444997 Mobile

HBL

NA

3/14/2012 7:28:13
1000
PM

Deposit

201203145969545221 Mobile

HBL

NA

3/14/2012 3:17:23
1000
PM

Deposit

201203146862645221 Mobile

HBL

NA

3/15/2012
12:42:16 PM

1000

Deposit

201203154005345221 Mobile

HBL

NA

11/8/2012
10:31:11 PM

3000

Deposit

201211087685915433 Mobile

HBL

NA

1/5/2013 12:16:26
3000
PM

Deposit

201301059446615438 Mobile

HBL

NA



CARD
TYPE

BANK

TYPE

FRANCHISE_ID
NA

Withdrawal
from
Franchise

WF9001
NA

Withdrawal
from
Franchise

WF9001

Wazeeran was not informed about the reasons of not receiving any payments and her
complaint remains unresolved.

6. Recommendations







In this case her Payment Detail showed a deposit of Rs.10,000 and withdrawal of Rs.10,000 +
9,000. Payment Detail is the most important tool for the beneficiaries. Their accuracy and
regular updating must be ensured.
BISP should provide eligibility and change of payment mode letters to beneficiaries promptly,
as per standard procedure, so that they may know of their status in the programme and when
they can expect to receive their payments
BISP should evolve a procedure to handle payment cases instead of referring complainants to
the payment agencies; these cases could be transitioned to the CMS and the CMS database
could be shared with the payment agency so that one-window operations can be introduced
and registration, processing and outcomes can be tracked electronically from any BISP office
BISP offices should provide accurate information to beneficiaries about why their payments
are not generating instead of sending them back home as was observed in this case
BISP should update the payment details on its website so that it provides the most recent and
accurate record of payments delivered to beneficiaries
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P-Q3-Sindh-12
Non Payment due to erased PIN Code
Momal
Hussain Bux Rajpur
Chanhi Manomal, Tapal Ghar Bhiriya Road, Taluka
Bhiriya, District Naushero Feroze
4530192721748
08780097
3rd February 2013

1. Profile of the beneficiary/complainant
Momal, wife of Hussain Bux, is a 56 years old illiterate woman. She has 6 children; 2 of her
daughters and one son are married while the other three children live with her in Chanhi
Manomal, Tapal Ghar Bhiriya Road, Taluka Bhiriya, District Naushero Feroze. Her son has
passed the primary level, while one of her daughters is in 5th grade and the other one is in 3rd
grade. The son who lives at home with her sells fruits and earns Rs.200-250 daily. Her husband is
blind and does not work. They receive Zakat and ‘Fitra’ from their neighbours which amounts to
about Rs.1,500-2,000 per month. Momal used to stitch clothes but due to her illness she cannot
operate the sewing machine anymore. Her eldest son, who is married, bought them a 150 sq. yard
plot and it has a katcha room, no separate kitchen and a katcha washroom right outside the room.
They have access to electricity and she collects water from her son’s house. There are about 450
houses in this village and it has a population of about 4,500-5,000 people. There are two boys’
and two girls’ schools located here but there is no hospital. This village has mobile phone
connectivity.

2. Relationship with BISP
In 2009, Momal’s neighbour Ghulam Rasool entered her name in the BISP Parliamentarian Phase
since he knew she was in need of money. In the summer of 2009 she started receiving money
orders through the Post Office. These payments continued till April 2011 until the PSC survey
was held in May 2011. The survey team came to her house and her husband helped fill the form.
They gave them a PSC acknowledgment slip once the form had been filled. In the winter, the
postman came with the first instalment and notified her that she had been selected for the
programme again. Momal knows BISP is Benazir’s programme for the poor and was told about it
by her neighbour Ghulam Rasool during the Parliamentarian Phase. The enumerator also provided
her with printed material at the time of the PSC survey. She does not know about the eligibility
criteria but believes she is eligible as she is poor and her husband is blind.
In April 2012, the postman informed that future instalments would be made on the BDC instead
of through money orders, and she should get her BDC, enabling her to get her BISP instalments.
In May 2012 she went with her neighbouring women to the BDC Centre where she received a
card from NADRA. The round trip to the Centre cost her Rs.100. The staff at NADRA asked her
to check her BDC in eight days for the first payment. After eight days she went with her
neighbouring women to collect instalment from the HBL ATM 4 km away from her village. She
went by a rickshaw and spent Rs.30. The bank staff helped her in withdrawing her instalment as
she did not know how to operate the ATM. According to Momal, she has received more than
Rs.40,000 from this programme in both phases. She buys groceries for the house with BISP
instalments and if she ever has some leftover amount, she would buy dowry for her unmarried
daughters.
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3. How did the complaint emerge?
Momal received the first payment by using her BDC in May 2012. After 3 months she received
the second instalment. In November 2012, when she went to withdraw her next instalment, the
bank staff told her that the BDC PIN Code had rubbed off. Momal became very worried as she
did not know how she would receive future instalments. The bank representative told her to go to
the BDC Centre, Bhiriya to register a complaint. She visited the BDC Centre in November 2012
and they asked her to bring a copy of her CNIC and BDC. Once they had copies of her
documents, they drafted a request letter and asked her to collect her BDC in a month. She was
told about the complaint procedure by the Bank representative at the BDC Centre.

4. Processing of the complaint
4.A Providers’ Version
The Assistant Complaint (AC) at the BISP Tehsil Office Bhiriya maintains that they do not
deal with payment complaints and if a complaint of this nature occurs beneficiaries are
directed to the BDC Centre or the Bank.
According to the Data Entry Operator (DEO) at the BDC Centre, they have been directed to
send all complaints regarding BDCs to the HBL Regional office. The supervisor, Shaukat
Soomro, wrote an email to the HBL Regional Office, Sukkar on 11th December 2012. HBL
Bhirya was also copied on this email so that the bank had a record of it. The DEO informed
that they had received 28 new cards for beneficiaries who had registered complaints but
Momal’s was not one of them. He was not certain how many times Momal has visited the
bank because many women with complaints visits frequently.
The Regional Manager Complaints (RMC) at the HBL Regional Office Sukkur confirmed
that he received a complaint for Momal’s BDC on 11th December 2012. There were copies of
Momal’s BDC and CNIC attached to the email. He has a record of this email in his inbox.
The bank has instructed the BDC Centre to forward all BDCs related complaints to them on a
weekly basis. Upon receiving this email, the RMC forwarded it to the ATM generation/card
operations HBL, Karachi. The status of this request is still pending. The RMC does not have
the resources to verify when BDCs are sent from Karachi; instead they are directly mailed to
the relevant payment agencies. He was not involved in any communication with the BISP
office regarding this complaint.
4.B Client’s version
Momal went to register her complaint at the BDC Centre, Bhiriya in November 2012 on the
suggestion of the staff at the HBL branch near her village. They heard her complaint and
asked her for a copy of her BDC, BDC envelope, CNIC and application letter. They did not
provide her with an acknowledgement slip upon registration of her complaint. The BDC
Centre is 25 km away from her house and she spent Rs.100 on the rickshaw to reach there.
Momal has been to the BDC Centre twice; the first time to complain and the second time was
a month ago to check if her BDC had arrived. Although 3 months have passed since her
complaint, she had not received a new PIN Code. She was not satisfied with the complaint
redressal procedure as she does not know when she would receive the new Pin Code. She was
also not satisfied with the service at the BDC Centre as it was very crowded and they did not
have enough time to deal with each person’s complaint properly.
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5. What We Learnt?







She has not received a new PIN Code although three months have passed
BISP offices and BDC Centres do not have a procedure to deal with (register and process)
payment related complaints and they usually just refer the complainant to the relevant
payment agency
Momal lodged her complaint, and submitted her BDC and CNIC copies, at the BDC Centre
Bhiriya from where it was emailed to the HBL Regional Office Sukkur. The RMC at this
office forwarded her complaint to the ATM Operations in Karachi but there has been no
action on this complaint till now.
The HBL Regional Office has no communication with the BISP office regarding payment
cases
Since the beneficiary does not have a stable source of income, she is living on charity from
her neighbours for the past 3 months

6. Recommendations








Complaints regarding new PIN Codes are usually addressed by other banks through helpline
and solved within half an hour. The partner bank must review its complaint redressal system
as addressing such simple complaints should not take three months.
BISP should provide eligibility and change of payment mode letters to beneficiaries so that
they know of their status in the programme and when to expect their payments
BISP beneficiaries should be taught how to use their BDCS themselves and should also know
the complaint registration procedure
BISP should evolve a procedure to handle payment cases and these should be catered by the
CMS so that a record of such cases is maintained at the BISP office, instead of referring
complainants to payment agency
BISP should enhance and improve its communication channels with payment agencies so that
beneficiaries who rely primarily on timely transfer of cash transfers through BISP do not have
to wait for long periods to have their complaints resolved; Momal’s payment details show that
one instalment of Rs.3,000 was deposited in her account on 30th October 2012 but since her
PIN Code is erased she has not been able to access it
BISP help-lines should assist the beneficiaries with such queries and the operators must be
able to speak local languages as not all beneficiaries are comfortable with Urdu
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P-Q3-Sindh-13
Non Payment due to erased Pin Code
Shabbiran
Behram Khan
Village Chanhie Mano Mal, Post Office Bhiriya Road,
Tehsil Bhiriya, District Naushero Feroze
4530126112334
08780108
3rd February 2013

1. Profile of the beneficiary/complainant
Shabbiran w/o Behram Khan, age 43 years, is an illiterate woman who is a resident of Village
Chanhie Mano Mal, Post Office Bhiriya Road, Tehsil Bhiriya, District Naushero Feroze. She is a
mother of 7 sons and a daughter. Only one of her sons goes to school, he is in the 4th grade and
the remaining children do not go to school due to abject poverty. Her eldest son who is 16 years
old, works as labourer and earn Rs.150 daily. One of her son is handicapped, he is ten years old.
Shabbiran informed that her husband is a security guard at a private residence and his salary is
Rs.8,000 per month. She is a house wife and lives with her family in a house which has a total
area of 120 sq. yards and has only one room. There is a bathroom in the house but no kitchen;
they use one corner of their courtyard as kitchen. They obtain water using a hand pump and have
access to electricity and gas. There is no drainage system for the house and this area is considered
rural and has approximately 500 houses. The village has 2 schools for boys and girls separately
but has no hospital. The nearest hospital is 20 km away from the village. The main road and BISP
Tehsil Office are approximately 4 km and 24 km away from the village respectively.

2. Relationship with BISP
Shabbiran was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her village in June 2011. The survey team came to her house and filled her
form with the help of her husband. The survey team also gave her an acknowledgement slip.
Shabbiran believes that she is eligible for the BISP cash transfer scheme. Shabbiran heard about
BISP on the TV and through other people, and she said BISP is Benazir’s scheme. The PSC
survey team did not give her any pamphlets. She further told us that she did not know about the
eligibility criteria for BISP. She just knows that these transfers go to the poor and she considered
herself poor, because not only is her house insufficient for her family and her son is also
handicapped.
She informed that if she gets cash transfers through BISP she would spend it on groceries for the
house and on her son’s medical treatment. She received two instalments of Rs.3,000 each in
December 2011 and March 2012 from the Post Office. But when other women of the village
received their Benazir Debit Cards (BDCs) she also applied for one. She received a BDC from the
BDC Centre Bhiriya almost a year ago. She had also drawn an instalment in May 2012 from a
bank agent (PoS) in Bhiriya; it takes almost half an hour to reach there. She went there with other
women from the village. She gave her BDC and Pin Code to someone else to draw cash for her as
she does not know how to use a BDC.

3. How did the complaint emerge?
She drew her first instalment from a PoS outlet in May 2012. In October 2012 she went to HBL
Bhiriya for the withdrawal of instalment and gave her BDC and Pin Code to the security guard so
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that he could withdraw cash for her because she did not know how to use a BDC. The security
guard told her that the Pin Code of her BDC was erased so she could not draw cash. He advised
her to visit the office from where she got the BDC, although she didn’t know the procedure to
acquire a new Pin Code. She went to the BDC Centre, Bhiriya and registered her complaint. She
informed that she has not drawn her 2nd instalment yet because she did not get a new Pin Code.

4. Processing of the complaint
4.A Providers’ version
When TPE team visited the BISP Tehsil Office, Bhiriya and inquired about Shabbiran’s case
the staff told us that they do not have any record of this case. They further told us that if they
receive any Pin Code related complaint they verbally guide the beneficiary to visit the bank to
resolve this problem. They do not maintain any record of BDC complaints at the BISP office.
According to the Data Entry Operator (DEO) at the BDC Centre Bhiriya, he has been
instructed by HBL to forward all card related complaints to them on a weekly basis. The DEO
told us that he received 274 Pin Code related complaints which he had forwarded to the
Regional Head Office, Sukkur on 11th December 2012 and received back only 28 new Pin
Codes through TCS courier service thus far. The DEO told us that he did not receive
Shabbiran’s new Pin Code yet. He further told us that a supervisor who forwarded this
complaint through email was not on his post when TPE team visited.
The Regional Manager Complaints (RMC) at the HBL Regional Head Office, Sukkur
confirmed that he received Shabbiran’s complaint on 11th December 2012, her BDC number
and CNIC copy were also attached to the email. This complaint was registered at the same
day but they did not give any acknowledgement slip for the complaint to the beneficiary. He
told us that he had a record of this email in his inbox. The bank has instructed the BDC
Centre to forward all BDC related complaints to them on a weekly basis. Upon receiving this
email, the RMC forwarded it to the ATM generation/card operations HBL Karachi on 11 th
December 2012. The RMC said he did not have the time to verify the new BDC Pin Codes
when they are sent back from Karachi; instead they are directly mailed to the relevant banks
or BDC Centres. He did not know how many out of the 274 cases forwarded from the BDC
Centre had been resolved. He was not involved in any communication with the BISP office
regarding this complaint.
4.B Client’s Version
According to Shabbiran, she went to the BDC Centre Bhiriya and registered her complaint
about her erased Pin Code along with copies of her and her husband’s CNICs in December
2012. She was told at the BDC Centre that she would be informed on the phone when they
receive her new Pin Code. But she was not informed yet; seven days before our interview her
son went to the BDC Centre but could not get her new Pin Code. Shabbiran learnt about the
complaint registration procedure from other people and she went herself to the BDC Centre,
which is 12 km away from her home and it cost her Rs.100. The bank representative
registered her complaint but did not give her any acknowledgement slip. Shabbiran told us
that her complaint was not resolved because she did not receive a Pin Code or cash transfers.
She said that she was not at all satisfied with the complaint redressal mechanism. However,
she told us that she was satisfied with their attitude because the BDC Centre staff behaved
very well and did not charge any amount to register her complaint.
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5. What We Learnt?








She has not received a new PIN Code although three months have passed
BISP offices do not have a procedure to deal with (register and process) payment related
complaints and they usually just refer the complainant to the relevant payment agency
The BDC Centre was 12 km away from the beneficiary’s house and it cost her Rs.100 to get
there. The BDC Centre staff did not provide her with an acknowledgment slip or help line
number. They also took her phone number but did not inform her about her complaint status.
The beneficiary’s son visited the Centre again to inquire about her status which cost him
Rs.100 as well
Shabbiran registered her complaint, and submitted her BDC and CNIC copies, at the BDC
Centre Bhiriya in December 2012 from where it was emailed to the HBL Regional Office
Sukkur. The RMC at this office forwarded this complaint to the ATM Operations in Karachi
but there has been no action on this forwarded complaint till now
The HBL Regional Office has no communication with the BISP office regarding payment
cases and once they forward them to the ATM Operations in Karachi, they do not have any
mechanism to check the status of the complaint

6. Recommendations







Complaints regarding new PIN Codes are usually addressed by other banks through helpline
and solved within half an hour. The partner bank must review its complaint redressal system
as addressing such simple complaints should not take three months.
BISP beneficiaries should be taught how to use their cards themselves and should also know
the complaint redressal procedure
BISP should develop a procedure to handle payment cases and a record of such cases should
be maintained at the BISP office, instead of referring complainants to the payment agency
BISP should have mechanism to follow beneficiary’s payment complaints and should
enhance and improve its communication channels with payment agencies and resolve all type
of complaints efficiently
Payment agencies, such as HBL, should inform the beneficiaries about their complaints status
and also develop efficient procedure to resolve the complaints early
BDC Centres should provide acknowledgment slips along with toll free help line numbers
through which complainants can find their complaint status as it could save their time and
money.
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P-Q3-Sindh-14
Non Payment due to Blank BDC
Shamshad
Imam Bux
Goth Mitto Machi Tharari Muhabat, Taluka Meher, District
Dadu
4120570603640
9832612
10th February 2013

1. Profile of the beneficiary/complainant
Musamat Shamshad w/o Imam Bux, age 28, is an illiterate woman who is a resident of Goth
Mitto Machi Tharari Muhabat, Taluka Meher, District Dadu. She is a mother of 2 daughters and a
son. The daughters study in 5th and 2nd grades while her son is too young to go to school. Her
husband works as a labourer and earns Rs.350-400 daily. She is a housewife and lives in a joint
family system, Shamshad’s family, her mother-in-law and 3 brothers-in-law live in the same
house. The house is built on a plot of 400 sq. Yards and has 2 rooms which were built a long time
ago and in a corner of the courtyard is a bathroom and in another corner a stove is kept and this
area is used as kitchen. The house has access to electricity and gas supply. Water is taken from the
hand pump installed in the courtyard. This village is built right next to the city, and has around
500 houses and a population of approximately 3,000 people. The population comprises of people
from the Machi, Peerzada and Lashari kinships. The village has two primary boys and two girls’
schools. The village has a BHU. The village has electricity and gas facilities. This village is 10
km away from Meher.

2. Relationship with BISP
She was not a beneficiary of the Parliamentarian Phase of BISP. The PSC survey was conducted
in this area in December 2010. The survey team visited houses in the village and filled the forms
of the residents. Her family helped fill her form. The PSC team provided them with a PSC
acknowledgement slip. She considers herself a beneficiary of BISP as she was informed by the
local influential about her selection. Shamshad learned through the TV that this is Benazir’s
scheme. The enumerator did not provide her with any printed material. Though she does not know
about the eligibility criteria she considers herself eligible for the cash transfers on the basis that
her husband is a labourer and does not make enough monthly income to buy monthly ration or for
her children education. Earlier when the post man used to deliver her instalments, she used to
spend that amount on buying ration, and she said that now when she would get BISP instalment,
she would use it on her children education and to buy a sewing machine. She received 9 payments
through the postman; the first payment was received in April 2011, and the last one was received
in March 2012.
She received her BDC from the BDC Centre, Meher in the last week of May 2012. The postman
told her about the BDC while giving her the last instalment through the Post Office in March
2012; she went to the BDC Centre with other women from her area. After getting the card from
the BDC Centre in April 2012, she was informed that she could withdraw instalment from this
card after 4 days. She went to the ATM but still has not received her instalment. The HBL ATM
is 10 km away from her house. Shamshad went to the BDC Centre on a chingchi, along with other
women of the village, which took 45 minutes and the total cost of the trip was Rs.60. Although
BDC is in her possession, however, she does not know how to use it.
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3. How did the complaint emerge?
In March 2012, when the postman came to give her the money order, he informed that from now
on she would receive instalment through the BDC instead of Post Office. The beneficiary with
other women of the area went to the BDC Centre Meher in the last week of May 2012 and got her
BDC the same day. Four days after getting the card she went to the HBL Meher Branch but no
amount could be drawn from her card; worried, she gave the card to her father-in-law to withdraw
her instalment. He too tried twice but did not get the money. On his third trip to the ATM the
guard advised him to visit the BISP Tehsil Office Khairpur Nathan Shah. At the BISP office he
was told that they could not deal with such cases and he should go to the office which issued this
BDC. Shamshad went to the BDC Centre Meher in June 2012 where she registered her complaint.

4. Processing of the complaint
4.A Providers’ version
The Assistant Director at the BISP Tehsil Office Mr. K.N Shah informed us that if they
receive such complaints they refer them to either the BDC Centre or to the concerned Bank
branch and they do not keep any record of such complaints as they are not instructed to keep
such records. The BISP office does not have any mechanism to redress such complaints.
The RMC at the HBL Sukkur Regional Office informed that he received this case through
email from HBL Meher on 19th June 2012 which included the attachment of 300 more cases.
The subject of the complaint was ‘account shows credit but ATM denied with message: Card
status not found’. This email was received from HBL Meher branch and was initially reported
to the BDC Centre Meher. The email included the names of the beneficiaries and their
mothers, CNIC numbers and BDC numbers. This record is saved in the bank’s database. The
RMC said that he had advised HBL Meher to send such cases to him on a weekly basis. On
19th June 2012 HBL Meher Branch sent 300 cases to the RMC and then on the same day he
forwarded these cases to the ATM Operations Karachi. It has been about 8 months now since
forwarding the complaint but the RMC has not received any response nor the RMC had time
to send a reminder.
HBL Meher’s Branch Manager informed us that when there was a BDC Centre in Meher, the
BDC staff used to collect such cases and submit it to HBL weekly. Then HBL used to
forward it to the Regional Office Sukkur via email where the RMC forwarded it to the ATM
Operations Karachi. The Manager said that they were instructed to send these complaints to
RMC weekly. Shamshad’s complaint was sent to the RMC on 19th June 2012. Then they
contacted the ATM Operations verbally who informed them that this was a NADRA case.
NADRA has not verified 300 BDCs as a result those cards were not functional. The status of
such cards on the CMS is shown as ‘No-Record’. HBL tried to talk to the NADRA staff
verbally but they refused informing that this was not their case. All these beneficiaries have
not been able to withdraw any instalment since last eight months.
4.B Client’s Version
After many attempts when Shamshad’s father-in-law was advised to go to the BDC Centre, he
went there along with her in June 2012. The staff at the BDC Centre, after necessary
verifications, took her CNIC copy and a copy of her BDC. The BDC Centre Meher is at a
distance of 10 km from her village. She went there via rickshaw which cost her Rs.150. For
this complaint Shamshad went to the HBL Meher branch twice, BISP Tehsil Office K.N.
Shah once and BDC Centre Meher thrice. Now the BDC Centre Meher has been shut down so
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she also visited BDC Centre Dadu, where she was told that this is not their case. Even after
visiting so many offices she still gets the same response: that she will only get the money
when her problem is resolved by the higher authorities. Shamshad was not satisfied by the
complaint redressal mechanism or the staff at different offices which she visited, as she still
did not get her money and the staff keeps telling her that her problem would be resolved,
however, the staff did not take any illegal amount to register her complaint.

5. What We Learnt?







This complaint was registered at the BDC Centre Meher sometime in June 2012 and it was
forwarded to HBL Meher and subsequently HBL Regional Office Sukkur on 19 th June 2012.
It has been eight months since this case was formally registered but it has still not been
resolved
BISP Tehsil Office K.N. Shah has no established procedure to deal with payment cases
efficiently
RMC HBL Sukkur did not send any reminder to the ATM Operations department in Karachi
for this case even after the passage of eight months, this case is still pending.
The beneficiary has visited many offices during these eight months, which cost her a lot of
money
It was observed that there was no efficient mechanism or communication channels between
HBL and NADRA due to which this problem has still not been resolved

6. Recommendations






BISP should establish procedures to handle payment cases instead of referring these cases to
the relevant payment agencies. Payment cases should also be catered by the CMS software so
that a record of such complaints is maintained
BISP should contact HBL soon regarding the resolving of these 300 cases so that the
beneficiaries who have been waiting for the resolution of their cases since last eight months
could start receiving their instalments and stop wasting their time and money on making
repeated trips to different offices
Beneficiaries must be given awareness about how to use BDCs
There is a need for greater and enhanced communication between BISP, payment agencies
(banks) and NADRA so that there is a shared database which can be updated from any of
these offices and beneficiaries can be informed about their complaint status from their nearest
office; beneficiaries should also be provided accurate time frame for the resolution of their
complaints

GHK Consulting Ltd.
J40252715

208

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 Completed

Section 1 - Payment Case Studies
P-Q3-Sindh-15

P-Q3-Sindh-15
Non Payment due to Blank BDC
Bachal
Anwar Ali
Goth Mitto Machi Tharari Muhabat, Taluka Meher, District
Dadu
4120536604636
9832620
12th February 2013

1. Profile of the beneficiary/complainant
Bachal w/o Anwar Ali, age 32 years, is an illiterate woman who is a resident of Goth Mitto Machi
Tharari Muhabat, Taluka Meher, District Dadu. She has 5 sons and a daughter; two of her
children go to school while the other children do not go to school yet. Her husband works as a
labourer and earns Rs.350-400 daily. She also stitch clothes of her neighbours and earns about
Rs.500 per month. Her widow sister-in-law along with her 3 children also lives in their house.
Their house has a total area of 200 sq. yards and has only one old, katcha room. There is a
bathroom in the house. They obtain water using a hand pump and have access to electricity. The
village Mitho Machi is near Tharari Muhabat and has approximately 550 houses with a population
of about 3,000 people. The residents of this village mostly belong to the Machi, Pirzada and
Lashari castes. There are two primary boys’ schools in the village along with a Basic Health Unit
(BHU). The village has access to electricity and gas. This village is 10 km away from Meher.

2. Relationship with BISP
Bachal was not a beneficiary of the Parliamentarian Phase of BISP. She informed that the PSC
survey was held in her area in December 2010. The survey team came to her house to fill her form
and also gave her an acknowledgement slip. Bachal believes that she is eligible for the BISP cash
transfers. She heard from the women of her village that BISP is Benazir’s scheme and it transfers
money to the poor. She said that she did not have any information about eligibility criteria of
BISP, however, being poor with 6 children and husband who is a labourer she is a deserving
beneficiary of the BISP cash transfers. She informed that when she got money orders from the
postman she bought groceries for the house. She said that if she gets more instalments she will
purchase a sewing machine and will repay her loans. Bachal further told us that she received nine
instalments from the post man and she received her last instalment in March 2012.
Her payment mode was changed in March 2012 when she got her BDC from the BDC Centre
Meher. Four days after receiving her BDC she visited ATM at HBL, Meher which is 10 km away
from her village. She went there with other neighbouring women and it cost her Rs.60. She said
that she could not use her BDC.

3. How did the complaint emerge?
Bachal told us that when in May 2012 other women of the village went to BDC Centre Meher she
also went with them and got her BDC the same day. Four days after getting the card she went to
HBL Meher branch but no instalment could be drawn on her card. She became worried and gave
her card to her friend’s father in law to withdraw her instalment. He too tried twice but could not
withdraw her cash transfer. The guard at the HBL told him that he must visit the BISP Tehsil
Office, Khairpur Nathan Shah. Bachal, her friend Shamshad, and Shamshad’s father in law went
to the Tehsil Office to register their complaints. At that office they were told that this case could
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not be entertained and they should go to the office which issued this Card. She then went to the
BDC Centre Meher almost eight month ago to register her complaint.

4. Processing of the complaint
4.A Provider’s version
The Assistant Complaint (AC) at the BISP Tehsil Office K.N Shah told us that when they
receive this type of payment complaints from the beneficiaries, they advise them to visit the
BDC Centre or concerned Bank Branch. They do not maintain any record of these
complaints. According to AC they do not have any instructions from BISP to register these
complaints and also do not have any mechanism to solve them.
The Branch Manager at HBL Meher told us that they received complaints from the BDC
Centre on a weekly basis and then they forward them to the RMC at the HBL Regional Office
Sukkur. The RMC forwards these complaints to the ATM generation/card operations
department at HBL Karachi. He informed that he e-mailed Bachal’s complaint along with 300
other complaints to the RMC Sukkur on 19th June 2012. When he asked verbally from ATM
Operation Karachi department they told him this was NADRA’s problem. NADRA did not
verify these 300 cards till now. The Branch Manager informed that their internal Customer
Civic Software shows Bacahl’s status as: “No record found”. He said that when he asked
NADRA about the resolution of this problem on phone they replied that NADRA had verified
all cards at the time of receiving. However, all these cases are still unresolved since last nine
months.
The RMC at HBL Regional Office, Sukkur said that he received an email from the Branch
Manager HBL Meher on 19th June 2012 which included the attachment of 300 cases. The
subject of the complaint was, ‘account shows credit but ATM denied with message: ‘Card
status not found’. He said about Bachal’s complaint that this was initially reported at the BDC
Centre Meher. The email included the names of the beneficiaries and their mothers, CNIC
numbers and BDC numbers. This record is saved in the bank’s database. The RMC said that
he had advised HBL Meher to send such cases to him on a weekly basis. On 19 th June 2012
HBL Meher Branch sent 300 cases to the RMC and then on the same day forwarded these
cases to the ATM Operations HBL Karachi. It has been about eight months since the
complaint was submitted but the RMC has not received any response from HBL Karachi nor
the RMC had time to send a reminder.
4.B Client’s version
When her friend Shamshad’s father-in-law was advised to go to the BDC Centre Meher, she
went there along with Shamshad and her father-in-law in June 2012. The staff at the BDC
Centre asked for Bachal’s mother’s name, her CNIC copy and the copy of her BDC. The
BDC Centre Meher is at a distance of 10 km from her village. She went there on a rickshaw
and it cost her Rs.100. For this complaint she went to HBL Meher branch twice, BISP Tehsil
Office K.N. Shah once, BDC Centre Meher thrice and BDC Centre Dadu once. She said her
problem has not been resolved yet even after more than eight months. She was not satisfied
with the complaint redressal mechanism because she made about 8-10 trips to different
offices but in vain. She also said that cash transfer through the postman was a better mode of
payment than the BDC since she received her payments through that mode regularly.
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5. What We Learnt?







This complaint was registered at the BDC Centre Meher sometime in June 2012 and it was
forwarded to HBL Meher and subsequently HBL Regional Office Sukkur on 19 th June 2012.
It has been eight months since this case was formally registered but it has still not been
resolved
BISP Tehsil Office K.N. Shah has no established procedure to deal with payment cases
efficiently
RMC, HBL, Sukkur did not send any reminder to the ATM Operations department in Karachi
for this case even after the passage of eight months, and this case is still pending
The beneficiary has visited many offices during these eight months, which cost her a lot of
money
It was observed that there was no efficient mechanism or communication channels between
HBL and NADRA due to which this problem has still not been resolved

6. Recommendations






BISP should establish procedures to handle payment cases instead of referring these cases to
the relevant payment agencies. Payment cases should also be catered by the CMS software so
that a record of such complaints is maintained
BISP should contact HBL soon regarding the resolution of these cases so that the
beneficiaries who have been waiting for the cases to be resolved since last eight months could
start receiving their instalments and stop wasting their time and money on making repeated
trips to different offices
Beneficiaries must be given awareness about how to use BDCs
There is a need for greater and enhanced communication between BISP, payment agencies
(banks) and NADRA so that there is a shared database which can be updated from any of
these offices and beneficiaries could be informed about their complaint status from their
nearest office; beneficiaries should also be provided accurate time frame for the resolution of
their complaints
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P-Q3-Sindh-16
Non Payment due to Lost BDC
Sughra
Muhammad Ali
Gopang Mohalla, Qambar Ali Khan, District Qambar
Shahdadkot
4340206254044
12056919
8th February 2013

1. Profile of the beneficiary/complainant
Sughra w/o Muhammad Ali, 43 years old, lives in Gopang Mohalla, Qambar Ali Khan, District
Qambar Shahdadkot. Her husband died two years ago. Sughra, an illiterate woman, usually stays
at home and remains busy with household chores. She is a mother of two sons and three
daughters.
She lives in a one room house built on a plot 120 sq. yards. The family uses a corner of the plot as
kitchen. The area has salty ground water thus drinking water is not available at home And to
obtain drinking water, she has to travel a distance of 1 km and get water from the hand pump
installed in a college. Her house does not have gas or a drainage system. Sughra don’t afford to
send her children to school. With the death of her husband, it has become more difficult for
Sughra to support her family as there is no other earning member in her house, she herself makes
rillis (traditional cloth) and could make one rilli a month from which she earns about Rs.100-150.
The school and government hospital are at a distance of 10-15 minutes from her house. The main
road is in front of her house. The village has around 500 houses and families of Gopang kinship
reside there.

2. Relationship with BISP
She was not a beneficiary of the Parliamentarian Phase of BISP. According to her, the PSC survey
was conducted in her area in January-February 2011. One of the survey teams came to her door
steps, filled her form and gave her a PSC acknowledgement slip. She came to know about her
selection as a beneficiary of BISP when she got her PSC survey slip checked at an internet café.
Sughra thinks that BISP is Benazir’s scheme and that the amount beneficiaries receive is from
Benazir. She got information about this scheme from her neighbours. Sughra does not know much
about the eligibility criteria but considers herself eligible for the BISP cash transfers; she said, “I
am poor and have no one to earn for me thus I am eligible”. She said that she would use the
money from BISP for buying clothes for her children and grocery for her family. She informed
that she did not receive any instalment from the postman. Her payment mode is BDC but she did
not receive any letter to get her BDC. When she visited the BDC Centre to get her slip checked,
the staff at the Centre told her to get her BDC. About six months ago she got her BDC from the
BDC Centre Qambar.
She withdrew her first payment of Rs.3,000 from the ATM at UBL Qambar branch on 12th
August 2012. This bank is around 3 km away from her house and it takes 30 minutes for the
round trip. For her first payment, she went to the bank on foot with her daughter. At the time of
her BDC issuance, the BDC Centre staff told her to wait for 3-4 days before withdrawing her
payment. She does not know how to operate the card or the ATM; for her first payment, she
requested the bank guard to withdraw it for her, she considers the BDC as her precious property
and keeps it at a safe place.
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3. How did the complaint emerge?
The beneficiary withdrew her first instalment through BDC on 12th August 2012. When she went
to ATM at UBL Qambar again in December 2012, to get her second instalment, she lost her
CNIC and BDC due to heavy rush at the ATM. She discussed her problem with her brother-inlaw after reaching home and on the very next day he went to the BDC Centre and informed them
about Sughra’s lost card. He was told that the beneficiary must first go to the local police station
and get her N/C registered and then visit the BDC Centre with this report. Three days later Sughra
went to the police station got an N/C registered for her lost BDC and CNIC and took a copy of
this to the BDC Centre the next day. The staff at the BDC Centre wrote a letter to UBL Larkana
branch, regarding the re-issuance of BDC due to the loss of an earlier one. Sughra was asked to
visit BISP Divisional office, Larkana with the letter.

4. Processing of the complaint
4.A Provider’s version
When the Assistant Complaint (AC) at the BISP Divisional Office Larkana was asked for the
record of this case, on 6th February 2013, he said that office had no record and that they only
register cases regarding CNIC updates in the CMS. He said that they do not enter payment
cases in CMS and have no registration mechanism for cases related to BDC. When any
beneficiary visits them, they ask them to visit the concerned branch.
On 26th December 2012, Sughra reached UBL Larkana where the data entry operator
registered her complaint of lost BDC. According to the details of the complaint, her BDC was
lost in Qambar. The DEO of UBL, Larkana registered her complaint on a computer sheet on
26th December 2012 and took copies of Sughra’s CNIC, police report and the letter from the
BDC Centre Qambar. The complaint was processed on the same day. After checking her
CNIC, the staff obtained her fingerprints and issued her a new BDC and entered the receipt of
this case, however, result of this case was not conveyed to BISP.
4.B Client’s version
In December 2012, when she lost her BDC at the ATM at UBL Qambar, her brother in law
acquired a police report (on the advice of the staff at BDC Centre Qambar). When Sughra
presented this report at the BDC Centre, the staff filled out a complaint letter for her and
asked her to visit the UBL Larkana branch with this letter to get her new card. The branch
was 24 km away from her house and she went there in a van which cost her Rs.80 for the
round trip. She went to the UBL, Larkana as advised to register her complaint about the lost
BDC. The staff took copies of her CNIC and N/C report and the letter from BDC Centre
Qambar. After verifying her original CNIC she was instructed to provide her thumb prints and
thereafter she was given a new BDC. Her complaint was resolved on the same day and she
was satisfied with the complaint redressal mechanism. She was also satisfied with the
behaviour of the UBL staff as even during rush hour they dealt with the beneficiary
pleasantly.

5. What We Learnt?


Sughra had withdrawn her first payment from her BDC on 12th August 2012 and while
attempting to withdraw her second payment in December 2012 her card was lost in the rush at
the ATM
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Through this case it was observed that the staffs of the BDC Centre Qambar and UBL
Larkana have good coordination. As soon as the UBL counter at the BDC Centre Qambar
received this complaint they immediately wrote a letter for UBL Larkana and asked her to
visit the UBL Larkana and give them this letter where they issued her a new BDC
According to this case it seems that the payment agency and BISP has no coordination at all
as the BISP did not demand any list nor did the payment agency gave any list to BISP about
the re-issuance of BDC cards/resolution of complaints
BDC Centre Qambar does not register the complaints related to BDC because they do not
have complaint registration mechanism. The beneficiaries with such problems are sent to
UBL Larkana with a letter for the re-issuance of BDCs
The UBL Larkana branch also gave priority to this case and resolved it in a single day, on 26th
December 2012 and kept an electronic record of this case

6. Recommendations





The beneficiaries should be given awareness about the use of BDC and about its Pin Code
BISP Divisional Office Larkana should maintain a manual register of complaints related to
BDCs and establish a system to resolve such complaints instead of referring complainants to
the relevant payment agency. Payment cases should be catered by CMS so that they can be
resolved online
The payment agency should convey the result of BDC related issues to BISP
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P-Q3-Sindh-17
Non Payment Due to Exchanged BDC
Hoor Khatoon
Ghulam Hyder
Bair Sharif, Tehsil Qambar Ali Khan, District Qambar
Shahdadkot
4340206065490
12050889
8th February 2013

1. Profile of the beneficiary/complainant
Hoor Khatoon, w/o Ghulam Hyder, is a 50 year old woman who is a resident of Bair Sharif,
Tehsil Qambar Ali Khan, District Qambar Shahdadkot. She is an illiterate housewife and has 8
children: 3 sons and 5 daughters. Four of her daughters are married and live with their husbands
separately while one is divorced and lives with her. Her eldest son is married and has 4 children
and lives in the same house. Her second son works as labourer while the third is very young and
does not work. Hoor Khatoon said that her husband can’ work due to old age. Her two sons work
as labourers and earn Rs.500 per day. They live in a house owned by her husband; it is half-pucca
and has a total area of 120 sq. yards. There is only one room in the house along with a kitchen and
a bathroom. They obtain water using a hand pump and have access to electricity and gas. The
population of the village Bair Sharif comprises of people from the Tunio, Brohi and Lashari
castes. The village has one primary school as well as a Basic Health Unit (BHU). The village has
approximately 700 houses.

2. Relationship with BISP
Hoor Khatoon was not a beneficiary in the Parliamentarian Phase of BISP. According to her the
PSC survey was held in her village in January 2011. The survey team came to her house and filled
her form and gave her an acknowledgement slip. She does not have much information about the
BISP although she was receiving cash transfers through BISP. She informed that the BISP cash
transfer is for the poor and she is also a poor woman. She told us that she has received Rs.9,000
through the Post Office from August 2011 till March 2012 in four instalments. In June 2012 she
received her BDC from the BDC Centre Qambar and she heard about it from the postman. The
BDC Centre, Qambar is about 6 km away from her village.
She also drew an instalment of Rs.3,000 using her BDC on the very next day after receiving it.
The UBL staff helped her in withdrawal of this instalment as she does not know how to use the
BDC. She informed that the cash transfers which she received from BISP have been spent on
basic household necessities.

3. How did the complaint emerge?
According to Hoor Khatoon she received her first instalment from the BDC in June 2012. In
October 2012 she gave her BDC to her son for withdrawal of cash (he took a number of BDCs
from numerous relatives to collectively withdraw their payments) but he returned saying there
was no amount in her account. When Hoor Khatoon went to UBL Qambar one month later to
withdraw her instalment, she failed; the security guard of the bank told her that her card had been
blocked. Upon his advice, she went to the BDC Centre Qambar where she was informed that her
BDC had been exchanged with some other beneficiary’s card.
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The staff at the BDC Centre Qambar advised her to visit UBL Larkana and apply for a new card.
She went to Larkana in December 2012 where she was told to come back two days later because
the concerned person was on leave. She handed over her BDC and CNIC to her brother-in-law
who lived in Larkana, when he visited the bank a few days later, he was told that the beneficiary’s
card had been exchanged and she must come herself to collect her new card. Hoor Khatoon went
to UBL Larkana again one week later and submitted her BDC and CNIC copy along with an
application. The bank staff verified her data and gave her a new card in 5 minutes.

4. Processing of the complaint
4.A Provider’s version
According to the Assistant Complaint (AC) at the BISP Divisional Office Larkana,
beneficiaries are directed to the relevant bank if they have a BDC related complaint since the
BISP office does not have a system to register BDC complaints.
According to the DEO at the UBL, Larkana branch this complaint was registered on 26 th
December 2012. The complaint arose due to an unintended exchange of BDCs with another
beneficiary. He said that when the beneficiary came to the bank they collected her BDC and
copy of her CNIC and then verified and filled her application form. After verification of the
data they deactivated her old BDC and gave her a new and active BDC. They also took
receipt of BDC on a manual register.
4.B Client’s version
The beneficiary informed that when she registered her complaint one month ago, in
December 2012, at UBL, Larkana she received a new BDC on the same day within 5 to 10
minutes. She also withdrew her second instalment on the same day from the ATM at UBL.
She told us that she was advised by the staff of BDC Centre, Qambar to register her complaint
at UBL Larkana. She visited Larkana twice which is 27 km away from her village and it cost
her Rs.400 on two round trips. Hoor Khatoon was satisfied by the complaint redressal
mechanism and the staff’s attitude as her complaint was resolved within a day and she also
received BISP instalment on the same day.

5. What We Learnt?




BISP offices do not have a system to register BDC related complaints and they do not
maintain any complaint register for payment cases
UBL, Larkana has only one record of her visit while she visited there twice but on her second
visit the complaint was registered and was resolved on the same day
BDC Centre Qambar did not have any mechanism to register card related complaints so the
beneficiary had to visit UBL Larkana which is 27 km away from her village and also cost her
Rs.200 for one trip

6. Recommendations




BISP should evolve a procedure to handle payment cases instead of referring complainants to
the payment agencies; these cases should be catered by the CMS and the CMS database could
be shared with the payment agency so that one-window operation can be introduced and
registration, processing and outcome can be tracked electronically from any BISP office
BISP should train the beneficiaries about the use of BDC and regarding the potential
problems that could occur
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There is a need for greater coordination between payment agencies and BISP; payment
agencies should inform and update BISP about resolved cases
Payment agencies should also develop a mechanism regarding complaint
registration/resolution at all their different branches so that beneficiaries do not have to travel
to regional offices and can have their complaints registered at local branches
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P-Q3-Sindh-18
Non Payment due to Exchanged BDC
Fiza
Gulsher Gopang
Gopang Mohalla, Near Kabhridhi Makan, Tehsil
Qambar Ali Khan, District Qambar Shahdadkot
4340206253412
12018857
9th February 2013

1. Profile of the beneficiary/complainant
Fiza w/o Gulsher Gopang, is a 43 year old woman who is a resident of Gopang Mohalla, near
Kabhridhi Makan, Tehsil Qambar Ali Khan, District Qambar Shahdadkot. She is an illiterate
housewife and has 6 children: 5 sons and a daughter. Her eldest son has been enrolled in school
but he does not attend. The remaining children also do not go to school. Her husband supplies
bakery items earning Rs.350 daily. Her father and mother in laws also live in the same house with
them. Fiza lives in a house which has an area of 150 sq. yards. There is only one room in the
house (it is katcha) and the remaining area consists of the courtyard. The house also has an open
kitchen along with bathroom which is damaged. They bring water from outside the house but they
have access to electricity and gas. Gopang Mohalla is in Qambar city and has almost 200 houses.
There is a secondary school and a BHU in the area.

2. Relationship with BISP
Fiza was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC survey
was held in her area in February 2012. Her form was filled by the survey team with the help of
her husband outside her house and also got an acknowledgement slip. Fiza believes that she is
eligible for BISP cash grant because she is poor. She did not have much information about BISP
she only knows that poor women are receiving cash transfers through Benazir’s scheme. She got
her BDC from the BDC Centre, Qambar in August 2012 when she heard from other women of the
area about the BDC distribution. She did not receive any cash payments from the BDC till now.
She told us that if she received cash transfer she would spend that on constructing a pakka house.

3. How did the complaint emerge?
According to Fiza in August 2012 she received her BDC from the BDC Centre Qambar; at that
time she was told by the staff that she could withdraw her payment after two days. When her
husband went to UBL Qambar after two days to withdraw her instalment, he was told that no
instalment had been deposited in her account. Her husband went there again after a few days and
he was told by someone who checked the BDC that this card had been blocked. Then Fiza and her
husband went to the BDC Centre Qambar, where they were told by the Assistant Director (AD)
BISP that due to bank staff negligence 50 to 60 cards had been erroneously exchanged. He said he
would resolve their problem after sometime. They visited the BDC Centre thrice after that but
each time they were told, to wait. In November 2012 the AD told them that their problem was not
resolved so they should visit the BISP Divisional Office Larkana to register their complaint. They
subsequently went to the BISP Divisional Office Larkana and registered their complaint; the
Divisional Director (DD) told them that their complaint will be resolved and they should visit
after one month. Fiza and her husband went to the BISP office again after one month where the
DD instructed them to visit UBL Larkana to register their complaint. The DD also told them he
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had already talked to them about this complaint. They went to the UBL Larkana branch on the
same day where the UBL staff took Fiza’s CNIC copy, BDC and also her thumb impression on an
application. Finally, she received her new BDC after verification of data on the same day

4. Processing of the complaint
4.A Provider’s version
The Assistant Complaint (AC) at the BISP Divisional Office Larkana told us that when they
receive payment related complaints from the beneficiaries they refer them to the concerned
bank branch. They do not maintain any record of these complaints. According to the AC they
do not have any mechanism to resolve such cases at the BISP office.
According to the DEO at the UBL Larkana whenever they receive exchanged BDC
complaints they collect copies of the beneficiaries’ CNICs, BDCs and verify these from their
database. After verification they take a signature or thumb impression of the beneficiary on a
receiving application and hand them a new BDC. According to the Bank records, Fiza visited
this branch on 24th December 2012 and registered a complaint regarding an exchanged BDC.
The bank staff followed the above procedure and provided a new BDC to Fiza on the same
day.
4.B Client’s version
Fiza told us that she registered her complaint at UBL Larkana in December 2012 and from
there she received a new BDC. She said that her husband was told by the BISP Divisional
Director Larkana that they should register their complaint at UBL Larkana. However, she
informed that after receiving her new BDC she did not receive her first instalment whereas
the other women in Qambar had already received their third instalment. She said that UBL
Larkana was 22 km away from Qambar and she went there with her husband and it cost her
Rs.300. Fiza said she was somewhat satisfied that her problem had been resolved and she
received her new BDC. She also mentioned that she was satisfied with the behaviour of the
BISP Divisional Director.

5. What We Learnt?





BISP did not have any mechanism to register or to resolve payment related complaints at their
Tehsil Offices or their Divisional Offices
UBL Larkana branch was very far from Fiza’s village and it cost her Rs.300 for one round
trip
Although the beneficiary received her new BDC on 24th December 2012, she has not received
any payment yet (till 4th Feb 2013). As she said, the other beneficiaries had received their
third instalment while she has received only her first instalment
The BISP website does not show the beneficiary’s payment details, as checked on 27th
February 2013.

6. Recommendations



Payment Detail need to be regularly updated.
BISP should evolve a procedure to handle payment cases instead of referring complainants to
the payment agencies; these cases should be catered by the CMS and the CMS database could
be shared with the payment agency so that one-window operations can be introduced and
registration, processing and outcomes can be tracked electronically from any BISP office

GHK Consulting Ltd.
J40252715

219

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





Section 1 - Payment Case Studies
P-Q3-Sindh-18

There is a need for greater coordination between payment agencies and BISP; payment
agencies should inform and update BISP about resolved cases
Payment agencies should also develop a mechanism regarding complaint
registration/resolution at all their different branches so that beneficiaries do not have to travel
to regional offices and can have their complaints registered at local branches
UBL should have informed Fiza about when to expect her payment after receiving her new
card
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P-Q3-Sindh-19
Non Payment due to Blank/Inactive BDC
Dadli
Ghulam Sarwar
Goth Mitto Machi, Tharari Muhabat, Taluka Meher, District
Dadu
4120590429798
9832604
10th February 2013

1. Profile of the beneficiary/complainant
Dadli wife of Ghulam Sarwar is 44 years old and resides in Goth Mitto Machi, Tharari Muhabat,
Taluka Meher, District Dadu. She is illiterate and has 6 sons and 4 daughters. She lives in a mud
house on 120 sq. yards which has one room and a toilet. No drainage is available and the water
supply is through a hand pump installed in the house. None of her children go to school. Her two
sons and one daughter are married. The two married sons also live with her. One of her sons and
the daughter has a child each whereas the other son is childless. Dadli’s husband is a drug addict
who is unemployed and stays at home all the time. Two sons are employed in a rice mill and earn
Rs.200-300 per day. Dadli makes ‘rillis’ (traditional cloth) and earns about Rs.200-300 per ‘rilli’.
Dadli cannot send her children to school because of financial constraints. The area where she lives
is urban; there are about 200-250 households in the locality. There is a boys’ and girls’ primary
school in the locality just adjacent to where she lives. There is also a BHU at a distance of 10
minutes’ walk from her house. The Tehsil headquarters is at a distance of 10 km. Most of the
residents belong to the Solangi caste and most residents work in the rice mill or the brick kilns.

2. Relationship with BISP
She was not a beneficiary of the Parliamentarian Phase of BISP. In her area the PSC survey was
conducted in November-December 2010 and a survey team filled the form at her doorstep and
gave her a PSC slip as acknowledgment. She was informed by a teacher living in her area that she
has been selected as a BISP beneficiary. She thinks that this is Benazir’s cash grant for the poor as
her neighbour informed. She does not know about the eligibility criteria for the BISP cash
transfers and she thinks that since she is poor she is eligible for the BISP cash transfers which she
intends to use to construct a house for her sons in addition to spending the amount on food. The
beneficiary has received a total of four instalments through the postman and the last instalment
was paid in March 2012. In March 2012 her payment mode was changed and like other women of
the village who got Benazir Debit Cards she also went to get her card from the BDC Centre,
Mehar, in April 2012 and received it on the same day. According to her payment details, there are
two instalments which were deposited in her account; the first deposit was on 30 th April 2012 and
the second deposit on 30th October 2012 and each deposit was for Rs.3,000.

3. How did the complaint emerge?
She went to the HBL ATM, Meher along with other women from her neighbourhood in April
2012 to get her instalment; she gave her card along with the paper, which had her Pin Code
printed on it, to the guard at the bank but the amount could not be withdrawn from the ATM. The
next day she went to the BDC Centre where she was told that she should keep checking and the
instalment would be received soon. She kept on visiting the ATM and also visited the BDC
Centre Meher every month but her problem was not resolved. About eight months ago, in
June/July 2012, she was told by the HBL Branch, Meher to visit the NADRA office to settle her
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problem. She went to the NADRA office next day but was turned back and told that the problem
would be sorted out by the concerned bank branch and/or the office from where she got her BDC;
they also advised her not to visit NADRA office for this purpose again. About two months ago in
November 2012 she gave her BDC to a relative to get it checked from the BISP Tehsil Office,
Khairpur but there too her relative was told to sort the matter out with the relevant Bank.

4. Processing of the complaint
4.A Providers’ Version
The Assistant Complaint (AC) at the BISP Tehsil Office Khairpur Nathan Shah informed the
TPE team that they do not entertain payment cases as there is no procedure to handle such
complaints. He said that once the BDC is issued the concerned agency is HBL Branch and its
ATM. If a beneficiary approaches the BISP office they are told to contact the concerned Bank
branch.
This complaint was lodged on 19th June 2012 by the beneficiary at the BDC Centre in Meher.
HBL Branch, Meher reported this case by e-mail to the HBL Regional Office at Sukkur on
the same date. They reported that the status of the BDC could not be found. The HBL Branch
Manager e-mailed this along with 300 other complaints. Along with the report, the names of
the beneficiaries and their CNIC numbers were sent to the HBL Regional Office on 19 th June
2012 and no acknowledgement of this report was given by the HBL Regional Office.
According to the Regional Manager Complaints (RMC), the BDC staff was instructed to send
all BDC related complaints to the Regional Office on a weekly basis. According to the RMC
the e-mail with this complaint was forwarded to the ATM Operation Department, HBL
Karachi but no reply was received from them. Thus after eight months of registration this case
is still pending.
On 7th Feb 2013 the HBL Branch Manager informed that they were under instructions that all
BDC related cases should be e-mailed to the Regional Office, Sukker. Thus this complaint
was sent on 19th June 2012. The Regional Office informed him that this issue is not related to
HBL but to NADRA office who have not verified the cards of 300 beneficiaries, resulting in
the BDCs being non-active. Therefore beneficiaries who contact the Regional office were told
to go to the NADRA office.
4.B Client’s version
In June 2012 when Dadli went to the BDC Centre, Meher, her complaint was registered at the
HBL counter. She was asked to submit copies of her CNIC and BDC along with a written
application; she further had to provide her mother’s name, her BDC number and phone
number. She was not provided an acknowledgment slip and she was told that her complaint
would be sent to Islamabad and that she can come to inquire about her complaint after 8 days.
After 8 days when she went to the BDC Centre she was told that the office had not received
any response from the Islamabad office and that as soon as they would receive a response
they would inform her. The BDC Centre staff took her contact number in order to inform her.
She had not received any phone call. She got her card from BDC Centre, Meher, therefore,
she went to the same Centre to register her complaint. Moreover she did not know about any
other office so each time she visited the same place. The BDC Centre is 10 km away from her
house and it takes half an hour and Rs.100 to reach there on a chingchi. Dadli was not at all
satisfied by the complaint redressal mechanism as her problem is not resolved however she
was satisfied with the behaviour of the staff at the BDC Centre as they did not take any
amount from her for registering the complaint.
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5. What We Learnt?






This complaint was registered by the beneficiary at the HBL counter of the BDC Centre,
Meher in June 2012 and was forwarded to the HBL Branch, Meher on 19th June 2012. The
branch manager further forwarded it to the HBL Regional Office Sukkur from where it was
sent to the ATM Operation department at HBL Karachi but there has been no response from
there till date
According to the HBL Branch Manager when he contacted the Regional Office he was told
that this issue was being prolonged because NADRA had not verified these beneficiaries as a
result of which their BDCs were inactive
BISP Tehsil Office Khairpur Nathan Shah has no established procedure to deal with payment
cases
Three instalments of Rs.3,000 each have been deposited in her account but she has not able to
withdraw them till now although she received her card in April 2012. she has visited the HBL
ATM, Mehar and BDC Centre, Meher numerous times since registering her complaint but to
no avail

6. Recommendations






Payment cases should also be catered by BISP CMS software so that a record of such
complaints is maintained
BISP should contact HBL soon regarding resolving these 300 cases so that the beneficiaries
who have been waiting for their cases to be resolved for eight months could start receiving
their instalments and stop wasting their time and money on making repeated trips to different
offices
Beneficiaries must be given awareness about how to use BDCs
There is a need for greater and enhanced communication between BISP, payment agencies
(banks) and NADRA so that there is a shared database which can be updated from any of
these and beneficiaries can be informed about their complaint status from their nearest office;
beneficiaries should also be provided accurate time frame for the resolution of their
complaints
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P-Q3-Sindh-20
Non Payment due to Exchanged BDC
Khato
Bheemon
Full Tarae, Vigoto Post Office Mithi, Tehsil Mithi,
District Tharparkar
4430374839864
0756647
22nd February 2013

1. Profile of the beneficiary/complainant
Khato, w/o Bheemon, is a 38 year old woman who is a resident of Full Tarae, Vigoto Post Office
Mithi, Tehsil Mithi, District Tharparkar. She is an illiterate mother of 4 children: 2 sons and 2
daughters. Two of her children go to school; son is in 3rd grade and daughter is in 1st grade while
remaining children do not go to school yet. Her husband is handicapped and does farming in
Thatta. He waters the lands and cultivates crops of a landowner and earns Rs.5,000 per month.
She also works and make one rilli (traditional cloth) a month from which she earns about Rs.300.
She also works on the farms with her husband during sowing/harvesting.
She lives in her own house which consists of one hut. They do not have a kitchen so they cook
food in the open corner of the hut. There is a washroom in the house which was constructed by an
NGO. To obtain drinking water from a well, she covers a distance of 0.5 km. They has no access
to electricity or gas. There is no drainage system for the house. Her house is situated in rural area
and has 30 houses. The school is at a distance of 10 minutes from her house. There is no hospital
in the village and the nearest hospital is in Mithi. The BISP Tehsil office is about 45 km away and
the distance of her village from the main road is 10 km.

2. Relationship with BISP
She was not a beneficiary of the Parliamentarian Phase of BISP. According to her, the PSC survey
was conducted in her area in November 2009. One of the survey teams came to her door steps,
filled her form with the help of her husband and gave her a PSC slip. The PSC survey team also
gave her printed material which she referred to as photos. Khato considered herself a beneficiary
of BISP and learned about this scheme from the postman. She said that BISP is Benazir’s scheme.
She knew about the eligibility criteria of BISP; the poor receive cash transfers from BISP.
According to her she is poor because her children are minors and husband is also handicapped.
She told us that when she received the cash transfers from BISP she brought grocery for her
family and also bought a goat. She received cash transfers from Post Office as well as from the
BDC. She informed that she received eight instalments from the postman and received last
instalment from Pakistan Post in March 2012.
Twelve months ago she heard about the BDC from other people so she went to Mithi with her
husband to get the BDC. The staff at the BDC centre, Mithi told her that now she would receive
BISP instalments through this card. She did not know how to operate the card or the ATM, she
considers the BDC as her property and keeps it in her safe custody.
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3. How did the complaint emerge?
She informed that when people were getting their BDCs from Mithi, she also went there with her
husband to get BDC in May 2012. She got her card from BDC Centre, Mithi in May 2012 and
went to the Omni shop to withdraw her payment. She did not get any payment and a staff member
at the Omni shop told her that her card had been exchanged i.e. she received some other
beneficiary’s card in her envelope from the BDC Centre. She went to the BDC Centre Mithi to
inquire about her card. She was told at the Centre that she should go to UBL Islamkot to get a
new BDC. In June 2012 she went to the UBL Branch, Islamkot and the staff told her that they
would discuss this case with their head office and then issue a new card. She was advised to visit
again after eight days.

4. Processing of the complaint
4.A Provider’s version
The beneficiary did not lodge her complaint at the BISP office.
According to the Branch Manager, UBL Islamkot, she came to the branch on 17th July 2012
with her husband. He took the beneficiary’s CNIC copy, BDC and application letter and
registered her complaint but did not provide an acknowledgement slip. Khato was
subsequently given a new BDC on the spot. The Branch Manager told the TPE team that they
register complaints in a computer sheet and maintain a manual file of the supporting
documents but do not forward it to any office for investigation. He also informed that
whenever they receive a complaint they verify it with the help of the original CNIC of the
beneficiary. After verification they issue a new card and also obtain the signature or thumb
impression of the beneficiary on a receipt application. This whole process takes almost 1
hour. The Bank Manager further told us that they issue cards after activating them. The Bank
do not convey the results of cases to BISP and also do not provide any acknowledgement slip
to the beneficiaries. He further suggested that the Omni outlets are not functioning properly
and therefore they should be closed, because they collect the beneficiaries’ cards and then
after withdrawing their payments they misinform them that their instalment has not been
transferred in their accounts. He said that PoS outlets should be established on bank premises
for the beneficiaries’ safety to prevent them from being defrauded.
4.B Client’s version
Khato informed that in July 2012 she visited UBL Branch, Islamkot, where the banker took
her CNIC copy and original BDC along with signatures on an application. Then they issued
her a new BDC and she even withdrew one payment through this card. Khato said she was
told by the Bank staff to register her complaint when she visited the Bank with her husband.
The Bank Manager registered her complaint. UBL, Islamkot, is 70 km away from her house.
She took a bus after a 10 km walk from her house to the main road and it cost her Rs.200 for
the round trip.
She was satisfied with the complaint registration/resolution mechanism and was also satisfied
with the behaviour of the Bank Staff as they dealt with her politely and did not charge any
amount to register her complaint. Khato said that as a result of her complaint registration, her
problem had been resolved.
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5. What We Learnt?







We learnt from this case that beneficiaries face problem due to the exchange of their cards i.e.
the envelopes obtained by beneficiaries from the BDC Centres sometimes contain some other
beneficiary’s card
In this case the beneficiary learnt at an Omni shop that her Card was exchanged at the BDC
Centre and she would have to get a new Card from the BDC Centre where she received this
BDC. She went to the BDC Centre where she was told to visit the UBL Branch, Islamkot to
receive a new BDC
UBL branch, Islamkot is 70 km away from her village and it cost her Rs.200 for a round trip.
She also walked 10 km to reach the main road to catch a bus. Her complaint was registered at
the UBL on 17th July 2012; she submitted her CNIC copy, original BDC and her signature on
an application. She was issued a new BDC immediately
According to her payment details on the BISP website, Khato withdrew an instalment of
Rs.3,000 on the same day that she received her new card i.e. on 17 th July 2012. She also
withdrew two later instalments

6. Recommendations





BISP should also establish a procedure to register and resolve payment complaints in their
offices
BISP should maintain a record of complaints from BDC Centres and Banks. BISP should also
inquire about the complaints and their resolution to make the process efficient
BDC Centre, Mithi should establish a counter to issue new Cards to those beneficiaries whose
BDCs had been exchanged, instead of referring them to UBL, Islamkot which is located at
quite a distance, hence wasting the beneficiaries’ time and money
PoS outlets could be established in banks branches (which do not have ATM) to facilitate
payments to beneficiaries and minimise fraud
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P-Q3-Sindh-21
Non Payment due to Exchanged BDC
Dheli
Jumon Mal
Village Shameer Vikaya, Solanbah, Post Office Islamkot,
Tehsil Mithi, District Tharparkar
4430362395174
0738547
21st February 2013

1. Profile of the beneficiary/complainant
Dheli w/o Jumon Mal is a 27 year old uneducated woman; she is a resident of Village Shameer
Vikaya, Solanbah, Post Office Islamkot, Tehsil Mithi, District, Tharparkar. She has 5 children
including three sons and two daughters, one of the sons is in 2nd grade and a girl is in 1st grade.
The remaining children do not go to school yet. Her husband Jumon Mal works at a cloth shop
and also does embroidery work. He earns Rs.12,000 p.m. during work season; otherwise he earns
Rs.6,000 per month. Dheli told us that her father-in-law also lives with them.
They live in their own house which has a total area of 200 sq. yards and have two huts, they use
one hut as a kitchen, and also have an open bathroom in the house. They have access to tap water
but do not have access to electricity and gas. There is no drainage system in the area.
This area is rural and has approximately 60-70 houses and the residents of the area comprises of
the Kohli, Bheel and Meghwar castes. It takes 15-20 minutes to reach school and hospital from
the village. The main road is near the village and Tehsil Headquarter Mithi is at a distance of 40
km from her village.

2. Relationship with BISP
She was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC survey
was held in her area in 2009. One of the survey teams came to her door steps; she helped them to
fill her form and they gave her a PSC acknowledgement slip. She was informed by the post office
of her selection as a beneficiary of BISP.
She knew about BISP as she heard from people that BISP is Benazir’s scheme, however she only
knows that poor women are receiving cash transfers through this programme. She informed that
she is poor because her husband is a tailor and also her children are too young to work. She
informed that she bought grocery for the house when she received the cash transfers earlier.
Currently she receives cash from the BDC but before this she was receiving cash through the post
office. She received 4 instalments together in February 2011 from the postman. Then, seven
months later the postman told her that now cash would be dispersed through the BDC and she
should go to Mithi to get her BDC. She went to the BDC Centre Mithi with her husband and got
her BDC. Then she went to the mobile phone franchise in Islamkot to get her instalment but did
not receive it. Dheli said she did not know how to operate the BDC and she gave it to the
shopkeeper to withdraw cash for her. She considers the BDC as her property and keeps it with
herself.
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3. How did the complaint emerge?
She informed that in July 2012 she received her BDC from the BDC Centre, Mithi; there was a
large crowd of women when she reached there to collect her BDC. After receiving her BDC she
went to Islamkot to withdraw her installment from the Omni mobile franchise – she was told there
that her BDC had been exchanged. She became worried and asked the Omni dealer what she
should do? He advised her that she should go to the BDC Centre and get a new BDC.

4. Processing of the complaint
4.A Provider’s version
First she went to BDC Centre Mithi but was advised to collect a new BDC from UBL
Islamkot.
According to the Branch Manager at the UBL Islamkot branch this complaint was registered
on 6th August 2012. The complaint arose due to an unintended exchange of BDCs with
another beneficiary. He said that when Dheli came to the Bank with her husband they
collected her BDC and copy of her CNIC and then verified and filled her application form.
After verification of the data they deactivated her BDC and gave her a new duly activated
BDC. They also took her thumbprint on a manual register as receipt of delivery of new BDC.
He informed that whenever UBL receive this type of complaint they collect the beneficiary’s
CNIC copy and BDC, verify the original CNIC and fill out an application form. They also
obtain the beneficiary’s thumb impression or signature on a manual register.
As a result of this whole procedure, Dheli got a new BDC on the same day i.e. 6 th August
2012.
4.B Client’s version
She was advised by the staff at the Omni mobile franchise at Islamkot to register her
complaint at the BDC Centre Mithi. When she went to the BDC Centre the staff referred her
to UBL Islamkot Branch. She informed that when she registered her complaint in August
2012, at the UBL branch, they took copies of her CNIC and BDC. After verification of the
data they gave her a new BDC and also took her thumbprint for receipt of BDC on an
application. She visited Islamkot by rickshaw and it cost her Rs.50 to get there. Islamkot is
1.5 km away from her village. Dheli said as a result of the complaint registration her problem
had been solved and she got her new BDC and also received her payment from it. She was
satisfied by the complaint redressal mechanism and the staff’s attitude as her complaint was
resolved within a day and she also received her instalment. She also informed that the Bank
staff did not charge any amount to register her complaint.

5. What We Learnt?



The complaint arose due to an unintended exchange of BDCs with another beneficiary. The
complainant was informed by the staff at the Omni mobile franchise that her BDC had been
exchanged and also guided her about the complaint redressal mechanism
The beneficiary went to the UBL, Islamkot Branch, after the standard procedures she received
a new BDC and also withdrew her payment through it. According to her payment details on
the BISP website, as checked on 5th March 2013, Dheli withdrew her first BDC payment on
the same day that she received her activated new BDC on 6th August 2012
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6. Recommendations



BISP should verify the serial number on the BDC with the beneficiary’s CNIC or PSC
number at the time of packing and should hand over the BDC after checking the beneficiary’s
CNIC
BISP should guide beneficiaries about the complaint redressal mechanism at the time of
handing over the BDC to them.
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P-Q3-Sindh-22
Non Payment due to Exchanged BDC
Sona
Deewan
Hareejan Mohallah, Islamkot, Tehsil Islamkot,
District Tharparkar
4430306835904
0757168
26th February 2013

1. Profile of the beneficiary/complainant
Sona, w/o Deewan, is a 38 year old illiterate woman who is a resident of Hareejan Mohalla,
Islamkot, Tehsil Islamkot, District Tharparkar. She has four children including two sons and two
daughters. Two of her children go to school, son in 4th grade and a daughter in 1st grade, the
remaining children do not go to school yet. Her husband work as sharecropper, during the
monsoon season, and cultivates aniseed (gawar, til) and millet (bajara). The share of the crops
that he get is stored for their household consumption and any extra share is sold out to earn
approximately Rs.8,000-10,000. After the monsoon season her husband sells cattle feed (chara)
which he brings from the fields and earns Rs.200 daily. Sona does embroidery work and earns
Rs.500-600 monthly.
She lives with her family in their own house which has a total area of 400 sq. yards. There is one
pucca room and a mud hut in the house; the hut is used as a kitchen. There is no bathroom in the
house but they have access to electricity. Hareejan Colony (Mohalla) is adjacent to Islamkot and
has around 200 houses. Most residents of the Colony (Mohalla) belong to the Meghwar caste.
There are two primary schools in the Colony and a Basic Health Unit (BHU) is also adjacent to it.

2. Relationship with BISP
Sona was not a beneficiary of BISP Phase 1 (Parliamentarian Phase). According to her the PSC
survey was conducted in her area in December 2009. The survey team filled the form at her door
step and gave her a PSC slip in receipt. She was told by the postman that she is a beneficiary of
BISP when he came to deliver her first instalment of the BISP cash transfers. The survey team did
not give her any printed material and she just heard from other people that BISP is Benazir’s
scheme for the poor. She did not know about the BISP eligibility criteria but only knows that this
money goes to the poor. She used these cash transfers to buy flour and other grocery items for the
household. She has received 12 instalments of the cash transfers since April 2010 from the
postman and received the last post office payment in March 2012.
When other women from her neighbourhood went to the BDC Centre in Mithi to get their cards,
Sona’s husband was informed by a school teacher to get her BDC as well. Thus, in May 2012 she
also went to BDC Centre, Mithi with her husband and got her BDC the same day. But she was not
able to withdraw cash from the card so she went to UBL, Islamkot and got a new BDC. She
withdrew cash transfer from the new card from an Omni franchise but the franchise charged her
Rs.500 for this withdrawal. She did not know how to operate the card and gave it to the school
master to withdraw money for her. She considers the BDC as her property and keeps it with her
safely.
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3. How did the complaint emerge?
She got her Card from BDC Centre, Mithi in May 2012. Her husband went to the UBL Omni
franchise, Islamkot to withdraw her payment. He did not get any payment and he was told by the
staff at the Omni franchise that this card had been exchanged. On the next day Sona and her
husband went to the BDC Centre, Mithi where they were told that many beneficiaries had this
problem and her problem would be solved along with the others. They were told to visit after one
month, so they went again a month later in June 2012 but returned with the same response. In July
2012 they were informed by the school teacher in the village that women were getting their new
BDCs, they went to the UBL, Islamkot along with the school teacher, Ashok Kumar. The UBL
staff took her old BDC along with the envelope, a copy of her CNIC and also took her thumb
impression on an application and finally she received her new BDC.

4. Processing of the complaint
4.A Providers’ Version
According to the UBL Islamkot, Branch Manager, Sona came to the Branch on 20 th July
2012. Her complaint was about BDC exchange, which was exchanged at the BDC Centre
Mithi when the beneficiaries got their BDCs. They took the beneficiary’s CNIC copy and old
BDC along with envelope, and filed her complaint through an application. The Branch
Manager told us that the Bank register complaints in a computer sheet and maintain a file of
required documents. He also informed that whenever they receive a complaint they verify it
with the help of the original CNIC of the beneficiary. After verification they issue a new card
and also obtain a signature or thumb impression of the beneficiary on a UBL application. This
whole process takes almost 1 hour. The Bank manager told that the Bank issues activated
BDCs and complete the process on the same day when a beneficiary comes to the Bank.
He said that Sona’s complaint was resolved on the same date when she came to UBL
Islamkot and she received a new BDC within one hour.
.
4.B Client’s Version
Sona informed that she went to the UBL, Islamkot on 20th July 2012 with the local school
teacher, Ashok Kumar, and registered her complaint. The Bank Manager himself registered
her complaint and after taking a copy of her CNIC and old BDC along with a thumb
impression on a bank application he gave her a new BDC.
They went to Islamkot on a rickshaw and it cost her Rs.30. She told that she also visited Mithi
twice to register her complaint at the BDC, Centre but to no avail. She said that as a result of
her complaint registration at UBL Islamkot, she received a new card. She was satisfied with
the complaint resolution mechanism to a certain extent because it took too much time; her
complaint emerged in May 2012 but she received her new card in July 2012 although in one
day. She was satisfied with the behaviour of the Bank staff. She said she paid Rs.500 to the
franchise where she withdrew her first instalment after receiving her new BDC.

5. What We Learnt?


The beneficiary’s BDC was exchanged at the BDC Centre Mithi in May 2012. She visited
there twice in May and June 2012 to register her complaint, but they did not resolve her
problem. Then she came to know in July 2012 from a local school teacher that women are
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getting new BDCs from UBL Islamkot. On 20th July 2012 she went to UBL Islamkot and
after completing the standard procedures she received a new BDC on the same day
BISP do not have any established procedure to handle payment complaints and thus these are
not entertained at their offices
The Banks in Islamkot did not have ATM facility and so beneficiaries were dependent on
Omni shops for their BDC payments; Sona was charged Rs.500 for her first instalment of
Rs.3,000 withdrawn on 20th July 2012
Sona’s payment details on the BISP website, as checked on 5th March 2013, show her AFSIS
status as ‘empty’ (implying there was no biometric identification) however she has already
withdrawn three instalments of Rs.3,000 on her BDC.

6. Recommendations







BISP should establish some procedure to register and resolve payment complaints at their
offices instead of referring beneficiaries to the payment agencies; payment complaints should
be catered by the CMS software so that they could be registered and tracked online
BDC Centre, Mithi should have provided accurate information to the beneficiary with regards
to her exchanged BDC and should have taken immediate action to resolve this complaint;
instead they told her to revisit the centre after one month and subsequently she learnt about
BDC distribution at Islamkot through a local school teacher
BDC Centres should ensure proper verification of beneficiary details before handing over
BDCs to beneficiaries to avoid swapped BDC cases
BISP should update its website to reflect the latest and most accurate information with
regards to beneficiaries’ payment details
UBL Islamkot should set up ATM facility on its premises for the beneficiaries’ convenience.

GHK Consulting Ltd.
J40252715

232

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 Completed

Section 1 - Payment Case Studies
P-Q3-Sindh-23

P-Q3-Sindh-23
Non Payment due to Lost BDC
Teejan
Mevo Bheel
Village Lundhar, Union Council Mithrio Bhatti, Post Office
Mithi, Tehsil Mithi, District Tharparkar
4430323477758
0709226
21st February 2013

1. Profile of the beneficiary/complainant
Teejan, w/o Mevo Bheel, is a 28 year old illiterate woman who is a resident of Village Lundhar,
Union Council Mithrio Bhatti, Post Office Mithi, Tehsil Mithi, District Tharparkar. She being a
housewife stays at home and remains busy with her household chores and taking care of her eight
children including three sons and five daughters. None of her children go to school.
She resides with her children and husband in a mud (katcha) house. The house has no access to
electricity and gas. They obtain drinking water from a well which is located quite far away and
takes one hour to reach there from her house. There is no kitchen in the house and they use one
corner of the courtyard as a kitchen.
Teejan helps her husband who is an agricultural labourer and in the wheat cultivation season they
go to Shahdadpur and cultivate wheat as share-croppers. They get a half share of the crop (usually
40-50 maund) in a season which is stored for household consumption. They also earn Rs.10,00015,000 by cutting sugar cane there. They also work in their own village as share croppers and earn
Rs.10,000-15,000 per year. The village of Lundhar falls in rural area and is adjacent to the main
road. The village has a BHU but no school, however for serious/referrals situations they go to a
hospital in Mithi which is 40 km from the village. The village has approximately 200 houses,
mostly people of Bheel caste lives there. Tehsil Headquarter Mithi is 40 km away from the
village.

2. Relationship with BISP
Teejan was a beneficiary of BISP Phase 1 (Parliamentarian Phase). The wadera (landlord) of the
village gave her a BISP Phase 1 form; at that time she was in Sanghar and she received 5
instalments of BISP. The PSC survey was conducted in her area in September-October 2009, the
survey team filled the form with the help of her husband in the village and gave her a PSC slip as
acknowledgment. She came to know that she was a beneficiary of BISP when she checked her
slip at an internet café. She learnt at the internet café that BISP is Benazir’s Scheme. She does not
know much about the eligibility criteria but considers herself eligible for the BISP cash transfers;
she said, “I am poor and have young children therefore I am eligible for BISP cash transfers”.
She used these cash transfer for buying household ration and also bought a goat too.
The beneficiary received eight instalments through the postman since April 2010 and received her
last BISP instalment in March 2012 through postman; in April 2012 her payment mode was
changed. She was told by the postman in March 2012 that next time onwards she would not get
cash transfers through the Post Office and she should get her BDC. In May 2012, she went to
Mithi with her husband and got her BDC from the BDC Centre Mithi. She was told by the BDC
Centre that she could withdraw her payments from the Bank at any time. She received her first
payment of Rs.3,000 through the BDC in May 2012 although she did not know how to operate the
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BDC and she gave her Card to her husband to collect cash transfer from a UBL franchise. She
considers the BDC as her property and keeps it with herself.

3. How did the complaint emerge?
When Teejan received her first BDC payment in May 2012 from a UBL franchise she went to the
market to buy ration. She forgot her shopping bag at a shop; her BDC was also in the bag. She
went back on the next day to inquire about her bag but could not find it. She searched for her card
for almost 15 days. Then she went to the BDC Centre, Mithi to inform them about her lost BDC.
She was advised to go to UBL Branch, Islamkot to get her new BDC. She went to Shahdadpur
because the cultivation season had started. She returned after 5 months in October 2012 and went
to an internet cafe to check her payment status. She was told, after checking on the BISP website
that her payment had been withdrawn by someone else because she did not inform the bank to
block her BDC.

4. Processing of the complaint
4.A Provider’s version
The beneficiary visited BISP BDC Centre, Mithi to register her complaint but she was
advised to visit UBL Islamkot to register her complaint of lost BDC and get a new BDC from
there.
According to the Branch Manager UBL Islamkot, Teejan came to their branch on 3 rd
December 2012. He received her complaint about her lost BDC. He took her copy of her
CNIC and filled a bank application form for a lost Card and then registered her complaint.
The Branch Manager informed that they register complaints in a computer sheet and maintain
a file of required documents. He also told that whenever they receive a complaint about a lost
Card they verify it with the help of the beneficiary’s original CNIC. After verification they
issue a new BDC and also obtain a receipt with the beneficiary’s signature or thumb
impression on an application. This whole process takes almost one hour.
The Branch Manager said that Teejan’s complaint was resolved on the same date when she
came to the UBL Branch and she received her new BDC on the spot.
4.B Client’s version
Teejan informed that in December 2012 she visited UBL Islamkot Branch where she was told
by the Manger that the system link was down that day and she should come again the next
day. He told her to submit a copy of her CNIC at the Bank and he would issue her a new BDC
next day. She gave a copy of her CNIC to the Manager (he did not provide her an
acknowledgement slip) and visited the branch next day, the Bank Manager took her thumb
impression on a Bank application form and gave her a new BDC. She was also told by the
Manger that she could withdraw her payment same day. Teejan received her third instalment
from the UBL franchise at Islamkot after deduction of Rs.500. Teejan was informed about the
complaint redressal mechanism by the BDC Centre, Mithi.
The UBL Islamkot Branch is at a distance of 40 km from her house and she went there with
her husband on a van which cost her Rs.160. She visited UBL twice but she was satisfied with
the complaint resolution mechanism of the Bank because her problem had been resolved and
she got a new BDC. She was also satisfied with the behaviour of the Bank staff who did not
charge any amount to register her complaint.
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5. What We Learnt?




We learnt that Teejan received her BDC in May 2012 and also withdrew her first payment of
Rs.3,000 through the BDC on 16th May 2012, but she lost her Card after 1st instalment. Teejan
went to the BDC Centre Mithi and was advised to visit UBL Islamkot to register her
complaint. She was not told that she should first inform the Bank to get her BDC blocked.
Teejan had to leave for Shahdadpur due to work and when she came back 5 months later, in
October 2012, she found out at an internet cafe that her second instalment had been
fraudulently withdrawn on 25th October 2012 because she did not instruct the bank to block
her lost Card and she also learnt that she had to get a new BDC for her third instalment
Subsequently she registered her complaint at UBL Islamkot branch on 3rd December 2012 and
received a new BDC on the same day. She says that she withdrew her third instalment of
Rs.3,000 on the same day as well, however, this instalment is not visible in her payment
details on the BISP website, as checked on 5th March 2013.

6. Recommendations






BISP should establish some procedure to register and resolve payment complaints at their
offices instead of referring beneficiaries to the payment agencies; payment complaints should
be catered by the CMS software so that they can be registered and tracked online
BDC Centres should immediately block a beneficiary’s BDC when she comes with a lost card
complaint instead of referring them to the payment agencies as was done in this case
BISP should prevent fraudulent withdrawal of money from Omni franchises by enforcing
beneficiary identification protocol
BISP should update its website to reflect the latest and accurate information with regards to
beneficiaries’ payment details
UBL Islamkot should establish ATM facilities on its premises so that beneficiaries do not
have to go to franchise outlets to withdraw their payments
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P-Q3-Sindh-24
Non Payment due to Erased Pin Code
Bhoori
Arjun
Village Nihal Malhi, Deh 325, Post Office Samaro, Tehsil
Samaro, District Umerkot
4440260223888
08330687
25th February 2013

1. Profile of the beneficiary/complainant
Bhoori w/o Arjun, is a 33 years old an illiterate woman who is a resident of Village Nihal Malhi,
Deh 325, Post Office Samaro, Tehsil Samaro, District Umerkot. She is a mother of two sons and
four daughters and usually stays busy with household chores. Only one of her sons goes to school,
he is in grade 1; the remaining children do not go to school. Her husband works as a supervisor
(kamdar) on the landlord’s lands and his monthly salary is Rs.5,000. She informed that she also
works as an agricultural labourer on the lands for 5 months in a year during the harvesting season
and earns Rs.80 per day. Her father & mother-in-law also live with them in the house which has a
total area of 100 sq. yards and it is on the landlord’s land. There is a single room in the house
along with an open kitchen. They obtain water using a hand pump outside their house but do not
have access to electricity and gas. This village has approximately 40 houses and a population of
350-400 people. This village has no school but the adjacent village has a primary school. The
nearest hospital is at Samaro which is 4 km away from her village.

2. Relationship with BISP
Bhoori was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her village in December 2010. The survey team came to her house and filled
her form and also gave her an acknowledgement slip. She did not know much about the BISP
except that this is Benazir’s scheme and it transfers money to the poor; she heard about this from
the women of her village and the staff at the post office. She received four instalments of the
BISP cash transfers through the post office from August 2011 to March 2012. Then she received
the Benazir Debit Card (BDC) from BDC Centre Samaro. She received only one instalment of
Rs.2,900 (Rs.100 were deducted) through the BDC which her husband got from an Omni shop at
Samaro. She told that when she received BISP instalment, she bought grocery and clothes for her
household.

3. How did the complaint emerge?
In December 2012 when other beneficiaries of the village were receiving their BISP instalments,
she gave her BDC to her husband to withdraw her 2nd instalment from the Omni shop. Her
husband went to the Omni shop at Samaro and he was told there that the Pin Code of the BDC
had been erased and he could not withdraw his wife’s instalment. He was advised to visit the
office from where they got the BDC to acquire a new Pin Code for her BDC. When Bhoori and
her husband went to the BDC Centre Samaro to register a complaint they were told that they
should visit the BISP Divisional Office Mirpurkhas to register their complaint. BISP Divisional
Office Mirpurkhas is very far from her house so her husband borrowed a motorcycle and they
went to Mirpurkhas in January 2013.
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4. Processing of the complaint
4.A Provider’s version
According to the Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas, they
received Bhoori’s complaint about an erased Pin Code on 9th January 2013 along with copies
of her CNIC and BDC. The Divisional Director (DD), Mirpurkhas forwarded this complaint
to the Tameer Bank Islamabad via email and also copied the DFO BISP at Islamabad. After
one hour they received an email from Tameer Bank asking about the postal address and
contact number of the Divisional Office and the DD replied with the required information on
the same date.
According to the AC they received the Pin Code of Bhoori’s BDC on 14 th January 2013 by
courier (TCS). When the beneficiary came to BISP office after a few days they took her
thumb impression on an application as a receipt and gave her the new Pin Code.
4.B Client’s version
She informed that she went to the BISP Divisional Office Mirpurkhas with her husband in the
second week of January and registered her complaint, submitting copies of her CNIC and
BDC. She was advised at the BISP office to collect her Pin Code after fourteen days from the
same office. She also informed us that they were advised to register their complaint at the
BISP Divisional Office Mirpurkhas by the staff at the BDC Centre Samaro. Her husband
borrowed a motorcycle from his friend and they went to Mirpurkhas which cost them Rs.400
for the round trip.
She received her Pin Code from the BISP Divisional Office Mirpurkhas within two weeks
and they took her thumb impression on an application.
Although she had received her Pin Code but could not withdraw cash as she was told by an
Omni outlet that her instalment had not been transferred to her account.

5. What We Learnt?








In this case the beneficiary’s Pin Code was found to be erased and she went to the BDC
Centre Samaro to register her complaint; they referred her to BISP Divisional Office
Mirpurkhas. Then on 9th January 2013, Bhoori and her husband went there and registered
their complaint of erased Pin Code. She received a new Pin Code from the BISP Divisional
Office within 2 weeks
Although her application was processed and forwarded from BISP Divisional Office,
Mirpurkhas to the payment agency (Tameer Bank) within a day, they received the new Pin
Code after 2 weeks because Tameer Bank sent it via courier to the Divisional Office
In this case the complaint was resolved efficiently but the beneficiary had to bear a high cost
because the BISP Divisional Office Mirpurkhas is far from her house and she went there on a
borrowed motorcycle. Bhoori and her husband visited this office twice and it cost them
Rs.400 per trip
BDC Centre Samaro does not have any mechanism to register these types of complaints or
forward them to the relevant payment agencies
According to her payment details on the BISP website, as checked on 6th march 2013,
Bhoori’s second BDC instalment of Rs.3,000 had been transferred to her account on 1 st
November 2012 but she told us she could not withdraw this amount when she went to the
Omni outlet and was told that her payment had not yet been transferred to her account.
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6. Recommendations






BISP should evolve a complaint registration mechanism in BDC Centre Samaro too because
residents of Tehsil Samaro have to visit the BISP Divisional Office Mirpurkhas to register
their complaints which is very costly for them
BISP should instruct payment agencies that they should also provide a complaint registration
facilities at their branches and outlets at BDC Centres
BISP should develop a mechanism through which the beneficiaries could receive her
BDC/Pin Code via courier at their door step. This would save the cash and time of the
beneficiaries and reduce the number of visits to BISP offices
BISP should provide beneficiaries a toll-free helpline from where they can learn about the
details of their payments
BISP should set up ATMs at the BDC centres at Tehsil Offices for the beneficiaries’
convenience as many Omni outlets do not provide them efficient services.
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P-Q3-Sindh-25
Non Payment due to Erased PIN Code
Lali
Tayab
Gulab
Village Okraro Panhwar, Post Office Umerkot, Tehsil
Umerkot, District Umerkot
4410793979196
08406848
20th February 2013

1. Profile of the beneficiary/complainant
Lali w/o Tayab is a 65 year old uneducated woman who is a resident of Village Okraro Panhwar,
Post Office Umerkot, Tehsil Umerkot, District Umerkot. She is a mother of three sons, all of
whom are married. Two of her sons live in Mirpur and the third one live in her village in a
separate house. Her husband is a heart patient and cannot work. She stitches quilts and earns
Rs.200 per quilt; along with this she also makes mud stoves and sells them for Rs.100 each. She
also has a shop in the house from which she earns Rs.800-1,000 monthly. No one else lives in the
house except her husband. The house belongs to them and has two katcha rooms along with a
kitchen in it. She obtains water from a water tank in the village. They have access to electricity
but not to gas. Village Okraro Panhwar has approximately 500 houses and a population of about
4,000 people. It is 20 km away from Tehsil Umerkot. The village has access to electricity and also
has a water tank. There are two primary schools and a middle school and also a Basic Health Unit
(BHU) in the village.

2. Relationship with BISP
Lali was not a beneficiary of the Parliamentarian Phase of BISP. In her area the PSC survey was
conducted in September 2010 and a survey team filled the form at her doorstep and gave her a
PSC slip as acknowledgment. She is a beneficiary of BISP and was informed about this by the
village landlord (wadera). She thinks that this is Benazir’s money as she was given to understand
by her neighbour. The PSC survey team also gave her printed material which she referred to as
photos of Benazir. She does not know about the eligibility criteria for the BISP cash transfers and
thinks that being poor she is eligible for the BISP cash transfers. When she received the cash
transfers from BISP she bought groceries for the house and also invested some amount in her
shop. She has earlier received cash transfers from the post office as well as from the Benazir
Debit Card (BDC). She told us that she received 12 instalments from the postman, which started
in April 2011 and received her last instalment in March 2012.
She got her BDC from BDC Centre Umerkot in June 2012 where she went with other women
from her neighbourhood. They were advised the village landlord to get their BDCs from BDC
Centre Umerkot. She informed that after receiving the Card her son went to an ATM in Umerkot
and withdrew her instalment. Umerkot is at a distance of 20 km from her village and her son went
there on a motor cycle which cost him Rs.100. Lali said that she did not know how to operate the
Card and her son operates it for her and he also keeps the BDC with him.

3. How did the complaint emerge?
Lali informed that she received her first instalment through the BDC in June 2012. Three months
later, sometime in September 2012, when she planned to withdraw her 2nd instalment she saw that
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the PIN Code of the BDC was erased. She told this to her son, Gulab, who is a driver at the
NADRA office, Hyderabad. Twenty days later when he visited the village he took her BDC along
with a copy of her CNIC with him to Hyderabad. Her son went to Tameer Bank when he returned
to Hyderabad but he was asked there to register his complaint through the Tameer Bank Helpline.
He called the Helpline and was told that he would receive a PIN Code on his phone within 72
hours but he did not receive PIN Code. One month later, when her son came to the village again,
he was informed by his friend that they should register their complaint at BDC Centre Umerkot.
Her son went to the BDC Centre Umerkot almost two months ago, in December 2012, and
submitted copies of her CNIC and BDC. She was told by her son that the staff at the BDC Centre
entered her CNIC and BDC numbers in a computer and told him to collect the new Card from
there. Her son visited BDC Centre Umerkot twice but did not get a new PIN Code. She said she is
an old woman and cannot go to the BDC Centre herself, therefore, her son was handling her
complaint.

4. Processing of the complaint
4.A Providers’ Version
The Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas confirmed that he
received Lali’s complaint about an erased PIN Code on 26th December 2012. This complaint
was registered at BDC Centre Umerkot. The AC told us that he received this complaint from
BDC Centre Umerkot along with the beneficiary’s CNIC and BDC numbers. He informed
that BDC Centres have been instructed that on receiving PIN Code related complaints, a list
should be maintained on a computer excel sheet and hand them over to the field supervisor.
He said that they received 9 complaints including Lali’s from the field supervisor on 26 th
December 2012 and they forwarded these to DFO Islamabad as well to ECTG IT Tameer
Bank on the same date by email. He said that they received a reply to that email from Tameer
Bank on 1st January 2013 in which the bank said that they had dispatched new PIN Code from
their office.
The AC confirmed that they received new PIN Code by courier (TCS) three days after the
email. According to him this problem had been resolved within a week. However, he had not
informed the beneficiaries that their new PIN Codes had been received and could be collected
from the BISP Divisional Office, Mirpurkhas.
According to the Data Entry Operator (DEO) at the BDC Centre Umerkot, he had been
instructed by the BISP Divisional Office Mirpurkhas to hand over all Card related complaints
to the field supervisor on a weekly basis. The DEO told us that he received Lali’s PIN Code
complaint which he had handed over to the field supervisor after entering its details in an
excel sheet. He said that he had not received a new PIN Code from BISP Divisional Office,
Mirpurkhas yet. He further said when he receives PIN Code related complaints he enters the
CNIC number, BDC number and also contact number of beneficiaries into an excel sheet and
hands over a soft copy of this to the field supervisor in a USB.
4.B Client’s version
According to Lali her son went to the BDC Centre Umerkot in December 2012 and registered
her complaint and also provided them her CNIC and BDC number. She informed that
Umerkot is at a distance of 20 km from their village and her son went there on a motorcycle
which cost him Rs.100. He visited Umerkot twice after that to inquire about her PIN Code but
in vain.
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Lali was not satisfied with the complaint resolution mechanism because she had not received
her PIN code yet. However, she said she was satisfied with the behaviour of the staff at the
BDC Centre as they did not charge any amount to register her complaint.

5. What We Learnt?









The beneficiary has been waiting for her BDC instalment since September 2012 when her
PIN Code was found to be erased. At that time her son called the bank helpline to register the
complaint and he was told that it would be resolved within 72 hours but he did not receive a
PIN Code from them. Then, in December 2012, her son visited BDC Centre Umerkot to
register Lali’s complaint. The DEO at the BDC Centre entered Lali’s CNIC and BDC
numbers in an excel sheet
According to the Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas, he
received this complaint from BDC Centre Umerkot on 26th December 2012 and he forwarded
it to the DFO Islamabad as well to ECTG IT Tameer Bank on the same date. Tamer Bank
replied to his email on 1st January 2013 confirming that they had dispatched the new PIN
Codes (of 8 beneficiaries including Lali)
These PIN Codes were received by the Divisional Office three days later, however the staff at
the Divisional Office has not informed the beneficiaries or BDC Centre Umerkot and instead
is waiting for the beneficiaries to collect these on their own
The BDC Centre was 20 km away from Lali’s house and it cost her son Rs.100 to get there.
The BDC centre staff did not provide him with an acknowledgment slip. They also took
Lali’s phone number but did not inform her about her complaint status. Lali’s son visited the
Centre twice to inquire about her status which cost him Rs.100 per trip as well but since the
BDC Centre was not informed by the Divisional Office they could not tell him anything
After TPE team’s interview with the beneficiary, on 16th February 2013, we informed her that
her PIN Code has been received by the Divisional Office Mirpurkhas and she should collect it
from there. Two days later she called to inform us that she had collected it.

6. Recommendations



BISP offices and BDC Centres should provide acknowledgement slip to the beneficiary when
she register her complaint, so that the beneficiary may track the progress of her case
BISP Divisional Office should have informed the beneficiary and BDC Centre Umerkot after
receiving the beneficiaries’ new PIN Codes instead of waiting for them to collect these on
their own – BISP should communicate the results of a complaint to the beneficiary promptly
so that they could collect their Cards/PIN codes and start receiving their overdue payments
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P-Q3-Sindh-26
Non Payment due to Lost PIN Code
Malookan
Khuda Bux
Kaiwal
Village Kalo Khaskheli, Post Office Samaro, Tehsil
Samaro, District Umerkot
4410633529144
8311783
22nd February 2013

1. Profile of the beneficiary/complainant
Malookan w/o Khuda Bux is a 38 year old illiterate woman who is a resident of Village Kalo
Khaskheli, Post Office Samaro, Tehsil Samaro, District Umerkot. She is a housewife and mother
of four sons and lives in a house which has a total area of 200 sq. yards. There are two rooms in
the house, no kitchen and do not have access to electricity and gas, they use one corner of the
courtyard as a kitchen. They obtain drinking water from a hand pump which is installed in the
house. There is a washroom in the house which was constructed by an NGO a few months ago.
One of her sons is married and lives with them in the house. Her sister in law also lives with her.
Her children do not go to school due to poverty. Her husband earlier worked as a labourer but has
not been working for the last 2-3 years. Her three sons work; one of them as a labourer and earns
Rs.100-150 per day; 2nd son is 12 years old and works as a vender earning Rs.50-100 per day; her
3rd son works as a loader and earns Rs.250 per day. Malookan makes rillis; she makes one rilli in
1-2 months from which she earns about Rs.300-400.
Village Kalo Khaskheli has 100-200 houses. The main road is at a distance of 1 km from the
village. There is no school and hospital in the village, and the nearest hospital is situated at a
distance of 15 km in Samaro. Most of the residents of the village are farmers and construction
labourers. The BISP Tehsil Office in Umerkot is at a distance of 40 km from the village.

2. Relationship with BISP
Malookan was a beneficiary of the Parliamentarian Phase of BISP. The landlord of the village
gave her husband a survey form for the Parliamentarian Phase. According to her the PSC Survey
was carried out in June-July 2010 in her village but the survey team did not go to her house and
fill the form. It was filled at the main “autaaq” of the village and her husband had her form filled
there. She came to know that she is a beneficiary of BISP when she got her slip checked from an
internet café. She only knows about the BISP that it is Benazir’s charity money as she learned this
from her neighbours. Malookan do not know much about the eligibility criteria of BISP but
considers herself to be eligible for it, she said, “I am poor and my sons work as labourers (and
limited means of income) thus I am eligible”. She said that she would use the BISP instalments for
buying clothes for her children and groceries for her house.
Her current payment mode is BDC; before this she had been receiving money from the Pakistan
Post. She received four instalments through the postman and the last one was in March 2012. She
did not receive any letter concerning the change in payment mode; she learned this from her
neighbourhood women. Malookan received her BDC from the BDC Centre in Municipal Town
Samaro almost ten months ago. Through this card, she collected her first instalment of Rs.3,000 in
May 2012 from the Tameer Bank franchise, which is located at 1.5 km from her house. It took her
20 minutes to travel there and she went there with other women of the village. She heard from
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other beneficiaries at the Omni shop that amount had been transferred into their accounts.
Malookan do not know how to operate the Card; she gave it to her husband to withdraw cash for
her. She considers the BDC as her property and keeps it with herself.

3. How did the complaint emerge?
Malookan withdrew her first BDC payment in May 2012. In November 2012 when she reached
home after receiving her second instalment from the franchise at Samaro she realised that her
envelope which had the PIN Code fell somewhere on her way back home. She was told by her
neighbourhood women that without the PIN Code she could not withdraw cash from the BDC.
Malookan went to the franchise shop on the next day to inquire about her PIN Code but in vain.
Then her husband consulted with an educated person named Rai Chand in the village about this
problem, Rai Chand told her husband that he would send an application along with the
beneficiary’s CNIC and BDC copies through his friend Kaiwal to the BISP Divisional Office
Mirpurkhas. Rai Chand sent her application through his friend along with copies of her and her
husband’s CNIC and BDC to the Mirpurkhas Divisional Office which cost her Rs.60.

4. Processing of the complaint
4.A Providers’ Version
According to the BISP Divisional Office Mirpurkhas, someone submitted Malookan’s
complaint on her behalf in their office on 26th December 2012. This complaint was about a
lost Pin Code. The Assistant Complaints (AC) at the BISP Divisional Office Mirpurkhas
received this complaint; it was attached with copies of the beneficiary and her husband’s
CNICs, a copy of her BDC and contact details. The AC registered this complaint on 26th
December 2012 but did not provide an acknowledgement slip. The AC registered the details
of complaint in the computer as well as manually in a register. The AC informed that they
forwarded this complaint along with other lost PIN Code complaints to the Divisional Field
Operator (DFO) Islamabad as well to Tameer Bank on the same date. He informed that on 1st
January 2013 he received an email from ECT IT Department Tameer Bank that they had
resolved the 8 lost PIN Code cases and also dispatched new PIN Codes to the BISP
Divisional Office Mirpurkhas.
The AC confirmed that three days after this email from Tameer Bank they received eight PIN
Codes through courier (TCS). According to AC this complaint was resolved in nine days and
they were waiting for the beneficiaries to collect their PIN Codes from the Divisional Office.
4.B Client’s version
Malookan informed that Lichand sent her application, through his friend Kaiwal, along with
copies of her and her husband’s CNIC and BDC to the BISP Divisional Office Mirpurkhas
which cost her Rs.60. Kaiwal submitted her application in December 2012. Kaiwal told
Malookan’s husband that they would receive a new PIN Code. Malookan and her husband
also visited the BDC Centre in Umerkot to inquire about her new PIN Code. The gate keeper
at the BDC Centre took her BDC into the centre and returned with four digits written on it.
The gate keeper told them that these four digits was the new PIN Code, so now she could
withdraw her BISP instalment. Malookan and her husband went to the Tameer Bank franchise
in Samaro but they were told there that these digits were taken from the card’s serial number
and this was not the PIN Code. Malookan and her husband did not know about the complaint
registration procedure so their complaint was registered by Kaiwal on behalf of the
beneficiary. BISP Divisional Office Mirpurkhas is situated at a distance of 40 km from their
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village, Kaiwal went there by bus and charged Rs.60. Malookan informed that her husband
visited BDC Centre Umerkot once again on 12th February 2012 and also inquired from
Kaiwal many times as well. Malookan was not satisfied with the complaint
registration/resolution mechanism because she did not receive her PIN Code yet.

5. What We Learnt?





Malookan’s complaint was registered at the BISP Divisional Office Mirpurkhas on 26th
December 2012 and on the same date the BISP office forwarded it through email to the BISP
DFO Islamabad as well to the Tameer Bank
When TPE team visited the BISP Divisional Office Mirpurkhas, it was informed that new
PIN codes had been received from Tameer Bank at this office in the first week of January
2013. According to the AC they did not send these to the beneficiaries because the PIN Codes
should be collected by the beneficiaries from the office. The AC further told us that they have
instructed the Field Supervisor at the BISP Tehsil Office to inform beneficiaries about the
status of their complaints.
TPE team informed Malookan at the time of her interview, on 13th February 2013, that her
Pin Code had been received at the Divisional Office and she should collect it from there; we
received a phone call from her the next day informing us that she went and received her PIN
Code

6. Recommendations







There is a need to raise awareness amongst BISP beneficiaries about how to use their BDCs
and the importance of keeping their PIN Codes safe so that they do not encounter problems
arising from handing over their Cards to intermediaries
BISP needs to raise awareness amongst beneficiaries about the complaint
registration/redressal mechanism
Complaint handlers should provide acknowledgment slips to the complainants after
registering their cases so that they may track the progress of their complaints.
BISP should inform beneficiaries about the results of their case as soon as they learn about it
so that the beneficiary could begin receiving their payments at the earliest
BISP should establish mechanism to follow beneficiary’s payment complaints and should
enhance and improve its communication channels with payment agencies so that beneficiaries
could track the progress of their case from the BISP office
BISP should also develop a complaint registration counter in BDC Centres as well and also
develop a tracking system at their BDC Centres through which beneficiaries’ could know the
status of their complaints
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P-Q3-Sindh-27
Non Payment due to Lost PIN Code
Seeta
Kounro
Kaiwal (nephew)
Village Wazir Ali Khaskheli, Tota Muhajir Para, Tehsil
Samaro, District Umerkot
4410609905052
08311186
20th February 2013

1. Profile of the beneficiary/complainant
Seeta w/o Kounro, is 51 years old and lives in Village Wazir Ali Khaskheli, Tota Muhajir Para,
Tehsil Samaro, District Umerkot. Seeta is an illiterate woman and has nine children: four sons and
five daughters. Three of her daughters are married. Four sons and two daughters live with her in
her house; two sons go to school. Seeta’s husband is a tenant and has 3 acres of land. They get
grain from this land which fulfils their food requirements for 6-7 months; they also get Rs.6,0007,000 in cash each year. Her husband also works as a labourer and earns Rs.300-350 per day
through that. Seeta works as a cotton picker during the cotton season, earning Rs.150-200 per day.
They live in their own house which consists of one katcha room constructed by an NGO. There is
also a bathroom in the house which is pakka and was constructed by another NGO (IRC). They
have access to tap water and this was provided by another NGO (Sunny Foundation). The house
has also access to electricity. Village Wazir Ali Khaskehli has 75 houses with approximately 350
residents who belong to the Meghwar caste. The Tehsil Samaro is at a distance of 1.5 km and it
takes 5 minutes to reach the main road. There is a primary school in the village and this village
has been facilitated by many NGOs.

2. Relationship with BISP
Seeta was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her village in December 2010. The survey team came to her house and filled
her form and also gave her an acknowledgement slip. Seeta came to know that she is a beneficiary
of BISP as informed by her nephew when he checked her status on the internet. He also informed
her that BISP is Benazir’s scheme and she would receive cash transfers from it. The PSC survey
team also gave her printed material which she referred to as photos of Benazir. Seeta said that she
did not know about the eligibility criteria of BISP but she being poor considered herself eligible
for BISP cash grants. The floods damaged their crops and they did not get sufficient income that
year. She informed that when she received BISP instalment she bought groceries for the house
and clothes for her children. She received her first instalment of BISP from the postman after the
PSC survey in April 2011 and the last instalment in March 2012. Then in May 2012 an officer
from the UC Town Committee came to their village and told them that they would get BDCs from
the UC Town Committee. The very next day she went to the BDC Centre at Town Committee
Samaro with other women from her neighbourhood. She received her BDC the same day and she
was told that amount would be transferred to her account within a day. The next day her son got
BISP instalment from a UBL Omni shop at Samaro. She said that her son went to the UBL Omni
shop by foot which is at a distance of 1.5 km from her house so it did not cost him anything but
the Omni outlet charged Rs.200 for the transaction.
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3. How did the complaint emerge?
Seeta’s house was severely damaged during the heavy rainfalls last year and she lost her BDC
envelope amidst all the damage. She tried her best to find it but could not. One month later a man
named Jahangir at the Omni shop advised her husband to visit the NADRA office and register her
complaint. Her husband went to NADRA but he was told that this case could not be entertained
there and he should go to the BDC Centre for the reissuance of her BDC. Her husband went to the
BDC Centre Samaro but they referred him back to the NADRA office. After that her husband
requested her nephew to help them. In December 2012 her nephew (Kaiwal) went to the BDC
Centre Umerkot where the staff took Seeta’s CNIC number, BDC number and contact number
and entered it into the computer. After one week her nephew went to the BISP Divisional Office
Mirpurkhas where they took a copy of her CNIC along with an application. Kaiwal was advised
at the UBL Omni shop to visit the BDC Centre Umerkot and BISP Divisional Office Mirpurkhas.

4. Processing of the complaint
4.A Provider’s version
The Assistant Complaints (AC) at the BISP Divisional Office Mirpurkhas confirmed that they
received Seeta’s complaint, about her lost PIN Code, on 26th December 2012. He said that
they took her CNIC copy along with an application. On the next day they received another
application of this case from the BDC Centre Umerkot sent by the Field Supervisor; as they
have been instructed to collect and send complaints from BDC Centres on a weekly basis.
The Divisional Director emailed this complaint along with eight other complaints to the DFO
Islamabad and Tameeer Bank. On 1st January 2013 they received an email from the ECT IT
Department Tameer Bank Islamabad that these 8 cases had been resolved and their PIN
Codes had been dispatched to the BISP office. The AC told us that three days after the email
from Tameer Bank they received eight new PIN Codes via courier (TCS). He said that the
beneficiaries had not collected their PIN Codes from the BISP office.
According to the Data Entry Operator (DEO) of the Tameer Bank at the BDC Centre
Umerkot, they received Seeta’s complaint about lost PIN code. He did not know the exact
date when this complaint was received but when he received this complaint he took her CNIC
and BDC numbers along with her contact number. He said whenever he receives PIN Code
related complaints he enters the complaints details into an excel sheet for their record. He was
instructed by BISP Divisional Office Mirpurkhas that he must maintain a record of PIN Code
related complaints and hand them over to the Field Supervisor on a weekly basis. He
informed that he also forwarded Seeta’s complaint to the BISP Divisional Office Mirpurkhas
by handing over a soft copy of it to the Field Supervisor on a USB.
4.B Client’s version
Seeta informed that her nephew Kaiwal was advised by Jahangir at the UBL Omni shop to
register this complaint at BDC Centre Umerkot and BISP Divisional Office Mirpurkhas as
well. She said that her complaint was registered by her nephew sometime in December 2012.
The BDC Centre, Umerkot took her CNIC and BDC numbers and her contact number from
Kaiwal while the BISP Divisional Office Mirpurkhas took copies of her CNIC and BDC
along with an application. She said it cost Kaiwal Rs.100 to visit Umerkot and Rs.250 to visit
Mirpurkhas. Mirpurkhas is 45 km away from their village and Kaiwal went there by bus
which took 1.5 hours to reach there.
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She was not satisfied with the complaint registration procedure as she did not know her
complaint had been resolved and was still waiting for a new PIN Code.

5. What We Learnt?







According to the beneficiary, she lost her BDC PIN Code. Her husband went to the NADRA
office and BDC Centre, Samaro to register Seeta’s complaint but they did not guide him
properly. Then she requested her nephew to register her complaint; he registered her
complaint at BDC Centre, Umerkot and as well as at BISP Divisional Office Mirpurkhas as
he was advised at the UBL Omni outlet
According to the BISP Divisional Office Mirpurkhas they received this complaint on behalf
of the beneficiary by her nephew at their office on 26th December 2012 and another copy of
this complaint was received from the BDC Centre, Umerkot. They registered this complaint
and forwarded it to the relevant payment agency. This complaint was resolved within a week
and they received new PIN Codes from the payment agency (Tameer Bank). But they did not
send these PIN Codes to the beneficiaries or informed them to collect their PIN Codes from
their office
According to Seeta’s payment details on the BISP website, as checked on 8th March 2013, her
second BDC instalment was deposited in her account on 1st November 2012 but she could not
withdraw it as she has yet to receive her new PIN Code from the Divisional Office
Since the Divisional Office did not inform Seeta about her new PIN Code, TPE team
informed her about this during our interview with her on 13th February 2013 and two days
later she told us over the phone that she had collected her new PIN Code from the Divisional
Office

6. Recommendations





BISP should instruct NADRA, payment agencies and BDC Centres that they should provide
proper guide lines to the beneficiaries about the complaint redressal/registration process
BDC Centres or payment agency offices should also provide acknowledgement slips to the
beneficiaries and inform them about the status of their complaints
BISP should inform beneficiaries about the outcome of their complaints (over the phone)
once it has been resolved so that they may take the appropriate steps to start receiving their
overdue payments
BISP and payment agencies should develop a mechanism at their Tehsil offices to register
and process payment related complaints
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P-Q3-Sindh-28
Non Payment due to Lost PIN CodePIN
Mohini
Harji
Mohalla Karia Bazar, Ward 320, Post Office Kunri, Tehsil
Kunri, District Umerkot
4440446499448
8346470
28th February 2013

1. Profile of the beneficiary/complainant
Mohini, wife of Harji, lives in Mohalla Karia Bazar, Ward 320, Post Office Kunri, Tehsil Kunri,
District Umerkot. She is a 45 year old illiterate woman and a mother of five daughters and two
sons. Three of her daughters and two sons are married while the remaining two daughters live
with her. Her husband and sons works in a blacksmith’s shop and they earn Rs.600 per day.
Mohini herself is a vendor and sells bangles in Kunri city and usually earns Rs.150 per day. She
lives in a joint family system and besides her family, her father & mother-in-law, brother-in-law,
and two daughter-in-laws along with their 5 children also live in her house.
They live in a house belonging to Dr. Narain but he does not charge rent; it is a pucca house and
has a total area of 120 sq. yards. There are 2 rooms, a courtyard, a kitchen and a bathroom in the
house. They have access to tap water and also have access to electricity but not gas. Mohalla
Karia of Kunri city has 18 houses; the hospital and school are situated in Kunri.

2. Relationship with BISP
She was not a beneficiary in the Parliamentarian Phase of BISP. According to her, the PSC survey
was held in her area in 2010. The PSC survey team came to her house and she had filled her form
and also received an acknowledgement slip. She do not have much information about the BISP;
poor women are receiving cash transfers through Benazir’s scheme which she learnt from her
neighbourhood women. She told us that her instalments began in May 2011 through the Pakistan
Post. According to the BISP website she has received Rs.19,000 through the Pakistan Post in 9
instalments. According to Mohini she received her BDC from the BDC Centre Kunri in April
2012. She was told by the Municipal staff at Kunri that she should get her BDC from BDC Centre
Kunri. This Centre is situated in the Municipal Office Kunri and it is at a walking distance of 10
minutes from her house. After receiving her Card she withdrew two instalments from an ATM at
Bank Al Habib in Kunri. The Bank representative at the ATM helped her to withdraw her
payments. According to Mohini, she spends the money received through BISP on household
items, medical treatment and other expenses.

3. How did the complaint emerge?
Mohini informed that in December 2012 she went to the ATM located in Kunri to withdraw her
instalment. There was a huge crowd outside the ATM and like other beneficiaries she too gave
her Card and PIN Code to the Bank representative. The Bank representative returned her BDC
along with withdrawn amount after half an hour and said he had lost her PIN Code. He advised
her to visit the office from where she got the BDC to get a new PIN Code. Mohini went to the
BDC Centre, Kunri but she was told that she should go to the BDC Centre, Umerkot to get her
new PIN Code. Almost a week later, she went to BDC Centre, Umerkot where the staff took her
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CNIC and BDC numbers and registered her complaint. The staff told her that she should come
back after one month to receive her PIN Code.

4. Processing of the complaint
4.A Provider’s version
According to the Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas, they
received Mohini’s complaint on 26th December 2012 and it was about lost PIN Code. They
received this compliant from their Field Supervisor along with some other complaints about
lost PIN Codes (8 PIN complaints in total). The AC informed that they have instructed their
Field Supervisor to bring complaints from BDC Centre Umerkot on a USB on a weekly basis.
When the Field Supervisor handed them the complaints, the Divisional Director (DD) at BISP
Mirpurkhas emailed this along with the other lost PIN Code complaints to the Divisional
Field Officer (DFO) Islamabad and Tameer Bank. The CNIC and BDC numbers of
beneficiaries were also attached with the email.
On 1st January 2013 they received an email from the ECT IT Department Tameer Bank
Islamabad that they had resolved all 8 cases and also dispatched their PIN Codes to the office.
The AC also confirmed that three days after the email from Tameer Bank they received eight
PIN Codes via courier (TCS). He said that Mohini did not collect her PIN Code form their
office yet.
According to the Data Entry Operator (DEO) of the Tameer Bank at BDC Centre Umerkot,
they received Mohini’s complaint about a lost PIN Code in December 2012. He did not know
the exact date when this complaint was received but when he received the complaint he took
her CNIC and BDC numbers along with her contact number. He said whenever he receives
PIN Code related complaints he enters the complaints details into an excel sheet for the
record. He informed that he also forwarded Mohini’s complaint to the BISP Divisional Office
Mirpurkhas through the Field Supervisor.
4.B Client’s version
According to Mohini she had registered her complaint about a lost PIN Code in December
2012 at the BDC Centre Umerkot. Her complaint was registered by the Bank representative at
the BDC Centre, who also took the details of her CNIC and BDC. She was told to visit again
after one month to collect her PIN Code. Mohini informed that she inquired about her PIN
Code from the Bank representative at the BDC Centre after a month but she was told that they
had not received her PIN code so she should try again one month later.
Mohini was not satisfied with the complaint registration/resolution mechanism because she
had not yet received her new PIN Code. Although she visited Umerkot twice and it cost her
Rs.400.PIN

5. What We Learnt?


Mohini visited the HBL ATM, Kunri to withdraw her payment but since she did not know
how to use an ATM she gave her BDC along with PIN Code to the Bank representative at the
ATM. After some time the Bank representative gave her the amount he withdrew but lost her
PIN Code due to the crowd. He advised her to visit the office from where she got BDC to get
her new PIN Code
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Mohini went to BDC Centre Kunri but she was referred to the BDC Centre Umerkot. She
went to BDC Centre Umerkot where the Bank representative registered her complaint and
forwarded it to the BISP Divisional Office Mirpurkhas. As BDC Centre Umerkot does not
have an internet facility, they sent the case to the Divisional Office via the Field Supervisor in
a storage device (USB).
The BISP office confirmed that they received her complaint on 26th December 2012 and they
also forwarded it to the payment agency. After one week they also received her PIN Code
from them through courier. The BISP Divisional Office however did not inform the
beneficiary of the outcome of her case and request her to collect her PIN Code
It was learnt in this case that the payment agency (Tameer) bank was working efficiently as
they received complaints they resolved and dispatched the PIN Codes to the BISP office
within a week. But there is a lack of communication between BISP Divisional Office
Mirpurkhas and BDC Centre Umerkot; the latter was unaware about the result of the
complaint
Beneficiary has already spent approximately Rs.400 in the complaint registration process. She
had not received her PIN Code although the complaint was registered in December 2012.

6. Recommendations





BISP should instruct payment agencies and BDC Centres that they should provide proper
guide lines to the beneficiaries about the complaint registration process
BDC centres or payment agency offices should also provide acknowledgement slips to the
beneficiaries and inform them about the status of their complaints
BISP should inform beneficiaries about the outcome of their complaints (over the phone)
once it has been resolved so that they may take the appropriate steps to start receiving their
overdue payments
BISP and payment agencies should develop a mechanism at their Tehsil offices to register
and process payment related complaints
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P-Q3-Sindh-29
Non Payment due to Lost BDC
Amina
Urs
Village Bhari Jo Thar, Deh Khumbhario, UC Ghulam Shah,
Post Office and Tehsil Islamkot, District Tharparkar
4430345007012
732087
23rd February 2013

1. Profile of the beneficiary/complainant
Amina, w/o Urs, is a 29 year old woman who is a resident of Village Bhari Jo Thar, Deh
Khumbhario, UC Ghulam Shah, Post Office and Tehsil Islamkot, District Tharparkar. She is an
illiterate woman and has 7 children: five sons and two daughters, two of her children are in 1 st
grade, the remaining do not go to school yet. Amina stays at home and remains busy with
household chores and taking care of her children
Her husband is a cattle trader and earns around Rs.5,000 per month, he also works as a farmer
and harvests his 10 acres land in the monsoon season, from which he obtains grains for almost the
whole year.
The house where they live belongs to her husband, it consists of two huts with an open kitchen
but is no bathroom. The house has access to electricity since last three months but there is no gas
facility in the house. They get water from a well which is located at a small distance from their
house. There are 60 houses in Village Bhari Jo Thar; the residents of the village consist of Syed,
Khaskeli and Junejo castes. There is no school in the village and the nearest hospital is at a
distance of 13 km, situated in Islamkot.

2. Relationship with BISP
She was not a beneficiary of BISP Phase 1 (Parliamentarian Phase). According to her the PSC
survey was conducted in her area in 2009. She had filled the form and was given a PSC slip by
the survey team. She only knows about BISP that poor women were receiving cash from Benazir.
Six months after the survey she was selected as a beneficiary of BISP and started receiving
payments. According to the BISP website she has received Rs.31,000 from the Pakistan Post in 12
instalments, before she got her BDC from BDC Centre Mithi in May 2012. She informed that she
learnt through other beneficiaries of BISP that women were getting BDCs from BDC Centre
Mithi. She also went there with her husband and got her Card. She withdrew her first BDC
instalment from an Omni shop in Mithi on the same day she received her card. She said that the
cash transfers which she received from BISP have been spent on basic household necessities like
groceries and clothes etc.

3. How did the complaint emerge?
She informed that when she got her BDC from BDC Centre Mithi, her husband withdrew one
payment of Rs.3,000 from the UBL Omni shop in Mithi. When they were coming back to their
home from Mithi someone picked her husband’s pocket and stole her BDC. When they reached
their village they learnt that the card was gone. He went back to the Omni shop in Mithi and asked
about the BDC but did not find it there. The next day he was advised by the people of their village
that he should visit UBL, Islamkot from where he could learn how to get a new card? When he
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visited UBL Islamkot he was informed by the staff that first he should visit BDC Centre Mithi to
get Amina’s BDC number so that her Card could be blocked. Her husband went to the BDC
Centre Mithi and retrieved her BDC number, after which he went to UBL Islamkot again along
with her BDC number and copies of her CNIC. The Bank officer informed that he would block
the Card and when other women start receiving their instalment, he should come again with the
beneficiary to get her new BDC. The Bank officer also advised that he should inquire at the Omni
shop if they had found the missing BDC. Her husband asked about the BDC at the Omni shop
many times but always got reply in the negative. When, in November 2012, the other
beneficiaries started getting their payments from the BDC, Amina went to UBL, Islamkot with
her husband. The Bank officer took her CNIC and BDC numbers and registered her details into
the computer and also discussed it with higher officials on the phone.

4. Processing of the complaint
4.A Providers’ Version
The Branch Manager (BM) at UBL Islamkot informed that they received Amina’s complaint
along with a copy of her CNIC and her BDC number on 15th November 2011; it was a lost
BDC complaint. He further informed the complaint registration/ resolution mechanism that
whenever they receive this type of complaint they collect the beneficiary’s CNIC copy and
BDC number, verify the original CNIC and fill out an application form. Then they deactivate
the old BDC and give the beneficiary a new, activated BDC. They also obtain the
beneficiary’s thumb impression or signature on a manual register. As a result of following this
whole procedure, Amina got a new BDC within two hours of the complaint registration.
4.B Client’s version
Amina went with her husband to UBL Islamkot to get her complaint registered; her husband
was asked to visit with the beneficiary to get a new BDC next time, she submitted her BDC
number (retrieved from BDC Centre Mithi) and a copy of her CNIC. She informed that UBL
Islamkot is at a distance of 13 km from their house, they went there by bus and it cost them
Rs.180.
She said that she got her new BDC within three hours from UBL Islamkot. She also withdrew
an instalment of Rs.2,800 on the same date from the Omni shop at Islamkot. Amina was
satisfied with the complaint registration/ resolution mechanism and the staff’s attitude as her
complaint was resolved within a day. They did not charge any amount to register this
complaint.

5. What We Learnt?





We learnt that Amina received her BDC in May 2012 and also withdrew her first payment of
Rs.2,800 through the BDC, but she lost her card after the first instalment. Amina’s husband
went to UBL Islamkot where he was asked to provide the BDC number. He obtained the BDC
number from BDC Centre Mithi. After getting the BDC number he went again to UBL
Islamkot along with a copy of his wife’s CNIC. The Bank officer blocked her BDC and asked
him to come again with the beneficiary to get her new BDC
The payment agency (UBL) emails their head office to get the beneficiary’s lost BDC
blocked
In November 2012, when the other beneficiaries started getting their BISP payments, Amina
went to UBL Islamkot with her husband. The Bank officer followed the standard procedure
and gave her a new activated BDC
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UBL Islamkot resolved this complaint efficiently and gave her a new BDC within three hours
of the same date when she registered her complaint. She also withdrew a payment of Rs.2,800
on the same date; the Omni franchise at Islamkot charges Rs.200 from all beneficiaries for
each transaction
UBL Islamkot is at a distance of 13 km from their house and they went there by bus and it
cost them Rs.180. Amina was satisfied with the complaint registration/resolution mechanism
as she received her new card and withdrew her payment on the same day.

6. Recommendations





BISP should guide beneficiaries at the time of BDC distribution about the complaint
redressal/registration mechanism
BISP should also establish some procedure to register and resolve payment complaints at their
offices instead of referring beneficiaries to the payment agencies; payment complaints should
be catered by the CMS software so that they can be registered and tracked online
UBL Islamkot should establish ATM facilities on its premises so that beneficiaries do not
have to go to franchise outlets to withdraw their payments
BISP should take action against franchises known to charge commissions for withdrawal of
BISP cash transfers
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P-Q3-Sindh-30
Non Payment due to erased PIN Code
Khanzadi
Ghulam Shabbir
Village Chanhi Manomal, Post Office Bhirya Road, Tehsil
Bhiriya, District Naushero Feroze
4530199559904
08780096
25th February 2013

1. Profile of the beneficiary/complainant
Khanzadi w/o Ghulam Shabbir is a 43 year old woman who is a resident of Village Chanhi
Manomal, Post Office Bhirya Road, Tehsil Bhiriya, District Naushero Feroze. She is an illiterate
housewife who has four children, two sons and two daughters. Her eldest son goes to school and
is in 1st grade and the younger son is 3 years old and does not go to school yet. Her daughters do
not go to school but they are studying Holy Quran. Her husband works as a labourer and earns
Rs.200 per day.
She lives in a house which belongs to her husband and has a total area of 100 sq. yards. There is
only one room in the house and the structure of the house is katcha, an open kitchen and an open
bathroom in the house. They obtain water using a hand pump and have electricity connection but
no access to gas. The village Chanhi Manomal has approximately 400 houses and has a
government secondary school. The nearest hospital is at a distance of 3 km and the BISP Tehsil
Office is at a distance of 14 km from the village.

2. Relationship with BISP
She was not a beneficiary of BISP Phase 1 (Parliamentarian Phase). According to her the PSC
survey was conducted in her area in January 2011. The survey team filled the form at her door
step with the help of her husband and gave her a PSC slip in receipt. Khanzadi did not know much
about BISP because according to her, BISP did not launch any awareness campaign before the
survey. She only knows about BISP that their cash grant goes to the poor but according to her
now even the rich get instalments through this programme. She informed that one year after the
survey she received two instalments from BISP in April 2012 and May 2012 through the Pakistan
Post. In May 2012 she was informed by other women that next cash transfers would be disbursed
through the BDC. She went with other women from her neighbourhood to the Benazir Debit Card
(BDC) Centre in Bhiriya to get her BDC and received her Card the same day. Two weeks later
she went to the HBL Branch in Bhirya and withdrew her cash through the BDC. She informed
that she used the amount to buy groceries for the household and clothes for her children.

3. How did the complaint emerge?
She informed that in November 2012 she went with other women from her neighbourhood to
withdraw her payment from HBL Branch, Bhiriya Road. She was told by the representative at the
ATM, HBL Branch that the PIN Code of her BDC had been erased so she could not withdraw
cash. He advised her to visit the office from where she got the BDC, as she could learn about the
procedure to acquire a new Pin Code from there. There were two other women who also had the
same problem. Then she went with the other women to the BDC Centre, Bhirya on the same day
and registered their complaint. The staff took copies of their CNICs and BDCs and told them that
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they would forward these complaints to the head office. They further said that she would receive
her new PIN Code within two months.

4. Processing of the complaint
4.A Providers’ Version
The Assistant Complaints (AC) at BISP Tehsil Office Bhiriya informed that they do not
register PIN Code related complaint, and if they receive payment related complaints they
refer complainants to the bank counter at the BDC Centre Bhirya.
The Regional Manager Complaints (RMC) at the HBL Regional Office Sukkur confirmed
that he received Khanzadi’s complaint on 11th December 2012 about an erased PIN Code
along with 273 other complaints through an email. The beneficiaries’ BDC and CNIC
numbers were also attached to the email. He informed that he had a record of this email in his
inbox. He told that the bank had instructed the BDC Centre to forward all Card related
complaints to them on a weekly basis. Upon receiving this email, the RMC forwarded it to the
ATM generation/card operations department HBL Karachi. HBL Sukkur then received some
PIN Codes from HBL Karachi. The RMC said he did not have a maintained record to verify
the new BDC PIN Codes when they were sent back from Karachi; instead they are directly
mailed to the relevant Banks or BDC Centres.
According to the Data Entry Operator (DEO) at the BDC Centre Bhiriya, he received 274 PIN
Code related complaints which he forwarded to the HBL Regional Office Sukkur. He told us
that his supervisor emailed these cases from HBL Branch, Bhiriya because they did not have
internet facility at the BDC Centre, Bhiriya. He said that they received only 28 new PIN
Codes from HBL Regional Office Sukkur in response to their email (which had 274
complaints). The DEO informed that he had not received Khanzadi’s new PIN Code although
her complaint was registered two month ago.
4.B Client’s Version
According to Khanzadi, she went to BDC Centre Bhiriya and registered her complaint about
her erased PIN Code along with submitting copies of her CNIC and BDC, sometime in
November 2012. She was advised to visit BDC Centre after two weeks to get her new PIN
Code. She learned about the complaint registration procedure from HBL Bhiriya Road Branch
and she went herself to the BDC Centre Bhiriya with other women, which is 13 km away
from her home and it cost her Rs.150. Four days before TPE team’s interview her husband
went to the BDC Centre but could not get her new PIN Code.
She told that she was not at all satisfied with the complaint registration/ resolution mechanism
because her complaint had not been resolved even after the passage of more than two months

5. What We Learnt?


The beneficiary registered her complaint, and submitted her BDC and CNIC copies, at the
BDC Centre Bhiriya in November 2012 from where it was emailed to the HBL Regional
Office Sukkur. According to HBL Regional Office Sukkur they received this complaint on
11th December 2012 along with other complaints (274 in total). The RMC at this office
forwarded this complaint to the ATM Operations in Karachi but there has been no action on
this forwarded complaint yet. She learned about the complaint registration procedure from
HBL Bhiriya Road Branch
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The BDC Centre was 13 km away from the beneficiary’s house and it cost her Rs.150 to get
there. The BDC Centre staff did not provide her with an acknowledgment slip or help line
number. The complaint has still not been resolved. Four days before this interview the
beneficiary’s husband visited the Centre to inquire about her status but could not get her PIN
Code, hence her complaint is still unresolved
BISP offices do not have a procedure to deal with (register and process) payment related
complaints and they usually just refer the complainant to the relevant payment agency
The HBL Regional Office has no communication with the BISP office regarding payment
cases and once they forward them to the ATM Operations in Karachi, they do not have any
mechanism to check the status of the complaint.

6. Recommendations







BISP beneficiaries should be provided training to use their cards themselves and should also
know the complaint redressal procedure
BISP should develop a procedure to handle payment cases and a record of such cases should
be maintained at the BISP office, instead of referring complainants to the payment agency
BISP should have mechanism to follow beneficiary’s payment complaints and should
enhance and improve its communication channels with payment agencies and resolve all type
of complaints efficiently
Payment agencies, such as HBL, should inform the beneficiaries about their complaints status
and also develop efficient procedure to resolve the complaints promptly. Payment agencies
should also maintain a record of complaint status and should have a mechanism to track the
complaint status as well
BDC Centres should provide acknowledgment slips along with toll free help line numbers
through which complainants can find their complaint status as it could save their time and
money.
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P-Q3-BDC-Center-Balochistan-01
Observation Report of BDC Distribution Centre, Dhadar
1. BDC Centre – Introduction and Background:
BDC Distribution Centre Dhadar is functional in the Local Government Office building Dhadar.
NADRA and Bank Al-Falah are the official partners payment organization involved with the
BDC distribution process at this centre. The BDC center does not have separate rooms for
NADRA and Bank Al-Falah representatives to set up counters from which to issue BDCs, they sit
in the same room.
The BDC distribution process was planned to start during the first week of October 2012 but due
to some delays in the hiring and training of POs staff, the process could start until the 25 th of
October 2012.
The total number of beneficiaries served by BISP Divisional Office Dhadar was 2,522 and till the
date of the TPE team’s visit about 2,017 BDCs had been issued while 505 beneficiaries still have
to collect their BDCs. BISP staff distributes the beneficiaries area wise, in order to facilitate the
beneficiaries more easily. Currently, the average number of beneficiaries visiting this BDC Office
to collect BDCs is around 2 or 5 however, during peak time; even 140 BDCs have been issued in
a single day.
BISP HQ’s media campaign to inform beneficiaries about the change in the mode of payment was
not entirely successful. However, most of the beneficiaries came to know of the change from local
influential or political workers which was a part of the planned campaign. The BISP Divisional
Office also used other modes of communication to inform beneficiaries, such as the use of
volunteers identified in different areas of the district. Also used were public announcements and
information dissemination via local notables and social workers to maximize outreach to active
beneficiaries. For the purpose of BDC distribution the area of BDC centre Dhadar into different
areas to be facilitated on certain fixed days.

2. Logistics and Facilities at BDC Centre:
The access to BDC Centre is easy. There were no BDC standees at the BDC Centre, just 1 banner
was displayed outside the BDC building.
The office building can accommodate around 10 to 15 visitors and the office veranda was used as
a waiting area for the beneficiaries. During October and November the weather was not harsh and
there is no need to shade or fans in the waiting area. No additional furniture was needed or
arranged and the beneficiaries sat in the veranda. A water cooler is available, but there is no
washroom for the beneficiaries use.
No extra security guards were hired, only two guards were provided by NADRA. To facilitate the
beneficiaries, no Assistant was hired by BISP but the BISP Field Supervisor visits the BDC centre
on and off.
BISP staff did not receive any formal orientation or training regarding the distribution of BDCs.
BISP staff learnt about technical details from their interaction with the Payment Agency’s
representatives and through observation of the distribution operations.
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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 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.

3. Arrangement and Process at Different Counters
a. BISP Counter
Currently not many beneficiaries are coming 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
supervisor (if present). The BISP supervisor verifies their documents (CNIC, token number
etc.) and refers the beneficiaries to the NADRA desk for further processing.
b. NADRA Counters
There is one NADRA counter with one computer installed in the room, which has seating
arrangements for five beneficiaries at a time. NADRA has a backup power generator for
alternative electric power which provides backup to the computers. No UPS was available
and the computer systems would shut down upon power outages. During our observation
period, there was no electricity load shedding.
At the NADRA counter, there is 1 data entry operator to handle CNIC verification for BDC
distribution. The NADRA staff confirms BISP beneficiary from their database by verifying
her CNIC number that produces the details for each beneficiary and then matches
fingerprints. After successful bio-metric verification, NADRA staff enters the beneficiary’s
phone number, prints a token and refers her to the Bank counter to collect her BDC.
If a beneficiary’s CNIC has some problem the NADRA desk refers her to the nearest
NADRA office for data correction of her CNIC information by providing a printed token that
entitles her to a free change of CNIC as well as granting her priority service at the NADRA
office. The major reasons for CNIC updates include expired CNICs, CNICs without
photograph, and thumb impressions not clear or mismatched.
c. Bank Counters
There is one counter installed by Bank staff in the same room. There is one CDO (Card
Distribution Officer) for handling, processing and issuance of BDCs to beneficiaries. The
bank staff obtains CNICs from the beneficiaries and the 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 records.
Bank staff obtains and enters the information about the beneficiary in their record before
issuing a BDC to her. After entering this information, bank staff obtains her thumb
impression (or signatures) on the back of the printed token, registers the BDC to the
beneficiary’s name, and handover the BDC envelop. They instruct the beneficiary to visit the
nearest Bank Al-Falah branch after two days to learn how to use the card.
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4. Lessons Learned
The rush of the beneficiaries has decreased and each day only about 2-5 visit for collecting their
BDCs and most of them revisit after removing discrepancies in their CNICs. Only 2 beneficiaries
visited the office for BDCs during the observation time from 9 a.m. to 12 p.m. Both beneficiaries
received their BDCs through the same step by step procedure detailed above.
Behaviour of the staff at the two counters was satisfactory.

5. Recommendations





As NADRA’s verification takes around two minutes and Bank BDC issuance takes around
five to eight minutes, therefore for balanced output at a BDC Centre, the standard number of
NADRA counter may be reduced and number of bank counters increased.
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 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
Siyani Bibi wife of Saifal Khan was revisiting the BDC centre a second time to collect her BDC. She
is a 52 year old woman who lives in Behri post office Mittahri Tehsil Dhadar District Kachi, which is
about 26 km from the BDC Centre.
She came to the BDC Centre to collect her BDC. When she reached the office at 9:30 a.m., she waited
in the office veranda for a few minutes, but soon after she was called for basic verifications by the
BISP Field Supervisor who checked the documents she had taken with her (CNIC and survey slip)
and referred her to the NADRA counter. At the NADRA counter, the staff, after checking her CNIC
and verifying her details sent her to the Bank counter to collect her BDC. The bank collected her
necessary information and then issued her BDC.
This was her second visit for BDC collection. On this visit she was completely satisfied with the
process and treatment by the staff. On her first visit, the NADRA representative was absent due to
which her card could not be issued.
Even after getting her BDC and instructions from Bank Alfalah staff, she was not confident that she
will be able to use her card. After issuing a BDC card to Siyani Bibi, Bank staff guided her through
the procedures followed for disbursement of the cash transfers. She was told to collect her cash from
any ATM machine after 2 days.

Beneficiary Exit Interview 2
Raj Bibi wife of Roshan Khan was revisiting the BDC centre a second time to collect her BDC. She is
a 50 year old woman who lives in a village of Taj post office Mittahri Tehsil Dhadar District Kachi,
which is about 26 km from the BDC Centre.
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She came to the BDC Centre to collect her BDC. When she reached the office at 9:45 a.m., she waited
in the office veranda for a few minutes. On her turn, she was guided towards the first desk where the
BISP official checked her documents she had taken with (CNIC and survey slip) and referred her to
the NADRA counter. At the NADRA counter, the staff, after checking her CNIC and verifying it sent
her with it to the Bank counter to collect her BDC. The bank collected her necessary information and
then issued her BDC.
This was her second visit for BDC collection. On this visit she was completely satisfied with the
process and treatment by the staff.
Even after getting her BDC and instructions from Bank Alfalah staff, she was not confident that she
will be able to use her card. After the issuing a BDC card to Raj Bibi, Bank staff guided her through
the procedures followed for disbursement of the cash grant. She was told to collect her cash from any
ATM machine after 2 days.
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P-Q3-BDC-Center-Balochistan-02
Observation Report of BDC Distribution Centre, Dera Allah Yar
1. BDC Centre – Introduction and Background:
The BDC Distribution Centre Dera Allah Yar is functional at Bharani Chowk in Dera Allah Yar,
Jaffarabad. NADRA and UBL Bank are the official partners/payment organization involved in the
BDC distribution process at this centre. The BDC center has a room where NADRA and UBL
Bank representatives have set up counters for issuing BDCs.
The total number of beneficiaries covered by BDC Centre Dera Allah Yar was 15,000 and till the
date of the TPE team’s visit 10,384 BDCs had been issued while 4,616 beneficiaries have to
collect their BDCs. Currently, the average number of beneficiaries visiting to collect BDCs is
around 5 or 7 however, during peak time; even hundreds of BDCs were issued in a single day.
BISP staff distributed the beneficiaries UC wise, in order to manage them more easily.
Most of the beneficiaries came to know of the change from local influential or political workers,
which is part of BISP’s campaign. The BISP Divisional Office also used other modes of
communication to inform beneficiaries, such as the use of volunteers identified in different areas
of the district.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is not easy. However, most local motorcycle/ rickshaw drivers
know the location of BDC centre commonly referred to as the ‘Benazir office’. There were no
BDC standees at the BDC centre only one banner was displayed outside the building.
The office building can accommodate around 50 to 60 visitors. The office has one room which is
under construction that is used as a waiting area for the beneficiaries. No additional furniture was
arranged and the beneficiaries sat on the floor in the waiting room. A water cooler is available but
there is no washroom for the beneficiaries’ use.
One security guard was hired from a private security agency to control the crowd (by NADRA)
and a police constable was provided by local authorities. 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 training regarding the distribution of BDCs.
BISP staff learnt about technical details from their interaction with the Bank and NADRA
representatives and through observation of the distribution operations.
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 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. BISP Counter
Currently not many beneficiaries are coming in for BDC cards and there is therefore, no need
for a queue. Upon her arrival at the BDC Centre, the beneficiary is greeted by the BISP
Assistant who verifies their documents (CNIC, token number etc.) and refers them to the
NADRA desk for further processing.
b. NADRA Counters
There are two NADRA counters with two computers installed. NADRA staff has an
understanding with the nearest Mobile Tower Company over electricity provision. A tower is
installed on the BDC building, according to NADRA staff, they pay the mobile company for
the services. No UPS was available and the computer systems would shut down upon power
outages; during the observation, there was no electricity load shedding in observation hours.
At the NADRA counters, 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 month
from April to July 2012 which has been extended as the BDC assignment is still in process.
NADRA staff confirms BISP beneficiary from their database by verifying her CNIC number
that produces the details for each beneficiary and then matches fingerprints. After successful
bio-metric verification, NADRA staff enters the beneficiary’s phone number, prints a token
and refers her to the Bank counter to collect her BDC.
If a beneficiary’s CNIC has some problem the NADRA desk refers her to the nearest
NADRA office for data correction of her CNIC information by providing a printed token that
entitles her to a free change of CNIC as well as granting her priority service at the NADRA
office. The major reasons for CNIC updates include expired CNICs, CNICs without
photograph, and thumb impressions not clear or mismatched.
c. Bank Counters
There are two counters for bank staff. There are two CDOs (Card Distribution Officer) hired
for the handling, processing and issuance of BDCs to beneficiaries. All staff is deputed on an
initial contract of three month from April to July 2012 which has been extended as the BDC
assignment is still in process.
The bank staffs obtain CNICs from the beneficiaries and the 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 records.
After entering this information, bank staff obtains her thumb impression (or signatures) on the
back of the printed token, registers the BDC to the beneficiary’s name, and handover the BDC
envelop. They instruct the beneficiary to visit the nearest UBL Bank branch after two days to
learn how to use the card.

4. Lessons Learned
The rush of the beneficiaries has decreased and each day only about 2-5 visit for collecting their
BDCs and most of them revisit after removing discrepancies in their CNICs. Only 4 beneficiaries

GHK Consulting Ltd.
J40252715

266

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

Section 2 – BDC Centres
P-Q3-BDC-Center-Balochistan-02

visited the office for BDCs during the TPE Team’s observation time from 9 A.M. to 12:30 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. There was one data entry operator and
one site in-charge at the NADRA counters. The bank staff comprised of two members as well;
two Card Distribution Officers (CDO) and two computers were present. Currently 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 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 the database
provided to them at the 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.
The beneficiaries seemed mystified by the prospect of drawing money using BDCs. 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 UBL Bank Branch and give this envelope to the manager.

5. Recommendations





As NADRA’s verification takes around five minutes and Bank BDC issuance takes around
ten to twenty minutes, therefore for balanced output at a BDC Centre, the standard number of
NADRA counter may be reduced and number of bank counters increased.
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.

Beneficiary Exit Interview 1
It was Zar Khatoon, wife of Aman Ullah’s first visit to get her BDC. She is a 45 year old woman who
lives in Abdul Majeed Gola, District Jaffar Abad, which is about 30 km from the BDC Centre and she
spent Rs.200 for the round trip. It took her one and a half hours to make the journey.
She reached the office at 9:10 a.m., and waited in the room which was under construction. After a
short wait her turn came up, she went to the first desk where BISP officials checked her CNIC and
survey slip and referred her to NADRA counter. At the 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. The bank collected her necessary
information and then issued 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, according to Zar Khatoon, the
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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 UBL ATM or any other bank ATM and withdraw her cash grant

Beneficiary Exit Interview 2
Gul pari, wife of Shafi Mohammad, was revisiting the BDC centre a second time to collect her BDC.
She is a 47 year old woman who lives in Goth Hasan Ali District Jaffar Abad, which is about 30 km
from the BDC Centre. To get to BDC centre she had to travel for 4 hours - 2 hours on foot and 2
hours by bus and spent Rs.200 on the round trip. This was her second visit – on her first visit due to a
large crowd during office hours her BDC could not be processed.
When she reached the office at 11:00 A.M. she was sent in to collect her BDC. She went to the first
desk where the BISP official checked her documents (CNIC and survey slip) and referred her to the
NADRA counter. At NADRA counter, after checking her CNIC and verifying it, the staff sent her to
the bank counter to collect her BDC. The bank collected her necessary information and then issued
her BDC.
This was her second visit for BDC collection. On this visit she was completely satisfied with the
process and treatment by the staff.
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P-Q3-BDC-Center-Balochistan-03
Observation Report of BDC Distribution Centre, DM Jamali
1. BDC Centre – Introduction and Background:
BDC Distribution Centre DM Jamali is functional at the B&R office DM Jamali Distt
Naseerabad. NADRA and UBL Bank are the official partners payment organization involved with
the BDC distribution process at this centre. The BDC center has separate rooms for NADRA and
UBL Bank representatives to set up counters for issue of BDCs.
The BDC distribution process was planned to start during the first week of April 2012 but due to
some delays in the hiring and training of POs staff, the process could not start until 12 th April
2012.
The total number of beneficiaries serviced by the BISP Divisional Office DM Jamali was 10,000.
Till the date of the TPE team’s visit about 6,283 BDCs had been issued and about 3,717
beneficiaries still have to collect their BDCs. Earlier the target was set at 80 to 100 BDCs per
NADRA counter per day. BISP staff distributed the beneficiaries UC wise to make distribution
easier. Currently, the average number of beneficiaries visiting the BISP office to collect BDCs is
around 2 or 5 however, during peak time; even 130 BDCs have been issued in a single day.
Most of the beneficiaries came to know of the change from local influentials or political workers;
this was part of the planned campaign. The BISP Divisional Office also used other modes of
communication to inform beneficiaries; such as the use of volunteers identified in different areas
of the district. Also used were public announcements and information dissemination via local
notables and social workers to maximize outreach to active beneficiaries.

2. Logistics and Facilities at BDC Centre:
The access to the BDC Centre is easy. There was a banner but no standees at the BDC Centre.
The banner was displayed outside the BDC Centre.
The office buildings veranda can accommodate around 10 to 15 visitors. However, it was so filthy
that only a portion of it could be used. People had relieved themselves in the waiting area and it
was a very unhygienic state of affairs. No additional furniture was needed or arranged and the
beneficiaries sat in the veranda. A water cooler is available but there is no washroom for the
beneficiaries to use.
One police constable and a security guard hired by NADRA were in charge of crowd control. 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 training regarding the distribution of BDCs.
BISP staff learnt about technical details from their interaction with the Post Office representatives
and through observation of the distribution operations.
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 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. BISP Counter
Currently not many beneficiaries are coming in for BDC cards and there is therefore, no need
for a queue. Upon her arrival at the BDC Centre, the beneficiary is greeted by the BISP
Assistant who verifies their documents (CNIC, token number etc.) and refers them to the
NADRA desk for further processing.
b. NADRA Counters
There are two NADRA counters with two computers installed in a same room, which has
seating arrangements for five beneficiaries at a time. NADRA has a backup power generator
for alternative electric power which provides backup to the computers. No UPS was available
and the computer systems would shut down upon power outages; during the observation,
there was no electricity load shedding in observation hours.
At the NADRA counters, there is 1 data entry operator and one site-in-charge 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 confirms BISP beneficiary from their database by verifying her CNIC number
that produces the details for each beneficiary and then matches fingerprints. After successful
bio-metric verification, NADRA staff enters the beneficiary’s phone number, prints a token
and refers her to the Bank counter to collect her BDC.
If a beneficiary’s CNIC has some problem the NADRA desk refers her to the nearest
NADRA office for data correction of her CNIC information by providing a printed token that
entitles her to a free change of CNIC as well as granting her priority service at the NADRA
office. The major reasons for CNIC updates include expired CNICs, CNICs without
photograph, and thumb impressions not clear or mismatched.
c. Bank Counters
There are two counters installed for bank staff in separate room that can service around two
beneficiaries at a time. Two CDO (Card Distribution Officer) were 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 in process.
The bank staff obtains CNICs from the beneficiaries and the 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 records.
Bank staff obtains and enters necessary information about the beneficiary in their record
before issuing a BDC to her. After entering this information, bank staff obtains her thumb
impression (or signatures) on the back of the printed token, registers the BDC to the
beneficiary’s name, and handover the BDC envelop. They instruct the beneficiary to visit the
nearest UBL Bank branch after two days to know how to use the card.
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4. Lessons Learned
The rush of the beneficiaries has decreased and each day only about 2-5 visit for collecting their
BDCs and most of them revisit after removing discrepancies in their CNICs. Only 2 beneficiaries
visited the office for BDCs during the observation time from 9 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. Currently, 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 the bank desk because the number of staff at NADRA and bank counters was
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 UBL Bank branch and give this envelope to the manager. BISP staff feels that
the beneficiaries will be dependent on their male family members or even outsiders for cash
withdrawal through BDCs.
BISP had hired a female assistant to facilitate the beneficiaries at this BDC centre

5. Recommendations





As NADRA’s verification takes around two minutes and Bank BDC issuance takes around
five to eight minutes, therefore for balanced output at a BDC Centre, the standard number of
NADRA counter may be reduced and number of bank counters increased.
As most of the BDC distribution work has been completed; the staff strength at BDC Centre
appears to be too high for 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.
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
Bibi Safia wife of Meer Hassan, was revisiting the BDC centre a second time to collect her BDC. She
is a 30 year old woman who lives in Goth Rahees Ali Mohammad District Naseerabad, which is about
16 km from the BDC Centre. She paid Rs.200 for the round trip; the journey takes 50 minutes each
way. On her first visit she visited the BDC centre to get basic information
When she reached the office at 9:15 a.m., she waited in the office veranda for a few minutes and was
then guided towards the first desk where the BISP official checked her documents (CNIC and survey
slip) and referred her to the NADRA counter. At the NADRA counter, the staff, after checking her
CNIC and verifying it sent her to the Bank counter to collect her BDC. The bank collected her
necessary information and then issued her BDC.
This was her second visit for BDC collection. On this visit she was completely satisfied with the
process and treatment by the staff.
After issuing a BDC to Bibi Safia, bank staff guided her through the procedures followed for
disbursement of the cash grant. She was told to collect her cash from any ATM machine after 2 days.
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Beneficiary Exit Interview 2
Fatima wife of Luqman Khan’s was visiting the BDC centre for the first time to collect her BDC. She
is a 24 year old woman who lives in Kundi Meerwa Gharbi, District Naseerabad, which is about 6 km
from the BDC Centre.
She came to the BDC Centre to collect her BDC and reached the office at 11:20 a.m. She waited in
the office veranda for a few minutes and was then guided by the security guard towards the first desk
where the BISP official checked her documents she had taken with 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 sent her with it to the Bank counter to collect her BDC. The bank collected her necessary
information and then issued her BDC.
On this visit she was completely satisfied with the process and treatment. Even after getting her BDC
and instructions from UBL staff, she was not confident that she will be able to use her card. After
issuing a BDC to Fatima, bank staff guided her through the procedures followed for disbursement of
the cash grant. She was told to collect her cash from any ATM machine after 2 days.
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Nature of Case
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Wife of:
Complainant, if not beneficiary herself
Address
CNIC Number
PSC form number
Draft Case Study Date

G-Q3-Southern Punjab-01
Missing CNIC
Bashiran Bibi
Abdul Majeed
Hussainabad Sharqi, Tehsil & District Bahawalnagar
31101-9914358-2
27530521
22nd October 2012

1. Receiver Woman/ Complainant Profile and Background
Bashiran Bibi w/o Abdul Majeed is 35 years old illiterate woman living in Tehsil Bahawalnagar.
She has six children including two daughters and four sons. All of her children except one are
abnormal by birth. Only one of her son goes to special education school.Her husband runs a local
grocery shop adjacent to his house and earns around Rs.3000 per month. She is a house wife and
looks after her children with other domestic chores.
She lives with her family in a five Marla semi pacca house. The house comprises of two rooms
and an open kitchen. The locality Hussainabad Sharqiwhere she lives comprises low income
households who belong to the same family/ casteassociated 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
Bashiran Bibi was declared BISP potential beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. PSC survey of the household was conducted at her doorstep in
June 2011.BISP survey team filled the survey form and returned a survey receipt to Bashiran Bibi
for future reference. However, she doesn’t know much about BISP’s eligibility criteria and how
she got selected for the BISP cash grant. During an interview with TPE team, she quoted, “if she
gets the BISP cash grant she will take some good medicines for her children”. She considers
Pakistan People’s Party (PPP) the owner of the BISP that has been started to help poor and needy
people.

3. How did the Complaint Emerge?
Bashiran Bibi mentioned thatshe was not holding valid CNIC at the time of PSC survey.
Therefore, survey team recorded only her husband’s CNIC number on the survey form. After
some time when she got toknow from other neighbouring receiver women that she won’t be
getting BISP cash grant without having a valid ‘ID card’. Then she applied for new CNIC, which
was in September 2011, and later received it in October 2011. She carried her new CNIC and
went to BISP tehsil office; she walked around 06 km from her house to Tehsil office just to
inquire about her cash grant.
The Assistant Director (AD)/ Supervisor checked her online status and confirmed her eligibility
but with the discrepancy in CNIC. AC asked her to submit the photocopy of her CNIC along with
the PSC survey receipt.
She obtained the photocopies of her documents from a nearest photocopier after spending of
Rs.20. At that time, BISP Case Management System (CMS) was not implemented; therefore the
AD entered her complaint into Tehsil complaint register for further processing.
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AD advised Bashiran Bibi to make a follow up visit in December 2011. She made the visit as said
but came back home disappointedly because AD mentioned her that her complaint would be
resolved only after the implementation of a ‘computer system’ next year.
She never made more follow up visits afterwards except the last oneon July 28, 2012 along with
other neighbouring receiver women. She headed for office with a hope that may be now the
‘system’ has been implemented, and she would get her problem solved.
She reached at office and met Assistant Complaint (AC)/ Data Entry Operator (DEO) and told
him about her last visit. AC asked her to resubmit the photocopy of her CNIC and PSC survey
receipt and assured her that this time her problem will surely be solved. She obtained the
photocopies of the required documents from a photocopier shop after paying Rs.20 and submitted
to AC. The AC kept the required documents of Bashiran Bibi in a common bundle of BISP Case
Management System (CMS) cases and asked her to revisit the office after three months in order to
know the result of her complaint.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil
OfficeBahawalnagar in March 2012. Bashiran Bibi’s CNIC update case was received in the
BISP Tehsil Office on July28, 2012 for CMS and the Assistant Complaint entered this case
into CMS. An Update_ID (10331559) was generated by CMS for the future reference. The
Assistant Complaint also registered this case in Tehsil complaint register for CMS cases and
assigned Diary No. 518 to this case. However, Bashiran Bibi did not receive any complaint/
update acknowledgement from the BISP staff and was asked to revisit the office after three
months.
The AC/ DEO entered the complaint in CMS, and forwarded it 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. The case has been resolved and the request status
on the online tracking information of Bashiran Bibi is reflecting as ‘accepted’.
4B. Client Version
The beneficiary visited the BISP Tehsil office two times in order to lodge the complaint and
subsequent follow up twice. During her last visit to BISP Tehsil Office in September 2012,
she was informed about the resolution of her complaint and the BISP staff advised her to wait
for another one months for the issuance of BDC (Benazir Debit Card) to get further BISP
instalments.
As per the advice, she visited in October 2012 to get BDC but disappointedly returned home
due to large number of beneficiaries outside the tehsil office. She visited BDC centre again on
October 18, 2012 and finally obtained her BDC. She is now satisfied with the resolution of
her CNIC related complaint.
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5. What have we learnt?







The BISP Tehsil staff keeps CNIC related complaints record in a common bundle of
applications and also maintains a complaint register in order to record complaint details for
physical tracking of a particular complaint record. The complainants who visit the office to
remove CNIC discrepancies are given time for three months.
The Missing CNIC case of Bashiran Bibi was received the first time at BISP Tehsil office
along with required documents in December 2011; however no action was taken at that time
and the case remained pending along with other similar cases at BISP Tehsil Office. After the
CMS became operational in March 2012, the beneficiary made a second visit and submitted
the required documents again on July 28, 2012. Finally, the BISP staff launched this case into
CMS on the same date. Therefore, originally this case has taken about 6-7 months to be
resolved by the BISP Tehsil office.
She paid Rs.20 twice to a shopkeeper for getting photocopies of her CNIC and PSC survey
slip.
The BISP CMS does not reflect the date and time when the case is processed by the
Supervisor and Approver. 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 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.
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Grievance Case Study Number
Nature of Case
Complainant/ Beneficiary
Wife of:
Complainant, if not beneficiary herself

G-Q3-Southern Punjab-02
Missing CNIC
Irshad Bibi
Bashir Ahmad
-

Address

Chak Number 065 Fateh, Tehsil Hasilpur , District
Bahawalpur
31203-9061136-4
15922608
22nd October 2012

CNIC Number
PSC form number
Draft Case Study Date

1. Receiver Woman/ Complainant Profile and Background
Irshad Bibi w/o Bashir Ahmad is 35 years old illiterate woman living in Tehsil Hasilpur, District
Bahawalpur. She has three children one son and two daughters, who are also not literate. Her
husband and son work as a labourer and contribute Rs.4000 in monthly household expenses. She
also works as a maid in the house of local landlord and in return she gets 2kg milk/day. She is a
heart patient.
She lives with her family in a 10 Marla old katcha house. The only room in the house was
demolished in this monsoon season, and now the family lives in the open courtyard. The locality
Chak 65 Fateh where she lives comprises of low income households who belongs to the same
family/caste associated with labourer and agriculture work. There is a lack of road infrastructure
and all streets are unpaved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Irshad Bibi was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. The PSC survey of the household conducted in April 2011 by a
BISP survey team. Team filled the survey form and returned her a survey receipt for future
reference. She doesn’t know about the BISP eligibility criteria and wondered how she had been
selected for the BISP cash grant.
During an interview with the TPE team, she quoted, “she will make some savings from BISP cash
grant to use it on her daughter’s wedding”. She considers Pakistan People’s Party (PPP) the
owner of the BISP that has been started to help poor and needy people. Furthermore, Irshad Bibi
obtained her Benazir Debit Card (BDC) from BDC centre Hasilpur on August 16, 2012 after the
discrepancy in her CNIC was resolved in May 2012.

3. How did the Complaint Emerge?
She mentioned that she was not holding valid CNIC at the time of PSC survey s. 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 local political activist that she won’t
get BISP cash grant until she should have valid CNIC.
One day, the local political activist informed her to visit the BISP tehsil office in order to get her
CNIC record updated as advised to him by the BISP tehsil office staff. She went to BISP Tehsil
Office on May 16, 2012 along with her husband on rented cycle after covering a round trip of
about 05 km from her house and spent Rs.50 as a cycle rent.
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After reaching at the office, she met Assistant Complaint (AC)/ Data Entry Operator (DEO) and
told him the purpose of her visit referred by the political activist. The AC/ DEO verified her
tracking information through BISP website and informed Irshad Bibi regarding her eligibility and
the discrepancy in CNIC. AC asked her to submit a photocopy of her CNIC and the PSC survey
receipt in order to get the BISP cash grant. She obtained the required photocopies after spending
Rs.20 on a nearby photocopier shop and submitted them to AC. The AC collected the documents
but didn’t provide her complaint acknowledgement for future reference and asked her to revisit
after three months.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Hasilpur in
March 2012. Irshad Bibi CNIC update case was received in the BISP Tehsil Office on May
16, 2012, and the AC/ DEO entered this case into CMS on the same day. An Update_ID
(10103969) was generated by CMS for future reference. AC also registered this case in Tehsil
complaint register for CMS cases and assigned Diary No. 614 to this case. However, Irshad
Bibi did not receive any complaint/update acknowledgement from the BISP staff.
After entering the complaint in CMS, the DEO forwarded the complaint to the BISP Assistant
Director (AD)/Supervisor for further processing. AD verified the contents of the complaint
and marked it as accepted and forwarded it to BISP Divisional Director/Approver final
decision.
The Approver also verified the contents of the case and marked it as ‘accepted’ which means
the case has been resolved, and Irshad Bibi’s CNIC record has successfully updated in the
BISP record. Thus, cash grant has been generated and given to her on August 17, 2012.
4B. Client Version
Irshad Bibi visited BISP Tehsil Office two times, once to lodge the case and second time for
its follow-up along with her husband on bi-cycle after spending Rs.50 each time as a rent
covering a distance of 5KMs. However, she is satisfied with the resolution of her complaint.

5. What have we learnt?





The BISP Tehsil staff keep CNIC related complaints record in a common file 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 three months.
She mentioned that she doesn’t know how to use her ‘Bank card’ and therefore the local
political activist made a withdrawal from the ‘machine’ (ATM) on her behalf.
There has been no communication between BISP and the beneficiary regarding her eligibility
and discrepancy in CNIC. She obtained her new CNIC from NADRA after the PSC survey in
December 2011; however she submitted its photocopy in May 2012, after 5 months due to not
being informed by the BISP.

6. Recommendations


Introduce proper mechanism for
acknowledgement to the complainants.
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Proper communication between complainants/ beneficiaries and the BISP is recommended in
regard of all missing information.
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G-Q3-Southern Punjab-03
Missing CNIC
Mujahida Bibi
Muhammad Tajamul
Basti Goristan Wala, Tehsil Jampur, District Rajanpur
32402-9508100-2
14810422
21st October 2012

1. Receiver Woman/ Complainant Profile and Background
Mujahida Bibi w/o Muhammad Tajamul is 37 years old literate woman living in Basti Goristan
Wala, Tehsil Jampur District Rajanpur. She has four children including one school going son and
two daughters. Her husband is a labourer and earns aroundRs.4000 per month.
Mujahida Bibi’s house was severely hit by the 2012 flood and completely demolished. She
therefore, lives with her family in her mother’s house. Her mother’s owns five Marla semi pacca
house consists of three rooms, one kitchen and one washroom. The distance of the locality Basti
Goristan Wala is about 14 km away from BISP Tehsil office. The locality comprises of low
income households associated with labourer work. There is a lack of paved infrastructure and
many streets are unpaved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Mujahida Bibi was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. PSC survey of her household was conducted in April 2011 by a
‘BISP survey team’ who filled a PSC survey form and returned survey receipt to her for future
reference. She doesn’t know about the BISP eligibility criteria, and wondered how she had been
selected for the BISP cash grant.
During an interview with the TPE team, she quoted, “if she gets the BISP cash grant she will
spend on buying some good clothes for her family”. She considers Pakistan People’s Party (PPP)
the owner of the BISP, who started this project to help poor households. Mujahida Bibi received
her first BISP money order of Rs.3000 from the postman at her door step in September 2012 and
second money order in December 2012.

3. How did the Complaint Emerge?
She mentioned that she was not holding valid CNIC at the time of ‘survey’ She applied for a new
CNIC in March 2012, when she came to know from other neighbouring receiver women that ‘she
won’t get BISP cash grant without showing valid CNIC to the postman’.
She received her new CNIC and went to BISP Tehsil office on April 18, 2012 along with her
mother by rickshaw taxi from her house, and spent Rs 100 for the rounds trip of 14 km.
After reaching at BISP Tehsil office, she met Assistant Complaint (AC)/ Data Entry Operator
(DEO) who informed Mujahida Bibi regarding her eligibility and the discrepancy in CNIC after
checking household tracking information on BISP website. AC 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.50, she obtained printed written application and photocopies of the
documents from a local photocopier shop. The AC accepted the written application of Mujahida
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Bibi along with photocopies of her CNIC and PSC survey acknowledgement and kept in a
common Bundle of CNIC cases. He asked Mujahida Bibi to revisit tehsil office after a month for
result.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Jampur in
March 2012. Mujahida Bibi’s CNIC update case was received in the BISP Tehsil Office on
April 18, 2012, and the Assistant Complaint entered this case into CMS for further
processing. An Update_ID (10042537) was generated by CMS for future reference. AC/ DEO
also registered this case in Tehsil complaint register for CMS cases and assigned Diary
No.123 to this case. However, Mujahida Bibi did not receive any complaint/update
acknowledgement from the BISP staff and was only asked to revisit the office after 30 days.
The complaint was then forwarded to the BISP Assistant Director (AD)/ Supervisor for
further processing. The BISP Supervisor verified the contents of the complaint and marked it
as accepted. Then, he forwarded the case to the BISP Divisional Director/ Approver for final
decision.
The Approver also verified the contents of the complaint and marked the complaint as
accepted, it means the case is resolved as shown on the tracking updates, and the discrepancy
in the Mujahida Bibi’s CNIC has been removed.
4B. Client Version
Mujahida Bibi visited BISP Tehsil office two times i.e. first to lodge the complaint and
second time for its follow-up. During her second visit that was in May 2012, she was
informed by the BISP staff about the resolution of her complaint. Moreover, she is happy and
satisfied with complaint resolution process, but with that she is also eager to know when she
will be getting her Benazir Debut Card (BDC) as her neighbouring receiver women received
it already. Mujahida Bibi doesn’t know about using a debit card at ATM or at any Point-ofSale (POS), but she mentioned that she will follow the other receiver woman to get the BISP
instalment.

5. What have we learnt?





The BISP Tehsil staff keep CNIC related complaints record in a common bundle and also
maintains a complaint register which is used to note down complaint detail for physical
tracking of a particular complaint record. The complainants who visit the office to remove
CNIC discrepancies are given expected time for 30 days.
She went to BISP Tehsil office with her mother twice that cost her Rs.200 and covered a
distance of about 14 km
She paid Rs.50 at a photocopier shop and r obtained printed application for removal of
discrepancy in her CNIC.

6. Recommendations


Introduce proper system for submitting complaints including issuance of acknowledgement to
the complainants.

GHK Consulting Ltd.
J40252715

284

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



Section 3 – Grievance Case Studies
G-Q3-Southern Punjab-03

Beneficiaries should be facilitated at a maximum, when they reach at BISP office in order to
avoid the role of ‘Externals’, like in this case for obtaining the printed application.
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G-Q3-Southern Punjab-04
CNIC Update
Nusrat Bibi
Jameel Ahmad
Kotla Mughlan, Tehsil Jampur, District Rajanpur
32402-5385203-0
15828873
21st October 2012

1. Receiver Woman/ Complainant Profile and Background
Nusrat Bibi w/o Jameel Ahmad is 29 year’s old literate woman living in village named Kotla
Mughlan, Tehsil Jampur, District Rajanpur. She has two sons and one daughter. One of his sons is
going school. Her husband earns around Rs 3000 per month by driving rickshaw taxi but
unluckily she is not getting single penny from him for household expenses because he is drugs
addicted. Her brothers provide a monthly financial support on some extent for her household
expenses. Nusrat Bibi also works as a private school teacher and earns around Rs.2000 per month.
The old and katcha house where she lives with her family is spread over five Marla that consists
of one room, an open kitchen and one washroom. The village Kotla Mughlan has good
infrastructure in terms of soling streets and sewerage system. The people of this village are
engaged to agriculture work, labourer work and Government jobs. The residents of village belong
to low-income and middle-income groups.

2. Receiver Woman / Complainant Relationship with BISP
Nusrat Bibi was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC). The PSC survey of the household was conducted in March 2011 by a
BISP survey team. Team had filled the survey form and handed over a survey receipt to her
husband for future reference. She doesn’t know about the BISP eligibility criteria and wondered
how she had been selected for the BISP cash grant.
During an interview with the TPE team, she quoted, “if she gets the BISP cash grant she will
spend it on her children’s education”. She considers Pakistan People’s Party (PPP) the owner of
the BISP has started this program to help poor and needy people.

3. How did the Complaint Emerge?
While mentioning about her complaint regarding CNIC update, Nusrat Bibi described that she
was holding the valid CNIC at the time of survey but didn’t give to the survey team for some
cultural reasons. The BISP survey team then recorded her husband’s CNIC number on the survey
form. In April 2012, during her first visit to BISP Tehsil Office in order to know the survey result
she came to know from BISP Assistant Complaint (AC)/ Data Entry Operator (DEO) that she is
eligible for the cash grant but she got the discrepancy in CNIC. She made her first visit on 16 th
April 2012 by Chingchi with some neighbour women, she spent Rs 50 on fare and covered the
distance of around 10 km from her village.
The AC asked her to submit a photocopy of her CNIC and survey receipt along with application
in the office so that BISP can generate her cash grant. She obtained the photocopies of the
required documents from a nearest photocopier after paying Rs.70 (Rs.50 for application and
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Rs.20 for other photocopies) and submitted them to the AC, who accepted the all documents and
kept them in a common bundle of CNIC related cases.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Jampur in
March 2012. Nusrat Bibi’s CNIC update case was received in the BISP Tehsil Office on April
16, 2012 and the Assistant Complaint entered this case into CMS on the same date after
verifying the contents of the case. An Update_ID (10038749) was generated by CMS for the
future reference. The Assistant Complaint officer also registered this case in Tehsil complaint
register for CMS cases and assigned Diary No. 61 to this case. However, Nusrat Bibi did not
receive any complaint/ update acknowledgement from the BISP staff and was simply asked to
revisit the office after 30 days.
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
the final decision. The Approver also verified the complaint’s contents and marked it as
accepted which means the case has been resolved successfully.
4B. Client Version
Nusrat Bibi visited BISP Tehsil Office three times with neighbour woman, twice to lodge the
case and one to follow up, each visit cost her Rs 50. However she is satisfied with the
resolution of her complaint regarding CNIC update. During her last visit in June 2012, she
was informed by the BISP staff about the resolution of her complaint. The BISP staff advised
her to wait for another three months to get BISP money order.
She is happy and satisfied with complaint resolution system, but she does not know when she
will be getting her Benazir Debit Card (BDC). Nusrat Bibi doesn’t know, how to use a debit
card at ATM or at Point-of-Sale (POS), but she mentioned that she will follow the other
receiver woman to get the BISP instalment.

5. What have we learnt?




The BISP Tehsil staff keep CNIC related complaints record in a common bundle and also
maintains a complaint register which is used to note down complaint detail for physical
tracking of a particular complaint record. The complainants who visit the office to remove
CNIC discrepancies are given time for 30 days.
She paid Rs.50 to a photocopier shop near to the BISP Tehsil Office and obtained prescribed
printed application for removal of discrepancy in her CNIC.

6. Recommendations



Introduce proper system for submitting complaints including issuance of acknowledgement to
the complainants.
Beneficiaries should be facilitated at a maximum when they reach at BISP office in order to
avoid the role of ‘Externals’, like in this case for obtaining the printed application form from
the photocopier.
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G-Q3-Southern Punjab-05
Missing CNIC
Parveen Kousar
Muhammad Saleem
House No 153, Street No 3, Mohalla Ghosia Colony
Liaqatpur
31202-6245430-4
35032974
22nd October 2012

1. Receiver Woman/ Complainant Profile and Background
Parveen Kousar w/o Muhammad Saleem is 35 years old illiterate woman living in Tehsil
Liaqatpur, District Rahimyar Khan. She has three children including one son and two schoolgoing daughters. Her husband has small electric appliances store in the city, and he earns around
Rs.4000 per month.
Parveen Kousar does not have her own house and therefore she lives with her family in two
rooms at her brother’s house. Her brother’s six Marla pacca house is located in Ghosia Colony
and which consists of five rooms, two kitchens and three washrooms. The locality Ghosia Colony
where she lives comprises middle income households mostly engaged with small scale
businesses. Most of the streets of the village are paved with good drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Parveen Kousar was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. The PSC survey of the household was conducted in October
2011 by a ‘BISP survey team’. They returned a PSC survey receipt to her husband after
completing the ‘survey form’. She doesn’t know about the BISP eligibility criteria and wondered
how she got selected for the BISP cash grant.
During an interview with the TPE team, she quoted, “if she gets the BISP cash grant she would
provide support her husband in extending his electric store”. She considers Pakistan People’s
Party (PPP) the owner of the BISP and hopeful for the future continuation of the program.

3. How did the Complaint Emerge?
Parveen Kousar mentioned she was holding valid CNIC at the time of PSC survey. She applied
for her new CNIC in June 2012, when she came to know from other neighbouring receiver
women that she won’t get BISP cash grant without CNIC.
She received her new CNIC in July 2012, and went to BISP Tehsil office on July 20, 2012 with
her husband on a motorbike. They covered the distance of 1.5 km on round trip and did expense
on fuel around Rs.50.
When they reached office, they met Assistant Complaint (AC)/ Data Entry Operator (DEO). AC
verified her eligibility and informed her regarding the discrepancy in her CNIC. AC asked her to
submit a photocopy of her CNIC and the PSC survey receipt along with BISP
application(designed by Tehsil Staff) in order to get the BISP cash grant. She obtained the
photocopies of the required documents on the cost of Rs.20 and submitted to AC for further
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processing. AC kept the written application of Parveen Kousar along with photocopies of her
CNIC and PSC survey acknowledgement in a common bundle of cases and asked Parveen Kousar
to revisit Office after two months in order to know the result of her complaint. She was also
provided revisit date on the front side of BISP eligibility status form as an acknowledgement.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Liaqatpur
in April 2012. Parveen Kousar CNIC update case was received in the BISP Tehsil Office on
July 20, 2012 and entered by the AC into CMS for further processing. An Update_ID
(10303494) was generated by CMS for future reference. AC also registered this case in Tehsil
complaint register for CMS cases and assigned Diary No. 1252 to this case.
After entering the complaint into CMS, AC/ DEO forwarded the complaint to the BISP
Assistant Director (AD)/ Supervisor for further processing. Supervisor verified the contents of
the complaint and marked it as accepted; Supervisor forwarded the complaint to BISP
Divisional Director for final decision.
The BISP Divisional Director/ Approver after receiving the complaint approved the contents
of the complaint and marked it as accepted. The case has been resolved and the request status
on the online tracking information of Parveen Kousar is reflecting as ‘accepted’.
4B. Client Version
Parveen Kousar visited BISP Tehsil Office twice for lodging and following up the complaint.
She is satisfied with the resolution of her complaint. She also obtained her Benazir Debit Card
9BDC) from BISP tehsil office and withdrew her cash grant by using ATM. She also
mentioned that she would give her BDC to her husband who would easily make a withdrawal
from ATM when cash grant will disbursed to her.
5. What have we learnt?






The BISP Tehsil staff keep CNIC related complaints record in a common bundle of 1000
applications and also maintains a complaint register which is used to note down complaint
detail for physical tracking of a particular complaint record. The complainants who visit the
office to remove CNIC discrepancies are given time for two months.
As mentioned earlier, Parveen Kousar would give her BDC to her husband who will make
subsequent withdrawals. The reason she mentioned was, “she is unable to move frequently
outside the house due to cultural reasons and secondly she doesn’t want to let her brother
know that she is obtaining the cash grant.
She doesn’t receive any intimation letter from BISP regarding her eligibility or discrepancy in
CNIC and she made it done and received cash grant due to her personal efforts and the
knowledge she obtained regarding BISP from the other receiver women.

6. Recommendations



Introduce proper system for submitting complaints including issuance of acknowledgement to
the complainants.
BISP should ensure the both the dispatching and delivery of proper written communication to
the potential beneficiaries regarding their eligibility and any discrepancies.
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G-Q3-Southern Punjab-06
Missing CNIC
Sajida Parveen
Muhammad Ramzan
Mohalla Queraishian Wala, Ward No.14 Tehsil Shorkot,
District Jhang.
33203-1303274-2
20106994
4th October 2012

1. Receiver Woman/ Complainant Profile and Background
Sajida Parveen w/o Muhammad Ramzan is 39 years old illiterate BISP beneficiary living in
Mohalla Queraishian Wala, Ward No.14 Tehsil Shorkot District Jhang. She has eight children
three daughters and five sons. Her five school going children includes one daughter and four sons.
Her husband works as a labourer and earns around Rs.3500 per month. Sajida Parveen is a house
wife and looks after her children and do domestic chores. She works as a labourer only during the
season of cotton harvesting and earns around Rs.1500 per month.
Sajida Parveen lives in a two Marla old semi pacca house. Her house comprises one room, a wash
room and an open kitchen. The locality where she lives comprises low income households belong
to the same family/caste and mostly engaged in labourer work. The streets of village are paved
with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Sajida Parveen was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. She doesn’t know about the BISP eligibility criteria and
surprised how she had been selected for the BISP cash grant. The PSC survey was conducted in
her locality in May 2011 by a BISP survey team who visited Sajida Parveen s’ house and filled a
PSC survey form of her household. The survey team provided her a survey receipt for future
reference. She came to know about BISP through some of her relatives and the survey team.
She quoted during 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 pecuniary requirements”. She considers Pakistan People’s Party the owner of the program and
mentioned that it is started to help the poor families.

3. How did the Complaint Emerge?
While describing her complaint she mentioned that she was not holding valid CNIC at the time of
PSC survey. 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 women why she is not receiving the cash grant. The other receiver woman advised
her to visit BISP (Tehsil) office Shorkot in order to check her survey status. After knowing this,
she went to the BISP Tehsil Office on a bicycle along with her son and covered a distance of
about 0.5 KM. At Tehsil Office, the Assistant Complaint (AC)/ Data Entry Operator (DEO)
checked online survey status of Sajida Parveen and informed her that due to ‘unavailability of her
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CNIC number in BISP record, her cash grant has not been generated. The BISP staff asked her to
submit a photocopy of her CNIC along with the PSC survey receipt.
After knowing this, she went to NADRA office Shorkot located at a distance of about 2 km from
her house and applied for new CNIC and paid Rs.1000 as an ‘Urgent Fee’. She received her new
CNIC from NADRA in April 2012 and made a second visit to BISP Tehsil Office to submit a
photocopy of her CNIC on May 15, 2012. The DEO kept photocopies of her documents in a
common file of BISP Case Management System (CMS) cases.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office in May
2012. Sajida Parveen s’ CNIC update case was received in the BISP Tehsil Office on May 15,
2012 and the AC/DEO entered this complaint into CMS on May 15, 2012 bearing Update_ID
(10102466). The DEO put the complaint documents i.e. photocopy of Sajida Parveen s’ CNIC
and survey receipt in a common file of CNIC related cases and put a complaint diary number
22 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 Assistant Director (AD)/ Supervisor for
further processing. AD verified the contents of the complaint 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. Now the online status of the
complaint is reflecting as ‘accepted’ means the case has been resolved.
4B. Client Version
Sajida Parveen is satisfied with the resolution of her complaint. She knows well that
discrepancy in her CNIC has been removed and her complaint has been resolved. She visited
BISP Tehsil Office (July 20,2012) once after lodging her complaint for follow up of her
complaint on a bicycle along with her son by covering the distance of 0.5 KM.

5. What have we learnt?




The BISP Tehsil staff keep CNIC related complaints record in a common file and also
maintains a complaint register which is used to note down the complaint diary number for
physical tracking of a particular complaint record.
In this particular case, no proper acknowledgement was given to complainant for future
reference.
She doesn’t receive BISP eligibility or discrepancy letter intimating her for the submission of
her CNIC information in the nearest BISP office. She came to know about her eligibility and
discrepancy in CNIC during her visit to BISP tehsil office which she made after getting
advice from other receiver women.

6. Recommendations


Introduce proper system for submitting complaints including issuance of acknowledgement to
the complainants.
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BISP should ensure the both the dispatching and delivery of proper written
communication to the potential beneficiaries regarding their eligibility and any
discrepancies.
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G-Q3-Southern Punjab-07
CNIC Update
Zarina Bibi
Amanat Ali
Current Address: Danewal, Tehsil & District Vehari.
Old Address : Chak 16 WB, Tehsil & District Vehari
36603-9616434-2
18891349
26th November 2012

1. Receiver Woman/ Complainant Profile and Background
Zarina Bibi w/o Amanat Ali is 32 years old illiterate woman living in Tehsil & District Vehari.
She has five children including three sons and two daughters. Only one of them is going school.
Her husband works as a servant of a landlord and looks after his livestock and earns about
Rs.1500 per month. Zarina Bibi and her eldest daughter work as a servant in nearby houses and
earn about Rs.4000
She lives with her family in a 10 Marla old katcha house which is provided to them by the
landlord where her husband works. The house comprises one room and an open kitchen. The
locality Danewal where she lives is an urban area comprises middle and low income households
engaged in labourer work and government jobs. There is a good road infrastructure, and all streets
are paved with good drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Zarina Bibi was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. PSC survey of the household was conducted in May 2011 by a
BISP survey team. Team filled the survey form and returned her a survey receipt for future
reference. She doesn’t know about the BISP eligibility criteria and got surprise how she had been
selected for the BISP cash grant.
During an interview with the TPE team, she quoted, “if she gets the BISP cash grant she will
spend it on her daughter’s wedding”. She considers Pakistan People’s Party (PPP) the owner of
the BISP t has been started this program to help poor and needy people.

3. How did the Complaint Emerge?
While mentioning about her complaint regarding CNIC update, Zarina Bibi described that she
was holding valid CNIC at the time of survey but due to cultural and society constraints she didn’t
present it to the survey team. The BISP survey team then noted down her husband’s CNIC
number on the survey form. She provided the photocopy of her CNIC at BISP Tehsil Office in
November 2012, when she came to know from other neighbouring receiver women that she won’t
get BISP cash grant unless she submit and removes ‘a discrepancy in her CNIC’.
She went to BISP Tehsil Office on November 13, 2012 along with her husband on a rickshaw taxi
and covered a round trip of about 03 km from her house and gave a fare of Rs.50.
After meeting with the Assistant Complaint (AC)/ Data Entry Operator (DEO), she came to know
about her eligibility and got confirmed about the ‘problem in her CNIC’ as mentioned by the
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other receiver women. AC asked her to submit a photocopy of her CNIC and the PSC survey
receipt along with a photocopy of her husband s’ CNIC in order to get her problem solved. After
spending Rs.30, she obtained photocopy of required documents and submitted to AC for further
processing.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Vehari in
March 2012. Zarina Bibi’s CNIC update case was received in the BISP Tehsil Office on
November 13, 2012 and entered into CMS on the same day by the Assistant Complaint. An
Update_ID (10829052) was generated by CMS for future reference. AC also registered this
case in Tehsil complaint register for CMS cases and assigned Diary No. 1784 to this case.
However, Zarina Bibi did not receive any complaint/ update acknowledgement from the BISP
staff and was asked to revisit the office after 30 days.
After entering the complaint into CMS, DEO forwarded the complaint to the BISP Assistant
Director (AD)/ Supervisor for further processing. He verified the contents of the complaint
and marked it as accepted; AD then forwarded the complaint to BISP Divisional Director for
final decision. The 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.
4B. Client Version
Zarina Bibi visited BISP Tehsil Office two times with her husband, first time to lodge the
case and second time for follow up (23 November 2012) by a rickshaw after spending Rs.50
each time. She is not satisfied with the resolution of her complaint regarding CNIC update
due to delay. She considers Pakistan Post the best option for delivering cash grant at her door
step.

5. What have we learnt?




The BISP Tehsil staff keep CNIC related complaints record in a common file and also
maintains a complaint register which is used to note down complaint detail for physical
tracking of a particular complaint record. The complainants who visit the office to remove
CNIC discrepancies are given expected time of 30 days for result.
She doesn’t receive any intimation letter from BISP regarding her eligibility or discrepancy in
CNIC and she made all happened due to her personal efforts and the knowledge she obtained
regarding BISP from the other receiver women.

6. Recommendations



Proper communication between complainants/ beneficiaries and the BISP is recommended in
regard of all missing information.
Introduce proper system for submitting complaints including issuance of acknowledgement to
the complainants.
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G-Q3-Southern Punjab-08
Missing CNIC
Waziran Bibi
Muhammad Aslam
Mohalla Rizwan Colony, Danewal, Tehsil & District
36603-9070645-6
19039388
26th November 2012

1. Receiver Woman/ Complainant Profile and Background
Waziran Bibi w/o Muhammad Aslam is 32 years old illiterate woman living in Tehsil & District
Vehari. She has five children including two sons and three daughters. Her husband is a labourer
and earns aroud Rs.3000 per month. She is a house wife and looks after her children along with
other domestic chores.
She lives with her family in a three Marla rented semi pacca house. The house comprises one
room and an open kitchen. The locality Mohalla Rizwan Colony where she lives comprises of
average income households engaged with labourer work, small scale businesses and government
jobs. There is a good road infrastructure, and all streets are paved with proper drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Waziran Bibi was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. PSC survey of the household was conducted in June 2011 by a
BISP survey team at her doorstep. Team filled the survey form and provided her a receipt for
future reference. She doesn’t know about the BISP eligibility criteria and wondered how she had
been selected for the BISP cash grant.
During an interview with the BISP TPE team, she quoted, “if she gets the BISP cash grant she
may save it for future of her daughters”. She considers Pakistan People’s Party (PPP) the owner
of the BISP that has started this program to help poor and needy people. Furthermore, Waziran
Bibi s’ mother-in-law is also BISP beneficiary and consistently obtaining cash grant from the
BISP.

3. How did the Complaint Emerge?
While describing her complaint, she mentioned that she was not holding a valid CNIC at the time
of survery, but she had her NADRA CNIC token slip. Therefore, survey team recorded her token
slip number on the survey form. Unfortunately some days later she lost her NADRA token slip
and once again she applied for her new CNIC in March 2012, when she came to know from her
mother-in-law that she won’t get BISP cash grant without having a valid CNIC.
She obtained her new CNIC in April 2012 and visited BISP Tehsil office for the first time in June
2012 along with her mother-in-law to know about her survey status. She reached at the office
after travelling about two km on a rickshaw and spent Rs.40. In BISP tehsil office, she met
Assistant Complaint (AC)/ Data Entry Operator (DEO) who checked her tracking information and
confirmed her eligibility with the discrepancy in CNIC. The AC asked her to submit a
photocopy of her CNIC and survey acknowledgement along with a photocopy of her husband’s
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CNIC for removing discrepancy in CNIC. She obtained the required photocopies from nearby
photocopier shop on the price of Rs.15.
Waziran Bibi made a follow-up visit to BISP Tehsil Office after four months on November 15,
2012 along with her mother-in-law and covered a distance of about two km from her house on a
rickshaw after paying Rs.40 in order to get an update on her complaint. The AC/ DEO informed
her that she would need to submit the same documents once again as they have misplaced during
the shifting of the office. She obtained the photocopies of CNIC and survey acknowledgement
once again from the same photocopier after paying Rs.15. The AC kept the required documents of
Waziran Bibi in a common file of BISP Case Management System (CMS) cases and asked her to
revisit the office after one month to know the result of her complaint.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Vehari in
March 2012. Waziran Bibi’s CNIC update case was received in the BISP Tehsil Office on
November 15, 2012. AC entered this case into CMS on the same day. An Update_ID
(10842490) was generated by CMS for the future reference. AC also registered this case in
tehsil complaint register for CMS cases and assigned Diary No. 1849 to this case. However,
Waziran Bibi did not receive any complaint/ update acknowledgement from the BISP staff
and was asked to revisit the office after 30 days.
After entering the complaint in CMS, AC forwarded the complaint to the BISP Assistant
Director (AD)/ Supervisor for further processing. AD verified the contents of the complaint
and marked it as accepted; the AD forwarded the complaint to BISP Divisional Director/
Approver for final decision. The Approver also verified the complaint’s contents and marked
it as accepted. The online status of the complaint is reflecting as ‘accepted’ means the case
has been resolved.
4B. Client Version
Waziran Bibi visited BISP Tehsil Office three times, twice to lodge the case and the other to
follow it up along with her mother in law on a rickshaw after spending Rs.40 each time. She
considers Pakistan Post the best option for delivering cash grant at her door step.

5. What have we learnt?




The BISP Tehsil staff keep CNIC related complaints record in a common file and also
maintains a complaint register which is used to note down complaint detail for physical
tracking of a particular complaint record. The complainants who visit the office to remove
CNIC discrepancies are given time for 30 days for rectification and result.
She didn’t receive BISP eligibility or discrepancy letter intimating her for the submission of
her CNIC information in the nearest BISP office. She came to know about her eligibility and
discrepancy in CNIC during her visit to BISP tehsil office which she made with her motherin-law.

6. Recommendations


Proper communication between complainants/ beneficiaries and the BISP is recommended in
regard of all missing information.
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G-Q3-Southern Punjab-09
CNIC Update
Ayesha Bibi
Muhammad Naveed
Current Address: Chak 149/EB Tehsil Arif Wala &
District Pakpattan.
Permanent Address: Chak 51/EB Tehsil Arif & District
Pakpattan.
36401-8933474-8
0833572
8th November 2012

1. Receiver Woman/ Complainant Profile and Background
Ayesha Bibi w/o Muhammad Naveed is 22 years old, illiterate girl married around six months
ago. Her husband works as a labourer in agricultural farming land, and earns Rs.7000 average per
month. Ayesha is not involved in any income generation activity to support her family and most
of the time she stays at home and perform various domestic chores.
She lives in a five Marla pacca self-owned house that consists of four rooms, an open kitchen and
a washroom. The village where she lives is located at a distance of about fifteen kilometres from
city Arif Wala/ BISP Tehsil office and the locality is deprived of physical infrastructure, streets
are unpaved with open drainage system.
Husna Bibi w/o Khursheed Ahmed, mother of Ayesha Bibi has also declared eligible beneficiary
in her household. So far, Husna Bibi received total Rs.34000; Rs.31000 received through Pakistan
Post and Rs.3000 through BDC.

2. Receiver Woman / Complainant Relationship with BISP
Ayesha became potential BISP beneficiary in phase-II of the programme after Poverty Scorecard
(PSC) survey. The PSC survey of her household was conducted in August 2009 at her doorstep in
Chak 51/EB. Team had filled the survey form and gave a acknowledgment receipt for future
reference she did not possess a valid CNIC at the time of PSC survey, and an year after to PSC
survey she applied for her CNIC in NADRA office Arif Wala and incurred cost of Rs.300. She
did not receive BISP letter regarding her eligibility and discrepancy in BISP programme.
Ayesha 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 of her selection as BISP beneficiary. She
has planned to utilise the cash grant for the purchase of groceries and other household items.

3. How did the Complaint Emerge?
In September 2012, Ayesha Bibi’s mother was informed by the area postman to collect her BDC
from BISP office Arif Wala for the further withdrawal of BISP cash grant. A week later, her
mother visited the BISP office, where she obtained her BDC and also informed by the BISP staff
about eligibility and discrepancy of her daughter (Ayesha Bibi). The BISP staff asked about the
CNIC of Ayesha Bibi and advised her to submit a photocopy of her daughter’s CNIC and a
printout of PMT status in BISP office.

GHK Consulting Ltd.
J40252715

298

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

Section 3 – Grievance Case Studies
G-Q3-Southern Punjab-09

Afterwards, Ayesha Bibi was telephonically informed by her mother regarding her eligibility and
discrepancy in CNIC with further instruction to visit the BISP office and submit required
documents. Her mother also guided her about the location of BISP office situated in New Gulshan
Colony at a distance of around eighteen kilometres from locality 149/EB.
Some two days later Ayesha Bibi visited the BISP office along with her husband. She went there
by bus and further by Ching Chi rickshaw and spent Rs.320 on a fare for round trip to BISP
office. She had two photocopies of her CNIC and a printout of PMT status that her husband
obtained from a photocopier shop after paying Rs.50.

4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) became operational at BISP Tehsil office in
April 2012. The complaint of Ayesha Bibi was received by the AC/ DEO on October 05,
2012 and which was registered in the Tehsil complaint register on the same day and assigned
a complaint diary number “472”. The complaint was then successfully launched by the AC/
DEO into CMS and forwarded to BISP Assistant Director (AD)/ Supervisor for further
processing. The complaint of Ayesha Bibi was successfully launched and system generated
Update_ID 10629436 for future reference. However, BISP staff did not provide the
complaint/ update acknowledgement to complainant for future reference.
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.
4B. Client Version
Ayesha Bibi visited the BISP Tehsil Office three times, first time to lodge the complaint
while the other two visits she made for the follow up purpose. On her third visit, she was
informed by the BISP staff that her CNIC record has been updated in BISP MIS, but cash
grant could not be issued under her name. Upon asking, she was informed that BISP cannot
provide and afford more than one beneficiary from a unique/uniform household and it is the
main reason, she cannot receive a cash grant.
She lives in a remote village at a distance of about (18-20) kilometres from the office and has
to travel on the bus and 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 BISP team is
still unaware of the issue in her case. She is also not very happy with the rude behaviour of
the staff to the beneficiaries, especially the gate keeper and Naib Qasid who pushes them
away and talks to them in harsh manner/

5. What have we learnt?


BISP staff didn’t provide proper guidance to Ayesha Bibi. When Ayesha Bibi came into the
office for providing her CNIC information, the BISP staff must have noticed the particulars of
her CNIC in detail. Currently, she possessed a CNIC with her father’s name but she is
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married, and her Marital Status is not updated in the NADRA record. When she visited the
BISP tehsil office, the staff should sent her to NADRA office first to get her Marital Status
updated and then she should be applying to remove discrepancy in her CNIC. However, now
although her CNIC updating request has been accepted in the BISP CMS, but her status in the
household tracking information is not showing as ‘Eligible Beneficiary’ which will only be
appeared, when she will update her Marital Status in NADRA. Once the status gets updated in
Nadra then BISP staff can modify her Marital Status in the CMS as well.
BISP Tehsil Office Arif Wala accepts the complaints with CNIC along with a print out of
PMT score available at the nearby photocopier shops in the street. AC refers all the
complainants to that shop to get their PMT score printout which they obtain on the cost of
Rs.40-60. Upon asking, the staff mentioned that they have only one computer to work and
cannot handle and entertain all activities so they ask women to obtain the printouts of their
PMT status from the nearby shop.
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 and no sequential order
or segregation performed such as complaints category, date and month etc. it is difficult to
track the complaint record.

6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is highly
recommended.
BISP staff refresher training on CMS should be arranged in order to improve staff
understanding of lodging and processing cases through CMS.
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, an effective training needs assessment (TNA)
exercise may be applied focusing towards individual and occupational assessment.
BISP staff should discourage the norm of getting print out of PMT Score from external
sources. If it is really required, then BISP staff should come forward and help the
beneficiaries.
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G-Q3-Southern Punjab-10
CNIC Update
Balqees Fatima
Muhammad Iqbal
Village Haddali, Mohallah Zaman Colony, Tehsil Johar
Abad & District Khushab.
38201-3983682-8
14449673
15th November 2012

1. Receiver Woman/ Complainant Profile and Background
Balqees Fatima is 36 years old illiterate woman living in Tehsil Johar Abad. She has six children
including four daughters and two sons. Three of her children including two daughters and a son
are going to school for education. Her husband works as a Chowkidar (Security Guard) in a
garments factory and earns about Rs.9,000 per month. Balqees Fatima is not involved in any
income generation activity to support her family and most of the time she stays at home to look
after her children and perform other domestic chores.
She lives with her family in a four Marla self-owned semi-pacca house which consists of two
rooms, a washroom and an open kitchen. The locality where she lives is situated on Johar AbadMuzaffargarh road. Most of the streets including the one leads to the house of Balqees Fatima are
unpaved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Balqees Fatima 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 May 2011 by a
survey team. According to Balqees Fatima, survey team did not visit her house and filled her PSC
form while camping in a playground. She was also charged Rs.50 by the enumerators for filling
her PSC form and after completing the survey form, she was given a survey receipt for future
reference. Balqees Fatima clearly mentioned that she had her CNIC at the time of the survey but
the enumerators didn’t ask for it. She added that she did not receive any BISP letter regarding her
eligibility and discrepancy in CNIC.
She does not know much about BISP and quoted, “Ghareeb unparrh logan nou ki pata hoya ga,
sanu tay bus aina pata aay kay Benazir program ghareeban di imdaad tay saharay da program
aay”. (She considers BISP cash grant program is meant for the help and support of the poor
people).

3. How did the Complaint Emerge?
In June 2012, she observed some area/ neighbouring beneficiaries going to BISP tehsil office for
collecting their Benazir Debit Cards (BDCs). She had also shown her interest to go with them, but
they advised her to check survey result first. She discussed the matter of checking the survey
result with her husband and with his consent, she visited the BISP Tehsil office situated at a
distance of around 12 KMs from her locality. She went there by Ching Chi rickshaw and paid the
fare of Rs.130 for round trip. She had her CNIC and PSC Survey acknowledgement receipt at the
time of a visit to BISP office.
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She reached office and met with the Assistant Complaint (AC)/ Data Entry Operator (DEO), who
had informed her about eligibility and the discrepancy in CNIC with further instruction of
submitting a photocopy of her CNIC. She managed to get the photocopy of her CNIC from a
nearest photocopier shop and submitted to AC/ DEO with the contact number of her husband for
further processing. She did not receive any complaint acknowledgement slip for future reference
but advised by the staff to check her complaint status after a period of a month.

4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) deployed and implemented at BISP Tehsil office
by the mid of March 2012. The complaint of Balqees Fatima was received by the AC/ DEO in
June 2012. The complaint was then successfully launched by the AC/ DEO into CMS on June
26, 2012 and forwarded to BISP Assistant Director (AD)/ Supervisor for further processing.
When the complaint of Balqees Fatima was successfully launched, the system generated
Update_ID 10209333 for future reference. Although, the BISP staff had assigned a particular
complaint diary/ reference number ‘315’ to the complaint, but no complaint/ update
acknowledgement was given to the complainant for future reference.
After receiving the complaint from DEO, the Supervisor verified the contents of the
complaint and marked it as ‘accepted’ and forwarded it to BISP Divisional Director/
Approver for final decision. The Approver also performed the necessary verifications and
marked the complaint ‘accepted as shown on the BISP online tracking updates of the
beneficiary.
4B. Client Version
The beneficiary visited the BISP Tehsil office seven times. She mentioned that although her
complaint gets resolved at her third visit while the other visits she made to collect her Benazir
Debit Card (BDC). She obtained her BDC on August 10, 2012 and made a withdrawal of her
cash grant on August 11, 2012.
Balqees Fatima is satisfied over the complaint resolution process and the attitude of the BISP
staff, but she is not happy with the delivery of cash grant through BDC. In this context, she
mentioned that for each cash withdrawal, she will have to spend Rs. 150/200, and she may
need to visit the ATM frequently to check cash grant money in her account because she does
not have information when she will receive her next BISP instalment.

5. What have we learnt?





In this particular case, the beneficiary was declared eligible with the discrepancy in BISP but
the BISP headquarters did not inform the beneficiary regarding her eligibility and discrepancy
through postal letter. She at the instruction of area/ neighbouring beneficiaries visited the
BISP office where she was informed about her acceptance and discrepancy in CNIC.
The enumerators did not follow the prescribed norms, rules, and regulations and they did the
survey while camping in a play ground and also charged Rs.50 from surveyed household.
There is no complaint register has maintained by the BISP staff for the recording of different
beneficiary services related complaints. The staff after collecting photocopies of CNICs from
the complainants/ beneficiaries placed them in a polythene envelope without segregation and
distinction of complaints category, date and month etc. making it difficult to track back the
complaint record.
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6. Recommendations




Proper communication between complainants/ beneficiaries and the BISP is recommended.
BISP staff training on CMS should be arranged in order to improve the staff understanding of
lodging and processing cases through CMS.
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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G-Q3-Southern Punjab-11
Missing CNIC
Haleema Bibi
Muhammad Riaz
Chak Rang Shah, Tehsil Arif Wala & District Pakpattan.
36401-8419910-0
0855321
5th November 2012

1. Receiver Woman/ Complainant Profile and Background
Haleema Bibi w/o Muhammad Riaz is 28 years old married and illiterate woman lives in Tehsil
Arif Wala. She has two daughters, her husband works as a labourer at a grocery shop and earns
average Rs.8,000 per month. Haleema Bibi is not directly or indirectly involved in any income
generation activity to support her family and most of the time she stays at home to look after her
children and do household work.
She lives with her family in a five Marla semi-pacca house which consists of two rooms, an open
kitchen and a washroom. The locality where she lives is situated quite adjacent to SahiwalPakpattan road. The streets are paved with open drainage system. Almost all the houses in the
locality are dwelled by the labour class and have the same socio-economic status.
Saddan Bibi w/o Muhammad Arshad is sister-in-law of Haleema Bibi also declared eligible
beneficiary and has been receiving BISP cash grant through Pakistan Post.

2. Receiver Woman / Complainant Relationship with BISP
The Poverty Score Card (PSC) survey of Haleema Bibi’s household was conducted in August
2009 by a ‘survey team’ in the ‘baithak’ of a principal of local high school. Along with other
neighbouring women, she also went there to fill her PSC form and charged Rs.100 as
‘Enumerator’s Fee’. After the completion of a survey, she did not receive PSC survey receipt or
any intimation for future reference. Although Haleema possessed a valid CNIC at the time of the
survey, but she mentioned that the enumerators didn’t ask for CNIC. She received a BISP letter of
eligibility and discrepancy in CNIC in January 2012.
Haleema Bibi does not know much about BISP but believes that the ‘cash grant is distributed by
Pakistan People’s Party (PPP) in the name of Mohtarma Benazir Bhutto’. She mentioned that she
will utilise the BISP cash grant to pay a “kamitee (draw)”. Through some savings, she has a plan
to open a small confectionery shop (retail shop) in her house.

3. How did the Complaint Emerge?
In September 2012, after Eid-ul-Fitr she met Naib Qasid of BISP Tehsil office who is a resident
of neighbouring village came to see his relatives in her village. She told him that her PSC survey
was held some two years ago, but she did not receive any BISP instalment yet. She also shown
her BISP letter and CNIC with Naib Qasid, who explained her the eligibility and discrepancy in
her CNIC. Naib Qasid advised her to visit the BISP tehsil office that is situated in New Gulshan
Colony at a distance of around 25 KMs from her residence, and submit a photocopy of her CNIC,
BISP letter and a printout of her PMT status.
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Two weeks later, she visited the BISP tehsil office along with her sister-in-law by bus and then by
Ching Chi rickshaw, spent Rs.300 on fare for a round trip. She also paid Rs.50 at a photocopier
shop for obtaining the printout of her PMT status (tracking information) as advised by the Naib
Qasid.
When she reached office, she met with the Naib Qasid who had taken the required documents
from her, and advised her to revisit the office after one month to get further updates.

4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) was deployed and implemented at BISP Tehsil
office in April 2012. The complaint of Haleema Bibi was received by the Naib Qasid and
forwarded to Assistant Complaint/ Data Entry Operator (DEO) for further processing. The
case was entered into CMS by the AC/ DEO on October 12, 2012 and also registered in the
Tehsil complaint register against diary number ‘665’. The complaint of Haleema Bibi was
successfully launched and the system generated Update_ID 10678902 for future reference.
However, BISP staff did not provide the complaint/ update acknowledgement to complainant
for future reference and follow up. The complaint was then forwarded to BISP Assistant
Director (AD)/ Supervisor for further processing.
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’ which is also
shown on the BISP online tracking in the updates of the beneficiary section.
4B. Client Version
The beneficiary visited the BISP Tehsil office three times, first time to lodge the complaint
and the other two were for the follow-up visits. She spent Rs.900-Rs.1000 on these all visits.
On her third visit which she made in mid-October 2012, she was informed that her complaint
has not yet been resolved, and advised to wait for another week.
She further added that she has voluntarily paid Rs.100 to Naib Qasid for his cooperation and
guidance. But, still she did not receive any BISP payment. She was unsatisfied with the BISP
complaint resolution process and said, she is not sure whether she will she will receive the
cash grant or not’.

5. What have we learnt?






In this particular case, the beneficiary was declared eligible with the discrepancy in PSC
phase and BISP headquarters also informed the beneficiary about her eligibility and
discrepancy through postal letter. The BISP letter didn’t bear any date; however, the BISP
staff mentioned that the letter was posted to the beneficiary in January 2012.
Her PSC form was filled in baithak of the principal of local high school where she was
charged Rs.100 as ‘enumerator’s fee’ for filling her PSC survey form. She also didn’t receive
the PSC survey receipt for future reference. On the other hand, the concerned BISP staff
appreciated and favoured the quality of a survey conducted by the partner organization in
their tehsil office jurisdictions.
It has been observed from BISP tracking system that the staff has launched and processed the
CNIC update request of Haleema Bibi twice. First CNIC updating request was entered and
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processed on October 12, 2012 against CMS Update ID 10678902 resulting in acceptance of
request while the other CNIC updating request was processed on October 20, 2012 against
CMS Update ID 10723398 which has been rejected by the Approver. This observation
indicated that the understanding level of BISP staff regarding CMS is not clear. The AC/
DEO launched this case twice with an assumption in mind that this way it will be processed
quickly by the other management levels.
BISP staff has maintained a register for the recording different beneficiary services related
complaints, but the register was not maintained properly there is no segregation and
distinction of complaints category, date and month etc. it is really difficult to track the
complaint record.
BISP Tehsil office Arif Wala accepts the complaints with CNIC along with a printout of PMT
score available at the nearby photocopier shop. AC refers all the complainants to that shop to
get their PMT score printout which cost complainants between Rs.40 to Rs. 60.

6. Recommendations






Proper and timely communication between complainants/ beneficiaries and the BISP is highly
recommended.
In the future, the enumerators and BISP staff must be trained on abiding by the ‘Moral &
Ethical Values’ by not taking the money during the survey. This should be coped with
effective monitoring system both by the partner organisation and BISP, and strict actions
should be taken against such complaints.
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, an effective training needs assessment (TNA)
exercise may be applied focusing towards individual and occupational assessment.
Information updates/complaints forms should be sent to beneficiaries or made available in
BISP Tehsil and Divisional offices in order to facilitate the complainants/ beneficiaries.
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G-Q3-Southern Punjab-12
Missing CNIC
Naseem Bibi
Faiz Muhammad
House # 228, Mohallah Eid Colony, city & district
Mianwali.
38302-2774831-0
0167334
12th November 2012

1. Receiver Woman/ Complainant Profile and Background
Naseem Bibi w/o Faiz Muhammad is 42 years old illiterate woman living in Mianwali. She is the
mother of eight children including four sons and four daughters. Three of her children including
one daughter and two sons are going school. Her husband works as a drum beater and earns
around Rs6000 per month.
She lives with her family in a five Marla semi-pacca house which consists of three rooms, a wash
room and an open kitchen. The locality where she lives is situated on Mianwali-Piplan road. The
streets are old but paved with open drainage system. Almost all the houses in their vicinity are
dwelled by the labour class having same socio economic status.

2. Receiver Woman / Complainant Relationship with BISP
Naseem Bibi was declared BISP beneficiary after the Poverty Score Card (PSC). PSC survey of
the household was conducted in June 2009 by a BISP survey team at her door step. She also
received the survey receipt from the survey team. She was not holding valid CNIC at the time of
survey. She does not know much about BISP and assuming that that the cash grant is basically
coming from the assets and wealth left by the Benazir Bhutto. During an interview with TPE
team, she mentioned that when she will get the BISP cash grant, she will utilize it to purchase
groceries and other household items.

3. How did the Complaint Emerge?
In June 2012, Naseem Bibi observed the area postmen distributing BISP money orders to her
neighbouring beneficiaries during camping in local Eid-Gaah. She also went there with her PSC
slip and CNIC of her husband and asked the postman for her money order. The postman
responded that he has no money order issued under her name and advised her to visit the BISP
office situated in Model Town nearby Radio Station, at a distance of around 8 km to inquire
regarding her money order.
After a week, she visited the BISP tehsil office with her husband on Ching Chi rickshaw and
spent Rs. 80 for a round trip. When they reached office she met with Assistant Complaint (AC)/
Data Entry Operator (DEO), who was courteous and cooperative with her. She had shown her
PSC slip and CNIC of her husband to BISP staff and asked him that her neighbouring
beneficiaries are getting BISP cash grant, but she is not receiving it. The BISP staff checked her
status on online tracking information system and informed her that she has been selected as a
potential beneficiary in the program; however her cash grant will be generated after the removal
of the discrepancy in her CNIC i.e. BISP does not have her CNIC record for the cash grant
generation.
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When AC asked for the photocopy of her CNIC, she mentioned that she doesn’t have CNIC. AC
advised her to apply for a new CNIC first and once she receive it she then submit the photocopy
of it in the office in order to get the cash grant.
Right away she travelled from BISP office to NADRA office and applied for a new CNIC on the
cost of Rs.300. She received her new CNIC from NADRA in July 2012.She went to BISP Tehsil
Office in August 2012 for the submission of CNIC photocopy. Naseem Bibi submitted her contact
phone number, photocopy of her CNIC to the AC/ DEO, who advised her to check her complaint
status from the office after a month. She received a complaint reference number (Complaint serial
number) for future reference and also the office landline number for future contact.

4. Processing of the Case
4A. Provider Version
CNIC update request of Naseem Bibi was received in the BISP Tehsil Office in August 2012.
It was registered in the BISP Tehsil Complaint Register on August 01, 2012 against diary
number 257. The update request was also launched by the AC/ DEO into BISP Case
Management System (CMS) on the same day. An Update_ID 10345715 was generated by the
CMS for future reference. The complaint was then forwarded to Assistant Director (AD)/
Supervisor for further processing. The Supervisor verified the contents of the complaint and
marked it as ‘accepted’, he them forwarded the case to Divisional Director/ Approver for final
decision. Naseem Bibi’s complaint was marked as ‘accepted’ by the Approver which means
that the CNIC update has been done/ completed against Naseem Bibi’s record. Her first
payment has been generated by BISP in September 2012 for delivery through Pakistan Post;
however, she doesn’t receive it yet.
4B. Client Version
The beneficiary visited the BISP Tehsil office five times, first to get information, second to
lodge the complaint while the other three were the follow-up visits. During her last visit she
came to know about her complaint resolution and the staff advised her to wait for the delivery
of the cash grant (BISP money order) by the area postman at her door step.
The beneficiary seems to be disappointed and was not sure whether she will be getting the
BISP money orders after going through with cumbersome process. She did not try to expedite
the complaint process as she mentioned that she did not know anyone who can help her in
resolving this issue.

5. What have we learnt?




The receiver woman selected as BISP beneficiary as a result of Poverty Score Card Survey
and she did not receive first BISP letter regarding her eligibility and discrepancy. About a
lapse of more than three years to the time of PSC survey, she visited the BISP office and at
the instruction of BISP staff she applied for her CNIC in NADRA and then submitted its
photocopy in the BISP Tehsil office for the resolution of discrepancy in her CNIC. She also
received a complaint acknowledge slip that bears a complaint serial number and landline
number of BISP Tehsil office on a piece of paper for future reference.
There is a clear communication gap between the BISP and beneficiary as she didn’t know
about her eligibility or discrepancy status for so long and what to do in case of any complaint/
problem?
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BISP staff used to assign PSC Form number of a complainant as a complaint reference
number during processing of a complaint through 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 criteria. For
this, TV dish cable, radio and other communication modes can be utilized so that people do
not have suffer and wait for so long.
BISP staff training (refresher) on CMS should be arranged in order to improve staff
understanding of lodging and processing cases through CMS.
Information updates/complaints form should be sent to beneficiaries or made available in
BISP Tehsil and divisional offices in order to facilitate the complainants/beneficiaries.
BISP should coordinate with concerned NADRA authorities and requested them to send their
MRVs (Mobile Registration Vans) in the areas where substantial numbers of CNIC related
discrepant beneficiaries are available.
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G-Q3-Southern Punjab-13
Missing CNIC
Naseem Khatoon
Nasrullah
Village Rodha, Mohallah Ghareeb Abad, Tehsil Johar Abad
& District Khushab.
38201-4551171-4
15700444
16th November 2012

1. Receiver Woman/ Complainant Profile and Background
Naseem Khatoon w/o Nasrullah is 30 years old illiterate woman living in Johar Abad. She has six
children including five daughters and one son. None of her children is going school due to
financial constraints. Her husband works as a labourer with a mason and earns Rs.9000 per
month.
She lives with her family in a three Marla katcha house that comprises of two rooms, a washroom
and an open kitchen. The vicinity where she lives is situated on Johar Abad-Multan road. Most of
the streets of this locality including one leads to the house of Naseem Khatoon are unpaved with
open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Naseem Khatoon was declared eligible beneficiary under phase-II of the BISP after the Poverty
Score Card (PSC) survey. The household’s PSC survey was conducted in May 2011 by a survey
team at her door step in Chak Rodha, Mohallah Ghareeb Abad. Team had filled the survey form
and issued her a survey receipt for future reference. According to Naseem Khatoon, she was not
holding a valid CNIC at the time of survey and due to the reason; her CNIC number in the PSC
form appeared as missing. However, she was advised by the enumerators to apply and get new
CNIC as soon as possible in order to get BISP cash grant. Furthermore, she didn’t receive BISP
letter of eligibility or discrepancy in CNIC.
She does not know much about BISP; however she mentioned that ‘the cash grant is given from
the annual profit of the assets of Mohtarma Benazir Bhutto to help and support the poor people’.
She said if she receives money, she will utilise it to purchase groceries and to pay off milk man
monthly bill.

3. How did the Complaint Emerge?
In August 2011, following the instruction of enumerators she applied for her new CNIC in
NADRA office and paid normal fee charges of Rs.300. She obtained her CNIC after three months
in November 2011. She started waiting for the survey team because she assumed that the survey
team will revisit her to collect her CNIC information.
In June 2012, a local political activist visited her house and informed her (from the village-wise
list of potential beneficiaries with the discrepancy in CNIC provided him by the BISP tehsil
office) regarding her eligibility and discrepancy in CNIC. She was advised to visit the BISP tehsil
office for the submission of the photocopy of her CNIC along with PSC survey receipt. In July
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2012, she visited BISP tehsil office (40 KMs from her locality) along with her husband by a bus
and then by Ching Chi rickshaw and spent on fare of Rs.180 for a round trip.
At BISP office she met Assistant Complaint (AC)/ Data Entry Operator (DEO) and asked him
about her meeting with the political activist. AC checked her status on online tracking information
system and confirmed her eligibility and also the discrepancy in CNIC. He asked to submit the
photocopy of CNIC, she made photocopy from the nearest photocopier and deposited to the office
for further processing.

4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) deployed and implemented at BISP Tehsil office
in middle of the March 2012. The complaint of Naseem Khatoon was received by the
AC/DEO on July 19, 2012 and entered into CMS on the same day. An Update_ID 10299226
was generated by the CMS for future reference. The complaint was then forwarded to BISP
Assistant Director (AD)/ Supervisor for further processing. BISP staff didn’t provide
complaint/update acknowledgement to the complainant for future reference.
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 now been resolved and she
started receiving her BISP cash grant.
4B. Client Version
The beneficiary visited the BISP Tehsil four times; the first time she went to lodge the
complaint, second for its follow-up and the other of the visits she made to collect her Benazir
Debit Card (BDC). Naseem Khatoon is satisfied over the resolution of her problem and with
the attitude of the BISP staff. But, she is unhappy with the delivery of cash grant through
BDC. While arguing with TPE team, she mentioned that there is no ATM/ Point of Sale
(POS) available in Chak Rodha and even in the nearest areas. She will have to visit Johar
Abad every time for the withdrawal of her cash grant. Also, she added that she does not know
when her next cash grant will be disbursed, and just to check the availability of funds in her
account she needs to go Johar Abad for it

5. What have we learnt?





In this particular case, the beneficiary was declared eligible with the discrepancy in CNIC but
no written communication was made by the BISP headquarters to the beneficiary with regards
to her eligibility or discrepancy in CNIC.
There is no complaint register maintained by the BISP staff for the recording of different
beneficiary services related complaints. The staff after collecting copies of CNIC from the
complainants/beneficiaries places them in a polythene envelope without proper segregation
and distinction of complaints category, date and month etc. They are making it difficult to
track the complaint record.
The beneficiary will need to travel about 35 km from her house to city Johar Abad to
withdraw her BISP cash grant from an ATM/ POS machine. She will also spend Rs.90 (fare
for a single person) on a bus and Chingchi taxi.
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6. Recommendations





Proper communication between complainants/ beneficiaries and the BISP is recommended.
Information updates/complaints forms should be sent to beneficiaries or made available in
BISP Tehsil and Divisional offices in order to facilitate the complainants/ beneficiaries.
BISP staff training on CMS should be arranged in order to improve the staff understanding of
lodging and processing cases through CMS.
BISP should maintain and keep updated record on its website in order to avoid any confusion
and misunderstanding.
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G-Q3-Southern Punjab-14
Missing CNIC
Naziran Bibi
Ghulam Mustafa
Chak Rang Shah Tehsil Arif Wala District Pakpattan.
36401-9523953-0
0853901
5th November 2012

1. Receiver Woman/ Complainant Profile and Background
Naziran Bibi is 32 years old illiterate woman living in Tehsil Arif Wala. She has three children
including two sons and a daughter. Her one son and a daughter are going school for education.
Her husband works as a labourer with a mason in City Arif Wala and earns on average Rs.9000
per month provided that he works for the full month. Naziran Bibi is suffering from arthritis and
not involved directly in any income generation activity to support her family.
She lives with her family in a five Marla semi-pacca house that comprises of two rooms, a
Baithak, an open kitchen and a washroom. The vicinity where she lives is situated quite adjacent
to Sahiwal-Pakpattan road. Most of the streets of this locality including the one leads to her house
are paved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Naziran 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 August 2009 by a survey
team. According to Naziran her survey form filled at the “Daira” of a local politician (notable)
where she was charged Rs.200 by the enumerators as a fee for filling her PSC survey form. After
the completion of the ‘survey’, the survey team provided her a survey receipt for future reference.
She was not holding valid CNIC at the time of PSC survey, with that she also didn’t receive a
BISP letter regarding her eligibility or discrepancy in CNIC.
She does not know much about BISP but considers BISP a cash grant programme for the poor and
deserving people endowed by the Pakistan People’s Party (PPP). During an interview with TPE
team, she mentioned the usage of funds; she said that she will spend half of BISP cash grant on
purchasing of groceries and other half on other household items.

3. How did the Complaint Emerge?
After a year of PSC survey (in July 2010), a NADRA Mobile Registration Van (MRV) visited in
her locality and camped at the Daira of the notable. She went to the Daira and applied for her new
CNIC without any fee. In September 2010, she obtained her new CNIC from NADRA office after
spending Rs.150 on a fare for round trip.
In September 2012, she and her neighbouring beneficiaries were informed by local notable for a
visit to the BISP office in order to collect their Benazir Debit Card (BDC) for receiving future
BISP cash grant. She was also informed about the location of BISP office situated in New
Gulshan Colony at a distance of about 20 kms from her residence.
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In October 2012, she went to BISP tehsil office along with her husband for the collection of BDC.
They reached at tehsil office by mode of bus and Chingchi rickshaw and spent Rs.300 for a round
trip.
At BISP office, they met the Assistant Complaint (AC)/ Data Entry Operator (DEO) and informed
him regarding the purpose of their visit. AC verified the eligibility of Naziran Bibi from her
online tracking information on BISP website and confirmed the discrepancy in her CNIC. BISP
staff asked her to submit a photocopy of her CNIC along with the printout of PMT status. Her
husband obtained the printout of PMT status and photocopy of her wife’s CNIC from a nearby
photocopier on the cost of Rs.60 and submitted the documents to AC/DEO for further processing.
AC didn’t provide them complaint acknowledgement for future reference and simply asked them
to revisit the office after one month.

4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) became operational at BISP Tehsil office in
April 2012. The complaint of Naziran Bibi was received by the AC/DEO on October 10, 2012
and got registered in the Tehsil complaint register with diary number 706. The complaint was
then successfully entered into CMS by the AC/DEO and forwarded to BISP Assistant
Director (AD)/Supervisor for further processing. An Update_ID 10668561 was generated by
the CMS for future reference. However, the CMS Update_ID has not been given to the
complainant for future reference and follow up.
The Supervisor verified the contents of the complaint and marked it as ‘accepted’ and
forwarded the case 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, which means the CNIC record of Naziran
Bibi has successfully updated.
4B. Client Version
The beneficiary visited the BISP Tehsil office four times, first to lodge the complaint and
three other visits she made for complaint follow-ups. Naziran Bibi mentioned that she has
spent about Rs.1000 on her visits to BISP Tehsil office to get her problem solved. She is little
disappointed over the delay in the issuance of BISP cash grant (online payment details last
checked online on January 01, 2013) although her discrepancy in CNIC has been removed in
October 2012.

5. What have we learnt?




There has been no communication taken place between BISP headquarters and the
beneficiary in terms of her eligibility and discrepancy in CNIC. She provided the photocopy
of her CNIC at BISP tehsil office two years after getting it from NADRA.
Her PSC form was filled in Daira of a notable where she was charged Rs.200 by the
enumerators for filling her PSC survey form and the concerned BISP staff appreciated and
favoured the quality of a survey conducted by the partner organization.
Although BISP staff has maintained a register for the recording different beneficiary services
related complaints, but register was not maintained properly and there was no segregation and
distinction of complaints category, date and month etc. It is difficult to track the complaint
record from non-sequence and disorder information.
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BISP Tehsil office Arif Wala accepts the complaints with CNIC along with a printout of PMT
score available at the nearby photocopier in the street. AC refers all the complainants to that
shop to get their PMT Score printout after paying Rs.40-60.

6. Recommendations







Proper and timely 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 coped with effective monitoring
system both by the partner organisation and BISP and strict actions should be taken 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, an effective training needs assessment (TNA)
exercise may be applied focusing towards individual and occupational assessment.
Information updates/complaints forms should be sent to beneficiaries or made available in
BISP Tehsil and Divisional offices in order to facilitate the complainants/ beneficiaries.
BISP staff should discourage the norm of getting print out of PMT Score from external
sources. If it is really required, then BISP staff should come forward and help the
beneficiaries.
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G-Q3-Southern Punjab-15
CNIC Update
Noor Bhari
Abdul Rehman
Permanent Address: Mohalla Kangwi, Nai Abadi, Tehsil
and District Mianwali.
Present Address: Mohalla Qadir Abad Tehsil & District
Mianwali.

CNIC Number:
PSC form number:
Draft Case Study Date

38302-0178690-4
0173697
12th November 2012

1. Receiver Woman/ Complainant Profile and Background
Noor Bhari is 43 years old illiterate woman living in city Mianwali. She has five children
including one son and four daughters. One of her daughter is married. Noor’s husband works as a
carpenter in a workshop and earns around Rs.8000 per month. Her one son works as an assistant
at a medical store and earns about Rs.3000 per month. Noor Bhari herself is not involved in any
income generation activity to support her family and she stay at home to look after her children
while performing other domestic chores.
She lives with her family in a three Marla semi-pacca house that comprises of two rooms, a
washroom and an open kitchen. The vicinity where she lives is situated near Railway Station
Tehsil, city Mianwali. Most of the streets of the locality including the one leads to the house of
Noor Bhari are paved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Noor Bhari 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 May 2009 at
her door step in Mohalla Qadir Abad. Team filled the survey form and provided her receipt for
future reference. Although she possessed a valid CNIC at the time of survey; however BISP
survey team didn’t require her CNIC for PSC survey form, and also she did not receive BISP
eligibility or discrepancy in CNIC letter from BISP.
She does not have much information BISP; however she believes that Pakistan Peoples’ Party is
providing financial support to poor people through cash grant. She added that with these funds,
she will complete the need of limited groceries.

3. How did the Complaint Emerge?
In June 2012, her husband was informed by the president of Union Council (UC) that her wife’s
cash grant has been approved. UC president provided a reference note to her husband mentioning
the submission of the photocopy of her wife’s CNIC in BISP tehsil office located in Model Town
near Radio Station, and that address is around 6 km away from his vicinity.
After few days she with her husband made a visit to BISP tehsil office for the submission of the
photocopy of her CNIC as advised by the UC president. They went to BISP office by Chingchi
rickshaw and spent Rs.60 for a round trip.
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At BISP tehsil office she met Assistant Complaint (AC)/ Data Entry Operator (DEO) and gave
him UC president’s reference note. AC collected the note from her and verified her eligibility
status, he asked her to submit the photocopy of her CNIC and contact number for further
processing. The AC also advised her to check her complaint status from the office after a month.
She was also given a complaint serial number and a landline number of BISP tehsil office on a
slip of paper for future reference and contact.

4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) became operational at BISP Tehsil office by the
mid of March 2012. The complaint of Noor Bhari was received by the AC/ DEO in July 2012
and was registered in the Tehsil complaint register bearing reference number 173697. The
complaint was then successfully entered by the AC/DEO into CMS on July 04, 2012 and
forwarded to BISP Assistant Director (AD)/ Supervisor for further processing and action. An
Update_ID 10236847 was generated by the CMS for future reference.
Supervisor received the complaint from DEO and verified the contents of the complaint, and
marked it as ‘accepted’. He then forwarded the case 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; which
means the CNIC information of Noor Bhari has been successfully updated in BISP record.
4B. Client Version
The beneficiary visited the BISP Tehsil office three times; the first time she went to lodge the
complaint and the other visits she only made for complaint follow ups. During her third visit
to BISP Tehsil office in August 2012, she was told that her complaint has been resolved, and
she will receive her cash grant by the end of September 2012 through postman. Although her
online payment details show that her first BISP instalment has been generated in September
2012 for delivery through Pakistan Post; however as of January 01, 2012, the cash grant has
not yet been delivered to her.
Noor Bhari seems to be disappointed and not sure whether she will receive BISP cash grant or
not? Noor Bhari is not satisfied over the complaint resolution process and considers it a
‘wasteful’. During an interview with TPE team, she expressed her grievance in such words
“Aisay complaint system ka kya faida jis main problem to solve hu jaye lakin maqsad yani
paisay na milain” (Such complaint redressal system is meaningless where problems get
resolved but cash grant are not disbursed, and that is basically core purpose of complaint
system).

5. What have we learnt?


No communication between the beneficiary and BISP has taken place with regards to her
eligibility or discrepancy in CNIC. Her PSC survey was conducted in 2009. She had a valid
CNIC at that time, but the Partner Organisation (PO) enumerators didn’t bother to ask her for
the CNIC and didn’t write the information in her survey form. It results the discrepancy in her
CNIC and her cash grant were not processed timely. On the other hand she didn’t follow up
and took any action against this delay because she didn’t have much information and didn’t
know what to do.
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The information update form was neither sent to the beneficiary nor available in BISP Tehsil/
Divisional offices to record the correct information to update in the information system.
Although the CNIC information of Noor Bhari has been updated in the BISP record and her
first BISP instalment has also been generated but not yet delivered by Pakistan Post as shown
in her online payment details.
BISP staff uses PSC survey form number of a complainant/ beneficiary as a complaint
reference number for processing the case through CMS.
She was informed through local notable (UC president) for the submission of the photocopy
of her CNIC in BISP Tehsil office for obtaining cash grant. In the context of this case study,
this practice of involving notables seems to go into the right direction because the notable sent
all such potential beneficiaries to BISP tehsil office rather misguiding them to obtain his
vested interests as happened in such cases at other places.

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 BISP and its criteria for this, TV dish
cable, radio and other announcement sources can be utilized, so that people do not suffer and
wait for a long.
BISP staff training on CMS should be arranged in order to improve staff understanding of
lodging and processing cases through CMS.
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, an effective “Training Needs Assessment” (TNA)
exercise may be applied focusing towards individual and occupational assessment.
Information updates/complaints form should be sent to beneficiaries or made available in
BISP Tehsil and divisional offices in order to facilitate the complainants/beneficiaries.
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G-Q3-Southern Punjab-16
Missing CNIC
Parveen Bibi
Muhammad Iqbal
Chak No. 08/ML, Tehsil Piplaan District Mianwali.
38303-6408253-6
0087337
14th November 2012

1. Receiver Woman/Complainant Profile and Background
Parveen Bibi is 39 years old illiterate woman living in tehsil Piplaan. She has five children
including one son and four daughters. Her husband works as a labourer with a mason and earns
around Rs.8000 per month provided that he works for the whole month. Parveen Bibi is not
involved in any income generation activity to support her family and stays at home to look after
her children and perform household work.
She lives with her family in a three Marla semi-pacca house which consists of one room, a
washroom and an open kitchen. The locality where she lives is situated on Mianwali-Piplaan road.
Most of the streets including one leads to the house of Parveen Bibi are paved with open drainage
system.
Sakina Bibi and Ghulam Fatima are two other beneficiaries of this household however currently
they are living separately.

2. Receiver Woman/Complainant Relationship with BISP
Parveen Bibi 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 May 2009 by a
‘BISP survey team’ at her door step in Chak no. 08/ML. According to Parveen Bibi they were not
present at home on the day when the survey team visited her house. Her household related
information was provided by her brother-in-law and received the survey acknowledgement slip.
She was not holding a valid CNIC at the time of survey, and she did not receive BISP letter
regarding her eligibility and the discrepancy in CNIC. She does not know much about BISP but
believes that Pakistan Peoples’ Party (PPP) is providing financial support to the poor and needy
people of Pakistan.

3. How did the Complaint Emerge?
In April 2012, her husband was informed by a local political activist (notable) of PPP regarding
her eligibility and discrepancy in CNIC. Notable also advised her husband to visit the BISP office
along with his wife to get detailed information. She visited BISP tehsil office with her husband by
Van and Chingchi rickshaw and spent Rs.220 on a round trip fare.
In BISP office they met Assistant Complaint (AC)/ Data Entry Operator (DEO) and told him
about the meeting with the notable and their purpose of visit. AC verified Parveen Bibi’s
eligibility through online tracking information system and advised her to get new CNIC from
NADRA and submit its photocopy in the (BISP tehsil) office.
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From BISP tehsil office she directly went to NADRA office and applied for new CNIC on the
payment of Rs.300 as normal fee charges. She received her new CNIC after two months in June
2012. She went to BISP tehsil office once again in July 2012 for the submission of the photocopy
of her CNIC.

4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) became operational at BISP Tehsil office in
March 2012. The complaint of Parveen Bibi was received by the AC/DEO in July 2012 and
which was registered in the Tehsil complaint register bearing complaint reference number
‘730’. The complaint was then successfully entered by the AC/DEO into CMS on July 04,
2012 and forwarded to BISP Assistant Director (AD)/ Supervisor for further action. The
complaint of Parveen Bibi was successfully entered and system generated auto Update_ID
10239032 for future reference.
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 checks and marked the complaint ‘accepted as shown
on the BISP online tracking updates of the beneficiary. Although the case has been resolved,
and her first BISP instalment has also been generated to be delivered through Pakistan Post.
4B. Client Version
The beneficiary visited the BISP Tehsil office four times; the first time she went to get
information, second to lodge the complaint while the other visits she made for complaint
follow up. During her fourth visit which she did in September 2012, she got to know from the
AC that her complaint has been resolved, and she will receive her cash grant by the end of
October 2012 at her door step through postman.
Parveen Bibi seems to be disappointed and not sure whether she will receive BISP cash grant
or not. In this context she mentioned that she has done whatever she has been asked to do by
the BISP officer and she had spent both time and money to get her problem solved.

5. What have we learnt?






There has been no communication taken place between the beneficiary and the BISP in
regards of the eligibility or discrepancy in CNIC. The information update form was neither
sent to the beneficiary nor available in BISP Tehsil/ Divisional offices to record the correct
information in the information system.
Although the CNIC information of Parveen Bibi has been updated in the BISP record and her
first BISP instalment has also been generated but not yet delivered by Pakistan Post as shown
in her online status of payment details.
The BISP staff takes beneficiary services related complaints on a prescribed format available
at nearby photocopier shop at the cost of Rs.20.
During PSC survey, partner organization enumerators have collected the Parveen Bibi’s
household information from her brother-in-law: when they were not present at home.
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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 the BISP and its criteria. For this, TV dish
cable, radio and other announcement sources can be used so that people do not suffer and wait
for their cash grants.
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, an effective “Training Needs Assessment” (TNA)
exercise may be applied focusing towards individual and occupational assessment.
Information updates/complaints form should be sent to beneficiaries or made available in
BISP Tehsil and divisional offices in order to facilitate the complainants/beneficiaries.
BISP Management should take immediate measures to appoint some designated staff in its
Tehsil offices for smooth and transparent work.
BISP staff should discourage the norm of getting prescribed forms/ written applications from
external sources. If written applications etc. are really required, then BISP staff should come
forward and help the beneficiaries.
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G-Q3-Southern Punjab-17
Missing CNIC
Ruqqaya Bibi
Mehboob Alam
Mohallah Ghareeb Abad, City, Tehsil Piplaan & District Mianwali.
38303-9172058-4
0078555
14th November 2012

1. Receiver Woman/Complainant Profile and Background
Ruqqaya Bibi w/o Mehboob Alam is 23 years old illiterate woman. She has five children and out
of them four children are going school for education. Her husband works as an assistant in
CD/DVD shop and earns around Rs.7000 per month. She lives with her family in a five Marla
semi-pacca house that consists of three rooms, a wash room and an open kitchen. The locality
where she lives is situated on Mianwali-Piplaan road. The streets are paved with open drainage
system. Almost all the houses in their locality are dwelled by the labour class having same socio
economic status. Her mother-in-law and sister-in-law are also BISP beneficiaries who used to live
with Ruqqaya Bibi but currently living separately.

2. Receiver Woman/Complainant Relationship with BISP
The Poverty Score Card (PSC) survey of Ruqqaya Bibi’s household was conducted in June 2010
at her door step. Survey team filled the form and given her t surveys slip for future reference. She
was not holding a valid CNIC at the time of survey. The enumerators asked for her CNIC, but she
did not reveal the reality that she did not possess a valid CNIC rather than she excused for CNIC
lost, and unable to find it. She also received a BISP letter in January 2010 regarding her eligibility
and the discrepancy in BISP. She does not know much about BISP but considers that cash grant
has been provided by the Pakistan People’s Party for the help and support of poor and needy
people.

3. How did the Complaint Emerge?
In January 2011 she received a BISP letter through postman regarding her eligibility and
discrepancy in CNIC. The postman congratulated her for getting accepted under BISP cash grant
and charged her Rs.100. The postman read the letter for her and asked her to submit the
photocopy of her CNIC in the BISP tehsil office as soon as possible. A week after the postman
visit, she went to NADRA office along with her father in law to apply for new CNIC. She paid
Rs.400 at NADRA office and they advised her to collect her CNIC after four months.
She received her new CNIC from NADRA in May 2011. Two weeks after receiving her CNIC,
she went to area post office along with her husband for dispatching two photocopies of her CNIC
to BISP headquarters address she found on the letter. She paid Rs.200 as a postage fee but didn’t
receive any acknowledgement for future reference. Staff in the post office also advised her to wait
for five to six months, and he would inform personally whenever they receive her BISP money
order.
She made five or six visits to the post office but every time she came back home disappointedly.
On her last visit to post office in May 2012, she met with a beneficiary who advised her to visit
the BISP Tehsil office in Liaqat Abad to get accurate information.
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She went to BISP tehsil office along with her husband after covering a distance of about six KMs
from her locality on Chingchi Rickshaw and gave fare of Rs.100. At the BISP office, she met
Assistant Complaint (AC)/Data Entry Operator (DEO) and informed him regarding her purpose of
visit. AC verified her eligibility status from BISP website and asked her to submit a photocopy of
her CNIC.
Ruqqaya Bibi submitted her contact phone number, photocopy of her CNIC along with printed
application (she obtained application from nearby photocopier shop after paying Rs.20) to AC for
removing ‘problem with her CNIC’. AC advised her to revisit the office after a month for getting
updates on his complaint.

4. Processing of the Case
4A. Provider Version
CNIC update request of Ruqqaya Bibi was received in the BISP Tehsil Office in May 2012. It
was registered in the BISP Tehsil Complaint Register, and a serial number ‘393’ was assigned
to this complaint. The AC/DEO entered Ruqqaya Bibi’s CNIC update request into the BISP
Case Management System (CMS) on May 28, 2012. CMS has generated an auto Update_ID
10132804 for future reference. The complaint was then forwarded to Assistant Director (AD)/
Supervisor for further processing and action. The Supervisor verified the contents of the
complaint and marked it as ‘accepted’. He then forwarded the case to Divisional
Director/Approver for final decision. Ruqqaya Bibi’s complaint was marked as ‘accepted’ by
the Approver which means that the CNIC update has been done successfully.
4B. Client Version
The beneficiary visited the BISP Tehsil office five times, first to get information where she
was asked to submit the required documents, while the other four visits were for follow ups
on her complaint. On her last visit in August 2012 (Ramzan ul Mubarak), she came to know
about the complaint resolution and advised to wait for the delivery of cash grant installment at
her door by a postman.
The beneficiary has started receiving BISP money orders but she is not happy and satisfied
with BISP complaint resolution process that cost her money and time. She obtained her last
BISP money order from the post office after a deduction of Rs.300 by the postman.

5. What have we learnt?






She received BISP letter regarding her eligibility and discrepancy in CNIC from the postman
after paying him Rs.100.
She received her last payment from the post office after paying Rs.300 to the postman.
The information update form was neither sent to the beneficiary nor available in BISP Tehsil
office to record the correct information in the information system.
She sent the photocopy of her CNIC to BISP headquarters after receiving the letter; however
no action has been taken on it.
She spent Rs.20 on a photocopier shop for getting printed application form for removing
discrepancy in CNIC.
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6. Recommendations




Information updates/complaints form should be sent to beneficiaries or made available in
BISP Tehsil and divisional offices in order to facilitate the complainants/beneficiaries.
Regular monitoring of the beneficiaries regarding payment of money orders should be
conducted.
BISP staff should discourage the norm of getting pre-typed forms/written applications from
external sources. If it is really required, then BISP staff should come forward and help the
beneficiaries.
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G-Q3-Southern Punjab-18
Missing CNIC
Safia Khatoon
Muhammad Sultan
House No.348, Mohalla Naseem Colony No.02, Tehsil
Johar Abad District Khushab.
38201-1088758-6
14665953
16th November 2012

1. Receiver Woman/Complainant Profile and Background
Safia Khatoon w/o Muhammad Sultan is 40 years old, illiterate working woman. She has six
children including four daughters and two sons. Three of her children including one son and two
daughters are studying at school. Her husband is a vendor, he sells clay pots and earns around Rs
6000 per month. Safia Khatoon also works as housemaid and earns Rs. 2000 per month.
She lives with her family in a three Marla semi-pacca self owned house which consists of two
rooms, a washroom and an open kitchen. The locality where she lives is situated on Johar AbadMuzaffargarh road. Most of the streets including the one leads to her house are paved with open
drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Safia Khatoon was declared BISP beneficiary under phase-II of the BISP programme after the
Poverty Score Card (PSC) survey. Her PSC survey was conducted in May 2011 by a survey team
at her door step in Naseem Colony No.02, Johar Abad. Survey team filled the form and provided
her a receipt for future reference. She was not holding a valid CNIC at the time of PSC survey
and she didn’t receive BISP letter regarding her eligibility and the discrepancy in CNIC
She does not consider BISP a political game plan but mentioned that Government of Pakistan is
funding this program from Bait-ul-Maal. She used her previous BISP instalments for purchasing
of groceries and other household items.

3. How did the Complaint Emerge?
She is working as a housemaid in the house of ‘city president Pakistan People’s Party (PPP)’. In
March 2012, city president received a list of eligible households with the discrepancy in CNICs
from Tehsil office Johar Abad. Safia Khatoon’s name was also in that list. She was advised to
visit NADRA office to get her new CNIC and submit the photocopy of it in the BISP tehsil office
for getting cash grant.
She applied for new CNIC in NADRA office on payment of Rs.300 as normal fee charges. After
two months in June 2012, she received her new CNIC. Safia Khatoon went to BISP tehsil office
with her eldest daughter in July 2012 by Chingchi and spent Rs.80 for a round trip. At BISP tehsil
office, she met to the Assistant Director (AD)/ Supervisor, who verified her eligibility in tracking
information system and said that there is a discrepancy in CNIC and cash grant cannot be
generated until she submit a photocopy of her CNIC. She submitted the CNIC copy in the office
and advised by BISP staff to revisit the office after three weeks to check her complaint status.
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4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) was deployed and implemented at BISP Tehsil
office in the middle of March 2012. The complaint of Safia Khatoon was received by the AD/
Supervisor July 2012 and was entered into BISP CMS about a month’s delay, that was in
August 2012. An auto Update_ID 10388463 was generated by the CMS for future reference.
But, Safia Khatoon didn’t receive any acknowledgement from BISP office. The case was then
forwarded in the account of Assistant Director (AD)/Supervisor for further processing.
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 checks and marked the complaint ‘accepted’ as shown
on the BISP online tracking updates of the beneficiary.
4B. Client Version
The beneficiary visited the BISP Tehsil office twice. First time she went to lodge the
complaint and the second visit she made in September 2012 for its follow-up. She also
obtained her Benazir Debit Card (BDC) from the tehsil office without much hassle, because
she is a housemaid of the city president. However, she doesn’t know how to use her BDC at
ATM. Her husband made a withdrawal from Bank Alfalah’s ATM. Although Safia Khatoon
is satisfied over the complaint resolution process and the courtesy of the BISP staff but
unsatisfied with the delivery of cash grant through BDC. She considers Pakistan Post the most
suitable option for the delivery of BISP money orders at her door step.

5. What have we learnt?




In this particular case, the beneficiary was declared eligible with the discrepancy in PSC
phase, but BISP HQ did not inform the beneficiary regarding her eligibility and discrepancy
through postal letter. She was informed by city president PPP regarding her eligibility and
discrepancy with instructions of visiting BISP office. Her case was then launched by the BISP
staff into CMS with a delay of one month.
There is no complaint register maintained by the BISP staff for the recording of different
beneficiary services related complaints. The staff after collecting copies of CNIC from the
complainants/beneficiaries places them in a polythene envelope without segregation and
distinction of complaints category, date and month etc. It is difficult to track the complaint
record.

6. Recommendations





Proper and in time communication between complainants/beneficiaries and the BISP is
recommended.
BISP staff training on CMS should be arranged in order to improve the staff understanding of
lodging and processing cases through CMS.
Information updates/complaints forms should be sent to beneficiaries or made available in
BISP Tehsil and Divisional offices in order to facilitate the complainants/ beneficiaries.
BISP Management should keep and maintained updated record on BISP website in order to
avoid any confusion and misunderstanding.
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G-Q3-Southern Punjab-19
CNIC Update
Zakiya Bibi
Mehrban Hussain Shah
Village Haddali, Mohallah Rehman Colony, Tehsil Johar
Abad & District Khushab.
38303-0980705-0
14448636
15th November 2012

1. Receiver Woman/ Complainant Profile and Background
Zakiya Bibi is 41 years old illiterate woman. She has five children including four sons and one
daughter. Her husband works as a labourer in agricultural land owned by a local notable. He earns
around Rs.9000 per month. Her eldest son also works as a labourer with a mason, and he earns on
average Rs.6000 per month. She lives with her family in a five Marla semi-pacca house which
consists of three rooms, a washroom and an open kitchen. The vicinity where she lives is situated
on Johar Abad-Muzaffargarh road. Most of the streets of that locality including the one leads to
her house are paved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Zakiya 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 April 2011 by a survey team
in Rehman Colony. According to Zakiya Bibi, “their premises were locked on the day when
survey team visited her locality and her PSC form was filled by the enumerators after collecting
information from the notable, who was also accompanied with them”. Zakiya Bibi received her
survey receipt from the notable for future reference.
She had a valid CNIC at the time of survey, but due to some reason she was not able to present it
to the survey team. Hence CNIC information on her PSC form went missing. She also did not
receive a BISP letter regarding her eligibility and discrepancy in CNIC. She does not know much
about BISP but believes that it’s a donation made by Pakistan People’s Party (PPP) for the poor
and needy people. She utilized her first BISP instalment on purchasing clothes for her children
and confectionary items to enjoy Eid-ul-Fitr celebrations.

3. How did the Complaint Emerge?
In June 2012 her husband received a phone call from a fraudulent/treacherous person who
introduced himself as BISP representative and congratulate him for the approval of a cash grant of
Rs. 25,000. He was told that in order to get Rs.25000 he needed to pay one-off ‘BISP processing
fee’ of Rs.1000. He did what has been instructed to him on the phone and sent mobile phone
credit of Rs.1000 innocently Afterwards he tried a lot to contact on the same number but not
reachable and did a loss of Rs.1000.
After knowing that he was deceived, he went to telecom franchise and complained about the
fraudulent activity. The telecom franchise staff excused to help him in this regard and advised him
to go to BISP tehsil office in this regard. He went to BISP tehsil office after two days of that
activity with her wife and covered a distance of about 10 km and spent Rs.120 (for a round trip)
on Chingchi Rickshaw fare. At BISP Tehsil office, he discussed the fraud done with him. Her
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husband also gave the survey receipt to the Assistant Complaint (AC)/Data Entry Operator
(DEO), who checked and verified the household tracking information and confirmed that his wife
has been selected as eligible beneficiary and now she only needs to submit the photocopy of her
CNIC to avail this grant. The contact information and the photocopy were submitted to AC/DEO
for further processing, and AC had given them the expected time of two weeks for updates on it.

4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) was deployed and implemented at BISP Tehsil
office by the mid of March 2012. The complaint of Zakiya Bibi was received by the AC/
DEO in June 2012. It was successfully entered by the DEO into CMS on June 26, 2012 and
forwarded to Assistant Director/ Supervisor for further processing. An Update_ID (10211594)
was generated automatically by the CMS for future reference. However, no complaint/update
acknowledgement was given to the complainant/beneficiary. The Supervisor verified the
contents of the complaint and marked it as ‘accepted’ and forwarded it to Divisional
Director/Approver for final decision. The Approver also performed the necessary
verifications checks and marked the complaint ‘accepted’ as shown on the BISP online
tracking updates of the beneficiary.
4B. Client Version
According to Zakiya Bibi, although her complaint was resolved during her second visit to
BISP office, but she made several other visits (due to a large number of beneficiaries) in order
to collect her Benazir Debit Card (BDC). Zakiya Bibi also mentioned that she did not know
how and where to use the BDC Card, and it was her husband who did the withdrawal of cash
grant from Tameer Bank franchise. Although, Zakiya Bibi is satisfied on the complaint
resolution process and the courtesy of the BISP staff, but she is unsatisfied on the delivery of
the cash grant through BDC.

5. What have we learnt?






Husband of Zakiya Bibi became a victim of fraudulent activity due to lack of information.
There has been no communication taken place between BISP and the beneficiary in regards of
her eligibility or discrepancy in CNIC. Her husband would be saved from the fraud if he was
known about her wife’s eligibility and also should be told to not pay anything to anyone for
getting BISP cash grant.
The household information was not taken from the member of the household but from the
notable by the enumerators of the Partner Organisation (PO). Enumerators didn’t follow the
survey rules and rather marking it locked, they had actually just given a preference of “filling
the form”.
There is no complaint register has maintained by the BISP staff for the recording of different
beneficiary services related complaints. The staff was r collecting photocopies of CNICs from
the complainants/beneficiaries and places them in a polythene envelope without proper
segregation and distinction of complaints category, date and month etc. It is difficult to back
the complaint record.

6. Recommendations


Proper and in timely communication between complainants/beneficiaries and the BISP is
highly recommended.
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BISP’s current campaign against the fraudulent activities needs to be geared up with more
structured approach to knock down the fraudsters and to save innocents becoming their prey.
BISP staff training on CMS should be arranged in order to improve the staff understanding of
lodging and processing cases through CMS.
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G-Q3-Southern Punjab-20
Missing CNIC
Zarina Bibi
Pervaiz Akhtar Khan
Mohalla Noor Pura, City & District Mianwali
38302-8911639-8
0189802
12th November 2012

1. Receiver Woman/ Complainant Profile and Background
Zarina Bibi w/o Pervaiz Akhtar Khan is 28 years old primary literate woman. She has one a year
old daughter. Her husband works as a labourer in a grain market and earns around Rs.8000 per
month. She is not directly involved in any income generation activity, and most of the time, she
stays at home and looks after her child with other domestic chores. She lives with her family in a
three Marla pacca rented house which comprises two rooms, a washroom and an open kitchen.
The locality where she lives is situated on Mianwali-Isa Khel road. Most of streets including the
one leads to her house are paved with open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Zarina Bibi was declared BISP beneficiary under phase-II of the program after the Poverty Score
Card (PSC) survey. Her PSC survey was conducted in June 2009 by a survey team at her parent’s
house. Survey team filled her application form and provided a survey receipt to her father for
future reference. She hasn’t had a valid CNIC at the time of PSC survey. She also didn’t receive a
BISP intimation letter regarding her eligibility or the discrepancy in CNIC. She does not know
much about BISP but considers that Pakistan People’s Party started the program for poor and
needy people. She wants to use her cash grant for purchasing of household items.

3. How did the Complaint Emerge?
In November 2011, her husband went to a Union Council (UC) office to enrol her child’s birth.
The UC secretary demanded her wife’s CNIC, and he told him that her wife doesn’t have a CNIC
yet. The UC secretary not only sensitized him about the importance of CNIC but also provided
him a reference slip to staff in NADRA office for free processing of her wife’s CNIC. In March
2012, Zarina Bibi went to NADRA office Mianwali along with her husband and infant in order to
apply for new CNIC. He gave the reference slip at NADRA office and applied her wife CNIC for
free of cost. She obtained her CNIC from NADRA after three months in June 2012. A week later,
she was also informed by a local notable that she needed to submit the photocopy of her CNIC in
BISP tehsil office for getting the cash grant.
On the next day, she went to BISP tehsil office on Chingchi Rickshaw and spent Rs.120 for a
round trip and covered around 20 km At BISP Tehsil office she met the Assistant Director (AD)/
Supervisor and mentioned to him her purpose of visit. AD checked her online PSC survey status
and found her eligibility with the discrepancy in CNIC. AD asked her to submit the photocopy of
her CNIC and PSC survey slip. She was also given a complaint serial number and landline
number of BISP Tehsil office on a slip of paper for future reference.
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4. Processing of the Case
4A. Provider Version
The BISP Case Management System (CMS) deployed and implemented at BISP Tehsil office
by the mid of March 2012. The complaint of Zarina Bibi was received by the AD/Supervisor
on June 26, 2012, which was registered in the Tehsil complaint register bearing reference
number (0189802). The complaint was successfully entered into CMS and forwarded to
Supervisor for further processing. An Update_ID 10209929 was generated by the BISP CMS
for future reference. There has been no complaint/update acknowledgement provided to
Zarina Bibi for future reference.
The Supervisor verified the contents of the complaint and marked it as ‘accepted’ and
forwarded it to Divisional Director/Approver for final decision. The Approver also performed
the necessary verifications checks and marked the complaint ‘accepted’ as shown on the BISP
online tracking updates of the beneficiary.
4B. Client Version
The beneficiary visited the BISP Tehsil office three times, first to lodge the complaint and
other two visits she did for follow-up of her complaint. She also did follow up of her
complaint through mobile phone and in August 2012 on a phone call, she came to know from
the AD about the resolution of her complaint. She was satisfied over the resolution of her
complaint and the courtesy and conduct of the BISP staff, which they had shown during
registration and processing of the complaint.

5. What have we learnt?


In this particular case, the beneficiary was declared eligible with the discrepancy in PSC
phase, but BISP HQ did not inform the beneficiary about her eligibility and discrepancy
through postal letter. She was informed by a notable about her eligibility and upon her visit to
BISP office she was advised to submit a copy of her CNIC for the removal of imposed
discrepancy. She was informed by the local notable about the provision of her CNIC at BISP
tehsil office for getting the cash grant. Although taking help from the notable by the BISP
tehsil office seems ‘OK’; however the beneficiary’s information may have been later used to
secure personal/ vested interest/ political gains etc.

6. Recommendations





There is a need to bring awareness in beneficiaries regarding BISP programs and their
criteria. For this local cable, national TV channels and radio and other source of
announcement can be utilized so that people do not suffer and wait for long.
BISP staff training on CMS should be arranged in order to improve staff understanding of
lodging and processing cases through CMS.
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, an effective “Training Needs Assessment” (TNA)
exercise may be applied focusing towards individual and occupational assessment.
Information updates/complaints form should be sent to beneficiaries or made available in
BISP Tehsil and divisional offices in order to facilitate the complainants/beneficiaries.

GHK Consulting Ltd.
J40252715

331

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

Grievance Case Study Number
Nature of Case
Beneficiary Name
Wife of:
Complainant, if not beneficiary herself
Address
CNIC Number
PSC form number
Draft Case Study Date

Section 3 – Grievance Case Studies
G-Q3-Southern Punjab-21

G-Q3-Southern Punjab-21
CNIC Update
Mumtaz Bibi
Mohammad Sharif
N/A
Near Mujaddadia Mosque, Street No.2Mohallah Sarhand
Colony, Tehsil & Distt. Toba Tek Singh
33303-1786005-0
20446533
4th October 2012

1. Receiver Woman/ Complainant Profile and Background
Mumtaz Bibi w/o Mohammad Sharif is 48 year’s old BISP beneficiary. She is a house wife and
has two daughters and three sons.Two of her elder teen age sons have started working to support
their family; one works as a salesman at a general store on a monthly salary of Rs.3000 and
another has joined an auto workshop and he is learning the work. Her other 17 years old son is
physically and mentally challenged. Her younger daughters are studying at SOS village. Her
husband is a labourer at a small looming factory and earns aroundRs.3000 per month. She also
works as a maid at two houses and earns a monthly income of Rs.2000
She lives in one of the rooms at the upper storey of a five Marla self-owned pacca house. The
house has six rooms onboth the floors (Two rooms on upper and four at ground floor) and is
shared by three siblings and their families. The house has one bathroom on the ground floor used
by all 15 family members, and cooking is done in the veranda (lounge area). The utility bills for
electricity, gas and water are shared by all three families.
Sarhand Colony is an urbanized area, situated at a distance of about one and a half kilometre from
BISP Tehsil office. Streets are vast and paved and with proper sewerage system. Houses in the
street are pacca, old but in good condition.

2. Receiver Woman / Complainant Relationship with BISP
Mumtaz Bibi has been a BISP beneficiary during the Phase-I and so far she received total
Rs.31000 (2009-2011). Her household was also declared eligible with discrepancy under Phase-II
after the Poverty Scorecard (PSC) survey.Her PSC Survey was conductedin May 2011 by a BISP
survey team. She had her valid CNIC at the time of the survey, but the Partner organization (PO)
enumerators asked her, to provide household head’s CNIC only and not her CNIC. She got to
know about her eligibility in August 2011through the photocopier shop where she went to check
her PMT score. She learnt about the discontinuation of the parliamentarian phase when she visited
the BISP tehsil office to inquire about her money orders in August 2011.
Mumtaz thought the ‘BISP money’ is being issued for the poor women by the late Benazir’s
daughter in her mother’s name, but she spends the money on his disabled son’s treatment and
children education.

3. How did the Complaint Emerge?
When she saw other beneficiaries in locality are started receiving their cash grant through the
postman, she inquired them. They told her that they are receiving the money on the survey slips
given by the survey team a year ago. They also told her to get her survey slip checked at “Iqbal

GHK Consulting Ltd.
J40252715

332

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

Section 3 – Grievance Case Studies
G-Q3-Southern Punjab-21

Depot”, a photocopier shop and the owner of the shop will let you know, if your (PSC survey)
form has been accepted. She obtained her printed tracking information afterspending Rs20and
came to know about her eligibility. The shop owner advised her to visit BISP tehsiloffice for more
information. She visited the BISP Tehsil office the very next day along with her husband on
bicycle and gathered information about her eligibility status. She met Assistant Complaint (AC)/
Data Entry Operator (DEO) in the BISP tehsil office who checked her online status and asked her
to submit two photocopies of her own CNIC and two of her husband’s. She submitted the
required documents on the next day to AC for further processing. ACcollected the photocopies of
the CNICs along with her husband’s contact number on it for further communication and told
them to wait, and the office will contact them directly when the complaint gets resolve.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) is operational at BISP Tehsil Office Toba Tek Singh
since March 2012. After the Mumtaz Bibi’s complaint was submitted in the BISP Tehsil
office, the AC/DEO registered it in the tehsil office complaint register on September 28th,
2012 under diary number‘853’and also in the CMS (Update ID: 10589500). While entering
the complaint into CMS, the DEO verified the name of the beneficiary and current marital
status etc. After proper verification, DEO forwarded the complaint to Tehsil Assistant
Director (AD)/Supervisor for further processing.
The AD/ Supervisor verified the contents of the complaint and marked it as accepted. The
complaint was then forwarded by the Supervisor to Divisional Director/Approver for final
decision. The Approver also verified the complaint’s contents and did verification checks,and
marked it as accepted. The case has been resolved, and the complaint update status is showing
as ‘accepted’. However the beneficiary has not been informed about the complaint resolution
yet.
4B. Client Version
The beneficiary has visited the BISP Tehsil office twice regarding the complaint submission;
first to get information and second time to submit photocopies of CNICs. She was
accompanied by her husband on his bicycle. Mumtaz has expressed satisfaction at the staff
behaviour whohelped her to resolve her complaint as soon as possible. She is still waiting for
the call from the BISP officeregarding her complaint resolution and never called them back

5. What have we learnt?






The BISP Tehsil staff collects the CNIC related complaints’ on the tracking form or the on
the photocopy of BISP eligibility letters with attached copies of CNIC and survey slip and
keeps them in a common file. Aseparate file is maintained for the complaints which are
uploaded on CMS and the Complaint ID number and Register Diary number are written at the
complaints.
Complainants’ contact numbers are also noted down on the complaint, but no complaint
reference slip/token is issued to them.
Mumtaz Bibi doesn’t know that her CNIC information has been updated in the BISP record,
and she can now contact BISP tehsil office for collecting her Benazir Debit Card (BDC).
BISP HQ didn’t make any communication with the beneficiary regarding her eligibility and
discrepancy in CNIC.

GHK Consulting Ltd.
J40252715

333

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

Section 3 – Grievance Case Studies
G-Q3-Southern Punjab-21

6. Recommendations




BISP Staff refresher training on CMS is recommended in order to improve their
understanding of record keeping and case resolution.
Introduce proper mechanism for submitting complaints including issuance of
acknowledgement to the complainants.
Awareness about the BISP eligibility criteria and the other BISP procedures should be created
among the beneficiaries to save their exertion and false hopes. This will also minimise the
office workload.
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G-Q3-Southern Punjab-22
CNIC Update
Qaisra Bibi
Shahid Ahmed
Mohammad Nasir (Brother-in-law)
GhallaMandi, Toba Road, near Girls’ Secondary School,
Jhang
33202-8717814-8
19953472
3rd October 2012

1. Receiver Woman/Complainant Profile and Background
Qaisra Bibi d/o Shahid Ahmed is 21 years old unmarried physically challenged girl. She was born
with hearing and speaking impairment. In fact this condition runs in her family, and two other
siblings have same syndrome. She has been sent to the HaqBahoo School for Special Education in
Jhang for two years but was dismissed due to her lack of interest in studies. Qaisra Bibi and her
family are engaged with laundry business. Her father, mother and sisters do the cloth washing at
their house, and her mother does the collection and distribution of clothes door to door of the
clients. Their average monthly income is around Rs.5000.
She lives in one of the three rooms of a five Marla semi pacca old house. The inherited house is
owned by four brothers living together; two of them married and two are bachelors. Qaisra Bibi’s
family comprises of, her parents, two brothers and four sisters; all of them living in a 12x12 feet
room. House has a single bath room and an open kitchen.

2. Receiver Woman/Complainant Relationship with BISP
Qaisra Bibi’s household was declared ineligible after the Poverty Scorecard (PSC) survey due to
higher PMT score (20.59). However BISP automatically declared the household eligible due to
the new policy implementation for ineligible households having PMT score from 20.01 to 25.00
with two or more disable households.Her PSC survey was conducted in May 2011. Her mother
met the survey team in the neighbourhood house, where all folks of the locality were called
through loud speaker announcement. Her mother had her valid CNIC which she had presented to
the data collectors. She provided the relevant information to fill her PSC form and in return she
received her survey slip.
Regarding their understanding about BISP program, Qaisra Bibi’s elder sister said“BISP money is
actually the interest on the Benazir’s saving deposits in foreign banks which is being distributed
among poor on her will”.Qaisra Bibi appreciated the government for the noble cause of providing
a financial cushion to the poor of the country; however, she doesn’t know about the BISP
eligibility criteria.
Her mother has been selected as eligible BISP beneficiary after PSC survey and received two
BISP instalments from the area postman. Her elder sister has also been declared potential
beneficiary with the discrepancy in CNIC.

3. How did the Complaint Emerge?
Qaisra Bibi’s brother-in-law is an employee at the Punjab Technical College Jhang. His
understanding about the BISP program developed when he observed the Waseela-e-Rozgar
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trainings held at his college in June 2012. He tracked all his family’s information at the BISP
website and learnt about the discrepancies and how to remove them. Qaisra Bibi’s household was
declared as eligible with the discrepancy in CNICs. In the mean time her mother and other
beneficiaries in the locality started receiving their cash grants from the postman. After knowing
from her brother-in-law, Qaisra Bibi applied for her new CNIC on the payment of Rs.1000 as an
urgent fee at NADRA office and she received her CNIC on 28th July 2012.
After getting the CNIC, her brother-in-law went to submit it at BISP Tehsil Office Jhang in July
2012. He attached the photocopies of Qaisra Bibi’s CNIC and her mother and the survey slip with
the printed application format provided by the BISP staff and submitted at the office. The BISP
Assistant Complaint (AC)/Data Entry Operator (DEO) wrote PSC survey form number (2664576)
on the photocopy of the CNIC and kept the documents in a common file of CNIC cases. BISP
staff didn’t provide complaint acknowledgement to him and advised him to revisit the BISP office
after 20 days to get further updates on this case.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) was deployed and implemented at BISP Tehsil
Office Jhang since March 2012. After the complaint was submitted in the BISP Tehsil office,
the DEO registered it in the tehsil complaint register on August 7th, 2012 under diary number
‘292’. The complaint was also registered in the CMS on the same day and an Update_ID:
10363192 generated by the system for future reference. While launching 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 Assistant Director (AD)/ Supervisor for
further processing.
The Supervisor also verified the contents of the complaint and marked it as accepted. The
complaint was then forwarded by the Supervisor to 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 Qaisra Bibi’s status as eligible beneficiary has not been
updated in the online household roster information due to BISP policy of ‘ever married’
woman.
4B. Client Version
The beneficiary never visited the BISP Tehsil office. Her brother-in-law visited BISP office
more than three times on his own motor bike after covering a distance of about four KMs. He
was told that the office will contact on his mobile, but they never did it once. However, Nasir
is satisfied to some extent with complaint resolution mechanism and with the courtesy of the
staff. He has also checked the complaint status on BISP website but seems confused about
Qaisra Bibi’s status after the complaint resolution.

5. What have we learnt?




The BISP Tehsil staff keeps CNIC related complaints’ record in a common file upon
registering in office. Three separate complaint register is maintained for the CNIC cases
“Uploaded onto CMS”, accepted and rejected complaints, which are being maintained on a
daily basis.
Her brother-in-law who submitted complaint on behalf of Qaisra Bibi seemed confused about
the status of Qaisra Bibi. Although the complaint has been resolved, and her CNIC
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information has also been updated; however her brother-in-law and Qaisra Bibi doesn’t know
that Qaisra Bibi won’t get BISP instalment due to current BISP policy of ‘Ever Married
Woman’ until she get married.
After marriage, Qaisra Bibi will need to obtain her Updated CNIC from NADRA with
‘Marital Status ‘Married’ (CNIC on her husband’s name). She will then need to update her
Marital Status in the BISP record. BISP will then run a check to verify that the household,
where she got married is eligible or not. If eligible she will get her cash grant approved and
will be included in the new household otherwise she won’t be receiving it.. However, she
doesn’t know this process and waiting for the approval of her cash grant like her mother.

6. Recommendations




Staff refresher trainingis recommended to improve their CMS related record keeping and case
resolution.
Introduce proper mechanism for submitting complaints including issuance of
acknowledgement to the complainants.
Awareness about the BISP eligibility criteria and the other BISP procedures should be created
among the beneficiaries to save their exertion and false hopes. This will also minimise the
office workload.
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G-Q3-Southern Punjab-23
Duplicate CNIC
Razia Bibi
Ghulam Abbas
N/A
Ghulam Mohammadabad near Ghazali College,
ChakGhumnana Post Office Bagh, Tehsil &DistrictJhang
33202-6449979-6
19999328
3rd October 2012

1. Receiver Woman/ Complainant Profile and Background
Razia Bibi is 45 years old, illiterate housewife and has 9 children; five daughters and four sons.
One daughter and one son are married. The married son is a rickshaw driver and lives in the same
house with his wife and two children. Another 18 years old son is an Intermediate student and two
of her daughters have quit studies after completing their 8th class. Younger children are primary
students. Her husband sells tobacco in nearby villages.
The three Marla house, where she lives is shared with her widowed sister in law, who has no
children and adopted Razia Bibi’s eldest son. The house has two pacca rooms, a small drawing
room (beithak) a kitchen and a washroom. Electricity and water is supplied in the house and wood
is used for cooking purpose. The household owns a TV set and a washing machine.
Ghulam Mohammadabad is situated in the Satellite Town; an urban area located near the main
road and on the distance of one kilometre from the BISP tehsil office Jhang. The Mohalla is
situated adjacent to the main road, and a solid small road links are connected with the road. The
streets are unpaved without any sewerage system, and the houses are mostly pacca. The
population in the Mohalla is mostly belongs to lower middle working class with similar socio
economic statuses.

2. Receiver Woman / Complainant Relationship with BISP
Razia Bibi’s house has been surveyed twice, and there are two survey slips for the household,
both at her husband’s CNIC. The BISP survey team visited her Mohalla last year. An
announcement was made on the loud speaker for the survey, and men and women were called to
gather with their CNICs at a big house in hear neighbourhood. Razia and her husband both went
to the survey team together but met the survey team separately and received their own survey
slips. Razia did not take her own CNIC and presented her husband’s CNIC as house hold head.
Her house hold was declared eligible with discrepancy on one of the survey slips (form number:
19999328) and ineligible at the other (form number: 19968184). However, she has not received
any eligibility letter from BISP. She had visited the BISP office many times to know about her
cash grant but, she was always told that the money will be sent to her home through the postman
and leave the office now.
She was informed about the BDC through a phone call from a local notable in August who told
her husband to visit the BISP office with her CNIC. Razia visited the BDC centre many times but
could not get her BDC due to large crowd of beneficiaries at the centre. Finally, on 5th September
2012, she got access to the BISP counter, where she had paid Rs.150 as a bribe for letting her to
the NADRA counter. Her biometric failed at NADRA counter, and she was referred with the
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token to NADRA office for the new CNIC. She visited the NADRA to receive her CNIC on 19th
October 2012.
Razia thought the BISP cash would be granted to them for their daughter’s marriage as her
husband has applied for such fund requests at many offices. She said that they could not arrange
any dowry for their elder daughter’s marriage, which was conducted two years before and they
feel very sorry for her daughter. She has two more daughters, who would be married in near
future and she needs some funds for her marriages and dowry purpose..

3. How did the Complaint Emerge?
Razia had no idea about the purpose of the survey until May 2012, when the other beneficiaries
started receiving their cash grants from the postman. She inquired the postman about her own
cash grant as she was also surveyed, and the postman referred her to BISP office for her survey
status. She visited the BISP tehsil office in May 2012 and took both the survey slips with her. She
has also taken her own and her husband’s CNICs with her.
The Assistant Complaint officer checked her household information and found that one of her
survey slip declared her house as eligible with discrepancy and other form as ineligible. He told
her, first she needs to submit the application to cancel the ineligible survey form and then she will
be able to receive her BISP cash grant.

4. Processing of the Case
4A. Provider Version
The Assistant Complaint (AC)/Data Entry Operator (DEO) BISP Tehsil office Jhang received
her hand written complaint for duplicate CNIC. He wrote the application for the complainant,
stamped it with her thumb impression and attached it with her CNIC copy, the print of her
tracking information form and both the survey slips and submitted the application. He told the
complainant to wait for around a month, and someone from the office will contact her, when
her application would be accepted. She was given no reference number for further follow ups.
The complaint was kept along with other complaints in a file. A complaint register and an
excel sheet was also updated for the complaint.
The particular complaint of duplicate CNIC was uploaded onto BISP Case Management
System (CMS) on 18th May 2012. In the step by step process of complaint resolution, the AC
verified the complainant information and submitted the request for cancelling the ineligible
form. An Update_ID (10109924) was generated by the CMS for future reference. DEO then
forwarded the case to Assistant Director (AD)/ Supervisor for further action. The AD verified
the contents of the complaint and marked it as ‘accepted’. He had sent the case to Divisional
Director for final decision. Approver also verified the contents of the case and marked it as
‘accepted’ which means the discrepancy in her CNIC has been removed.
The complaint has been accepted, and Razia Bibi’s status has been changed to an eligible
beneficiary. However, the AC cannot track down the exact time duration on different stages
of verification and approval process.

GHK Consulting Ltd.
J40252715

339

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

Section 3 – Grievance Case Studies
G-Q3-Southern Punjab-23

4B. Client Version
Razia visited the BISP Tehsil office for knowing about her eligibility on the postman’s advice
in May 2012. She went there with a neighbour beneficiary on Chingchi rickshaw for which
she spent the fare of Rs. 20.
At BISP office, she submitted her survey slips and the CNIC to the AC and asked about her
eligibility. AC checked her record on the computer and told her that one of her survey slips is
successful, and the money will be issued on it very soon. The officer then asked her to get a
certain form from assigned shop in market (printout of tracking information) and photocopies
of her own and her husband’s CNICs, which she got on the cost of Rs.40 and submitted back
to the office. The officer wrote an application, affixed her thumb impression on it, attached it
with the (tracking) form, CNIC copies and the survey slips and told her that her application
has been submitted. He also took her contact number and told her to go back and wait for the
application to be accepted.
Razia has never received any call from BISP office, and whenever she visited the office for
knowing the result of the application, the staff told her that the application is in the process.
She had made more than seven visits during two months, but the application was not being
accepted. The staff behaviour was not very good on her last visits before Ramzan, and they
never even checked the status on computer and denied her blindly. She still does not know
about the result of her application, but she is relieved after the call for the BDC collection.
And despite all the exertion and fatigues, she is very hopeful that her money will be issued
once she gets her Benazir Card.

5. What have we learnt?








The particular complaint of Duplicate CNIC has been lodged at BISP Tehsil office Jhang and
has been uploaded at Complaint Management System (CMS) on 18th May 2012. The request
has been accepted and beneficiary status has been changed to eligible beneficiary, but the
beneficiary was never informed about it.
The beneficiary has very little understanding about the BISP cash grant program and thinks it
as a fund for her daughters’ marriage. She was also told to submit her daughters’ CNICs at
office inorder to make them eligible for the cash grant. She said that her daughters are
younger than 18 years, and their CNICs are not made yet. This is a common
misunderstanding among the discrepant households where the discrepancy is due to missing
CNICs of other potential beneficiaries.
BISP staff understanding for the eligibility criteria is not very clear at certain offices. They
are communicating the active beneficiaries to submit their unmarried daughters’ CNICs for
cash grants. The condition of “ever married” is being ignored, and this is developing false
hopes among beneficiaries.
Partner organisation’s (PO) enumerators visited her house twice despite that the household
has already been surveyed.

6. Recommendations



BISP letter should be sent to beneficiaries regarding their eligibility or discrepancy along with
the information update form.
Well trained staff of the PO should be deputed for the survey process and data entry so the
chances of mistakes can be minimized.
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A very common practice being observed at the BDC centres, that is the exploitation of
beneficiaries for obtaining their BDCs at the hands of either commercial agents or the BDC
staff itself. This needs a serious attention of the higher management.
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G-Q3-Southern Punjab-24
Missing CNIC
Shakeela Bibi
Faiz-ur-Rehman
Islampura Colony, Chak No. 62, post Office Hasilpur,
Tehsil Hasilpur , District Bahawalpur
31203-0152612-2
16092862
23rd October 2012

1. Receiver Woman/ Complainant Profile and Background
Shakeela Bibi w/o Faiz-ur-Rehman is 52 years old illiterate woman living in Tehsil Hasilpur,
District Bahawalpur. She has nine children including five daughters and four sons. Her three
daughters and one son are married. Two of her daughters (29 and 22 years) and a son (24 years)
are mentally challenged. Her youngest nine years old son is studying in class three at a private
school.
Her husband and elder unmarried son run a tractor auto spare parts shop in the city, and the
married son is employed in a textile mill in Faisalabad. Their combined income is around 23,000
per month. Married son’s family comprises of four members, who also live in the same house. In
addition a married daughter has left her husband home and come to live with them along with her
four small children; her divorce trial is being carried out in the court.
There are 17 family members living in the house. The house is an eleven Marla katcha comprising
of three rooms, a temporary bathroom and an open kitchen. House is supplied with electricity
connection and water is collected for daily usage from the public water pump in the street.
Household owns a TV set and a motorcycle.
The locality Islampura Colony is located at a distance of about 5 kilometres from the BISP Tehsil
office. It is an urbanised area comprising mostly the low income households who belong to same
socio economic status, associated with labourer and agriculture work. Streets are unpaved with
open drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Shakeela Bibi’s house hold survey was conducted in April 2011 when the survey team visited her
house and filled her PSC form. Her CNIC was not made at the time of the survey. She learnt
about the BISP and the complaint centre through her married daughter probably in August 2011,
who brought a BISP pamphlet and told her to get her survey slip checked from the BISP office.
Shakeela searched for the BISP office address from the neighbourhood and visited the office for
the first time in September 2011. She took survey slip and her husband’s CNIC and reached the
office by walk. She took the route to office and reached with the guidance of passerby’s, which
took around 2 hours to reach there. She was obliged to the tehsil office staff that told her about her
eligibility and guided her toward the NADRA office for making CNIC. She visited the NADRA
office on the same day and applied for her CNIC. She received her CNIC in November 2011 and
submitted it at the BISP Tehsil office Hasilpur in order to update it in her record.
Shakeela has collected her BDC in September 2012 and received her first BDC instalment of
Rs.3000 in the same month. She told the TPE team that she did not tell about the BISP money to
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her husband as he might ask her to spend it on daily groceries. She wants to save this money for
her youngest son’s education. She thinks BISP is a People’s Party initiative for the poverty
alleviation in the country and also fears that this scheme will close with the change of the
governing political party after the election.

3. How did the Complaint Emerge?
While describing her complaint, she told she was not holding valid CNIC at the time of survey.
Therefore, survey team recorded only her husband’s CNIC number on the survey form. When her
married daughter saw other women in her neighbourhood started receiving their money orders
and also the BDCs, she inquired them and learnt to visit the BISP Tehsil office. She sent her
mother to get information about her own survey result. On her first visit to the Tehsil office in
September 2011, The BISP Tehsil Assistant Complaint (AC)/ Data Entry Operator (DEO)
informed Shakeela Bibi regarding her eligibility and also the discrepancy in it. The staff guided
her to NADRA for new CNIC. She applied for CNIC in September 2011, and received it in the
month of December 2011. She went to submit the CNIC copy at BISP Tehsil Office on the very
next day of CNIC collection from NADRA.
AC asked her to submit a photocopy of her CNIC, PSC survey receipt and a printout of her PSC
household tracking information for office record. She obtained the required documents on the cost
of Rs.20 from the nearest photocopier and submitted to AC for the lodging her complaint into
CMS. The AC wrote the office contact number on a piece of paper for future communication and
told her to wait for three months.

4. Processing of the Case
4A. Provider Version
Shakeela Bibi’s CNIC update request was received in the BISP Tehsil Office in December
2011 and was kept pending with other complaints till the CMS started operational. BISP CMS
(Case Management System) deployed and implemented at BISP Tehsil Office Hasilpur on
19thMarch 2012, and the staff started using the CMS for uploading the “CNIC update”
complaints and the eligibility appeals.
Shakeela Bib’s CNIC update complaint was lodged in CMS on 29th May 2012. An Update_ID
(10137722) was generated by CMS for the future reference. The Assistant Complaint officer
also registered the complaint in Tehsil office complaint register for CMS complaints and
assigned Diary No989 to this case. AC also wrote the office contact number on a piece of
paper for follow up about her complaint and told to revisit the office after 03 months.
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. The Supervisor
verified the contents of the complaint and marked it as accepted, and forwarded the case to
BISP Divisional Director for final decision.
The BISP Divisional Director/Approver received the complaint, did verification checks and
approved the contents of the complaint, and marked it as accepted. The case has been
resolved and the request status on the online tracking information of Shakeela Bibi is
reflecting as ‘accepted’.
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4B. Client Version
Shakeela Bibi told the TPE team that she has been visiting the BISP Tehsil office to resolve
her from almost a year. She had made the CNIC after her first visit and submitted the copies
for an update in December 2011, but the complaint took more than nine months to get
resolved. She has made many visits to the office and the staff always told her that her money
has not been issued from the head office yet. She also told that in order to save the travel
expenses, she had been visiting BISP office by walk, covering the distance of around 5 km
from her house to office. In addition to that she said, she has three abnormal children at home
who need 24/7 care, and it was really hard for her to leave them alone. However she was
happy at the end result that she has finally received her BDC and also collected her instalment
of Rs.3000. She also don’t have any complaint against the BISP staff behaviour, rather she
was being obliged that they have guided her through the process of making CNIC and lodging
complaint.

5. What have we learnt?



The BISP Tehsil staff keep CNIC related complaints record in a common file and also
maintains a complaint register which is used to note down only the complainant name and
CNIC for physical tracking of a particular complaint record.
There is no particular formal written application necessary for the complaint submission, and
only the CNIC copy is required and if available the print out of beneficiary Home Tracking
form is accepted. Complainants are given the Complaint ID and/or the office complaint
number written on a piece of paper as complaint acknowledgement.

6. Recommendations



BISP should ensure the dispatching and delivery of the eligibility/discrepancy letter to the
beneficiary.
BISP should also bring awareness in beneficiaries with program and its criteria. For this, TV
dish cable, radio and sources of announcement in villages can be utilized so that people don’t
suffer and wait.
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G-Q3-Southern Punjab-25
Missing CNIC
Ishrat Bibi
Ghulam Nabi
Jattan Wala Chowk,Mohallah Ghulam Muhammadabad
Tehsil & District Faisalabad
33102-5664733-4
17996407
1st January 2013

1. Receiver Woman/Complainant Profile and Background
Ishrat Bibi w/o Ghulam Nabi is 45 year’s old woman living in Tehsil and District Faisalabad. She
has seven children and two of them are studying at school. Her husband is a patient of
hypertension and does not involve in any income generation activity. Ishrat Bibi is a house maid,
and she earns around Rs.1800 per month. Her two sons do a job of a driver, and they earn about
Rs.6000 per month.
She lives with her family in a three Marla pacca house. The house comprises two rooms and a
kitchen. The vicinity where she lives comprises low income households mostly associated with
labourer work and factory work. The streets of the locality are in good condition with good
drainage and sewerage system.

2. Receiver Woman / Complainant Relationship with BISP
Ishrat Bibi was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. The PSC survey of Ishrat Bibi’s household was conducted in
November 2010 and at that time she was not holding a valid CNIC; therefore the survey team
didn’t record her CNIC number in the PSC survey form. She doesn’t know about the BISP
eligibility criteria and wondered how she got selected for the BISP cash grant.
During an interview with TPE team, she quoted that, “if she gets the BISP cash grant, she will
spend her on household expenses”. She considers Pakistan People’s Party (PPP) the owner of the
program, who initiated this package to help poor and needy people of Pakistan. Furthermore, her
unmarried daughter is also selected as BISP potential beneficiary.

3. How did the Complaint Emerge?
Ishrat Bibi mentioned that she was not holding valid CNIC at the time of survey. She only applied
for new CNIC in November 2011, when she came to know from other neighbouring receiver
women that she won’t be getting BISP cash grant without valid CNIC.
When she received her new CNIC, she visited BISP Tehsil Office in December 2012 with her
cousin to know her survey status. The BISP Assistant Complaint (AC)/Data Entry Operator
(DEO) checked her status and confirmed her eligibility with the discrepancy in CNIC. The AC
asked her to submit a photocopy of her CNIC and application in order to resolve her problem. She
obtained the photocopies of the documents from the nearest photocopier on cost of Rs.15. After
getting the required documents from Ishrat Bibi, the AC/ DEO kept them in a common file of
BISP Case Management System (CMS) cases and asked her to revisit the office after 15 days in
order to know the result of her complaint. .
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4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Faisalabad
in June 2012. Ishrat Bibi’s CNIC update case was received in the BISP Tehsil Office on 17
December 2012, and the AC/DEO entered this case into CMS on the same date. An auto
Update_ID 10977900 was generated by CMS for future reference. The AC/DEO also kept
this case in Tehsil complaint file for CMS cases but did not assign any complaint reference
number to this case. Furthermore, Ishrat Bibi did not receive any complaint/ update
acknowledgement from the BISP staff.
AC/DEO entered the complaint in CMS and forwarded it to the BISP Assistant Director
(AD)/Supervisor for further processing. He verified the contents of the complaint and marked
it as accepted, the BISP AD forwarded the complaint to BISP Divisional Director for final
decision.
The BISP Divisional Director/Approver approved the contents of the complaint and marked it
as accepted. The case has been now resolved and the request status on the online tracking
information of Ishrat Bibi is reflecting as ‘accepted’.
4B. Client Version
Ishrat Bibi made two visits to BISP tehsil office: first to lodge the case and the second for a
follow up visit. Both times she accompanied with her cousin and travelled by a rickshaw and
spent Rs.200 each time for the distance of 06 km. However, she is satisfied with the
resolution of her complaint and hopeful for the receiving of her cash grant. She considers
Pakistan Post the best option for delivering cash grant at her door step.

5. What have we learnt?




The BISP Tehsil staff keeps CNIC related complaints record in a common file, which is used
to note down only the complainant name and CNIC for physical tracking of a particular
complaint record. The complainants who visit the office to remove CNIC discrepancies are
given time for 15 days.
Ishrat Bibi didn’t receive any discrepancy/eligibility letter from BISP, informing her
regarding the submission of missing CNIC information in the BISP office.

6. Recommendations



Introduce proper mechanism for submitting complaints including issuance of
acknowledgement to the complainants.
BISP should ensure proper communication with the potential beneficiaries informing them
regarding their eligibility and the discrepancy.
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G-Q3-Southern Punjab-26
CNIC Update
Rehana Bibi
Shehbaz Ali
Street 03, Mohalla Islamia Park, Tehsil & District
Faisalabad
33102-4003036-4
17748626
1st January 2013

1. Receiver Woman/Complainant Profile and Background
Rehana Bibi w/o Shehbaz Ali is a 37 year’s old woman living in Tehsil & District Faisalabad. She
has five children including two daughters and three sons. Her husband remains ill due to infection
in lungs and does not involve any income generation activity. Rehana Bibi sews gloves and she
earn about Rs.1500 per month. Her two sons work as a helper at a tea stall, and they earn about
Rs.2000 per month.
She lives with her family in a 1.5 Marla semi pacca house. The house comprises of two rooms and
an open kitchen. The vicinity where she lives comprises low income households mostly
associated with labourer work and small scale businesses. The streets of the locality are in good
condition with good drainage system.

2. Receiver Woman / Complainant Relationship with BISP
Rehana Bibi was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. The PSC survey of Rehana Bibi’s household was conducted in
October 2010. She had a valid CNIC at the time of survey but survey team didn’t record her
CNIC number properly in the PSC survey form. She doesn’t know about the BISP eligibility
criteria and how she got selected for the BISP cash grant.
During an interview with TPE team, she quoted that, “if she gets the BISP cash grant she will
support her sons in establishing their own business on small scale”. She considers Pakistan
People’s Party (PPP) is the owner of this program, who initiated this package to help poor and
needy people of Pakistan.

3. How did the Complaint Emerge?
Rehana Bibi mentioned that she was holding valid CNIC at the time of survey. She only
submitted her CNIC copy in November 2012, when she came to know from BISP Tehsil Staff
that she won’t get BISP cash grant without updating of her CNIC.
She visited BISP Tehsil Office for the first time in November 2012 along with her husband in
order to know about her survey status. The BISP Assistant Complaint (AC)/ Data Entry Operator
(DEO) checked her status and confirmed her eligibility with the discrepancy in CNIC. The AC
asked her to submit an application along with a photocopy of her CNIC in order to resolve her
problem. She obtained the photocopies of the documents from nearby photocopier after paying
Rs.15.The AC/DEO collected the required documents from Rehana Bibi and put them in a
common file of BISP Case Management System (CMS) cases, and asked her to revisit the office
after 15 days in order to know the result of her complaint.
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4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Faisalabad
in June 2012. Rehana Bibi’s CNIC update case was received in the BISP Tehsil Office in
November 2012, and the AC/ DEO entered this case into CMS on 17th December 2012,
means after a delay of 25 days. An auto “Update_ID (10982628)” was generated by CMS for
future reference. The AC/DEO also kept this case in Tehsil complaint file for CMS cases but
did not assign any complaint reference number to this case. Furthermore, Rehana Bibi did not
receive any complaint/update acknowledgement from the BISP staff.
AC/DEO entered the complaint into CMS, and sent the case to the BISP Assistant Director
(AD)/ Supervisor for further processing. Supervisor verified the contents of the complaint and
marked it as accepted, he then forwarded the complaint to BISP Divisional Director for final
decision.
The BISP Divisional Director/ Approver after receiving the complaint approved the contents
of the complaint and marked it as accepted. The case has been now resolved and the request
status on the online tracking information of Rehana Bibi is reflecting as ‘accepted’.
4B. Client Version
Rehana Bibi made three visits to BISP Tehsil office, twice to lodge the case and last one for
follow up on complain. She visited office every time with her husband on his bicycle and
covers the distance of 2 km. However, she is satisfied with the resolution of her complaint
and positive for the receiving of her cash grant. She considers Pakistan Post is the best option
for delivering cash grant at her door step.

5. What have we learnt?





The BISP Tehsil staff keeps CNIC related complaints record in a common file and 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 expected time of 15 days for resolution.
Rehana Bibi didn’t receive a discrepancy/eligibility letter from BISP; informing her regarding
the submission of missing CNIC information in the BISP office.
Her request for CNIC update was entered into the BISP CMS by the Tehsil staff after 25 days
of delay. The reason being told by the BISP staff concerned was that the case took this much
time due to busy schedule and a wide number of CNIC updating requests received from the
potential beneficiaries.

6. Recommendations



Introduce proper system for submitting complaints including issuance of acknowledgement to
the complainants.
BISP should ensure proper communication with the potential beneficiaries informing them
regarding their eligibility and the discrepancy.
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G-Q3-Southern Punjab-27
Missing CNIC
Sajida Bibi
Faqeer Muhammad
Ghuman Marri, Tehsil Shorkot, District Jhang
33203-9315524-2
20097511
1st January 2013

1. Receiver Woman/Complainant Profile and Background
Sajida Bibi w/o Faqeer Muhammad is a 37 year’s old woman living in Tehsil Shorkot, District
Jhang. She has five children; two of his son and daughter are studying at school. Her husband
runs his own “Tea Kiosk” and earns on average Rs.4000 per month. Sajida bibi is not doing any
job for additional income, she is a housewife and stays home to look after her children and to do
other domestic chores.
She lives with her family in a five Marla semi pacca house. The house comprises of two rooms
and an open kitchen. The vicinity where she lives comprises of low income households mostly
associated with labourer work and small scale businesses. The streets of the locality are in good
condition with open drainage system.

2. Receiver Woman /Complainant Relationship with BISP
Sajida Bibi was declared potential BISP beneficiary with the discrepancy in CNIC after the
Poverty Score Card (PSC) survey. The PSC survey of Sajida Bibi’s household was conducted in
June 2011 and at that time she didn’t possess a valid CNIC; therefore the survey team didn’t
record her CNIC number in the PSC survey form. She doesn’t know about the BISP eligibility
criteria and wondered how she got selected for the BISP cash grant.
During an interview with TPE team, she quoted that, “if she gets the BISP cash grant she will
support her husband in extending his business”. She considers Pakistan People’s Party (PPP) the
owner of the program initiated to help poor people of Pakistan. Sajida Bibi obtained her Benazir
Debit Card (BDC) from BDC centre Shorkot on December 21, 2012.

3. How did the Complaint Emerge?
Sajida Bibi mentioned that she was not holding valid CNIC at the time of survey. She only
applied for her new CNIC at NADRA office Shorkot in September 2012, when she came to know
from other neighbouring receiver women that she won’t get BISP cash grant without valid CNIC.
After getting her new CNIC, she visited BISP Tehsil Office for the first time in November 2012
with her husband to know about her survey status. The BISP Assistant Complaint (AC)/Data
Entry Operator (DEO) checked her status and confirmed her eligibility along with the discrepancy
in CNIC. The AC asked her to submit a photocopy of her CNIC and survey acknowledgement in
order to resolve her problem.
She obtained the photocopies of the documents from nearest photocopier on the cost of Rs.15.
DEO collected the required documents from from Sajida Bibi, and put them in a common file of
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BISP Case Management System (CMS) cases and asked her to revisit the office after 15 days in
order to know the result of her complaint.

4. Processing of the Case
4A. Provider Version
BISP CMS (Case Management System) became operational at BISP Tehsil Office Shorkot in
March 2012. Sajida Bibi’s CNIC update case was received in the BISP Tehsil Office on
November 14, 2012, and the AC/ DEO entered this case into CMS on the same day. An
Update_ID (10831626) was generated by CMS for future reference. The AC/DEO also kept
this case in Tehsil complaint file for CMS cases and assigned complaint reference no. update2034 to this case. However, Sajida Bibi did not receive any complaint/ update
acknowledgement from the BISP staff.
The AC/DEO entered the complaint in the CMS and forwarded the case to the BISP Assistant
Director (AD)/Supervisor for further processing. Supervisor verified the contents of the
complaint and marked it as accepted, he then forwarded the complaint to BISP Divisional
Director for final decision.
The BISP Divisional Director/Approver after receiving the complaint approved the contents
of the complaint and marked it as accepted. The case has been now resolved and the request
status on the online tracking information of Sajida Bibi is reflecting as ‘accepted’.
4B. Client Version
Sajida Bibi made two visits to BISP Tehsil office; first to lodge the case and second for a
follow up visit. Both times her husband accompanied her on a rented bike on the fare of
Rs.120 each time and covered the distance of 16 km. However, she is satisfied with the
resolution of her complaint and positive for the receiving of her cash grant. She considers
Pakistan Post the best option for delivering cash grant at her door step.

5. What have we learnt?




The BISP Tehsil staff keep CNIC related complaints record in a common file which is used to
note down only the complainant name and CNIC for physical tracking of a particular
complaint record. The complainants who visit the office to remove CNIC discrepancies are
given expected time of 15 days for result.
Sajida Bibi didn’t receive a discrepancy/eligibility letter from BISP informing her regarding
the submission of missing CNIC information in the BISP office.

6. Recommendations




Introduce proper mechanism for submitting complaints including issuance of
acknowledgement to the complainants.
BISP should ensure proper communication with the potential beneficiaries informing them
regarding their eligibility and the discrepancy.
BISP staff should provide realistic date of resolution of CNIC related complaints and other
updates.
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G-Q3-Balochistan-01
CNIC Number Missing
Asia
Wife of Ghulam
Ghulam (Husband)
Shazada Bazar Kalato Tehsil Jiwani
52103-5203533-2
(CMS ID 10193713
3132408
15th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Asia is 28 year old woman who has never been to school for education. She is
housewife and stays at home perform her household chores and to take care of her family. The
beneficiary has 06 children (04 boys and 02 girls). The beneficiary has a mud katcha house
without a boundary wall and that consist of 1 katcha room, 1Jhompri 1 bathroom and a kitchen
with very limited household and kitchen items.
Her husband works as a fisherman in Jiwani, and his monthly income is around Rs.7,000. Her
husband is responsible for running the household kitchen. In her vicinity, most of people are poor,
and they work on daily wages.
Her village is situated 137 km away from BISP Divisional Office Makran. There were no basic
living amenities available in her village except the electricity facility that is also provided by the
Iranian Government. Her village is just few kms away from the Iranian border and mostly Irani
products are used in her village. Most of her village people work as a fisherman and most of the
houses are similar with single rooms without boundary walls. Water scarcity is the main problem
in village; people use to buy drinking water at the cost of Rs.20 per bucket.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, and 2nd phase. The
beneficiary’s CNIC number was missing in the Poverty Score Card (PSC) survey. 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 Programm 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.
At the time of the PSC survey, when the team visited her house, her husband gave all the relevant
information to the survey team to fill Asia’s form, but her CNIC number was missing. She plans
to spend the cash grant on her clothes and food for her home.

3. How did the complaint emerge?
In Jiwani, when the postman started distributing money orders to the eligible beneficiaries of
BISP 2nd phase, Asia also thought that she will receive cash grants since this grant is for all poor
people but she did not. Her husband visited the post office to get payment on his wife’s name, but
he came to know that his wife is not a beneficiary.
In the month of December, a political and social activist named Shameer suggested her husband
to visit BISP and get information regarding his wife’s payment details.
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In the month of December 2011, her husband visited BISP Office Makran and checked his wife’s
status in the BISP website. He came to know that his wife is eligible, but her CNIC number was
missing at the time of the survey.
Her husband had her CNIC with him at the time so on the same day in December 2011, he
submitted Asia’s CNIC with a complaint application at BISP Divisional Office Makran.

4. Processing of the Complaint
4-A Provider version
Asia’s husband gave a written application to the Complaint Assistant at BISP office Makran,
Mr. Jorak Baloch on 5th December 2011. On that day, her application was not entered in the
CMS. Her application was sent to DG BISP Baluchistan in the last week of December 2011.
DG Balochistan sent it back to BISP Office Makran and told them that the CMS system will
be launched soon and then all cases will be solved in BISP Divisional Offices.
In March 2012, CMS was officially started in Makran Division and after 6 months of
submitting her application, Asia’s complaint of missing CNIC was entered in the CMS on 19th
June 2012 and on the same day sent to Divisional Director Makran for approval.
In the last week of June 2012, her case was accepted by Divisional Director Makran and she
became eligible beneficiary in the month of august 2012. Payment was generated on her name
from BISP Office Islamabad. Presently, the staff is maintaining the complaints record in files.
Her husband registered her complaint with Complaint Assistant in BISP Makran Office. The
prescribed BISP complaints process is based on electronic (CMS), and this complaint was
entered in CMS system.
4B Client Version
After acceptance of the application by BISP Divisional Director Makran in the last week of
June 2012, Asia became an eligible beneficiary in the month of August 2012, payment was
generated on her name and she got her payment via BDC No acknowledgement slip was
issued to the complainant at the time of submitting the complaint, which could be used as a
reference.
The complainant visited the BISP Office Makran twice, covering a distance of 137 km from
their home for the follow up of his wife’s complaint. Asia’s husband spent Rs.1100 on each
visit to BISP Office Makran.

5. What we Learned





This case was of missing CNIC number and her husband gave an application to BISP Office
Makran. Her application was accepted by BISP Divisional Director Makran and she became
an eligible beneficiary after a few months.
The prescribed BISP complaints process is based on electronic and Complaints Management
System (CMS) BISP Divisional Office Makran. Presently, the staff is maintaining the
complaints records in files. They also prepare a monthly summary of complaints for
submission to higher offices and the BISP Office is regularly updating CMS.
The beneficiary understanding was very low regarding the complaint redressal while her
husband had learnt some of the process to lodge a complaint from BISP office.
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It was good that old applications of beneficiaries were entertained as soon as CMS was
launched in BISP Office Makran, and therefore complainants did not require visiting the
BISP Office time and again solely for this purpose.

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.
There is a need to ensure delivery of the eligibility letter or discrepancy letter to the
beneficiary.
There is a need to create awareness amongst women regarding the cash grant program.
Staff from other BISP divisional offices may be sent to BISP Divisional Office Makran to
learn from the experiences and good working practices of BISP Divisional staff Makran.
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G-Q3-Balochistan-02
Duplicate Household
Fatima
Wife of Mohammad Hashim
Mohammad Hashim (Husband)
Mohallah Shadan Band Tehsil Gawadar
52101-0330581-0
CMS ID 10137259
4315248
16th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Fatima is a 38 year old woman who has never been to school for education. She
is a housewife and stays at home to perform her household chores and to take care of her family.
The beneficiary has 07 children (4 boys and 3 girls). Out of these, 2 of her sons are of schoolgoing age but do not go to 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 works on daily wages as a fisherman and his monthly income is around Rs.9000.
Her husband is responsible for running the household kitchen. In her vicinity, most of people are
poor, and they work on daily wages.
Her village is situated 83 km away from BISP Divisional Office Makran. Her village has no basic
living facilities like, electricity, Basic Health Unit and school.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, and the 2nd phase. The
beneficiary’s CNIC number was entered in the Poverty Score Card (PSC) survey, but on her
name, 2 forms were filled in the 2nd phase. 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.
At the time when the PSC survey was held, her husband gave all relevant information to the
survey team to fill her form. She plans to spend the cash grant on her clothes and to buy food for
her family.

3. How did the complaint emerge?
In Gawadar, the postman started distributing money orders to the eligible beneficiaries of BISP
2nd phase. Fatima also thought that she will receive the cash grants, but she did not receive any
payment. Her husband visited the post office to get payment on his wife’s name, but he came to
know that his wife is not a beneficiary.
In the month of April 2011, her husband visited BISP Office Makran and checked his wife’s
status in the BISP website from where he came to know that his wife is an eligible beneficiary,
but 2 forms were filled on her name during the PSC survey, and that he was required to give an
application to cancel 1 form.
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4. Processing of the Complaint
4.A Provider version
In April 2011, Fatima’s application to cancel 1 extra form on her name was sent to BISP HQ
for cancelation, but no response was given from HQ, BISP. In March 2012, the CMS system
was made operational in Makran Division, and on 29th of May 2012, Fatima’s husband gave
another application for redresaal of her grievance.
On the same day, that is, 29th May 2012, her application of cancellation was entered by the
BISP Complaint Assistant, Mr. Jorak Baloch and her case was sent to Divisional Director
Makran by CMS for approval. In the last week of June 2012, her application was accepted by
Divisional Director Makran and she became an eligible beneficiary, and in the month of
August 2012, she received her first payment.
Her husband registered her complaint with Complaint Assistant BISP Makran Office. The
prescribed BISP complaints process is based on electronic (CMS), and this complaint was
entered in CMS system.
Presently, the BISP Makran Office staff is maintaining the complaints records in files.
Divisional Director Makran also possess an additional charge of Director Headquarter
Balochistan.
4.B Client Version
Fatima’s husband collected the basic information from other beneficiaries and visited BISP
Divisional Office Makran. He submitted written application for the cancellation of her
additional survey form, but up till now (29th May 2012) no action was taken at any level
BISP.
On 29th May 2012, her husband once again visited BISP Divisional Office Makran as they
came to know from other beneficiaries that pending cases were now being resolved at BISP
Divisional Office level. After receiving Fatima’s application, it was entered in CMS by BISP
Complaint Assistant and forwarded to BISP Divisional Director for further processing.
In the first week of June 2012, she became an eligible beneficiary. Her payment was
generated in the month of August, 2012 from BISP Office Islamabad and she got her 1st
payment through BDC. An acknowledgement slip was not issued to the complainant at the
time of submission of complaint application.
The complainant visited the BISP Office Makran twice, which is 83 km away from their
home for the follow-up of complaint. Fatima’s husband spent Rs.1000 on each visit to BISP
Office Makran.

5. What have we learnt?



This case was to cancel Fatima’s duplication appeal, which was accepted by BISP Divisional
Director Makran after which she became an eligible beneficiary and started getting her
payments.
The prescribed BISP complaints process is based on electronic and Complaints Management
System (CMS) BISP Divisional Office Makran. Presently, the staff is maintaining the
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complaints records in files. They also prepare a monthly summary of complaints for
submission to higher offices and BISP Office Makran is regularly updating CMS.
The beneficiary understanding was very low regarding the complaint redressal, while her
husband had learnt some of the process to lodge a complaint from the BISP field supervisor.
The BISP Divisional Director has additional responsibilities as BISP Director to Headquarter
Balochistan. Due to political disturbances, mostly government offices are closed in Makran
Division, but still it was observed that BISP Makaran Divisional Office is facilitating
beneficiaries in a highly organized way.

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 on the complaint.
There is a need to ensure delivery of the eligibility letter or discrepancy letter to the
beneficiary.
There is a need to create awareness amongst women regarding the cash grant programme.
The staff performance must be monitored and divisions performing better may be
acknowledged and encouraged through rewards.
On-the-job trainings may be held for other divisional staff to visit BISP Makran Divisional
Office.
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G-Q3-Balochistan-03
CNIC Number Missing
Ganj Khatoon
Widow of Abdul Khalik
Son
Mohalla Sahado Band ward Tehsil Gawadar
52103-6593025-8
CMS ID 10213797
431582
16th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Ganj Khatoon is a 54 year old widow who has never been to school for
education. She stays at home to perform her household chores and to take care of her family. The
beneficiary has 2 children (1 boy and 1 girl). The beneficiary has a mud katcha house consisting
of 2 katcha rooms, 1 bathroom and a kitchen with very limited household and kitchen items.
Her son works on daily wages as a fisherman at the Gawadar Port and his monthly income is
around Rs.8000. Her son is responsible for running the household kitchen. In her vicinity, most of
people are poor, and they work on daily wages.
Her village is situated 87 km away from BISP Divisional Office Makran. Her village has only
electricity facility and deprived from other basic living facilities.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, and the 2nd phase. The
beneficiary’s CNIC number was missing in the Poverty Score Card (PSC) survey. 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. In April 2010, the BISP Survey team visited her house and took all her information after
which she was given an acknowledgement slip. However, her CNIC number was omitted.
She plans to spend the cash grant on her clothes and will buy food for her family.

3. How did the complaint emerge?
In Gawdar, the postman started distributing money orders to the eligible beneficiaries of BISP 2 nd
phase in 2011. Ganj Hatoon also thought that she will receive her cash grants thinking that the
grants are for all poor people, but she did not receive any payment. Her son visited the post office
to inquire about payment details of his mother, but he came to know that she is not a beneficiary.
In the month of March, Ganj Hatoon was informed by a political worker named Abdullah Baloch
that the CMS system has been launched in BISP office, and now she can apply for updating of her
missing record. In the last week of June 2012, her son visited the BISP Office Makran and
checked his mother’s status in the BISP website at the BISP Office. There, he came to know that
his mother is an eligible beneficiary, but her CNIC number was missing at the time the PSC
survey was held, and he was told to give an application to BISP Office Makran to enter the
complaint in the CMS system.
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On the same day, her son submitted his mother’s application to the Complaint Assistant at BISP
Office Makran.

4. Processing of the Complaint
4.A Provider version
Ganj Hatoon’s son gave an application to the Complaint Assistant, Mr. Jorak Baloch at BISP
Office Makran on 27th June 2012 for complaint of missing CNIC, which was entered in CMS
on the same date. On the same day, 27th June 2012, her application was sent to Divisional
Director Makran through CMS for approval.
In the first week of July 2012, her case was accepted by Divisional Director Makran and she
became an active beneficiary in the month of August 2012 and payment was generated on her
name from BISP Office Islamabad after which she received her 1st payment through BDC.
Presently the staff is maintaining the complaints records in files. The prescribed BISP
complaints process is based on electronic (CMS), and this complaint was entered in the CMS.
4.B Client Version
After receiving this appeal by BISP Divisional Director Makran, he approved it in the last
week of June 2012, and she became eligible beneficiary in the month of August 2012.
Payment on her name was generated, and she received her payment through BDC. An
acknowledgement slip was not issued to the complainant, which could be used as a reference.
The complainant visited the BISP Office Makran once, which is 87 km away from their home
for the follow-up of his mother’s complaint. Ganj Hatoon’s son spent Rs.800 on each visit to
BISP Office Makran, and consumed almost entire day (8 hours traveling on both sides).

5. What have we learnt?





This case was of missing CNIC number, and the beneficiary’s son gave an application to
BISP office Makran. Her application was accepted by BISP Divisional Director Makran after
which she became an active beneficiary.
The prescribed BISP complaints process is based on electronic and Complaints Management
System (CMS) BISP Divisional Office Makran. Presently, the staff is maintaining the
complaints records in files. They also prepare a monthly summary of complaints for
submission to higher offices and BISP Office Makran is regularly updating CMS.
The understanding of the beneficiary was very low regarding the complaint redressal, while
her son had learnt about some of the process to lodge a complaint from 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.
There is a need to ensure delivery of the eligibility letter or discrepancy letter to the
beneficiary.
There is a need to create awareness amongst women regarding the cash grant programme.
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G-Q3-Balochistan-04
Missing CNIC
Fatima Bibi
Farooz Khan
Spin Nahi Zara Killa Tehsil Makhtar District Loralai
5630369563994
3387583
19th October 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Fatima Bibi is a 46 year old woman, and she lives around 70 km away from
BISP Divisional Office Zhob located at Loralai. It takes her or her husband more than 4 hours to
reach BISP divisional office from her village Spin Nahi Zara Killa Tehsil Makhtar, District
Loralai.
Fatima Bibi has never been to school for education. She stays at her home to perform her
household chores and to take care of her family. The beneficiary is a mother of 8 children (5 boys
and 3 girls). She has a katcha house with 2 rooms and a kitchen. From BISP Divisional Office to
Tehsil Makhtar, the road is blacktopped, but from the main road her house is 5 km, which is
katcha. In her village, most of people are poor, and they work on daily wages in the fields of
landlords. Her village does not have proper water and sanitation systems.
The husband of Fatima Bibi works in the fields of a landlord for which he receives wheat in-kind
and Rs.3000 per month. Her husband is responsible for running the household kitchen.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary, Fatima Bibi was not a beneficiary under the parliamentarian phase, but in 2nd
phase of Poverty Score Card (PSC) Survey, she was declared an eligible beneficiary for the
monthly cash grant of Rs.1000. 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 this program was that the newly
elected government had started it for the poor people. In winter 2010, the BISP Survey team
visited her house and took all her information after which she was given an acknowledgement
slip. She will spend the cash grant on the food expense for her family.

3. How did the complaint emerge?
During the Parliamentarian Phase, elected parliamentarian/political workers of the area distributed
Benazir Income Support forms in the area and soon after this, the beneficiaries started receiving
cash grants. As Fatima Bibi’s family was not familiar with political workers or parliamentarians,
she was not included in the first phase of the BISP programme, but soon after when the 2 nd phase
started, the PSC survey team visited her village and filled her details. When cash distribution of
2nd phase started, the husband of beneficiary visited the post office Mahktar to get his wife’s cash
grant, but at the post office he was told that she is not a BISP beneficiary. Highly disappointed her
husband left, but in March 2012 Fatima Bibi was told by a beneficiary to visit the BISP Office
and get details as she was also not getting her cash grant before she went there to resolve her
issue.
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At the end of March 2012, her husband visited the BISP Divisional Office and got basic
information regarding his wife’s payments, and was told to submit a copy of his wife’s CNIC. In
the first week of May 2012, he once again visited BISP Divisional Office and submitted his
wife’s CNIC and on 4th May 2012 her case was entered in CMS and also accepted by BISP
Director on the same day.

4. Processing of the Complaint
4.A Provider Version
Fatima Bibi already got her CNIC form NADRA Office Quetta in the month of February
2011.
Her brother registered her complaint with the Complaint Assistant, BISP Quetta Division on
18th June 2012 but her application was not entered in CMS till 11th September 2012. During
the last week of September 2012, this application was accepted by BISP Divisional Director
Quetta. Despite her case being accepted by BISP Quetta, still her payment has not been
granted from Islamabad.
4.B Client Version
Her brother visited BISP Office Quetta and submitted the complaint to BISP Complaint
Assistant Quetta on 18th June 2012.
Till date her payment has not been generated from BISP Islamabad.
The complainant’s brother visited the Office Quetta 4 times for the follow-up of his sister’s
complaint in 2 months after which Fatima Bibi’s brother came to know that his sister has
become a beneficiary and she will get cash grant of Rs.1000. Her brother had to spend Rs.50
on each visit to the BISP Office Quetta.

5. What have we learnt?




This case was related to missing CNIC, and the complaint was submitted with the BISP
Complaint Assistant Quetta. Two months after receiving this complaint, it was entered in the
CMS.
Currently, the BISP staff is maintaining the complaints records manually in files. They also
prepare a monthly summary of complaints for submission to higher offices and are regularly
update their CMS.
The understanding of the beneficiary was very low regarding the complaint redressal, but she
learnt some of the process to lodge a complaint from a political leader.

6. Recommendations




The BISP staff needs to be more trained on the proper complaint registration process 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 programme in
general and the complaint mechanism in particular.
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G-Q3-Balochistan-05
CNIC Number Missing
Hanal
Wife of Meer Dad U Allah
Dad U Allah(Husband)
Mohallah Soland Tehsil Turbat
52204-0514747-2
(CMS ID 10327089)
1766638
14th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Hanal is a 47 year old woman who has never been to school for education. She
remains at her home to perform her household chores and take care of her family. The beneficiary
has 8 children (6 boys and 2 girls). The beneficiary has a mud katcha house consisting of 3 katcha
rooms, 1 bathroom and a kitchen with very limited household and kitchen items.
Her husband and son work on daily wages in the village and their combine monthly income is
around Rs.12000. Her husband is responsible for running the household kitchen. In her vicinity,
most of people are poor, and work on daily wages.
Her village is situated 10 km away from BISP Divisional Office Makran. Her village has basic
living facilities like electricity, Basic Health Unit and school.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, and 2 nd phase. The
beneficiary’s CNIC number was missing in the Poverty Score Card (PSC) survey. 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 2009, the BISP Survey team visited her house and took all her information after
which she was given an acknowledgement slip.
She will spend the cash grant on her clothes and will buy food for her family.

3. How did the complaint emerge?
In her village, the postman started distributing money orders to the eligible beneficiaries of BISP
2nd phase. She also thought that she will receive her cash grant because this grant is for the poor,
but she did not receive any payment. Her husband visited the post office to get payment on his
wife’s name, but he came to know that his wife is not a beneficiary.
In the month of June 2011, her husband visited BISP Office Makran and checked his wife’s status
in the BISP website. He came to know that his wife is not eligible because her CNIC number was
missing.
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4. Processing of the Complaint
4.A Providers version
Hanal’s husband gave an application for missing CNIC number to Complaint Assistant BISP
Makran, Mr. Jorak Baloch on 17th October 2011. On the same time, her application was sent
to DG Balochistan and Headquarter BISP Islamabad for updating her CNIC number, but till
June 2012 no action was taken against her application by Head Quarters. In the end of 2011,
DG Balochistan sent ‘her application’ back with a note that in future; all pending cases will
be addressed at divisional level.
On 29th June 2012, BISP Divisional Office team took out her pending case from the backlog
and updated her data and sent her case to Divisional Director Makran Division for approval.
In the first week of July 2012, her case was accepted by Divisional Director Makran and she
became an active beneficiary.
Currently staff is maintaining the complaint records in the files and also enters in excel sheets.
4.B Client Version
In October 2011, when the beneficiary came to know that she is an approved beneficiary by
BISP, her husband visited BISP Division Office more than 4 times till start of March 2012,
and got extremely disappointed as his wife’s issue was not being addressed. On each visit he
had to spend Rs.100.
In June 2012, her issue was resolved, and now she is an active beneficiary. However, still her
payments have not been generated, but she is happy and positive that she would get her cash
grants very soon, and can be able to fulfill her basic needs

5. What have we learnt?






This case was updating of CNIC, which took around a year for the complainant to become an
active beneficiary.
It was a good observation that the BISP team is focusing on applications and data on the old
files.
The prescribed BISP complaints process is based on electronic and Complaints Management
System (CMS) BISP Divisional Office Makran. Presently, the staff is maintaining the
complaints records in files. They also prepare a monthly summary of complaints for
submission to higher offices and BISP Office Makran is regularly updating CMS.
The understanding of the beneficiary was very low regarding the complaint redressal, while
her husband had learnt about some of the process to lodge a complaint from BISP field
supervisor.

6. Recommendations




After the PSC survey was held and the relevant households were declared eligible, there was
no formal or informal communication from BISP with the beneficiary.
There is a need to ensure delivery of the eligibility letter or discrepancy letter to the
beneficiary.
There is a need to create awareness amongst women regarding the cash grant program.
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Staff members, who works hard and achieve the targets in time frame, must be acknowledged
with some recognition.
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G-Q3-Balochistan-06
Duplicate Household
Jameela
Wife of Barkatullah
Barkatullah (Husband)
Mohallah Kohan Pasht Danok Tehsil Turbat
52203-6106825-0
21.1(CMS ID 10094265)
1738283
13th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Jameela is a 35 year old woman who has never been to school for education. She
remains at her home to perform her household chores and take care of her family. The beneficiary
has 4 children (3 boys and 1 girl) out of which 2 are of school-going age. The beneficiary has a
mud katcha small house consisting of 1 katcha room, 1 bathroom and a kitchen with very limited
household and kitchen items.
Her husband works on daily wages in the village, and earns on average Rs7000 monthly. He is
only responsible to feed their family members. In her vicinity, most of people are poor, and they
work on daily wages.
Her village is situated 8 km away from BISP Divisional Office Makran. Her village has basic
living facilities like electricity, Basic Health Unit and school.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, and 2 nd phase. The
beneficiary’s survey was done in two different locations, and in both locations her CNIC number
was missing. 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 2009, the BISP Survey team visited her house
and her father’s household, and in both locations her details were shared with BISP Poverty Score
Card (PSC) survey team and on both locations acknowledgement slips were issued. She plans to
spend the cash grant on her clothes and buy food and other basic needs for her family.

3. How did the complaint emerge?
In Keach, the postman started distributing money orders to the eligible beneficiaries of BISP 2 nd
phase. She also thought that she will also receive her cash grant because this grant is for the poor,
but she did not receive any payment. Her husband visited the post office to get payment on his
wife’s name, but he came to know that his wife is not a beneficiary.
In the month of September 2011, her husband visited the BISP Office Makran and checked his
wife’s status in the BISP website from which he came to know that his wife is eligible but 2 forms
were filled on his wife’s name. He was advised to give an application for cancellation of one
form.
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4. Processing of the Complaint
4.A Provider version
Jamila’s husband gave an application for cancellation of his wife’s extra PSC form filled at
her father’s house to Complaint Assistant BISP Makran Divisional Office in the month of
September 2011. In the same month, her application was sent to BISP headquarter Islamabad
and BISP DG Balochistan, but till the end of March 2012 no response was given by BISP
headquarter, but from DG Balochistan her case was sent back with a note that very soon all
pending cases will be resolved at divisional office level.
In the month of March 2012, Complaints Management System (CMS) was operational in
Divisional Office Makran and on 5th May 2012 the husband of beneficiary again visited BISP
Divisional Office for follow-up of his wife’s payment status.
On the same day, that is, 5th May 2012, her case was entered in CMS system by Complaint
Assistant Makran to cancel her additional PSC form # 1699399 and update her pending
information and on the same day her case was sent to Divisional Director for approval.
After a week, Divisional Director, BISP Makran Division approved her case and now she is
an active beneficiary.
4.B Client Version
Jamila’s payment was generated on 30th June 2012 from BISP Office Islamabad.
No acknowledgement slip was issued to the complainant, which could be used as a reference
in future.
The complainant visited the BISP Office Makran twice for follow-up of the complaint.
Jamila’s husband spent Rs.100 on each visit to BISP Office Makran.
The beneficiary is very happy to be an active beneficiary, and she has planned to complete the
needs (in terms of foods and clothes) of her family through cash grant.

5. What have we learnt?







This case was the cancellation of the beneficiary’s extra surveyed form and updation of
missing information. Her case was first sent to BISP headquarter and DG BISP Balochistan,
but no positive response was given. However, at BISP Division Office level on the day of her
husband’s second visit in May 2012, her case was resolved.
The prescribed BISP complaints process is based on electronic and Complaints Management
System (CMS) BISP Divisional Office Makran. Currently, BISP staff is maintaining the
complaints record in the files. They prepare a monthly summary of complaints for submission
to higher offices, and update CMS regularly.
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.
BISP Divisional Office Makran has appointed volunteers in different areas to facilitate and
support beneficiaries.
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6. Recommendations




After the PSC survey, relevant households were declared eligible, but there was no formal or
informal communication from BISP to the beneficiary’s payment and grievance cases.
There is a need to confirm the delivery of the eligibility letter or discrepancy letter to the
beneficiary.
There is a need to create awareness amongst women regarding the cash grant program.
Volunteers may be deployed in other divisional offices to support BISP staff.

GHK Consulting Ltd.
J40252715

368

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

Case Number:
Nature of Case:
Complainant/ Beneficiary:
Wife of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Draft Case Study

Section 3 - Grievance Case Studies
G-Q3-Balochistan-07

G-Q3-Balochistan-07
CNIC Update
Janto Bibi
Wife of Allah Din
Allah Din (Husband)
Village Paramzai Tehsil Musakhail sub
56401-8189721-2
CMS ID(10709936)
1871943
20th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Janto Bibiis a 24 year old woman, who didn’t do schooling from her childhood.
She was remained at home to perform her household chores and to take care of her family. The
beneficiary has one son. She lives in a small katcha house consisting of 1 room, a bathroom and a
kitchen with very limited household and kitchen items.
Her husband works on daily wages in Barkhan city and earns on average Rs7000 monthly. Her
husband is solely responsible to make both ends meet for her family. In her vicinity, most people
are poor, and work on daily wages.
Her village is situated 221 km away from BISP Divisional Office Zhob, Loralai. Her village has
all basic living facilities like, electricity, basic health care and potable water, etc.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the Parliamentarian phase, but in the second phase, she was
declared an eligible beneficiary for the monthly cash transfers. The beneficiary’s CNIC number
was missing from her PSC survey form because at the time of a survey she did not have valid
CNIC. She was not familiar with BISP or the location of its offices, but she came to know about
these after her husband made enquiries. All she knew about the Program was that the newly
elected government had started it for the poor. In March 2010, the BISP PSC Survey team visited
her house and took all her information and in return they have given an acknowledgement slip for
future reference.
She told survey team, if she receives cash grant then she will consume it on her child basic needs
and also fulfills the food needs.

3. How did the Complaint Emerge?
When Musakhail postman started distributing money orders to the eligible beneficiaries of BISP’s
2nd phase she assumed that she would also get money because this grant is for the poor and she
must be eligible to this condition. After a long wait for the payment, her father visited the Post
Office for self-collection. He was informed that her name is not yet appeared on the list of active
beneficiaries.
In the first week of September 2011, her husband went to Musakhail City and met with the BISP
Field Supervisor who checked Janto Bibi’s status online at an Internet cafe. He saw online that
she is eligible for cash grant, but due her missing CNIC number, she was tagged as ‘discrepant’.
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Her husband was advised to get a CNIC issued in her name and submit it to BISP so that the issue
could be resolved and her payments generated.

4. Processing of the Complaint
4.A Provider version
Janto Bibi’s husband gave in an application requesting the update of her information, along
with a copy of her new CNIC to the BISP Field Supervisor in the 1st week of September 2011.
At the time the CMS system was not operational; her complaint was sent to the DG BISP
Balochistan for further processing, but the DG Balochistan sent it back to the Divisional Zhob
with instruction to wait for the CMS. Her case was pending till September 2012.
On 15th October 2012 her husband visited the BISP Field Supervisor Musakhail a 2nd time and
gave in another complaint application. The complaint was entered in the CMS system on 18 th
October 2012 by the Field Supervisor. In the last week of October 2012 the Divisional
Director Zhob accepted her CNIC Update request and she became an active beneficiary, but
as of January 2013 her payments are not yet generated by BISP.
The prescribed BISP complaints process is based on electronic (CMS) system and this
complaint was processed as such.
4.B Client Version
After receiving this missing CNIC complaint, the BISP Supervisor sent it to the Divisional
Director on the same day for further processing.. The BISP Divisional Director accepted it
after two weeks, and made her an active beneficiary
The complainant visited the BISP Field Supervisor Musakhail twice for the follow up of his
complaint. He spent Rs.200 on each 27 km visit.

5. What have we learnt?




This case pertains to complainant CNIC update in the CMS. . Her complaint was accepted
and she became eligible, but no payments has been generated under her name as of January
2013.
The prescribed BISP complaints process is based on the electronic Complaints Management
System (CMS). The staff is also maintaining the complaints record in files. They then prepare
a monthly summary of complaints for submission to higher offices.
The understanding of the beneficiary was very low regarding the complaint redressal; her
husband had learnt about some of the process to lodge a complaint from the field supervisor.

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.
There is a need that BISP Divisional Director Zhob should make visits to beneficiaries
personally before accepting or rejecting their applications. The BISP staff also needs to be
trained about the proper complaint registration mechanism and BISP program.
There is a need to create awareness amongst women regarding the cash grant program.
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G-Q3-Balochistan-08
CNIC Update
Gull Juma Bibi
Widow of Hasan Khan
Namat ullah (Son)
Village Meer dazai Tehsil Musakhail sub
56401-6234875-8
CMS ID(10660673)
1864465
20th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Gull Juma Bibi is a 65 year old woman. She is illiterate and remained at home to
perform her household chores and to take care of her family. She has 07 children including 04
Boys and 03 Girls. The beneficiary has a mud (katcha) small house that consists of 2 katcha
rooms, a bathroom and a kitchen with very limited household and kitchen items.
Her sons are working on daily wages in Muskhail city and their combined monthly income is
around Rs.10000. They are given the responsibility to feed their family members. In the vicinity
where she lives, mostly people belong to low income group, and work on daily wages.
Her village is situated 197 km away from BISP Divisional Office Zhob, Loralai. Her village is
deprived of basic amenities like, electricity, a basic health unit and drinking water etc.

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 transfers but with the ‘CNIC
discrepancy’. The beneficiary’s CNIC number was missing from her PSC survey form because at
the time of a survey she did not have her valid CNIC with her. She was not familiar with BISP or
the location of its offices, but she came to know about these from her son. All she knew about the
Program 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 all her information and in return
she was provided an acknowledgement slip.
At the time of the survey, her son gave all her information to the survey team, in order to fill her
form. She said to survey team that she will spend the cash transfer money on food and other
necessities.

3. How did the complaint emerge?
When Phase 2 started in Musakhail, the postman of the area started distributing money orders to
the eligible beneficiaries. She also assumed that she would be receiving cash transfers because she
has similar condition to other eligible beneficiaries, but she didn’t hear from postman.. After a
long period of non-payment, her son visited the post office to collect her payments. He came to
know that her name is not on the beneficiary list.
In the last week of December 2011 her son visited Musakhail City and met with the Field
Supervisor for BISP who checked his mother’s status online. He came to know that Gul Juma is
eligible, but her CNIC number is required to avail the cash grant.
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4. Processing of the complaint
4.A Provider version
Gull Juma Bibi son submitted an application regarding the missing CNIC number in the last
week of December 2011 to the BISP Field supervisor Musakhail. At that time the CMS was
not operational; her complaint was sent to the DG BISP Balochistan for further processing,
but the DG Balochistan sent it back to the Divisional Zhob with instruction to wait for the
CMS implementation. Due to that her case was pending till October 2012.
On 10th of October 2012, her Son visited the BISP Field Supervisor Musakhail a 2nd time and
resubmitted a complaint application to the Field Supervisor and her complaint was entered in
the CMS system on the same day and the Divisional Director Zhob accepted her CNIC update
case after a week, and considered her an eligible beneficiary, but as of January 2013 her
payments are yet not generated by BISP Islamabad.
4.B Client version
After receiving the complaint, the BISP District Supervisor entered it in CMS. He then sent it
to the Divisional Director who accepted it after a week, and made her an active beneficiary.
The complainant’s son visited the BISP Field Supervisor twice for the follow up of the
complaint. Her son almost spent Rs.200 on each round trip of 31 km.
She was satisfied with the program although she has not yet received any money. She is
happy and positive that she will get the money soon. She had made plans, how to spend cash
grants..

5. What have we learnt?





This case pertains to complainant CNIC update in the CMS, and that was also updated but
beneficiary payments are still not generated.
The prescribed BISP complaints process is based on electronic and Complaints Management
System (CMS) BISP Divisional Office Zhob which is now operational. Presently, the staff is
also maintaining the complaints record in files and they 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 son had learnt some of the process to lodge a complaint from BISP Field
Supervisor.

6. Recommendations






After the PSC survey was held and the relevant households were declared eligible, but there
was no formal or informal communication from BISP to the beneficiary’s payment and
grievance cases.
In Barkhan there is no system to inform beneficiaries that what is required for eligibility.
There is a need that BISP Divisional director Zhob should visit beneficiary personally before
accepting or rejecting their applications. There is also a need, to ensure delivery of the
eligibility letter or discrepancy letter to the beneficiary.
The BISP staff needs to be more trained about the proper complaint registration mechanism
and BISP program.
There is a need to create awareness amongst women regarding the cash grant program.
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G-Q3-Balochistan-09
CNIC Update
Majana Bibi
Wife of Shamira
Kangrai Bazar Tehsil Kingrai
56401-1439050-0
CMS ID(10777456)
1872133
21st November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Majana Bibi is a 62 year old woman who has never been to school. She remains
at home to perform her household chores and take care of her family. The beneficiary has 05
children (04 Boys and 01 Girl). The beneficiary has a small mud (katcha) house that consist of 2
katcha rooms, 1 Jhompri a bathroom and a kitchen with very limited household and kitchen
items.
Her sons are working on daily wages basis in Muskhail city and their total monthly income is
around Rs.8000. They are responsible to feed their family. In her vicinity, most people are poor,
and work on daily wages. She has also two other beneficiaries in her home.
Her village is situated 140 km away from the BISP Divisional Office Zhob, Loralai. Her village is
blessed with essentials facilities such as electricity, a Basic Health Unit and potable water.

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 with a ‘CNIC discrepancy’. The
beneficiary’s CNIC number was missing from her PSC survey form because at the time of the
survey she did possess a CNIC but did not have it with her at the time of the survey. She was not
familiar with BISP or the location of its offices, but she came to know about it from her son who
made enquiries. All she knew about the Program was that the newly elected government had
started it for the poor and needy people of the country. In March 2010, the BISP Survey team
visited her house and took down all her information and given her an acknowledgement slip.
At the time when the PSC team surveyed her house she gave all required information to the
enumerators to fill out her form. She plans to spend the cash on her grandchildren and on food for
her house.

3. How did the Complaint Emerge?
When Musakhail postmen started distributing money orders to the eligible beneficiaries of BISP
2nd phase, she also keenly waited for hers. She assumed that she will also receive cash transfers
because she has similar condition as other eligible beneficiaries, but she didn’t hear from any one
about cash grant. Her son then visited the Post Office to collect the payments in her name, but he
was told that her name is not on the payment list.
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In the last week of August 2011, her husband and son visited Musakhail city and met with the
Field Supervisor BISP and checked her status online. The Field Supervisor told her son about the
discrepancy and advised them to apply for her CNIC and submit a copy of it to BISP.

4. Processing of the Complaint
4.A Provider version
Majana Bibi’s son submitted an application of missing CNIC number on last week of August
2011 to BISP Field supervisor Musakhail, and submitted a copy of CNIC with BISP
Supervisor Musakhail. In the last week of August 2011 the CMS system was not operational;
her complaint was sent to the DG BISP Baluchistan for further processing, but the DG
Balochistan sent it back to the Divisional Zhob with instruction to wait for the CMS
implementation. Her case was then pending till the end of October 2012.
On 22nd of October 2012, her son visited the BISP Field Supervisor Musakhail 2 nd time and
resubmitted a complaint application to the Field Supervisor, and her complaint was entered in
the CMS system on 2nd November 2012. In the 2nd week of November 2012, the Divisional
Director Zhob accepted her CNIC update case, and made her an eligible beneficiary, although
her payments are not generated by BISP Islamabad as of January of 2013.
The prescribed BISP complaints process is based on electronic (CMS) system and this
complaint was entered in CMS system, her son visited the BISP Field Supervisor Musakhail
three times in total.
4.B Client Version
BISP field supervisor received the complaint letter and entered it in CMS on 02 nd November
2012. He then sent the case to BISP Divisional Director on the same day via the CMS. The
BISP Divisional Director accepted it after one week and made her eligible beneficiary. She
hasn’t received her first payment as of January 2013.
The complainants visited the BISP Field Supervisor Musakhail twice for the follow up of the
complaint. They spent Rs.500 on each round trip; the office is 50 km away from her home.
She is satisfied with BISP, but her payments are yet to be generated. She is happy and
positive that she will get installments soon.

5. What have we learnt?





This case was pertaining to CNIC update and later her complaint was processed through the
CMS. Her complaint was accepted and she became eligible beneficiary, but up till now, no
payment has been delivered to her. The prescribed BISP complaints process is based on
electronic and Complaints Management System (CMS) BISP Divisional Office Zhob.
Currently, the staff is also maintaining the complaints record in files. They prepare a monthly
summary of complaints for submission to higher offices and updating it in CMS.
The understanding of the beneficiary was very low regarding the complaint redressal,
although her husband and son had learnt 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 deployed
volunteers in different locations, who help the beneficiaries in submitting their complaints at
the BISP Office.

GHK Consulting Ltd.
J40252715

374

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

Section 3 - Grievance Case Studies
G-Q3-Balochistan-09

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 the delivery of the eligibility letter or discrepancy letter to the
beneficiary.
The BISP staff also needs to be more trained about the proper complaint registration
mechanism and BISP program.
There is a need to create awareness amongst women regarding the cash grant program.
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G-Q3-Balochistan-10
CNIC Number Missing
Najma
Wife of Nasir Ali
Nasir Ali(Husband)
Mohallah boys primary School Danok Bazar Tehsil Turbat
52203-0955351-2
(CMS ID 10015072)
1738292
13th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Najma is a 29 year old woman, who has never been to school for even primary
education. She was remained at home to perform her household chores and to take care of her
family. The beneficiary has 05 children including 03 boys and 02 girls; 3 of them are studying at
school. The beneficiary has a small mud (katcha) house consisting of 2 katcha rooms 1 bathroom
and a kitchen with very limited utility items.
Her husband works on daily wages in the village, and earns around Rs.8000 monthly. He is
responsible to feed his family. In her locality, most people are poor, and work on the basis of
daily wages.
Her village is situated 06 km away from the BISP Divisional Office Makran. It has the basic
facilities like, electricity, a Basic Health Unit and schools etc.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase but elected as an eligible
beneficiary in 2nd phase. In the 2nd phase, the beneficiary’s CNIC numbers were missing from her
PSC survey form causing her to be tagged as having a ‘CNIC discrepancy’. She was not familiar
with BISP or the location of its offices, but she came to know about 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 the poor people of the country. In 2009, the BISP PSC Survey team
visited her house and took down all her necessary information to fill the form and she was given
an acknowledgement slip for future reference.
She had planned to spend the cash transfers in purchasing of her clothes and rest on food expense
for her home.

3. How did the Complaint Emerge?
When the Keach postmen started distributing money orders to the eligible beneficiaries of BISP’s
2nd phase, she also awaited for her payment. She assumed that she would also receive the cash
grant like others as she has same scenario of being eligible beneficiary. She didn’t hear from
postman so, her husband visited the post office to collect the payment on her wife’s behalf, but he
was told that his wife is not a successful beneficiary.
In the month of October 2011, her husband visited the BISP office Makran and asked staff to
check her status on the BISP website. He came to know that she is eligible, but due to missing of
her CNIC number, she was not approved as an active beneficiary.
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Due to some family business issues her husband could not get the chance to visit the BISP Office
up till February 2012 to register her complaint.

4. Processing of the Complaint
4.A Provider Version
Najma’s husband submitted an application requesting to update his wife’s CNIC number
along with her CNIC’s copy on 6th February 2012. Her case was received by the Complaints
Assistant, and he entered it in the complaint register manually.
The case was not processed further until the end o of March 2013; all cases were pending due
to implementation of CMS at the BISP Divisional Office Makran. On 29 th March 2012, her
case was registered in the CMS, and her CNIC number was updated, the case was then
forwarded to the Divisional Director Makran for approval.
In the first week of April 2012, her case was accepted by the Divisional Director Makran and
she became an active beneficiary. Subsequently, her first and second installments were
generated in June and September of 2012, but these are not yet delivered to the beneficiary.
4.B Client Version
BISP Complaint Assistant received her application and entered it in CMS on 29th march 2012.
In the first week of April 2012, her appeal was considered and approved by the BISP
Divisional Director Makran and made her an eligible beneficiary. Her first payment of
Rs.3000 was generated on 30th June 2012 by the BISP Head Office in Islamabad, but no
acknowledgement slip was issued to the complainant for reference purpose.
The complainant visited the BISP Office Makran twice for the follow-up of the complaint,
and spent Rs.100 on each round visit.
Najma Bibi was very happy to be an active beneficiary, and positive that she would be
receiving her cash soon.

5. What have we learnt?






This case pertains to missing CNIC number at the time of the survey. After receiving the
complaint, her case was resolved within a month.
The prescribed BISP complaints process is based on electronic Complaints Management
System (CMS) BISP Divisional Office Makran. Presently, the staff is also maintaining the
complaints record in files. They then prepare a monthly summary of complaints for
submission to higher offices and updating it in the CMS.
The understanding of the beneficiary was very low regarding the complaint redressal, but her
husband had learnt some of the process to lodge a complaint.
The Makran divisional office has deployed volunteers in different areas to support
beneficiaries

6. Recommendations


There must be some way to ensure timely delivery of cash grants after being generated
through system. After the PSC survey was held and the relevant households were declared
eligible, but there was no formal or informal communication made by BISP to the beneficiary
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for eligibility or any discrepancy. Even no communication made on submitted grievance
cases. There is a need to ensure delivery of the eligibility letter or discrepancy letter to the
beneficiary.
There is a need to create awareness amongst women regarding the cash grant program.
The identified volunteers should be motivated by any certificate award or some other award.
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G-Q3-Balochistan-11
CNIC Update
Nagma Bibi
Wife of Nora Jan
Nora Jan (Husband)
Village Shamlazai Tehsil Musakhail sub
56401-4987733-4
CMS ID(10708265)
1869586
21st November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Nagma Bibi is a 29 year old woman, who has not been to school for any sort of
education. She was remained at home to perform her household chores and to take care of her
family. The beneficiary has 03 children including 01 boy and 02 girls. The beneficiary has small
katcha house that consist of 2 katcha rooms, 1 bathroom and a kitchen with very limited utility
items. Her husband works on daily wages in Musakhail city and he earns around Rs.10000
monthly. He has the responsibility to feed his family members. In her vicinity, most of people are
poor and work on the basis of daily wages. In her house, her mother-in-law is also a beneficiary of
this program. Her family was relatively better than most other villager as her husband was earning
slightly higher daily wage than others.
Her village is situated on 221 km away from the BISP Divisional Office Zhob located in Loralai.
Her village is deprived of basic amenities like, electricity, a Basic Health Unit or potable water
etc.

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 transfers. The beneficiary’s CNIC
number was missing from her PSC survey form because at the time of the survey she did not have
her CNIC, although it had been issued to her by NADRA. She was not familiar with BISP or the
location of its offices, but she came to learn of these from her husband when he made enquiries in
the village. All she knew about the Program was that the newly elected government had started it
for the poor people of Pakistan. In March 2010, the BISP Survey team visited her house and took
down all her information and in return she was given an acknowledgement slip.
When the survey was conducted; her father gave all her information on her behalf to the survey
team enumerators to fill the form. She had planned to spend the cash on her children and to buy
some grocery items for her home.

3. How did the Complaint Emerge?
When Musakhail postmen started distributing money orders to the eligible beneficiaries of BISP
2nd phase, she also waited for her payment. She assumed that she would be also receiving cash
transfers because she has the same scenario like other beneficiaries and must be eligible by
default. After a long wait, she didn’t hear from postman so, her husband visited the post office to
get the payment generated under her name. He came to know that her name was not on the
payment list of eligible beneficiaries with the post office.
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In the last week of October 2011, he visited the BISP Supervisor Musakhail to get information; he
was told that her payments are not being generated because her CNIC information was missing.
He was advised to apply for a CNIC in her name and to submit a copy of it to a BISP Office.

4. Processing of the Complaint
4.A Provider Version
Nagma Bibi’s husband submitted an application against the ‘missing CNIC number’ in the
last week of October 2011 to the BISP Field Supervisor Musakhail. The CMS system had not
yet been made operational at the Zhob Divisional Office at that time, so the complaint was
sent to the office of the DG BISP Baluchistan, who sent it back with instructions to wait for
the CMS. The case remained pending for almost a year till September 2012.
On 17th of October 2012 her husband visited the BISP Field Supervisor Musakhail 2nd time
and resubmitted the application. The Field Supervisor entered her complaint in the CMS
system on 18th October 2012. In the last week of October 2012 Divisional Director Zhob
accepted her ‘CNIC Update’ case and assigned her as an eligible beneficiary, however, as of
23rd January 2013, her payments are not yet generated by BISP Islamabad.
The prescribed BISP complaints process is based on electronic (CMS) system and this
complaint was entered in the CMS system.
4.B Client Version
After receiving the complaint, the BISP Field Supervisor entered it in the CMS on 18 th
October 2012. He then sent it to the Divisional Director on the same day for approval. The
BISP Divisional Director accepted it after 2 weeks and she became an active beneficiary now.
The complainant visited the BISP Field Supervisor Musakhail twice for the follow up of the
complaint. He spent Rs.200 on each round trip of 21 km. She is satisfied with BISP, but her
payments have still not been generated however she is still happy and positive that she will
get the cash transfers very soon.

5. What have we learnt?




This case pertains to CNIC update and her case was processed after the CMS implementation.
Her complaint was accepted and she became eligible, but as of January 2013 no payments
have been generated under her name.
The understanding of the beneficiary was very low regarding the complaint redressal,
although her husband had learnt 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 at different locations, who will 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, but there
was no formal or informal communication made from BISP with regards to the beneficiary’s
payment and grievance cases. There is a need to ensure ‘confirmed delivery’ of the eligibility
letter or discrepancy letter to the beneficiary.
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There is need for the BISP Divisional Director Zhob to visit beneficiaries before accepting or
rejecting their applications.
There is a need to create awareness amongst women regarding the cash grant program.
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G-Q3-Balochistan-12
CNIC Update
Bakht Jamalah
Wife of Raheem Khan
Husband
Mohallah Shado Zai Dukki District Loralai
5630105783756
3510428
14th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bakht Jamalah wife of Raheem Khan is 46 years old and has never had any
formal schooling. She was remained at home to perform her household chores and to take care of
her family. The beneficiary has 7 children including 3 boys and 4 girls, but no one of them is
enrolled at any school for education due to scarce income.
The beneficiary has kacha small house that consist of 2 kacha rooms, 1 bathroom and a kitchen
with very limited utilities.
Her husband works on daily wages and he earns on average Rs6000 monthly. Her husband has
the responsibility to feed all family members. In her locality where she lives, most of them are
poor and work on daily wages and do private jobs. In her house there are also two other
beneficiaries of this program..
Her village Mohallah Shado Zai Dukki District Loralai is situated around 65 km away from BISP
Divisional Office Zhob Loralai. Her village has been provided with most 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 an eligible beneficiary in the BISP Parliamentarian Phase, but in the
second phase she was declared eligible for the monthly cash transfer. The beneficiary’s CNIC
number was missing on her PSC survey form because at the time of the survey, she did not hold
valid computerized NIC.
She was not familiar with BISP or the location of its offices, but she came to know about it from
her husband who made enquiries in the village. All she knew about the program was that the
newly elected government had started it for poor people of Pakistan. The BISP survey team
visited her house somewhere in 2010 and took all her information for her PSC form, and in return
she was provided with an acknowledgement slip. She said to survey team if she gets the money
then she will spend on her children clothes and food.

3. How did the Complaint Emerge?
When phase one was completed and phase two started, the postman started distributing money
orders to the eligible beneficiaries of the PSC phase. Bakht Jamalah thought that she would also
receive monthly instalment payments like other beneficiaries but she didn’t hear from postman
neither from BISP office.
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Her husband then 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 July 2012 her husband visited Loralai city and met
with the Field Supervisor of BISP Divisional Office Loralai, who advised him to check his wife’s
status at a net café. Upon checking the BISP website he came to know that Bakht Jamalah is
eligible but she needs to submit a copy of her CNIC to the BISP Office to have a ‘discrepancy’
resolved.
The Field Supervisor BISP supported them in resolving the issue; he advised Bakht Jamalah’s
husband to get his wife’s CNIC issued from NADRA.

4. Processing of the Complaint
4.A Provider’s Version
The beneficiary’s CNIC number was missing on her PSC survey form because at the time of
the BISP survey, she did not hold an updated CNIC.
Bakht Jamalah and her husband applied for a new CNIC from the District Loralai NADRA
office in the 2nd week of July 2012 and received it in the 1st week of August 2012. In
November 2012 they went to the Field Supervisor and submitted it with a written application
to update on 14th November 2012. Her application was received by Field Supervisor and
entered in the Case Management System (CMS) on the same day (14th November 2012). He
then sent Bakht Jamalah’s case to the Divisional Director for further action; The Divisional
Director accepted her case on the same day and made her active beneficiary. The case has
been resolved, but as of 23rd January 2013 no payment was generated by BISP under her
name.
4.B Client’s Version
After getting the CNIC from NADRA the complainant filed his complaint on 14th November
2012 with the BISP Field Supervisor Loralai District.
The BISP District Supervisor entered her case in Case Management System (CMS) on same
day, and sent Bakht Jamalah’s case to the Divisional Director for proceeding. The Divisional
Director accepted her case on the same day and resolved the discrepancy. She is now an
active beneficiary but she hasn’t received her first cash grant. She has been waiting from
almost 3 months but no payments have been generated up till now.
No acknowledgement slip was issued to the complainant for further reference. The
complainant visited the BISP field supervisor two times, at the cost of Rs600 on round trip
each time, for the follow up of his wife’s complaint.
Bakht Jamalah’s 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.

5. What we Learnt


The BISP Office sent the complainant to the NADRA Office to have Bakht Jamalah’s CNIC
updated. After 3 weeks, the beneficiary received her updated CNIC from NADRA. Her case
was resolved quickly and efficiently but she is yet to receive any monies from BISP.

6. Recommendations


BISP must establish protocols whereby beneficiaries are informed of the status of their
payments and more importantly, when their next payments are expected.
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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.
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G-Q3-Balochistan-13
Discrepancy with CNIC
Bibi Mehnaz
Wife of Mullah Bahadur
Husband
Killi Harooni Ahmed wall Noshki
54501-2065700-8
4192184
14th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bibi Mehnaz wife of Mullah Bahadur is 79 years old and has never had any
formal schooling. She was remained at her home to perform her household chores and to take care
of her children. The beneficiary has 8 children including 3 boys and 5 girls. Two of her daughters
are unmarried and living with her; rest 6 children are married and living with their own families in
the same compound.
The beneficiary has a kacha small house consisting of 2 kacha rooms, 1 bathroom and a kitchen
with very limited household and kitchen items.
Her husband works on daily wages, and earns around Rs.6000 monthly. Her husband has the
responsibility to feed their family members.. In her compound, over twenty families live together
as a joint family. Most of them are in very poor condition.
Compared to other villages of Balochistan her village Ahmad wall is larger than other villages,
but still most people are living in poverty and working as labourer.
Her village Killi Harooni Ahmad wall Noshki is situated around 25 km away from BISP District
Office Noshki and around 130 km away from BISP Divisional office located in Quetta. Her
village has been provided with essential facilities like drinking water, electricity, a Basic Health
Unit and schools for boys and girls etc.

2. Receiver Woman/Complainant Relationship with BISP
The complainant claimed that she was beneficiary under the BISP Parliamentarian Phase but the
data on the BISP website counters her information. After the Poverty Score Card survey, she was
declared an eligible beneficiary for the monthly cash grant. The beneficiary’s CNIC numbers
were missing on her PSC survey form because “at the time of the survey” she did not possess a
valid computerized NIC.
She was familiar with BISP as she claimed she was getting payments under parliamentarian
phase, but she did not know about the location of its offices. She came to learn about this program
from her husband who made enquiries in the village. All she knew about the program was that it
is a fund for poor people of the area. In 2012, 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 had planned to spend the cash grant on clothes for her daughters and herself and also on food
for her family.
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3. How did the Complaint Emerge?
When the phase one was completed and phases two starts the postman started distributing Money
Orders to the eligible beneficiaries of the PSC phase. Bibi Mehnaz assumed that she would also
receive instalments of the BISP monthly cash grant by default, but after long time waiting she did
not receive any payment. She didn’t hear from post office neither from BISP office.
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.
Her husband was over 80 years old and could not take the trouble of following up; her husband
did not enquire about her payments. However, after March 2012 when cases of Missing CNIC
and other grievances were being resolved they decided it would be worth their while to pursue
their case. In May 2012, her husband visited Noshki city and met with the Field Supervisor of
BISP District Noshki, who advised him to check his wife’s status at a internet cafe. Upon
checking the BISP website he came to know that Bibi Mehnaz is eligible but needs to submit a
copy of her CNIC to the BISP Office.
The Field Supervisor BISP supported them in resolving the issue; he advised Mehnaz’s husband
to get his wife’s CNIC issued from NADRA.

4. Processing of the Complaint
4.A Provider Version
The beneficiary’s CNIC numbers were missing in PSC survey form because at the time of
BISP survey, she did not have an updated CNIC.
As guided by the Field Supervisor Noshki they got her CNIC issued, and to be on the safe
side her husband also got his CNIC made. They both applied for new CNICs from the District
Noshki NADRA office in the 1st week of May 2012 and received CNIC’s in the last week of
May 2012.
On the same day of getting the new computerized ID cards, they went to the Field Supervisor
Noshki and submitted copies of their CNICs.
BISP Supervisor Noshki received her application with copies of CNIC and in the first week of
June 2012 sent her application and copies of CNIC to BISP Divisional Office Quetta for
further processing, as the BISP Nishki Supervisor Noshki doesn’t have a computer or office
premises to access the CMS.
He sent the copy of the CNIC along with an application requesting her information to be
updated, to the BISP Divisional Office Quetta.
After 4 months of her application, on 25th of September 2012 her case was entered in the
CMS and on the same date her case was forwarded to the BISP Divisional Director for further
processing. On the same date, the DD Quetta Division accepted her case and now she is an
active beneficiary. However, as of January 2013 her payments have not yet been generated.
4.B Client Version
After March 2012, when cases of Missing CNICs and other grievances started to be resolved

GHK Consulting Ltd.
J40252715

386

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

Section 3 - Grievance Case Studies
G-Q3-Balochistan-13

they decided to take action. In May 2012, her husband visited Noshki city and met with the
Field Supervisor of Noshki, who advised him to check his wife’s status at internet cafe (the
BISP Supervisor cell number was with most beneficiaries who can often contact him via
mobile, he is currently seated at the BDC centre Noshki). Upon checking the BISP website he
came to know that Bibi Mehnaz is eligible but needs to submit a copy of her CNIC to the
BISP Office.
In the first week of May 2012, husband of Mehanaz and Mehanaz both applied for new CNIC
and in the last week of May 2012 they received them and on the same day they submitted
both CNICs and an application requesting resolution of the discrepancy.
No acknowledgement slip was issued to the complainants to be used as a reference.
The complainant visited the BISP Field Supervisor two times, at a cost of Rs.100 one side and
300 each time, for the follow up of his wife’s complaint. However, no reply has been received
from Office by the beneficiary.
Her grievance has been resolved but still her payments are not generated, she was very happy
that she would be getting cash grant again. She said,, “ ya hazar rupi peer ha baluk ha wast
mazan ha teak ha “ for others, this may be a small amount of money, but for this old couple it
is a big support.

5. What have we learnt?




The BISP Office sent the complainant to the NADRA Office to have Mehnaz’s CNIC
updated. After 3 weeks, the beneficiary received her updated CNIC from NADRA. Her case
has been resolved, but she is keenly waiting for her payments.
Currently BISP staff is maintaining the complaints record in 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 some of the process to lodge a complaint from a BISP Field
Supervisor. At the BISP level, the District Office Noshki located at District Noshki has
appointed volunteers in different locations who help the beneficiaries in submitting their
complaints at the BISP Office.

6. Recommendations


BISP must establish protocols whereby beneficiaries are informed of the status of their
payments and more importantly, when their next payments are expected. After the PSC
survey was held and the relevant households were declared eligible, but there was no formal
or informal communication made from BISP to the beneficiaries.
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G-Q3-Balochistan-14
CNIC Update
Bibi Sharifan
Daughter of Mohammad Hanif
Killi Harooni Ahmed wall Noshki
5450120644310
4192184
18th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bibi Sharifan daughter of Mohammad Hanif is 19 years old and illiterate. She
was remained at her home to perform her household chores and to take care of her parents. The
beneficiary is not yet married.
The beneficiary has a small katcha house consisting of 2 katcha rooms, 1 bathroom and a kitchen
with very limited household and kitchen items. Her father is a daily wage worker and his monthly
income is around Rs.6000. Bibi Sharifan is not yet married and her father has the responsibility to
feed her and take care of her expenses. Most of her fellow villagers are poor and work on daily
wages or do private jobs.
Her village, Killi Harooni Ahmed wall Noshki is situated around 130 km away from the BISP
Divisional Office Quetta. Her village has been provided with most essentials amenities 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 monthly cash transfers. The beneficiary’s CNIC
information was not uploaded in BISP’s records due to which she was tagged as having a ‘CNIC
discrepancy’.
She was not familiar with BISP or the location of its offices, but she came to learn of these after
her father made enquiries in the village. All she knew about the program was that the newly
elected government had started it for the poor people of Pakistan. The BISP Survey team visited
her house in summer 2010 and took down all her information for her PSC form, after which she
was given an acknowledgement slip. She did not have a valid CNIC at that time and hence this
information was not uploaded to the BISP database.
She has planned to spend the cash transfers to buy clothes and food for her family.

3. How did the Complaint Emerge?
In the summer of 2011, when phase one was completed and phase two started, the postman started
distributing Money Orders to the eligible beneficiaries of the PSC phase 2. Bibi Sharifan was also
waiting for her instalments to be delivered to her. She didn’t hear from postman up till June
2012.Her father decided to visit the post office to collect his daughter’s payments but he was told
that his daughter is not a beneficiary according to post office records.
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In July 2012, her father met with the Noshki Field Supervisor at the BISP Divisional Office
Noshki, located in Noshki city, who checked his daughter’s status on the BISP website. Upon
checking the BISP website, he came to learn that Bibi Sharifan is eligible, but needs to submit an
updated copy of her CNIC to the BISP Office to have her payments generated.
The Field Supervisor BISP supported them in resolving the issue; he advised Bibi Sharifan’s
father to get his daughter’s CNIC issued from NADRA

4. 4. Processing of the Complaint
4.A Provider Version
Bibi Sharifan and her father applied for a new CNIC in her name from the District Noshki
NADRA office in the last week of July 2012 and received it in the 2 nd week of August 2012.
They then went to the Field Supervisor Noshki in the month of September 2012.Her father
registered her complaint with field supervisor Noshki. The prescribed BISP complaints
process is based on electronic (CMS) system and according to the Field Supervisor Noshki,
Bibi Sharifan’s complaint was entered in the CMS on 25th September 2012. As per BISP
website, Bibi Sharifan’s case was entered on 25th September 2012, but her case was accepted
in the month of December 2012 by the BISP Divisional Director and now she is an active
beneficiary, but she didn’t receive her first payment as of 23rd January 2013.
4.B Client Version
After getting the CNIC from NADRA, the complainant filed his complaint dated 25 th
September 2012, with the BISP Field Supervisor Noshki District.
The BISP District Supervisor entered the complaint to the BISP Divisional Office Noshki
located at Noshki city with all cases for the month of September 2012. The complaint was
entered in the Case Management System (CMS).
No acknowledgement slip was issued to the complainant to be used as a reference. The
complainant visited the BISP Field Supervisor one time, at a cost of Rs.200 for round trip in
order to know the status of his daughter’s complaint.
Her case has been resolved and now she is an active beneficiary, but still there is any payment
generated under her name.
Her village is around 130 km away from BISP Divisional Office Quetta located at Quetta
city and around 25 km away from Noskhi, her father cannot afford to pay the fare for the
round trip repeatedly.
Bibi Sharifan 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 with registering a complaint.

5. What have we learnt?


The BISP Office sent the complainant to the NADRA Office to have Bibi Sharifan’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), which is yet to be implemented at the BISP Divisional Office
Quetta, and District office Noshki.
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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 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 father had learnt some of the process to lodge a complaint from a BISP Field
Supervisor.
At the BISP level, the Divisional Office Quetta located at District Quetta and District office
Noshki has appointed volunteers in different locations who help the beneficiaries in
submitting their complaints at the BISP Office.

6. Recommendations







Payment schedules must be made known to beneficiaries so that they know when to expect
payments and are not disheartened. 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 and must apply any mechanism for the information of beneficiary regarding to
mode of payment. It may also be helpful if the beneficiaries are informed and educated about
the complaint registration mechanism.
There is a need to create awareness amongst women regarding the cash grant program since it
is especially designed to empower them.
BISP staff should be more trained to handle all cases in the field.
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G-Q3-Balochistan-15
CNIC Update
Bibi Hafiza
Daughter of Mohammad Shareef
Killi Harooni Ahmed wall Noshki
5450120414432
4192205
18th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bibi Hafiza daughter of Mohammad Shareef is 22 years old and illiterate girl.
She was remained at her home to perform her household chores, and to take care of her parents.
The beneficiary is not yet married.
The beneficiary has a small katcha house that consist of 3 katcha rooms, 1 bathroom and a kitchen
with very limited utility items. Her father works on a daily wage basis and earns on average
Rs5000 per month. Bibi Hafiza father has the responsibility to feed her and also to other family
members. Most of her fellow villagers are poor and work on daily wages or do private jobs.
Her village Killi Harooni Ahmed wall Noshki is situated around 130 km away from BISP
Divisional Office Quetta. Her village has been provided with essential facilities like drinking
water, electricity, a Basic Health Unit and schools for boys and girls. There is one other active
beneficiary in her home.

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 transfers. The beneficiary was tagged as
having a ‘CNIC discrepancy’ in the BISP records; her CNIC number was missing from her form.
She was not familiar with BISP or the location of its offices, but she came to learn about these
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 the poor people of Pakistan. The BISP PSC Survey
team visited her house in summer 2010 and took down all her information for her PSC form, and
she was provided with an acknowledgement slip.
She had planned to spend the cash instalments on food & clothes for her family.

3. How did the Complaint Emerge?
When the first phase was completed and phase two started, the postman started distributing
Money Orders to the eligible beneficiaries in summer 2011 of the PSC phase. Bibi Hafiza had
also patiently waited for her instalments from the Postman of Noshki District, when the postman
distributed the remaining instalments of June 2012, Bibi Hafiza assumed that she would also
receive cash grant instalment like other beneficiaries by default because she has same eligibility
criteria but she didn’t hear from postman neither from BISP office.
Her father visited the post office to get his daughter’s payments, but he was told that his daughter
is not a beneficiary according to post office records. In July 2012, her father met with the Noshki
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Field Supervisor at the BISP Divisional Office Noshki located in Noshki city. The Field
Supervisor checked Bibi Hafiza’s status on the BISP website, from where he came to know that
Bibi Hafiza is eligible member, but she needed to submit an updated copy of her CNIC to the
BISP Office, in order to get her cash instalments.
The Field Supervisor BISP supported them in resolving the CNIC issue; he advised Bibi Hafiza’s
father to get his daughter’s CNIC issued from NADRA.

4. Processing of the Complaint
4.A Provider Version
Bibi Hafiza and her father applied for a new CNIC for her from the District Noshki NADRA
office in the last week of July 2012 and received it in the 2 nd week of August 2012. They
carried the CNIC and visited the Field Supervisor Noshki in the month of September 2012.
Her father registered her complaint with the Field Supervisor Noshki, giving along with it a
copy of the CNIC. The prescribed BISP complaints process is based on electronic (CMS)
system and according to the Field Supervisor; Bibi Hafiza’s complaint was entered via CMS
on 24th September 2012, and forwarded to the Divisional Director BISP Quetta Division on
the same day. After a month the BSIP Divisional Director accepted her case, along with the
other similar complaints he had received during that time. Now, she is an active beneficiary,
but as of 23rd January 2013, she didn’t receive any instalment
4.B Client Version
After getting the CNIC from NADRA the complainant filed his complaint dated
24thSeptember 2012, with the BISP Field Supervisor for Noshki District.
The BISP District Supervisor entered the complaint to the BISP Divisional Office Noshki
located at Noshki city with all such cases for the month of September 2012. The complaint
was entered in the Case Management System (CMS) and processed as such.
No acknowledgement slip was issued to the complainant to be used as a reference. The
complainant visited the BISP Field Supervisor one time, at the cost of Rs.200 for round trip,
in order to follow up of his daughter’s complaint.
Her case was accepted by BSIP divisional director after a month and made her an active
beneficiary, but her payments have not been generated yet.
Her village is around 130 km away from BISP Divisional Office Quetta located at Quetta city
and around 25 km away from Noskhi, and her father cannot afford to pay the fare for the trip.
Bibi Hafiza 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.
She was very happy to get success in complaint and being active beneficiary. She hasn’t
received her first instalment but she is positive about it. She had thought when she receives
cash, she will utilise it food and clothes for her.

GHK Consulting Ltd.
J40252715

392

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

Section 3 - Grievance Case Studies
G-Q3-Balochistan-15

5. What have we learnt?




The BISP Office sent the complainant to the NADRA Office to have Bibi Hafiza’s CNIC
updated. After 3 weeks, the beneficiary received her updated CNIC from NADRA and
deposited the copy of it to BISP office. Her application was accepted a month later from her
submission and she became active beneficiary, but she hasn’t received her payments yet.
Presently staff is maintaining the complaints record in CMS system for resolving all CMS
cases. They also prepare a monthly summary of complaints in excel sheet and update the data
for submission to higher Offices. The understanding of the beneficiary was very low
regarding the complaint redressal, although her father had learnt some of the process to lodge
a complaint from a BISP Field Supervisor. At the BISP level, the Divisional Office Quetta
located at District Quetta and District office Noshki has appointed volunteers in different
locations who help the beneficiaries in submitting their complaints at the BISP Office.

6. Recommendations







Beneficiaries must be informed about the payment schedule; i.e. when they do expect their
next cash transfer instalments.
After the PSC survey was held and the relevant households were declared eligible, but 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 and must apply any mechanism for the information of beneficiary regarding to
mode of payment. It may also be helpful if the beneficiaries are informed and educated about
the complaint registration mechanism.
There is a need to create awareness amongst women regarding the cash transfer program
since it is especially designed to empower them.
BISP staff should be trained to handle all cases in the field
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G-Q3-Balochistan-16
Missing CNIC
Hazart Bibi
Daughter of Nik Mohammad
Mission Road Quetta Cantt.
55401-1326329-2
Nil
4236523
19th October 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Hazart Bibi is a 22 year old girl, who has never been to school for education. She
was remained at her home to perform her household chores and to take care of her family. The
beneficiary is not yet married. There are 6 family members living with her. The beneficiary lives
in small paka houses that consist of 2 Paka rooms, 1 Kacha room, 2 bathrooms and a kitchen.
Her father works as a watchman at a hospital, and his monthly income is around Rs.12000. He has
the responsibility to feed and complete needs of family members. In her vicinity, most people are
poor, and work on daily wages. Her Mohalla is situated 02 km away from the BISP Divisional
Office Quetta.

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 transfer of Rs.1000. She was not
familiar with BISP or the location of its offices, but she came to know about it from her brother
who made enquiries. All she knew about BISP program was that the newly elected government
had started it for the poor people of Pakistan. In the winter of 2010, the BISP PSC Survey team
visited her house and took down all her information after which she was given an
acknowledgement slip. She did not have a valid CNIC at that time and was thus tagged as “CNIC
discrepant” in BISP records. She said to survey team if she received this cash support then she
will spend it on food which is limited in her house.

3. How did the Complaint Emerged?
In the month of June 2012 she got a letter from the BISP Head Office in Islamabad stating that
Miss Hazart Bibi has been declared an eligible beneficiary. After getting the letter her brother
visited the BISP Office Quetta. There he came to know that her CNIC number was missing from
her survey form. He was told to submit his sisters CNIC copy and the letter to the BISP Office
Quetta.

4. Processing of the case
4.A Provider Version
Hazrat Bibi already got her CNIC from the NADRA office Quetta in the month of February
2011, after the survey.
Her brother registered her complaint with the complaint assistant Quetta Division on 18th June
2012 but her application was not entered in the CMS till September 2012, because the DG for
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Baluchistan had given orders to hold such cases until the CMS implementation and the cases
could be resolved at the Divisional level.
On 11th September 2012, her application was entered in the CMS system, and in the last week
of September 2012, her application was accepted by the BISP Divisional Director Quetta. Her
case is accepted by BISP Quetta but as of January 2013 no payment has been generated under
her name by the Head Office in Islamabad.
4.B Client Version
After receiving the letter, her brother visited BISP office Quetta and filed the complaint with
the BISP Complaints Assistant on 18th June 2012.
The Complaints Assistant did not register this complaint till 11th September 2012. The
application was entered in the CMS in the last week of September 2012, and the Divisional
Director of Quetta approved it, and made her an eligible beneficiary. She is now active
beneficiary but as of January 2013, she didn’t receive her first cash instalment.
The complainant brother visited the Quetta office 4 times for the follow-up of his sister’s
complaint in 2 months. After the case was resolved, he learnt that her case has been approved,
but still they need to wait for 5 more months to get cash instalment. Her brother had
spentRs.50 on each round trip to the BISP Office Quetta

5. What have we learnt?


This case was related to missing CNIC and the complaint was submitted to the BISP
Complaint assistant Quetta. The complaint was entered in CMS after the two months of its
submission. Later on it was entered and approved but payment has not been made to her up
till now.

6. Recommendations




There is a need to ensure that beneficiaries should be informed about their payment schedule,
especially those who had already waited for many months for the Cash Grant.
Every staff member performance should be evaluated and 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-Q3-Balochistan-17
CNIC Number Missing
Noor khatoon
Widow of Abdul Jabbar
Shay Bazar Tehsil Jiwani
52103-3156406-6
CMS ID 10022296
4109645
15th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Noor Khatoon widow of Abdul Jabbar is a 51 year old woman who has never
been to school. She was remained at home to perform her household chores and to take care of
her family. The beneficiary has 08 children including 05 boys and 03 girls. 2 girls are married and
live with their husbands separately. The beneficiary has a mud (katcha) house without a boundary
wall, consisting of 1 katcha room, 2 jhompris a bathroom and a kitchen with very limited
household and kitchen items.
Her sons work as fisherman in Jiwani and earn on daily wages. Their average combine monthly
income is Rs.12000. Her sons has the responsibility to feed and complete the needs of all family
members. In the vicinity, where she lives, most people are poor, and work on daily wages.
Her village is situated 117 km away from BISP Divisional Office Makran. Her village has no
essential facilities like electricity or potable water. They are drinking Johar (pond) water, which is
available on the distance of 1 km from her home. Her village was just few kilometers away from
the Iran border; most of the villagers use Irani products for daily consumption; petrol and diesel
prices are very low comparative to the local markets.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase. In the 2 nd (PSC) phase, she
was declared eligible for the monthly cash transfers, albeit with a ‘CNIC discrepancy’ which
arose because her CNIC number was missing from her PSC survey form.
She was not familiar with BISP or the location of its offices, but she came to learn about it from
her sons who made enquiries in the village. All she knew about the Program was that the newly
elected government had started it for the poor people of Pakistan. In April 2010, the BISP Survey
team visited her house and took down all her information and she was given an acknowledgement
slip for future reference. Her father gave information to the survey team on her behalf.
She said to the survey team, if she receives cash grant she will utilize on food and clothes for her
family.

3. How did the Complaint Emerge?
When the Jiwani Tehsil postmen started distributing money orders to the eligible beneficiaries of
BISP’s 2nd phase, she assumed that she would also be receiving cash transfer because the cash
support is for the poor and she should be eligible by default. No body knocked on her door for
payment delivery so she visited the post office Jiwani to get her payment, but she was told that
she is not a beneficiary according to Post Office records. She got disappointed with this
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information. In the month of July 2011 she visited her relatives’ home in Keach and came to
know that there is a BISP office in Keach. She visited the BISP Divisional Office Makran and
asked BISP staff for her case. BISP officer checked her status on the internet, and advised her that
she is indeed eligible beneficiary but with a discrepancy in CNIC. He made her understand that
CNIC information is missing on her survey form and in order to get cash support she needs to
submit the copy of it. She had her CNIC issued within couple of weeks and on the same day of its
receiving from NADRA she submitted its copy and application to the office requesting an update
to her data.

4. Processing of the Complaint
4.A Provider Version
On 20th July 2011, Noor Khatoon submitted an application to the Complaints Assistant at the
BISP Office Makran. The complaint was not entered in the CMS at the time because staff had
instruction to wait for the CMS to be made operational. Her application was sent to BISP
headquarters Islamabad and the DG Balochistan for data updating but till 4th of April 2012 no
action was taken. In September 2011, the DG BISP Balochistan sent her case along with
many others cases back to the office; he instructed to process the cases at the Divisional level
after the CMS implementation.
On 04 April 212 almost after 09 months, her complaint of missing CNIC was entered in the
CMS, and sent to the Divisional Director Makran via the system.
In the 1st week of May 2012, her case was accepted by the Divisional Director Makran and
she became an eligible beneficiary.
4.B Client Version
It took over nine months for the case to be resolved. It was finally expedited in April 2012.
No Acknowledgement slip was issued to the complainant for follow up. She learnt from her
relatives that she had become an eligible beneficiary.
The complainant visited the BISP Office Makran once only since it is 117 km away from her
home. She had to spent Rs.1000 for the round trip (Equivalent to BISP one month’s
installment). She only visited the office when she went to relatives, who were resided near to
the office location.
The beneficiary was very happy and surprised that on just one visit, her case was resolved.
She had forgotten her expenditure and waiting frustration. She has now received her first
installments and also received her BDC card as well.

5. What have we learnt?


This case was about the CNIC discrepancy, as complainant CNIC number was missing on her
survey form. She submitted application to the BISP office by herself. BISP divisional staff
sent her case to BISP HQ and DG Balochistan but no action was taken until CMS
implementation. In April 2012, her case resolved at BISP divisional office, when CMS
became operational.
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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.
There is a need to create awareness amongst women regarding the cash grant programme.
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G-Q3-Balochistan-18
Missing CNIC
Hayat Bibi
Widow of Noor Mohammad
Gali Number 17Kachra Road Quetta
54400-0421499-0
Nil
3516962
8th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Hayat Bibi is a 42 year old widow who has never been to school. She was
remained at her home to perform her household chores and take care of her family, but now her
age doesn’t allow her to do any work at home. The beneficiary has 10 children (03 boys and 07
girls), two of them are younger and have school going age, but they are not enrolled at any school
due to low income source. The beneficiary has a small mud (katcha) house that is consist of 2
katcha rooms, 1 bathroom and a kitchen with very limited household and kitchen items.
Excluding her there are 4 other beneficiaries in her family but her home is separate from them.
Two of her sons work on daily wages in a shop in the village; their combined monthly income is
around Rs.10000. Her sons have the responsibility for running the household’s kitchen. In her
vicinity, most people are poor, and work on daily wages.
Her mohalla is situated 06 km away from the BISP Divisional Office Quetta. Her mohalla has all
basic facilities e basic health care, electricity and drinking water etc.

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 transfer of Rs.1000. However, her
CNIC number was missing on her survey form; she has the CNIC but it was not shown to the
enumerator at the time of survey. She was not familiar with BISP or the location of its offices, but
she came to learn of this from a political worker of her mohalla.
All she knew about the program was that the newly elected government had started it for the poor
people of Pakistan. In March 2010, the BISP Survey team visited her house and took down all her
information after which she was given an acknowledgement slip. She said during survey that she
will spend the cash transfer on limited food and clothes of her family.

3. How did the Complaint Emerge?
In Quetta, when the postmen started distributing Money Orders to the eligible beneficiaries. Hayat
Bibi assumed that she would also be receiving cash support like other beneficiaries because she
has the same eligibility conditions.. Nobody knocked on her door, so she visited the post office
personally to collect her payments. There she came to learn that she is an eligible beneficiary, but
her CNIC number was missing on her survey form, causing her to be tagged as ‘eligible with
discrepancy’. In the month of March 2012, she received an eligibility/discrepancy letter from
BISP Islamabad, which officially informed her about the issue of CNIC.
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She then visited the BISP office Quetta and met with the Assistant Complaints who checked
Hayat Bibi’s status online. According to the website she is eligible for the cash grants but not
approved to be an active beneficiary due to missing CNIC information.
Hayat Bibi was guided by the BISP Assisted Complaint to bring in the BISP letter and a copy of
her CNIC in order to update in the CMS.

4. Process of the complaint
4.A Provider Version
In the last week of March 2012, she visited the BISP Office Quetta and registered a written
complaint. She gave in her BISP eligibility letter and copy of her CNIC to the Assistant
Complaints officer. At that time, Hayat Bibi’s complaint was not entered in the CMS system.
It was kept by the Divisional Office as they had instructions to wait until CMS
implementation and do not entertain such cases.
Her complaint was entered in the CMS system on 11th September 2012 and it was forwarded
to the Divisional Director BISP Quetta on the same day via the CMS. In the 3 rd week of
September 2012 her application was accepted by the BISP Divisional Director and she
became an active benificiary. However, her payments are still not generated as of 22 nd
January 2013; her status on system is tagged as pending, meaning no payment has been made
to her.
4.B Client Version
For 5 months her application remained with the BISP Office, from March 2012 till
September. It was entered in the CMS on 11th September 2012 and the Divisional Director
accepted it in the 3rd week of September 2012 when she became eligible beneficiary but her
payment are yet to be generated as of January 2013.
The complainant visited the BISP Office Quetta 4 times in last 2 months for the follow up of
her complaint and the trips she made for information. She spent Rs.300 on each round trip
visit to the BISP office Quetta. She is not satisfied with the program or staff as she has had to
make so many visits after money that she is not sure she will ever receive.

5. What have we learnt?


This case was related to missing of CNIC information and the complaint was submitted with
the BISP complaint assistant Quetta. Almost for 5 months this application was pending in
office (form March 2012 to August 2012). In the month of September 2012, the application
was sent to Divisional director Quetta for processing. The beneficiary case has been resolved
but she is not yet received any payments.

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 timely delivery of the eligibility letter or discrepancy letter to
the beneficiary.
BISP must establish protocols whereby beneficiaries are informed of the status of their
payments and more importantly, when their next payments are expected.
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G-Q3-Balochistan-19
CNIC Number Missing
Noori
Wife of Mohammad Akbr
Mohammad Akbr (Husband)
Gotari Bazar Tehsil Jiwani
52103-6011325-4
(CMS ID 10017790)
3534652
15th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Noori is a 42 year old woman, who has never been to school. She was remained
at home to perform her household chores and to take care of her family. The beneficiary has 04
children including 03 boys and 01 girl. The beneficiary has a mud (katcha) house that is consist of
2 katcha rooms a bathroom and a kitchen with very limited utility stuff.
Her husband works as a fisherman on daily wages in Jiwani. His monthly income is around
Rs8000. Her husband has the responsibility for running the household’s kitchen. In her vicinity,
most people are poor, and work on daily wages.
Her village is situated 122 km away from BISP Divisional Office Makran. It has all basic
facilities like, electricity, water, a Basic Health Unit and a primary school.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, but she was selected in the
2nd phase followed with the PSC survey. The beneficiary’s CNIC number was missing on her PSC
survey form although she did possess a valid CNIC at the time of the survey. She was not familiar
with BISP or the location of its offices, but she learnt of this from her husband, who got the
information informally from some sources. All she knew about the Program was that the newly
elected government had started it for the poor people of Pakistan. In April 2010, the BISP Survey
team visited her house and took down all her information and provided her an acknowledgement
slip.
She told the survey team if she receives the cash support she will utilize it on food and clothes of
her family members.

3. How did the Complaint Emerge?
When Jiwani postmen started distributing money orders to the eligible beneficiaries of BISP 2 nd
phase, Noori bibi assumed that she would also be receiving cash transfers because the grant is for
the poor people. After a long wait, she sent her husband to the Post Office for payment enquiry,
where he came to know that his wife is not a beneficiary according to Post Office records.
In the month of September 2011, her husband visited the BISP Office Makran and checked his
wife status on the BISP website. He learnt that his wife is not eligible because her CNIC number
was missing on her form, and caused her to be ‘eligible with discrepancy’. He was advised to get
her CNIC copy and submit it to the BISP Office along with an application.
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4. Processing of the Complaint
4.A Provider Version
Noori’s husband submitted an application to the Complaints Assistant at the BISP Office
Makran on 12th September 2011, it was not entered in the CMS. Her application was sent to
DG BISP Balochistan and BISP headquarter; in the last week of September 2011 the DG
Balochistan sent it back to BISP Office Makran with instructions to wait for the CMS to be
made operational.
After 6 months Noori complaint of missing CNIC was entered in CMS on 1st April 2012 and
on the same date this application was sent to Divisional Director Makran via the CMS.
In the 2nd week of April 2012 her case was accepted by Divisional Director Makran and she
became an eligible beneficiary in the month of July. Her payments were generated soon after
her eligibility. Presently, the staff is maintaining the complaints record in files as well.
Her husband registered her complaint with Complaint assistant in BISP Makran office. The
prescribed BISP complaints process is based on electronic (CMS) and this complaint was
entered in the CMS system.
4.B Client Version
After receiving this application BISP Complaint assistant entered it in CMS on 1st April
2012 in BISP office Makran by Complaint assistant Mr. jorak Baloch . After receiving this
appeal the BISP Divisional Director Makran accepted it in the 2 nd week of April 2012, and
she became eligible beneficiary in the month of July. Her payments were subsequently
generated and she received them through the BDC. No Acknowledgement slip was issued to
the complainant for follow ups.
The complainant visited the BISP Office Makran once; it is 122 km away from his home. Her
husband had spent Rs.1000 on his visit to the BISP Office Makran and it took him around 12
hours of traveling

5. What have we learnt?





This case was Missing of CNIC number and her husband given application to BISP office
Makran, her application was accepted by BISP Divisional Director Makran and she became
active beneficiary now.
The prescribed BISP complaints process is based on electronic and Complaints Management
System (CMS) BISP Divisional Office Makran. Presently, the staff is also maintaining the
complaints record in files. They also maintain a monthly summary of complaints for
submission to higher offices.
The understanding of the beneficiary was very low regarding the complaint redressal, while
her husband had learnt some of the process to lodge a complaint from BISP office.

6. Recommendations


Before the PSC was held, it must be stressed in public announcements that one must have a
valid CNIC if they want to become eligible for the programme.
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After the PSC survey was held and the relevant households were declared eligible, but 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.
There is a need to create awareness amongst women regarding the cash grant program.
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G-Q3-Balochistan-20
CNIC Number Missing
Sugran
Wife of Mohammad Nim
Mohammad Nim (Husband)
Goth Bilal Chor Tehsil Uthal
51505-6117400-2
CMS ID(10491966)
4215631
6th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Sugran is a 40 year old woman, who has never been to school. She was remained
at home to perform her household chores and to take care of her family. The beneficiary has 05
children (01 boy and 4 girls), one of them is school going age. The beneficiary has a small mud
(katcha) house that consist of 2 katcha rooms, a bathroom and a kitchen with very limited
household and kitchen items.
Her husband and son work on daily wages in the village and their individual monthly income is
around Rs.7000. Her husband and son have the responsibility to feed and complete the needs of
entire family. In her vicinity, most of people are poor and they work on daily wages.
Her village is situated 25 km away from BISP Divisional Office Kalat located in Uthal district
Lasbela.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme’s Parliamentarian phase, but
in the second phase, she was declared an eligible beneficiary for the monthly cash transfer of
Rs.1000. She was not familiar with BISP or the location of its offices, but she came to learn about
these from her husband after he made enquiries. All she knew about the Program was that the
newly elected government had started it for the poor people of Pakistan. In March 2010, the BISP
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 of the survey, this caused her to
be tagged as having a ‘CNIC discrepant’ and as a result her payments were not generated. She
said survey team that she will spend the cash transfers on her children’s education and also
complete the need of food for her house.

3. How did the Complaint Emerge?
In Uthal, when the postmen started distributing Money Orders to the eligible beneficiaries, she
also waited for her cash grant because she assumed she would be receiving them as well like other
beneficiaries by default being poor; she didn’t hear from postman nor from BISP office.
Eventually, her husband visited the post office to collect his wife’s payments. There he came to
learn that his wife is not an eligible beneficiary in the post office records.
In the month of April 2012, her husband visited the BISP Divisional Office Kalat, and met with
the Complaints Assistant who checked his wife’s status online. He came to learn that, according
to the website status his wife is eligible, but she has a ‘CNIC discrepancy’.
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Her husband was guided by the BISP Kalat staff to get his wife’s CNIC issued from NADRA and
submit its copy along with an application. Her village is 25 km away from the BISP Divisional
Office and NADRA office.

4. Process of the Complaint
4.A Provider Version
Sugran and her Husband applied for a new CNIC at the NADRA Office Uthal in the last week
of April 2012, and got her CNIC in 1st week July 2011. After receiving the CNIC, her
husband registered her complaint with the Complaint Assistant Kalat on the 2 nd of August
2012.
On 09th of September 2012 her application was entered in the CMS by the Complaints
Assistant along with other similar complaints. On the same day, her case was sent to the
Divisional Director Kalat for approval. In the last week of September, her case was accepted
by the Divisional Director Kalat and she became active beneficiary but as of 21 st January
2013, her payment are not yet generated by the BISP Head Office in Islamabad.
4.B Client Version
After getting her CNIC from the NADRA Office Uthal, the complainant filled the complaint
with BISP Complaints Assistant Kalat. The Complaints Assistant registered her application
using the CMS system. In the same month, her case was accepted by the Divisional Office
Kalat and she became an eligible beneficiary but her payment has still not been generated by
the BISP Head Office.
The complainant, her husband, visited the BISP Office Kalat (25 Km away from her home) 3
times for the follow up of his wife complaint in two months. Her husband had spent Rs.300
on each round trip to the BISP Office. She is active beneficiary now but her payments are not
yet generated by BISP.
Now, she and her family are very happy and hopeful that she will get cash transfer soon, and
then they will complete some of their needs. The family did not question or claimed why the
CMS system took so long to resolve her case, when the complaint could have been resolved
within few days.

5. What have we learnt?


This case was related to new CNIC and the complaint was submitted with the BISP
Complaint assistant Kalat. 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.
The case was resolved using the CMS but the advantage of the CMS; that it takes so little
time to resolve cases was defeated since the case remained in pending with the Complaints
Assistant and then with the Divisional Director for a considerable amount of time.

6. Recommendations


Some system must be put in place to ensure that cases entered in the CMS are processed as
soon as they are entered; staff should not wait to process cases in bulk, since the process takes
very little effort for individual cases as it is.
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After the PSC survey was held and the relevant households were declared eligible, but 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.
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G-Q3-Balochistan-21
CNIC Number Missing
Taj Bibi
Wife of Barkat
Ghulam (Husband)
Mohalla Sahado Band Tehsil Gawadr
52101-0554890-0
(CMS ID 10150888
4315214
16th November 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Taj Bibi is 31 year old woman, who has never been to school. She was remained
at home to perform her household chores and to take care of her family. The beneficiary has 03
children including 01 boy and 02 girls. The beneficiary has a mud (katcha) house, consisting of 2
katcha rooms, a bathroom and a kitchen with very limited household and kitchen items.
Her husband works as a fisherman in Gawadr and his monthly income is around Rs.7000. Her
husband has the responsibility for running the household’s expenditure. In her vicinity, most
people are poor, and they work on daily wages.
Her village is situated 87 km away from the BISP Divisional Office Makran. Other than
electricity supply there isn’t any facility of living in village.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian phase, but in the 2nd phase she was
selected as an eligible beneficiary ‘with CNIC discrepancy’. The beneficiary’s CNIC numbers
were missing on her PSC survey form. She possessed a valid CNIC at the time of the survey, but
the CNIC number was not entered on her form at that time. She was not familiar with BISP or the
location of its offices, but she came to learn about it from her husband, after he made enquiries in
the village. All she knew about the Program was that the newly elected government had started it
for the poor people of Pakistan. In April 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 required information to the survey team
enumerator in order to fill her form. She planned to spend the cash transfers on clothes for herself
and to buy food for her home.

3. How did the Complaint Emerge?
When, in Gawdar, the postman started distributing money orders to the eligible beneficiaries of
BISP 2nd phase Taj bibi assumed that she will also start to receiving cash transfers because this
grant is for the poor and she considered herself to be needy. After a long wait, no one knocked on
her door so she sent her husband to the Post Office to collect her payments. At the Post Office,
her husband was told that his wife is not active beneficiary.
In the month of March 2012, her husband visited the BISP Divisional Office Makran and checked
his wife’s status on the BISP website. He came to learn that his wife is not eligible, her CNIC
number was missing from her survey information. He can rectify it by submitting an an
application to the BISP Office Makran along with CNIC copy.

GHK Consulting Ltd.
J40252715

407

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

Section 3 - Grievance Case Studies
G-Q3-Balochistan-21

On the same day her husband submitted her application to the Complaints Assistant at the BISP
Office Makran

4. Processing of the Complaint
4.A Provider Version
Taj Bibi’s husband gave in an application to the Complaints Assistant at the BISP Divisional
Office Makran on 12th March 2011 along with a copy of her CNIC. At that time, her
application was not entered in the CMS, and also not processed manually. Her application
was sent to the Office of the DG BISP Balochistan in the last week of March 2012. The DG
Balochistan sent it back to the BISP Office Makran with instructions to wait until the CMS
made operational at all BISP Divisional Offices. In the last week of March 2012, BISP staff
of Balochistan received training on CMS and it became live on BISP platform. On 04 th ‘June
2012 almost after 2 months, her complaint of missing CNIC was entered in the CMS, and
forwarded to the Divisional Director Makran via system.
In the last week of July 2012, her case was accepted by the Divisional Director Makran and
made her active beneficiary. The first payment in her name was generated by the BISP Head
Office Islamabad in the month of August 2012. She received 1st payment from the Bank by
using her BDC.
4.B Client Version
After receiving this application the BISP Complaints Assistant, Mr. Jorak Baloch, entered it
in the CMS in the month of June 2012. After receiving this appeal, the BISP Divisional
Director Makran accepted it in the last week of June 2012, and approved her for cash grant.
She withdrew her first payment in the month of August 2012 through ATM using her BDC.
No acknowledgement or reference was given to the complainant against his complaint.
The complainant visited the BISP Office Makran twice during the processing of the
complaint. The Office is 87 km away from their home. Her husband had spent Rs.800 on each
visit to the BISP Office Makran.

5. What have we learnt?





This case pertains to missing CNIC information in beneficiary records and her husband had
given application to BISP office Makran for rectification. Her application was accepted by
BISP Divisional Director Makran and she became an active beneficiary.
The prescribed BISP complaints process is based on electronic and Complaints Management
System (CMS) BISP Divisional Office Makran. Presently, the staff is maintaining the
complaints record in files. They also prepare a monthly summary of complaints for
submission to higher offices, and also updating the CMS.
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 BISP office.

6. Recommendations


After the PSC survey was held and the relevant households were declared eligible, but there
was no formal or informal communication from BISP to the beneficiary’s payment and
grievance cases.
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There is a need to ensure delivery of the eligibility letter or discrepancy letter to the
beneficiary.
There is a need to create awareness amongst women regarding the cash grant program.

GHK Consulting Ltd.
J40252715

409

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

Case Number
Nature of Case:
Complainant/ Beneficiary:
Wife/Widow/Daughter of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Draft Case Study

Section 3 - Grievance Case Studies
G-Q3-Balochistan-22

G-Q3-Balochistan-22
CNIC Update
Rukhsana Bibi
Daughter of Gulam Rasool
Ward peer BukhariBhaag Nari Tehsil Bhaag District Kachi
5310109794202
3251343
14th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Rukhsana Bibi daughter of Gulam Rasool is 22 years old and unmarried girl. She
had never been to school for education and remained at home because of physically challenged.
The beneficiary has small katcha house that consist of 1 katcha room, a bathroom and a kitchen
with few utensils. Her father is working on daily wages in Tehsil Bhaag and his monthly income
is on average Rs.6000. Rukhsana Bibi’s father has the responsibility for running the kitchen’s
expenditure. In her village most people are poor and work on daily wages or do private jobs. Her
other sister is also a BISP beneficiary and has the same scenario of missing CNIC number in the
BISP database.
Her village, Ward peer Bukhari Bhaag Nari Tehsil Bhaag District Kachi is situated around 40 km
away from the BISP Divisional Office Naseerabad located in Dera Murad Jamali. Her village is
deprived of basic amenities like drinking water, electricity, a Basic Health Unit, or schools for
boys and girls.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian Phase 1, but in the second phase,
she was declared an eligible beneficiary for the monthly cash transfers. At the time of the survey
her CNIC number was not recorded due to which she was not getting instalments.
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 Survey team visited her
house in summer of 2010 and took all her information for her PSC form, after which she was
given an acknowledgement slip.
She said to survey team if she receives the cash transfer she will consume it food and clothes for
her and her family.

3. How did the Complaint Emerge?
When phase one was completed and phase two started, the postman started distributing Money
Orders to the eligible beneficiaries of the PSC phase. Rukhsana Bibi assumed that she would also
receive instalments. After a long waiting, she did not receive any payment.
Her father visited the post office to get his daughter’s payments but he was told that his daughter
is not a beneficiary according to post office records. In May 2012, her father met with the
Naseerabd Field Supervisor at the BISP Divisional Office Naseerabad located at Dera Murad
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Jamali city, who checked his daughter’s status on the BISP website and informed him that
Rukhsana Bibi is eligible but she needs to submit a copy of her CNIC in order to become active
beneficiary and to get cash grants. The Field Supervisor from BISP supported them in resolving
the issue, he advised Rukhsana Bibi’s father to get his daughter’s CNIC issued from NADRA.

4. Processing of the Complaint
4.A Provider Version
The beneficiary’s CNIC numbers were missing from her PSC survey form because at the time
of the BISP survey, she did not have a valid CNIC.
Ruksana Bibi and her father applied for a new CNIC from the District Kachi NADRA office
in the 1st week of June 2012 and received it in the last week of June 2012. In July 2012 they
went to the Field Supervisor and gave in a written application along with a copy of her CNIC
for updating it in her records. Her application was received by the BISP Field Supervisor and
entered in the Case Management System (CMS) with other cases of 5 th of July 2012. He
forwarded Ruksana Bibi’s case to the Divisional Director for approval. The Divisional
Director accepted her case on the same day and made her active beneficiary. Her case is
resolved now but still her status is shown as a pending beneficiary, meaning that her
payments are yet to be generated.
4.B Client Version
After getting the CNIC from NADRA the complainant filed his complaint on 05 th July 2012,
with the BISP Field Supervisor Kachi District.
The BISP District supervisor sent it to the BISP Divisional Office Naseerabad located at Dera
Murad Jamali city with all the pending cases of month in the 1 st week of July 2012. The
complaint was entered in the Case Management System on the same date 05th July 2012, and
sent to the Divisional Director for action. According to the Divisional Director, he received
Ruksana’s case for updating and he approved it on the same day.
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.250 each time,
for the follow up of his daughter’s complaint, According to the BISP website her case was
entered through CMS and Divisional Director approved but her payments were still pending.
Her village is around 40 km away from BISP Divisional Office Naseerabad located at Dera
Murad Jamali city and her father cannot afford the fare for the trip.
Rukhsana Bibi 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 have we learnt?


The BISP office sent the complainant to the NADRA office to have Rukhsana Bibi’s CNIC
updated. After 3 weeks, the beneficiary received her updated CNIC from NADRA.
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6. Recommendations


After the PSC survey was held and the relevant households were declared eligible, but 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 and must apply
any mechanism for the information of beneficiary regarding to mode of payment. It would
also be helpful if the beneficiaries are informed and educated about the complaint registration
process.
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G-Q3-Balochistan-23
Missing CNIC Number
Bibi Fatima
Wife of Noor Allah Khan
Hafiz Habib-u-Rahman
G47 University Colony Quetta
54302-8254247-2
Nil
3765025
23rd October 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bibi Fatima is 21 year old woman, who has not been to school.. She was
remained at home to perform her household chores and to take care of her Family. The
beneficiary has 01 child (01 Girl). The beneficiary has a mud katcha small house consisting of 2
katcha room 1 bathroom and a kitchen with very limited household and kitchen items.
Her husband works on daily wages at a shop in the village. His monthly income is around
Rs.7000. He has the responsibility to feed and complete the needs of family. In the vicinity, most
people are poor, and work on daily wages or as staff at the Quetta University since the colony is
part of the campus.
Her house is situated 04 km away from the BISP Divisional Office Quetta. The area where she is
living, has been provided with all essential facilities like electricity, basic health care and clean
drinking water, etc.

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 transfers of Rs.1000. The beneficiary
CNIC number was missing on her PSC survey form because at the time of the survey, she did not
hold valid CNIC. She was not familiar with BISP or the location of its offices, but she came to
learn of this from a relative who knew about the program. All she knew about the Program was
that the newly elected government had started it for the poor people of Pakistan. In March 2010,
the BISP Survey team visited her house and took all her information, and in return she was
provided with an acknowledgement slip. She received an eligibility letter from BISP informing
her of her status in the program in March of 2011. There is also another beneficiary in the house.
She said to survey team that she wishes to spend cash grant on her child’s education and on food
for her family.

3. How did the Complaint Emerge?
In her colony, when the postman started distributing money orders to the eligible beneficiaries of
BISP’s 2nd phase, she assumed that she would be also receiving the cash transfers because this
grant is for the poor, and according to criteria she must be eligible. After a long wait, when no one
knocked on her door for money order then her husband visited the post office to collect her
payments. There he came to learn that Fatima’s name is not on the payment list. He then visited
the BISP Divisional Office to get more information. At the BISP office, her husband came to
know that her payments are not being generated because Fatima is tagged as having a CNIC
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Discrepancy in the BISP database. He was told that he must bring in a copy of a valid CNIC in
Fatima’s name to have the issue resolved.
In the month of March 2011, she finally got an intimation letter from the BISP Head Office in
Islamabad. Her family member submitted written complaint with BISP letter and copy of CNIC in
BISP office Quetta.

4. Processing of the Complaint
4.A Provider Version
In the 1st week of March, she applied for a new CNIC at the local NADRA office; she
received the new CNIC in three weeks’ time.
After getting information from her husband, a relative gave in a written application requesting
an update of Fatima’s CNIC number, along with the BISP intimation letter and a copy of her
CNIC on 1st April 2011 at the BISP Office Quetta.
In 2011 the CMS system was not operational at the Quetta Divisional Office; her complaint
was sent to the DG BISP Balochistan for further processing but the DG Baluchistan sent it
back to the Divisional Office Quetta with instructions to wait for the CMS implementation at
the Divisional Office level.
On 18th April 2012, her husband visited the BISP Office Quetta a 3rd time and gave in a 2nd
written complaint to the Complaints Assistant. Her complaint was entered in the CMS system
on 05th May 2012 by BISP Office Quetta and her case was given the CMS ID # 4474038 but
as of 17th January 2013 her case is still in pending at the BISP Office Quetta.
The prescribed BISP complaints process is based on the electronic (CMS) system and this
complaint was duly entered in the CMS.
4.B Client Version
After receiving this Complaint letter BISP office Quetta entered it in CMS on 05 th May 2012,
and forwarded it to Divisional Director Quetta on the same day for approval, but as of 17 th
January 2013 no action was taken on her case.
Her husband and relative visited the BISP Office Quetta four times for the follow up of the
complaint; they had spent almost Rs.100 on each visit to the BISP Divisional Office Quetta,
which is 05 km away from her home. She is not satisfied with the complaint process that took
so long to resolve.

5. What have we learnt?


This case pertained to ‘missing CNIC’. The complainants had to give in application twice
owing to wait for the CMS to be operational. Unfortunately her case is still pending despite of
the fact that CMS has been implemented and operational at office level. The BISP TPE team
was given a CMS number for tracking this case and to be used as a reference in the future.
However, a search on the BISP website reveals that no complaint has been issued either on
her family’s roster or against the complaint ID; it means, the case has not been entered in the
CMS.
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6. Recommendations



After the PSC survey was held and the relevant households were declared eligible, but there
was no formal or informal communication from BISP to the beneficiary’s payment and
grievance cases.
It is essential that some checks and balances should be put in place to ensure that complaints
submitted are provided with proper follow up and their progress can be easily tracked.
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G-Q3-Balochistan-24
CNIC Update
Shafarat Bibi
Wife of Abdul Khaliq
(Husband)
Killi Khoni Union Council Tobli Killa Saif Ullah
5620131887282
0406547
14th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Shafarat Bibi wife of Abdul Khaliq is 31 years old woman. She has never been
to school for education, and remained at home to perform her household chores and to take care
of her children. The beneficiary has 4 children (1 boy and 3 girls), but none of them are enrolled
at any school.
The beneficiary has small katcha house, without a boundary wall, consisting of 1 katcha room, a
jhuggi (hut), and a bathroom. She does not have a kitchen but uses the same single room as a
kitchen. They have few utility items at home. Her husband works on daily wages and his monthly
income is around Rs.6000. Her husband has the responsibility of household’s expenditure. Most
people in her vicinity are poor, and work on daily wages and do some private jobs.
Her village Killi Khoni Union Council Tobli Killa Saif Ullah is situated around 100 km away
from the BISP Divisional Office Zhob located at Loralai. Her village is remotely located and does
not have facilities of clean drinking water, electricity, a Basic Health Unit nor or any school for
boys or girls. Her family fetches water from a nearby reservoir for daily use.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not an eligible beneficiary in the BISP Parliamentarian Phase, but in the
second phase she was declared an eligible beneficiary for the monthly cash transfers. The
beneficiary’s CNIC number was missing on her PSC survey form because at the time of 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 learn about these
after her husband made enquiries in the village. All she knew about the program was that the
newly elected government had started it for the poor of Pakistan. In 2010, the BISP survey team
visited her house and took all her information for her PSC form, after which she was given an
acknowledgement slip for future reference.
She said during interview that she will spend the cash transfers on her children’s clothes and on
food for her family.

3. How did the Complaint Emerge?
When phase one was completed and phase two started, the postman started distributing Money
Orders to the eligible beneficiaries of the PSC phase. Shafarat Bibi assumed that she would be
also receivinginstalments of the BISP monthly cash transfers but after a long waiting, she didn’t
hear from postman.
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Her husband visited the post office to collect her payments, but he was told that his wife is not a
beneficiary according to their records. In July 2012, her husband visited Killah Saif Ullah city and
met with the BISP Field Supervisor of Killah Saif Ullah, who advised him to check his wife’s
status at a net café. Upon checking the BISP website, he came to learn that Shafarat Bibiis is
indeed eligible but needed to submit a copy of her CNIC to the BISP Office in order to have her
CNIC discrepancy resolved.
The BISP Field Supervisor supported the complainant with resolving the issue; he advised
Shafarat Bibi’s husband to get his wife’s CNIC issued from NADRA.

4. Processing of the Complaint
4.A Provider Version
The beneficiary’s CNIC numbers were missing on her PSC survey form because; at the time
of the BISP survey, she did not possess an updated CNIC.
Shafarat Bibi and her husband applied for a new CNIC from the District Killah Saif Ullah
NADRA office in the 2nd week of July 2012 and received it in the 1st week of August 2012.
In October 2012 they went to the Field Supervisor once again and gave in a written
application along with a copy of her new CNIC, requesting her information be updated. The
application was submitted on 8th October 2012.
The application was received by the BISP Field Supervisor and entered in the Case
Management System (CMS) on the 12th of October 2012. He forwarded Shafarat Bibi’s case
to the Divisional Director for action. The Divisional Director accepted her case on the same
day and made her active beneficiary. Her case is resolved, but still she is awaiting her
payments as of 15th January 2013.
4.B Client Version
After getting the CNIC from NADRA the complainant filed his application on 8th October
2012, with the BISP Field Supervisor Killah Saif Ullah District.
The BISP Field Supervisor entered her case in the Case Management System (CMS) on 12 th
October 2012 and sent Shafarat Bibi’s case to the Divisional Director for updating. The
Divisional Director accepted her case on the same day and now her case is resolved, but she
is waiting for her payments as of 15th January 2013.
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. 1000 each time,
which includes the cost of meals, the round trip and cell-phone usage etc. However, her case
was proceeded by CMS system and now her case is resolved.
Shafarat Bibi’s 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.
The beneficiary is still waiting for her transfers to be generated and losing hope for cash
grand.
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5. What have we learnt?



The BISP Office sent the complaint to the NADRA Office to have Shafarat Bibi’s CNIC
updated. After 3 weeks, the beneficiary received her updated CNIC from NADRA. Although
her issue is resolved she is yet to receive payments.
The Divisional office Killah Saif Ullah located at District Killah Saif Ullah has appointed
volunteers in different locations who help the beneficiaries in submitting their complaints at
the BISP Office.

6. Recommendations






After the PSC survey was held and the relevant households were declared eligible, but 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 more trained about the proper complaint registration process.
There is a need to create awareness amongst women regarding the cash grant program since it
is especially designed to empower them.
BISP staff should be trained to handle all cases in the field.

GHK Consulting Ltd.
J40252715

418

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

Case Number
Nature of Case:
Complainant/ Beneficiary:
Wife/Widow/Daughter of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Draft Case Study

Section 3 - Grievance Case Studies
G-Q3-Balochistan-25

G-Q3-Balochistan-25
CNIC Update
Babai Bibi
Wife of Noor Udden
(Husband)
Killi Mukhtar Tehsil Mehktr District Loralai
5630380647080
3084919
14th December 2012

1. Receiver Woman/Complainant’s Profile and Background Information
The beneficiary, Babai Bibi wife of Noor Udden is 56 years old woman. She has never been to
school, and remained at home to perform her household chores and to take care of her children.
The beneficiary has 6 children’s (3 boys and 3 girls), but none of them are enrolled at any school.
The beneficiary has small katcha house, consists of 2 katcha rooms, 1 bathroom and a kitchen
with very limited household and kitchen items.
Her husband works on daily wages and his monthly income is around Rs.6000. He has the
responsibility to feed and complete the basic needs of the family. Most of people in her locality
are poor, and work on daily wages and do private jobs.
Her village Killi Mukhtar Tehsil Mehktr District Loralai is situated around 60 km away from the
BISP Divisional Office Zhob located at Loralai. Her village has no essential facilities like
drinking water, electricity, a Basic Health Unit and schools for boys and girls etc. Her family
fetches drinking water from a dam near the village.

2. Receiver Woman/ Complainant’s Relationship with BISP
The beneficiary was not an eligible beneficiary in the BISP Parliamentarian Phase, but in the
second phase she was declared an eligible beneficiary for the monthly cash transfers. The
beneficiary’s CNIC number was missing on her PSC survey form because at the time of the
survey she did not possess a computerized NIC.
She was not familiar with BISP or the location of its offices, but she came to know about it from
her husband who made enquiries in the village. All she knew about the Program was that the
newly elected government had started it for the poor people of Pakistan. In 2010, the BISP
survey team visited her house and took all her information for her PSC form, after which she was
given an acknowledgement slip.
She said to the survey team if she received the cash support then she will spend it on her
children’s clothes and food for her family.

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. Babai Bibi thought that she would
also receive instalments of the BISP monthly cash transfers because of similar criteria like other
beneficiaries, but after a long wait, no body knocked her door for money order. So, her husband
visited the post office to get her payments, but he was told that his wife is not a beneficiary
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according to post office records. In September 2012, her husband visited Loralai city and met
with the Field Supervisor of BISP Divisional Office Loralai, who advised him to check his wife’s
status at an internet cafe. Upon checking the BISP website, he came to know that Babai Bibi is
eligible but needed to submit a copy of her CNIC to the BISP Office in order to have the
‘discrepancy’ resolved.
The Field Supervisor for BISP supported them in resolving the issue; he advised Babai Bibi’s
husband to get his wife’s CNIC issued from NADRA.

4. Processing of the Complaint
4.A Provider’s Version
The beneficiary’s CNIC numbers were missing in PSC survey form because at the time of
BISP survey she did not have an updated CNIC.
Babai Bibi and her husband applied for a new CNIC from the District Loralai NADRA office
in the 1st week of September 2012 and received it in the last week of September 2012. In 14
November 2012 they went to the Field Supervisor and submitted a written application along
with the CNIC copy for updating her record. Her application was received by the BISP Field
Supervisor and entered in the Case Management System (CMS) on 28th November 2012. He
then forwarded Babai Bibi’s case to the Divisional Director for further proceedings. The
Divisional Director accepted her case on the same day and made her active beneficiary. Now
her case has been resolved but her payments are not generated as of 15th January 2013.
4.B Client’s Version
After getting the CNIC from NADRA the complainant filed his complaint in 14th November
2012, with the BISP Field Supervisor Loralai District.
The BISP District Supervisor entered her case in Case Management System (CMS) on 28 th
November 2012, and sent to the Babai Bibi’s case to the Divisional Director for updating.
Divisional Director accept her case on same day and assigned her in active beneficiary list.
Her case is now resolved, but her payments are yet to be generated.
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 600 each time, for the
follow up of his wife’s complaint. However, her case was processed by the CMS and
resolved.

5. What we Learnt


The BISP Office sent the complainant to the NADRA Office to have Babai Bibi’s CNIC
updated. After 3 weeks, the beneficiary received her updated CNIC from NADRA. Her
discrepancy is resolved and she is approved as active beneficiary but still she is waiting for
her first instalment.

6. Recommendations


There are many similar cases in Baluchistan where beneficiaries have been accepted into the
program after resolving a discrepancy, but are yet to receive instalments after many months of
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having the issue resolved. Some protocol must be put in place to inform beneficiaries, when
they can expect their payments.
After the PSC survey was held and the relevant households were declared eligible, but 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 would also be
helpful if the beneficiaries are informed and educated about the complaint registration
mechanism.
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G-Q3-Balochistan-26
CNIC Update
Gul Bano
Wife of Saleh Mohammad
(Husband)
Mohallah Dhobi Ghaat Loralai Cant District Loralai
5630201226160
3929625
14th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Gul Bano wife of Saleh Mohammad is 40 years old and illiterate woman. She
was remained at home to perform her household chores and to take care of her children. The
beneficiary has 9 children’s (5 boys and 4 girls), but none of them are enrolled at any school.
The beneficiary has kacha small house that consist of 3 kacha rooms, 1 bathroom and a kitchen
with very limited household and kitchen items.
Her husband works on daily wages and their monthly income is around Rs.6000. Her husband
has the responsibility to feed and complete the needs of the family. Most of people from her
locality are poor, and work on daily wages and do private jobs.
Her village Mohallah Dhobi Ghaat Loralai Cant District Loralai is situated around 02 km away
from BISP Divisional Office Zhob located in District Loralai. Her village has been provided all
basic facilities like drinking water, electricity, a Basic Health Unit, schools for boys and girls,
etc.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not an eligible beneficiary in the BISP cash transfer scheme’s
Parliamentarian Phase, but in the second phase she was declared an eligible beneficiary. The
beneficiary’s CNIC number was missing on her PSC survey form because at the time of survey
she did not possess a computerized CNIC.
She was not familiar with BISP or the location of its offices, but she came to learn about it after
her husband who made enquiries in the village. All she knew about the program was that the
newly elected government had started it for the poor people of Pakistan. The BISP survey team
visited her house in 2010 and collected her relevant information for her PSC form, after which
she was given an acknowledgement slip.
She said to survey team while discussion that she will consume cash grant on food and clothes of
her family, which are very limited at her home.

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 Bano assumed that she would
also be receiving instalments of the BISP monthly cash transfers but after a long wait, no body
knocked their door for payment.
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Her husband visited the Post Office to get her payment but he was told that his wife is not a
beneficiary according to Post Office records. In February 2012, her husband visited Loralai city
and met with the field supervisor of BISP Divisional Office Loralai, who advised him to check
his wife’s status at a internet cafe. Upon checking the BISP website, he came to learn that Gul
Bano is an eligible member but needs to submit a copy of her CNIC to the BISP Office to
resolve a ‘CNIC discrepancy’.
The Field Supervisor from BISP supported them in resolving the issue; he advised Gul Bano’s
husband to get his wife’s CNIC issued from NADRA.

4. Processing of the Complaint
4.A Provider’s Version
The beneficiary’s CNIC numbers were missing on her PSC survey form because at the time
of the BISP survey, she did not have an updated CNIC.
Gul Bano and her husband applied for a new CNIC from the District Loralai NADRA office
in the 2nd week of February 2012 and received it in the 1st week of March 2012. In March
2012, they went to the field supervisor, and submitted a written application along with CNIC
copy for updating the existing record (the complaint was dated 23rd March 2012). Her
application was received by the BISP Field Supervisor and entered in the Case Management
System (CMS) on 27th March 2012. He then sent Gul Bano’s case to the Divisional Director
for further action. The Divisional Director accepted her case on the same day and made her
active beneficiary. Her case is resolved now, but her payments are yet to be generated.
4.B Client’s Version
After getting the CNIC from NADRA the complainant filed his complaint on 23 rd March
2012, with the BISP Field Supervisor Loralai District.
The BISP District Supervisor entered her case in Case Management System (CMS) on 27 th
March 2012, and sent to the Gul Bano’s case to the Divisional Director for further action.
Divisional Director approved the case on same day and assigns her in the list of active
beneficiary.
No acknowledgement slip was issued to the complainant to be used as a reference. The
complainant visited the BISP Field Supervisor twice by walk, for the follow up of his wife’s
complaint. However, her case was processed by the CMS system and it is resolved now, but
her payments are not yet generated as of 15st January 2013.
Gul Bano’s 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.

5. What have we learnt?


The BISP Office sent the complainant to the NADRA Office to have Gul Bano’s CNIC
updated. After 3 weeks, the beneficiary received her updated CNIC from NADRA. Her
payments are yet to be generated and she is still waiting for it patiently with positive attitude.
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6. Recommendations




Many similar cases have been occurred in Baluchistan, where discrepancies are resolved but
payment are yet to be generated after passing of several months. It is essential that some
system would be established and beneficiaries should be informed, when they can expect their
payments.
After the PSC survey was held and the relevant households were declared eligible, but 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 would also be
helpful, if the beneficiaries are informed and educated about the complaint registration
process.

GHK Consulting Ltd.
J40252715

424

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

Case Number
Nature of Case:
Complainant/ Beneficiary:
Wife/Widow/Daughter of:
Complainant, if not beneficiary herself
Address
CNIC Number
PMT
PSC form number
Draft Case Study

Section 3 - Grievance Case Studies
G-Q3-Balochistan-27

G-Q3-Balochistan-27
CNIC Update
Taira Bibi
Wife of Saleh Mohammad
(Husband)
Killi Ghat Mirozai Union Council Tobli District Killah Saif
ullah
5620120650418
0406614
14th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Taira Bibi wife of Saleh Mohammad is 32 years old and has never been to
school. She was remained at her home to perform her household chores and to take care of her
children. The beneficiary has 3 children’s (1 boy and 2 girls), but none of them are enrolled at any
school.
The beneficiary has a kacha small house without a boundary wall consisting of 1 katcha room, a
jhuggi (hut) and a bathroom. They do not have a kitchen; she uses the same living room as a
kitchen. They have little utility stuff at home.
Her husband works on daily wages and his average monthly income is around Rs.6000. Her
husband has the responsibility to feed and complete the needs of family. Most of people from her
locality are poor, and work on daily wages and do private jobs.
Her village Killi Ghat Mirozai Union Council Tobli District Killah Saif ullah is situated around
100 km away from BISP Divisional Office Zhob located at sLoralai. The village is deprived of
essential facilities like drinking water, electricity, a Basic Health Unit or any school for boys or
girls. She and her family fetch water from a nearest dam.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not an eligible beneficiary in the BISP Parliamentarian Phase, but in the
second phase she was declared an eligible beneficiary for the monthly cash transfers. The
beneficiary’s CNIC number was missing on her PSC survey form, because at the time of 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 learn about it after
her husband made enquiries in the village. All she knew about the program was that the newly
elected government had started it for the poor people of Pakistan. The BISP survey team visited
her house and recorded all her information for her PSC form, and in return she was provided an
acknowledgement slip.
During survey discussion she said, she will spend cash grant on her children’s clothes and food
for her family.

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. Taira Bibi assumed that she would
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also receive instalments of the BISP monthly cash transfers by default being a poor like other
beneficiaries, but after a long waiting, she didn’t hear from postman for payment delivery.
Her husband visited the post office to get her payments but he was told that his wife was not a
beneficiary according to the post office records. In July 2012, her husband visited Loralai city and
met with the Field Supervisor of BISP Divisional Office Loralai, who advised him to check his
wife’s status at a internet cafe. Upon checking the BISP website, he came to learn that Taira Bibi
is eligible but needed to submit a copy of her CNIC to the BISP Office for her to become an
active beneficiary.
The Field Supervisor from BISP supported them in resolving the issue; he advised Taira Bibi’s
husband to get his wife’s CNIC issued from NADRA.

4. Processing of the Complaint
4.A Provider Version
The beneficiary’s CNIC numbers were missing in PSC survey form because at the time of
BISP survey she did not have an updated CNIC. Taira Bibi and her husband applied for a new
CNIC from the District Loralai NADRA office in the 2nd week of July 2012 and received it in
the 1st week of August 2012. In 15th October 2012 they went to the Field Supervisor and
submitted a written application along with a copy of her CNIC for updating her existing
record. Her application was received by the BISP Field Supervisor and entered in the Case
Management System (CMS) with other CMS cases on 23rd October 2012, and sent Taira
Bibi’s case to the Divisional Director for further action. The Divisional Director accepted her
case and on the same day he approved it. Now her case is resolved according to BISP staff.
The BISP website shows her case as resolved but her status shows as ‘pending family’. Her
payment details are not available and her first payment is yet to be generated.
4.B Client Version
After getting the CNIC from NADRA the complainant filed the complaint on 15 th October
2012, with the BISP Field Supervisor for Loralai District.
The BISP District Supervisor entered her case in the Case Management System (CMS) dated
for 23rd October 2012, and sent Taira Bibi’s case to the Divisional Director for updating
accordingly. The Divisional Director accepted her case on the same day and resolved the
case.
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.1000 each time
(equivalent to monthly cash grant), for the follow up of his wife’s complaint.
She is yet to receive monthly payment intsallments; BISP staff keeps telling her to ‘come
after a few days’ and her case will have hopefully been processed by that time. She is losing
her hope in getting cash grant.
Taira Bibi’s 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 the complaint.
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5. What have we learnt?


The BISP Office sent the complainant to the NADRA Office to have Taira Bibi’s CNIC
updated. After 3 weeks, the beneficiary received her updated CNIC from NADRA. The case
is still in pending as no instalment has been generated in her name yet.

6. Recommendations


After the PSC survey was held and the relevant households were declared eligible, but 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.
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G-Q3-Balochistan-28
Missing CNIC
Bibi Kafia
Wife of Abdul Shakoor
Abdul Shakoor
Killi Abdul Rahmamzi Gulistan
54401-3965622-2
Nil
3505947
20th October 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bibi Kafia is a 25 year old woman, who has never been to school. She was
remained at home to perform her household chores and to take care of her family. The beneficiary
has one son. They live in a small mud (katcha) house consisting of 2 katcha rooms, a bathroom
and a kitchen they have very few possessions.
Her husband works on daily wages in the village and earns around Rs.7000 a month. Her husband
is the sole breadwinner. In her vicinity, most of people are poor, and work on daily wages. Her
village is situated 217 km away from BISP Divisional Office Quetta. Gulistan is a politically
disturbed area, and often clashes between different tribes with each other due to which markets
remain closed and daily wagers cannot earn regularly.

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 transfers of Rs.1000. She was not
familiar with BISP or the location of its offices, but she came to learn about these from her
Husband. All she knew about the program was that the newly elected government had started it
for the poor people of Pakistan. In April 2010, the BISP Survey team visited her house and took
all her information, after which she was given an acknowledgement slip. She had a valid CNIC at
the time of the survey but this was either not presented to the enumerator or the enumerator did
not enter the details causing her to be tagged as having a CNIC discrepant. She plans to spend the
cash transfer on her child’s education and food for her family.

3. How did the Complaint Emerge?
In Gulistan, when the postmen started distributing Money Orders to the eligible beneficiaries. She
assumed that she would also receive money orders because she considered herself to be eligible
like other beneficiaries of being poor and needy but she didn’t receive it. Eventually in March
2011, her husband visited the post office to collect his wife payments. There he came to learn that
his wife is an eligible beneficiary but there is a problem with her CNIC data, it was missing in her
PSC information.
Her husband visited the BISP Divisional Office Quetta and met with the Complaints Assistant,
who checked her status on the BISP website. He came to know that, according to the website
status, his wife is eligible but her CNIC information was missing which was causing her to be
tagged as ‘discrepant’. Her Husband was guided by staff of the BISP Divisional Office Quetta to
bring in his wife CNIC with an application requesting the data be corrected.
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4. Process of the Complaint
4.A Provider Version
Bibi Kafia’s husband submitted a written application to BISP Office Quetta in the 1 st week of
March 2011 to the Complaint Assistant. At that time the application was not processed by
BISP Quetta staff; the Complaints Management System (CMS) was yet to be made
operational in Balochistan. After the CMS implementation and its training to Balochistan
BISP Staff in the month of March 2012, this case could be processed but it wasn’t.
In the 1st week of June 2012 once again her husband visited the BISP Divisional Office
Quetta and resubmitted her application requesting the correction of her data.
In BISP office this complaint was not entered in CMS till end of August 2012. Her complaint
was entered in CMS on 11 September 2012. In last week of September 2012, her application
was accepted by Divisional Director Quetta and case was resolved. However, as of January of
2013, her payment is still not generated by BISP Islamabad.
4.B Client Version
After getting the eligibility letter frrm BISP Islamabad, her husband submitted a written
complaint to the BISP Complaints Assistant Quetta. He registered this application in the CMS
after 2 months on 11th September 2012. The request was accepted and she became an eligible
beneficiary.
The complainant visited the Office twice for the follow up of his wife’s complaint in a period
of 2 months (June to August 2012). Her husband came to know that his wife had become a
beneficiary and she will get the monthly Rs.1000. Her Husband spends Rs.700 on each visit
to the BISP office Quetta. Now She is become eligible and active beneficiary but her payment
is not yet generated by BISP.

5. What have we learnt?



Her CNIC information was missing in Survey and in the month of June she got letter from
BISP Islamabad and her husband registered complaint with assistant complaint.
The understanding of the beneficiary was very low regarding the complaint redressal,
although her husband learnt some of the process to lodge a complaint from political leader.

6. Recommendations






After the PSC survey was held and the relevant households were declared eligible, but there
was no formal or informal communication from BISP to the beneficiary’s payment and
grievance cases. As she claimed in June 2012, she received her letter of discrepancy. There is
a need to ensure delivery of the eligibility letter or discrepancy letter in time to the
beneficiary.
The BISP staff also needs to be more trained about the proper complaint registration
mechanism and the BISP program.
Every staff member’s performance should be monitored and evaluated 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 process cycle.
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G-Q3-Balochistan-29
CNIC Update
Gull Sima
Wife of NaquebUllah
Habibi ullah Brother
H 06 St 05 Killi Haji Razan Kirani road Quetta
54401-3499289-4
Nil
4111607
24th October 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Gull Sima is a 21 year old woman, who has never been to school. . She was
remained at her home to perform her household chores, and to take care of her family. The
beneficiary has no children; she lives with her 09 family members. The beneficiary has a mud
(katcha) house consisting of 04 katcha rooms, and one paka room, a bathroom and a kitchen.
Her husband works in the family business, inherited by his father. He and his brother earn average
Rs40000 from of this business. Her husband and brother are responsible for running the
household’s kitchen and pay of other utility expenses. In her vicinity, some of people are poor,
and they work on daily wages.
Her mohallah is situated 09 km away from the BISP Divisional Office Quetta. Her Mohalla has
been provided with all living facilities like a Basic Health Unit, schools and drinking water
facilities.

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, ‘with discrepancy’ for the monthly cash transfers of
Rs.1000. Her CNIC number was missing in BISP records because at the time of the PSC survey
she did not have an updated (computerized) NIC.
She was not familiar with BISP or the location of its offices, but she came to learn of these from
her husband. All she knew about the Program was that the newly elected government had started
it for the poor people of Pakistan. In end of April 2010, the BISP Survey team visited her house
and took all her information, after which she was given an acknowledgement slip. She had
planned s to spend the cash transfers on food for her family.

3. How did the Complaint Emerge?
In Quetta, when the postmen started distributing Money Orders to the eligible beneficiaries of her
mohalla, Gull Sima assumed that she would also be receiving money orders because this program
is for poor and needy people and she should be eligible by default. She didn’t receive the payment
from postman and nor she heard from BISP office. .So, her brother visited the post office to
collect her payment. There he came to know that his sister is an eligible beneficiary but her
payments are not being generated because her CNIC information is not present in the BISP
database.
In August 2011, her brother visited the BISP Office Quetta and met with the Complaints Assistant
who checked Gull Sima’s status on the BISP website. He came to know that his sister is eligible
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but her CNIC information was missing on her survey form and due to that payment was not
disbursed to her.
Gull Sima’s brother was guided by the BISP staff Quetta to bring in his sister’s CNIC with a
written complaint.

4. Process of the Complaint
4.A Provider Version
Gull Sima and her Husband applied for a new CNIC at the District Quetta NADRA Office in
the last week of May 2010, and got her CNIC in the 1st week of July 2010. In August her
brother visited the BISP Office and submitted an application to the Complaints Assistant. The
application was sent to the BISP DG Balochistan’s Office but the DG’s Office sent it back to
the Quetta Office with instructions to wait till the implementation of CMS.
In the month of March 2012 she got an eligibility letter form BISP Islamabad and her brother
revisited to register his sister’s complaint once again.
On 24th April 2012, her brother submitted a written complaint with the BISP letter and a copy
of her CNIC to be registered in the CMS. From 4 months, her application was pending in the
BISP Office Quetta. On 26th September 2012 this application was entered in the CMS by the
Assistant Complaints. Her appeal was accepted in the same month and she became active
beneficiary of BISP. As of January 2013, no data against Gull Sima’s CNIC, PSC number or
CMS Complaint number is available on the BISP website.
4.B Client Version
After getting the CNIC from the NADRA Office Quetta, the complainant filed the complaint
with the BISP District Office Quetta. This complaint was received on 24th April 2012, but not
entered in the CMS for almost 4 months. On 26th September 2012, this application was
entered in the CMS system by the Complaints Assistant. In the same week the Divisional
Office Quetta staff accepted and approved the case and she became an eligible beneficiary.
However, as of 14th January 2013 her payments are not yet generated by the BISP Islamabad
Head Office.
The complainant visited the BISP Office Quetta 5 times till the resolution of his sister’s
complaint. She came to know only from the Aid team that she has become an active
beneficiary and she will get cash transfers of Rs.1000.
Her brother spent Rs.400 on each visit to the BISP Office Quetta. Now they are satisfied with
BISP program and complaint resolution process although she is not yet received any
payments but she is positive about it.

5. What have we learnt?



As of January 2013, no data against Gull Sima’s CNIC, PSC number or CMS Complaint
number is available on the BISP website. This case was related to new CNIC and the
complaint was submitted with Complaints Assistant for Quetta.
Currently, the staff is maintaining the complaints record manually in files. They also prepare
a monthly summary of complaints for submission to higher offices and also updating it in
CMS.
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In BISP Quetta office entry of complaints in CMS is very slow; cases are pending from 4 and
5 months and still not entered in system by Complaints Assistant and hence not being
processed.
The understanding of the beneficiary was very low regarding the complaint redressal,
although her brother (the complainant), learnt some of the process to lodge a complaint from
BISP office Quetta.

6. Recommendations






After the PSC survey was held and the relevant households were declared eligible, but 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-Q3-Balochistan-30
CNIC Update
Sabira Bibi
Wife of Ahmad Khan
Husband
Village Abdul Hameed khan khoso,Mir Hassan Chattar ,
Naseerabad
5340126338431
4392057
26th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Bibi Sabira wife of Ahmad is 32 years old and had schooling till primary level.
She was remained at home to perform her household chores and to take care of her children. She
fetches water from a hand pump installed nearby by a Humanitarian organisation after the 2010
floods. The beneficiary has 3 children (2 girls and a boy), and all of them are enrolled at schools.
Before floods of 2010, she had a house consist of a katcha room and a bathroom, but flood had
demolished her house and from 2012 she is living in a tent with her family near the road in Mir
Hassan Chattar Village. She doesn’t often get a chance to cook due to non-availability of grocery
items. When she does manage to get food, she cooks in her tent. The family has very few
possessions. Her husband works at a hotel on daily wages as a dish washer and he earns around
Rs.150 daily.
Her husband is the sole provider for the family and he has the responsibility for running the
kitchen’s expenditure and paying for the children’s education. Most permanent villagers of her
vicinity are poor, and work on daily wages, at government or at private jobs.
Sabira’s village has borders with Dera Bugti and Jacobabad city of Sindh, due to which, it mostly
remains politically disturbed. The floods of 2010 and 2012 made the lives of the villagers even
more vulnerable.
Her village is situated around 50 km away from BISP Divisional Office Naseerabad located in
Dera Allah Yar. Her village has been provided with essential facilities such as drinking water,
electricity, a Basic Health Unit and schools for boys and girls, but after the floods most
governmental institutions remain closed.

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 transfers. The beneficiary’s CNIC
discrepancy was incurred, because at the time of the survey, the beneficiary was not holding
computerized NIC issued by NADRA.
She was not familiar with BISP or the location of its offices, but she came to know about it from
her husband who made enquiries in the hotel, where he works as a dishwasher, and also from
other family members who are BISP beneficiaries. Some of these family members already have
similar discrepancies. 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
sometime in 2010, and she gave all the required information to them. The enumerator filled a
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form for her and gave her a slip of acknowledgement for future reference. She did not have valid
CNIC at the time of survey, so the CNIC column left empty by the survey team.
She said to survey team, she will spend the cash grant on her children’s education and food for
her family, so that her husband may get little bit relief.

3. How did the Complaint Emerge?
When the first phase was completed and phase two started, the postman was distributing Money
Orders in 2010 to the eligible beneficiaries of the PSC phase. Sabira Bibi assumed that she would
also be receiving instalments of the BISP monthly cash grant because of being poor and needy by
default, but after a long waiting she did not receive any thing from BISP or the post office.
Her husband visited the post office to collect her payments, and he was told that his wife was not
listed as an active beneficiary according to post office records. In March 2011, her husband met
with the complaint assistant at the BISP Divisional Office Naseerabad. The Complaints Assistant
checked Sabira Bibi’s status on the BISP website and found that she is eligible with discrepancy.
He advised her husband to have a CNIC made for Sabira Bibi and to submit a copy of it to the
Divisional Office along with an application request that her information needs to be updated.
The Complaints assistant supported them in resolving the issue; he advised Sabira’s husband, first
get his wife’s CNIC issued by NADRA.

4. Processing of the Complaint
4.A Provider Version
Sabira and her husband applied for a new CNIC from the District Naseerabad NADRA office
in the 1st week of March 2011 and received her Computerized National Identity Card in the
2nd week of April 2011
They again visited the BSIP Divisional Office Naseerabad and submitted a copy of his wife’s
CNIC along with an application requesting to update of his wife’s missing data in the 2 nd
week of April 2011. At the BISP level, her complaint was sent to BISP headquarter Islamabad
and the DG Balochistan for further processing in the last week of April 2011.
The beneficiary’s husband paid continuous visits to the BISP Divisional Office Naseerabad to
check the status of his wife’s case. At the end of 2011, all grievances cases from Naseerabad
division were sent back to the BISP Divisional Office with a note that all pending cases will
be responded by their respective divisions after the implementation of the Case Management
system.
On 21st November 2012, the husband of the beneficiary again visited the BISP Divisional
Office Naseerabad, and re-submitted the application requesting to update his wife’s CNIC
information. Her application and copy of CNIC was received by the Complaints Assistant and
was entered manually into the complaint register.
As per the process of the CMS, her case was entered in the CMS on 21st of November 2012
which generated the CMS ID Number 10870968, which was given to the complainant for
follow-up. On the same day her case was forwarded electronically to the BISP Divisional
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Director for further processing and approval. He processed it further and resolved it on the
same day, but as of 26th December, her payments are not yet generated.
4.B Client Version
After applying for a CNIC in the first week of March 2011, she got her CNIC in the 2 nd week
of April 2011. The complainant submitted his wife’s CNIC along with a written application to
the Complaints Assistant in the 2nd week of April 2011. He paid Rs.20 to get the application
written. Her 2nd application was submitted on 21st of November 2012, and again they paid
Rs.5 for the photo copy of her CNIC and this time Rs.30 for having the application written.
They were told that charges for writing applications had increased from Rs. 20 to Rs. 30 over
the course of one year. The complainant visited the BISP Divisional Office 4 times in total,
from the process of application for the CNIC to the submission of the application to becoming
an active beneficiary. The cost of each round trip was Rs.300. However, for these four visits,
the complainant consumed Rs.1200, which is 8 days of his wage income.
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 21st of November 2012. When she
submitted her 1st application, she was not issued any acknowledgement but upon her 2nd
application, she was issued a CMS ID on a slip of paper.
She was very happy about the resolution and being an active member finally she said, “It will
be a big support for my family, if any day my husband cannot go to the Hotel, at least we will
have something to eat because of Bibi’s cash support.”
Her village is around 50 km away from BISP Divisional Office Naseerabad.
Sabira and her husband were not familiar with the BISP Office or the redressal process, but
they learnt it from other beneficiaries visiting the hotel, where her husband works.

5. What have we learnt?







The BISP Office sent the complainant to the NADRA Office to have Sabira’s CNIC updated.
After 5 weeks, the beneficiary received her updated CNIC from NADRA. However, the
prescribed BISP complaints process is based on electronic filing, Complaints Management
System (CMS) had not been made active and they were advised to wait for it to be made
operational.
Presently, the staff is maintaining the complaints record in the CMS system for resolving all
CMS cases. They also prepare a monthly summary of complaints in an Excel file and also
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 some of the process to lodge a complaint.
The beneficiary paid 4 visits to the BISP Divisional Office regarding his wife’s case. In this
regard he didn’t only pay for travelling but also didn’t get his wage for the particular day.
It took her over a year to become an active beneficiary, but still her payments have not been
generated.

6. Recommendations


After the PSC survey was held and the relevant households were declared eligible, there is
seldom any formal or informal communication from BISP to the beneficiaries. There is a need
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to ensure delivery of the eligibility letter or discrepancy letter to the beneficiary and must
apply any system for the information of beneficiary regarding to mode of payment.
It may also be helpful, if the beneficiaries are informed and educated about the complaint
registration mechanism.
There is a need to create awareness amongst women regarding the cash grant program since it
is especially designed to empower them.
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G-Q3-Balochistan-31
CNIC Update
Soniat Bibi (Sony on BISP web site )
Wife of Jamal Khan
Husband
Goth Mugham khan Sobhani ary Bbaroon Tambo ,
Naseerabad
5340593608932
4200617
26th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Soniat Bibi wife of Jamal Khan is 39 year old who has never been to school..
She was remained at her home to perform her household chores and to take care of her children.
She fetches water from a water channel which was 2 km away from her house. After completing
all her house hold work she also helps her husband in the fields. The beneficiary has 6 children
including 2 girls and 4 boys.
Before the floods of 2010, she had a house consisting of 1 katcha room and 1 bathroom, but now
she is living in a tent with her family. The tent and little other utility items are only their
possessions. She also cooks in her tent. Her husband works in the fields of a landlord as a Bazgar.
On the compensation, he is given a portion of the wheat plus Rs.3000 cash per month.
Her husband is the sole provider for the family and he has the responsibility to feed the family
members. Most permanent villagers of her locality are poor, and work on daily wages in the fields
of land lords, and at governmental or private jobs. The area, where she lives is called Tehsil
Tamboo, which is one of the most well-known areas in Sindh and Balochistan province;
infamous for honour killing. Hundreds of women and men have been killed in the name of
honour, due to which the lives of women are very vulnerable and on stake.
Her village is situated around 40 km away from BISP Divisional Office Naseerabad located in
Dera Allah Yar. Her village has been provided with essential facilities such as drinking water
from water channels, electricity, a Basic Health Unit and schools for boys and girls, but after the
floods most governmental institutions remain closed due to kidnappings of government officials
and others for ransom.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP cash transfer scheme during the Parliamentarian’s.
In the second phase, she was declared as an eligible beneficiary for the monthly cash transfers of
Rs.1000. The beneficiary’s ‘CNIC discrepancy’ was caused because at the time of the survey, the
beneficiary did not hold a computerized NIC issued by NADRA.
She was not familiar with BISP or the location of its offices, but she came to learn about these
from her father-in-law and husband who made enquiries in the village and from other family
members who were already beneficiaries. Some of these family members also had similar
discrepancies. All she knew about the program was that the newly elected government had started
it for the poor people of Pakistan. The BISP Poverty Score Card survey team visited her home
somewhere in 2010 and she gave them all the required information. The enumerator filled a form
for her and gave her a slip of acknowledgement for future reference. She did not have valid CNIC
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at the time of survey.
She said to survey team that she will utilise the cash grant on food for her family, so that her
husband may be relieved little bit of his burden.

3. How did the Complaint Emerge?
When the first phase was completed and phase two started, the postman was distributing Money
Orders in 2010 to the eligible beneficiaries of the PSC phase. Soniat Bibi assumed that she would
also be receiving instalments of the BISP monthly cash transfers because of being poor and needy
by default, but after a long waiting, she still did not receive any thing from either BISP or the post
office.
Her husband visited the post office to collect her payments, but he was told that his wife was not
listed as an active beneficiary according to post office records. In end of April 2012, her husband
met with one of his friends named Chakar, who suggested him to visit BISP office and get details
regarding her wife’s status in the BISP cash transfer program.
In the end of April 2012, he visited the BISP Divisional Office Naseerabad with the
acknowledgement slip given by the PSC enumerators. He met with the Complaints Assistant who
checked Soniat Bibi’s status on the BISP website and found that she was tagged as ‘eligible with
discrepancy’.
He advised her husband to have a CNIC made for Soniat Bibi and then submit a copy of it to the
Divisional Office along with an application request that her information needs to be updated.
The Complaints assistant, for BISP supported them in resolving the issue; he advised her husband
to get his wife’s CNIC issued from the NADRA Office.

4. Processing of the Complaint
4.A Provider Version
Soniat and her husband applied for a new CNIC from the District Naseerabad NADRA office
in the 2nd week of June 2012 and received her Computerized National Identity Card in the last
week of July 2012.
They again visited the BSIP Divisional Office Naseerabad and submitted a copy of her CNIC
and an application requesting an update of his wife’s missing data on 18th of November 2012.
As per the process of the CMS, her case was entered in the CMS on the same day 18 th of
November 2012, and generated the CMS ID Number 10849410. Reference ID given to the
complainant for the follow-ups.
On the same day her case was forwarded, electronically, to the BISP Divisional Director for
further process and approval. He processed it further, and her case was resolved on the same
day, but as of 14th January, her payments are not yet generated.
4.B Client Version
After applying for a CNIC in the 2nd week of June 2012, she got her CNIC in the last week of
July 2012. After getting the new CNIC her family was planning to visit BISP Divisional
Office Naseerabad, when floods hit the district and they could not manage the visit because
they were in recovering phase from the devastation.
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On the 18th of November her husband visited BISP divisional office and submitted his wife’s
CNIC along with a written application to the Complaints Assistant. He paid Rs.30 to get the
application written and Rs.5 for the photo copy of her CNIC. The complainant has visited the
BISP Divisional Office 4 times in total, from the processing of the application for the CNIC
to becoming an active beneficiary. The cost of each round trip was Rs.500.
After the complaint was received by the BISP Divisional Office, staff took the necessary step
as per CMS requirements and her case was resolved on the same date (18 th November 2012).
When her husband submitted her application he was issued a CMS ID on a slip of paper.
She was very happy about the resolution and being an active beneficiary she said, “It will be a
big support for my family and I will get something for myself, which my husband could not
afford.”
Her village is around 40 km away from BISP Divisional Office Naseerabad.
Soniat and her husband were not familiar with the BISP Office or the redressal process, but
they learnt about it from other beneficiaries and also from her father in law.

5. What have we learnt?







The BISP Office sent the complainant to the NADRA Office to have valid CNIC of Soniat.
After 5 weeks, the beneficiary received her updated CNIC from NADRA.
Presently, the staff is maintaining the complaints record in the CMS system for resolution.
They also prepare a monthly summary of complaints in an Excel file and update the data for
submission to higher offices.
The understanding of the beneficiary was very low regarding the complaint redressal,
although her husband had learnt some of the process to lodge a complaint.
The complainant paid 4 visits to the BISP Divisional Office regarding his wife’s case. In this
regard he not only paid for traveling but also had to request landlord to allow him to visit
BISP office.
It took her months to become an active beneficiary, but still her payments have not been
generated.
This amount of Rs.1000 will make her more empowered at the household level.

6. Recommendations





After the PSC survey was held and the relevant households were declared eligible, there is
seldom any formal or informal communication from BISP to the beneficiaries. There is a need
to ensure delivery of the eligibility letter or discrepancy letter to the beneficiary and must
apply any mechanism for the information of beneficiary regarding to mode of payment.
It may also be helpful if the beneficiaries are informed and educated about the complaint
registration mechanism.
There is a need to create awareness amongst women regarding the cash grant program since it
is especially designed to empower them.
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G-Q3-Balochistan-32
CNIC Update
Raj Bibi
Wife of Fida Husain
Father in Law
Goth Adam khan Tehsil Tambo , District Naseerabad
5340502811594
3129012
26th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Raj Bibi wife of Fida Husian is 28 years old uneducated woman. She was
remained at home to perform her household chores and to take care of her children. Every day,
she fetches water from a water channel around 3 km from her house it takes her over 2 hours to
bring drinking water, after doing all her household chores, she also helps her husband in the
fields. The beneficiary has 2 children (1 girl and 1 boy). She has never been to school but she
wants her children to be educated and she has enrolled both her children in schools.
Before the floods of 2010, she had a house consisting of 1 katcha room and an attached bathroom,
but now she is living in a tent with her family. Her tent and handful of possessions are the only
belongings. She also cooks in her tent. Her husband works in the fields of a landlord as a Bazgar;
they are given some wheat and Rs.3000 per month as compensation by the landlord.
Her husband is the sole provider for the family and has the responsibility for running the kitchen’s
expenditure. Most permanent villagers are poor, and work on daily wages in the fields of land
lords, and also at governmental or private jobs like Raj Bibi’s husband.
The area where she lives is called Tehsil Tamboo, which is one of the most well-known areas in
Sindh and Balochistan province, infamous for honour killing. Hundreds of women and men have
been killed in the name of honour in Tamboo. The honour killings make the lives of women
vulnerable.
Her village is situated around 42 km away from BISP Divisional Office Naseerabad located in
Dera Allah Yar. Her village has essential facilities such as clean drinking water from the water
channels, electricity, a Basic Health Unit and schools for boys and girls, but after the floods most
governmental institutions remain closed due to frequent kidnappings of government officials and
others for ransom.

2. Receiver Woman/Complainant Relationship with BISP
The beneficiary was not included in the BISP Cash Transfer scheme under the Parliamentarian’s
Phase but in the second phase, she was declared an eligible beneficiary ‘with discrepancy’ for the
monthly cash transfers. The beneficiary’s CNIC discrepancy was caused because at the time of
the survey, the beneficiary did not have a Computerized NIC issued by NADRA.
She was not familiar with BISP or the location of its offices, but she came to learn about these
from her father-in-law and husband who made enquiries in the village, and from other family
members who were already beneficiaries. Some of these family members already had similar
discrepancies. All she knew about the program was that it is ‘Bibi’'s Program’. Her mother-in-law
and her sister-in-law are also the active beneficiaries.
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The BISP Poverty Score Card survey team visited her home sometime in 2010 and she gave all
the required information to them. The enumerator filled a form for her and returned her a slip of
acknowledgement for future reference. She did not have valid CNIC and CNIC column left blank
on survey form.
She planned to spend the cash transfers on food for her family, and give her children pocket
money and lunch money, when they go to school so that her husband may be relieved little bit of
his burden.

3. How did the Complaint Emerge?
When the first phase was completed and phase two started, the postman was distributing Money
Orders in 2010 to the eligible beneficiaries. Raj Bibi assumed that she would also receive
instalments of the BISP monthly cash transfers because of being poor by default, but after a long
waiting, she did not receive any thing from either BISP or the post office.
Her husband visited the post office to collect her payments but he was told that his wife was not
listed as a beneficiary according to post office records. Her mother-in-law was also a BISP
beneficiary so she requested her father-in-law to find out her details regarding BISP payments, as
recently many women had started receiving cash.
In April 2012, her father-in-law visited the BISP office, taking with him the acknowledgement
slip given by the enumerator. At the BISP Divisional Office Naseerabad he met with the
Complaint Assistant. The Complaints Assistant checked Raj Bibi’s status on the BISP website
and found that she is tagged as ‘eligible with discrepancy’.
He advised him to have a CNIC made for Raj Bibi and then submit a copy of it to the Divisional
Office along with an application request that her information needs be updated.
The Complaints Assistant supported them in resolving the issue; he advised Raj Bibi’s father-inlaw to get his daughter in law CNIC issued from the NADRA Office.

4. Processing of the Complaint
4.A Provider Version
Raj Bibi and her husband applied for a new CNIC from the District Naseerabad NADRA
office in the 2nd week of May 2012 and received Computerized National Identity Card in the
last week of July 2012.
On 18th November 2012, her father-in-law again visited the BSIP Divisional Office
Naseerabad and submitted a copy of his daughter-in-law’s CNIC and an application
requesting to update her missing data.
As per the process of the CMS her case was entered in the CMS on the same day, 18 th of
November 2012, which generated the CMS ID Number 10849455, which was given to the
complainant for future reference.
On the same day her case was forwarded, electronically, to the BISP Divisional Director for
further processing and approval. He processed it further and her case was resolved on the
same day, but as of 14th January, her payments are not yet generated.
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4.B Client Version
After applying for a CNIC in the 2nd week of May 2012, she got her CNIC in the last week of
July 2012, after getting new CNIC her family was planning to visit BISP Divisional Office
Naseerabad, when floods hit the district and they could not manage to visit BISP Divisional
Office.
On 18th of November her father-in-law visited the BISP Divisional Office and submitted his
daughter-in-Law’s CNIC along with a written application to the Complaints Assistant. He
paid Rs.30 to get the application written and Rs.5 for the photo copy of her CNIC.
The complainant has visited the BISP Divisional Office 4 times in total, from the process of
application for the CNIC to the submission of the application to becoming an active
beneficiary. The cost of each round trip was Rs.500.
After the complaint was received by the BISP Divisional Office, staff took the necessary step
as per CMS requirements and her case was resolved on 18th of November 2012. When her
father-in-law submitted her application, he was issued a CMS ID on a slip of paper.
She was very happy about the quick case resolution and she said, “It will be a big support for
my family and I will not let my children be Bazgar’s for the landlord.”
Her village is around 42 km away from BISP Divisional Office Naseerabad.
Raj Bibi and her husband were not familiar with the BISP Office or the redressal process, but
they learnt it from other beneficiaries and her father in law.

5. What have we learnt?








The BISP Office sent the complainant to the NADRA Office to make her CNIC. Five weeks
later, the beneficiary received her updated CNIC from NADRA.
Presently BISP staff is maintaining the complaints record in the CMS system for resolving all
CMS cases. They also prepare a monthly summary of complaints in an Excel file and update
the data for submission to higher Offices.
BISP staff was giving CMS IDs to beneficiaries on a page for future reference
The beneficiary, her husband and father-in-law paid 4 visits in total to the BISP Divisional
Office regarding her case.
It took months to be an active beneficiary, but still her payments have not been generated.
This amount of Rs.1000 will make her more empowered at house level.
It has been reported that primarily those women are killed in the name of honour, who are less
empowered or belong to poor and weak families.

6. Recommendations





After the PSC survey was held and the relevant households were declared eligible, but there is
seldom any formal or informal communication from BISP to the beneficiaries. There is a need
to ensure delivery of the eligibility letter or discrepancy letter to the beneficiary and must
apply any mechanism for the information of beneficiary regarding to mode of payment.
A formal application written by professional should not be encouraged for pending cases; this
increases the burden on complainants.
It may also be helpful, if the beneficiaries are informed and educated about the complaint
registration mechanism.
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There is a need to create awareness amongst women regarding the cash grant program since it
is especially designed to empower them.
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G-Q3-Balochistan-33
Missing CNIC
Rukhsana Begum (Bukhsana Begum on BISP web site )
Wife of Ghulm Sarwar
Husband
Bakhtiar Abad Village aahora Tehsil Lehari
55303-0569704-4
3915595
28th December 2012

1. Receiver Woman/Complainant Profile and Background Information
The beneficiary, Rukhsana Begum w/o Ghulam Sawar is 37 years old woman who has never been
to school. She was remained at home to perform her household chores and to take care of her
children. The beneficiary has 10 children (6 girls and 4 boys), 4 of them are going to school. The
beneficiary has a mud katcha house that consis of 02 katcha rooms, 01 bathroom and a kitchen.
Her husband is a teacher at a government school and his monthly income is around Rs.18000. He
has the responsibility to feed and complete the basic needs of family. In her vicinity, some of
people are poor, and work on daily wages, but most people are working for the government or the
private sector.
Her village is situated around 50 km away from the BISP Divisional Office Sibi located in
District Sibi. Her village has been provided with essential facilities such as potable water,
electricity, a Basic Health Unit and schools for boys and girls.
Tehsil Lehri is one of the flood affected districts of Baluchistan, which were affected in the 2010
floods; most of the homes in villages in the Tehsil were badly damaged. Rukhsana Begum’s
village was also affected but, with the support of humanitarian organizations and Government
Institutions the locals were able to rapidly rebuild and resume to normal life.

2. Receiver Woman/ Complainant Relationship with BISP
The beneficiary was not included in the BISP Parliamentarian Phase, and in the second phase, she
was declared an eligible beneficiary for the monthly cash transfers. The beneficiary had a CNIC
discrepancy which was occurred in survey. She possessed a valid CNIC at the time of survey but
this was not presented to the enumerator.
She was not familiar with BISP or the location of its offices, but her husband learnt of these after
he made enquiries at his school from other teachers and other beneficiaries’ family members.
Some of these individuals already had discrepancies like his wife’s. All she knew about the
program was that the newly elected government had started it for the poor people of Pakistan. The
BISP Poverty Score Card survey team had visited her home somewhere in March of 2010, and
her husband gave all the required information to an enumerator who filled a form for her and gave
him a slip of acknowledgement for reference.
She planned to spend the cash grant on her children’s education and food for her family, so that
her husband may be relieved bit his burden.
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3. How did the Complaint Emerge?
In 2010, when the first phase was completed and phase two started, the postman started
distributing Money Orders to the eligible beneficiaries of the PSC phase s She assumed that she
would also be receiving instalments of the BISP monthly cash transfers, but she didn’t hear from
postman neither from BISP office.
Her husband visited the Post Office to collect her payments, and he was told that his wife name
was not listed as an active beneficiary according to post office records. In September 2011, her
husband met with the Complaints Assistant at the BISP Divisional Office Sibi. The Complaints
Assistant checked Rukhsana Begum’s status on the BISP website and found that she was eligible
‘with discrepancy’.
He advised her husband to submit an application long with a copy of his wife’s CNIC at the
Divisional Office and him promised that her information would be updated. The Complaints
Assistant, for BISP supported them in resolving the issue; he advised her husband to have his
wife’s CNIC issued from NADRA. Her husband asked that she already has a CNIC.

4. Processing of the Complaint
4.A Provider Version
In the month of September 2011, her husband visited the BSIP Divisional Office Sibi and
submitted a copy of his wife’s CNIC and an application requesting an update of his wife’s
missing data. At the BISP level, her complaint was sent to the BISP DG Balochistan and
copied to the BISP Head Quarters Islamabad for further processing in the 1st week of October
2011.
The beneficiary’s husband then returned to the BISP Divisional Office Sibi to check the status
of his wife’s case but there had been no progress. At the end of December 2011, all
grievances cases from Sibi Division were sent back to the BISP Divisional Office with a note
that all pending cases will be responded by their respective divisions after the implementation
of the CMS.
On 3rd of October 2012, she got an intimation letter from the BISP Head Office Islamabad
telling her to submit her CNIC information at the BISP Divisional Office Sibi. On 10 th
October 2012, the husband of the beneficiary again visited the BISP Divisional Office Sibi
and for a 2nd time he submitted the application requesting to update his wife’s CNIC
information. Her application and copy of CNIC was received by the Complaints Assistant and
was entered manually into the complaint register.
As per the process of the CMS her case was entered in the CMS on 29 th November 2012
against the generated CMS ID Number 109007061, this number was given to him later for
future reference.
On the same day her case was forwarded, electronically, to the BISP Divisional Director for
further processing and approval. He processed it further and her case was resolved on the
same day, but as of 14th January 2013, her payments are not yet generated.
4.B Client Version
After getting a letter from the Islamabad BISP office, the complainant submitted his wife’s
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CNIC along with a written application to the Complaints Assistant on 10th of October 2012.
The Complaints Assistant entered her application in the CMS and, after a week her case was
accepted by the BISP Director Sibi. However, as of 14th January 2013 her payments are not
yet generated from Islamabad.
The complainant visited the BISP Divisional Office 3 times in total, from the processing of
the application for the CNIC update to to becoming an active beneficiary. The cost of each
round trip was Rs.500
After the complaint was received by the BISP Divisional Office, staff took the necessary
steps, as per CMS requirements, and her case was resolved on 29th November 2012. When
she submitted her application, she was not issued any acknowledgement but when her
husband visited BISP office for follow-up he was given the CMS ID for future reference. Her
village is around 50 km away from BISP Divisional Office Sibi. Her husband was familiar
with the BISP Office or the redressal process,

5. What have we learnt?






Tis case is of a missing CNIC number. The BISP Office advised her husband to submit his
wife’s CNIC at the BISP Office Sibi. After submitting her CNIC her case was sent to BISP
HQ for the prescribed BISP complaints process redressal, but no action was taken. In October
2012, she got an intimation letter from BISP Islamabad for submitting her CNIC. After
intimation her husband submitted her copy of CNIC with a copy of the intimation letter and
within a week, she became an active beneficiary.
Presently, staff is maintaining the complaints record in the CMS system for resolving all CMS
cases. They also prepare a monthly summary of complaints in an Excel file and update the
data for submission to higher Offices.
The understanding of the beneficiary was very low regarding the complaint redressal,
although her husband had learnt some of the process to lodge a complaint.
The beneficiary paid 3 visits to the BISP Divisional Office regarding his wife’s case. Her case
is accepted but her payment is not yet generated from BISP Islamabad.

6. Recommendations





After the PSC survey was held and the relevant households were declared eligible, but there is
seldom any formal or informal communication from BISP to the beneficiaries. .
It may also be helpful if the beneficiaries are informed and educated about the complaint
registration mechanism.
There is a need to create awareness amongst women regarding the cash grant program since it
is especially designed to empower them.
Volunteers may be deployed to support beneficiaries
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G-Q3-Sindh-01
CNIC update
Sanam
Gul Hasan
Sama Muhalla, Murad Memon Goth, Gadap Town, Post
Office Memon Goth, Tehsil Malir, District Malir Karachi
4250157421778
13377583
19th January 2013

1. Profile of the beneficiary/complainant
Sanam, wife of Gul Hasan, is a 32 year old woman. She lives in Sama Muhallah of Murad
Memon Goth, Gadap Town (Post Office Memon Goth, Tehsil Malir, District Malir Karachi). She
is illiterate. She has 4 children; 2 sons and 2 daughters. Her eldest son has been unable to walk or
talk since he had a fever at the age of 6 months. Now he is 7 years old and stays at home. One of
her daughters goes to school and she is in first grade. Sanam’s husband is a peon at an eye
hospital and has a monthly salary of Rs.5,500. No other relatives live with them and their
household consists of 6 people in total. They live in an 80 sq. yard plot with one katcha room. The
house consists of one kitchen and one bathroom. They have access to tap water, drainage
facilities, electricity and gas. The area is classified as urban and they have access to most
facilities. The main road and nearest government school is 5 minutes away. The nearest health
facility (hospital) is 15 minutes away while the nearest BISP office is approximately 25 km away.

2. Relationship with BISP
Sanam did not receive money in the Parliamentarian Phase of BISP. At the time of the PSC
survey in February 2011, Sanam did not have a CNIC therefore she entered her husband’s CNIC
number on the survey form. The survey team came to her house and gave her an
acknowledgement slip once her form was complete. She considers herself a beneficiary of the
BISP and was first informed that she had qualified for it by the postman. She also received a letter
from the BISP after that. She does not know much about the BISP; she has heard from others that
this is Benazir’s money, and that is also what the survey team told her. Sanam does not know
what the eligibility criteria is, but she feels she should be eligible since she is poor, has a sick
child and lives in a katcha house.

3. How did the complaint emerge?
At the time of the PSC survey in February 2011, Sanam did not have a CNIC. The survey team
came to her house and gave her an acknowledgement slip once her form had been filled, with her
husband’s CNIC number entered in it. After 6 months, a postman came to distribute money in the
neighbourhood and notified her husband that she had been selected for the program. Sanam went
to the BDC Centre in Memon Goth in September 2011 and was asked to get a CNIC made. In
December 2011 she went to the NADRA office in Malir Halt for this purpose and was told to
collect her card after 20 days. When she went to collect her card after the stipulated time, there
was a power outage at the NADRA office. She eventually received her card in February 2012.
She visited the BDC Centre after that and was told her money had not arrived as yet.
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4. Processing of the complaint
4.A Provider’s version
On 31st December 2012 Sanam registered a complaint at the BISP Tehsil Office in Malir
since it is close to her house. The Assistant Complaint (AC) used her PSC slip to check her
status on the computer and asked for a copy of her CNIC. He updated her CNIC information
in the CMS since she did not have a card at the time of the PSC survey. The Assistant
Complaint provided her with the CMS ID # 11039880 and forwarded her complaint to the
Assistant Director (AD) with his remarks. The status of her case still reads “in process” on the
CMS website.
4.B Client’s version
In June 2012, Sanam went to the Malir Halt BDC Centre because the office in Memon Goth
had been closed. The representatives at the BDC Centre notified her that her money had not
arrived yet. In September 2012, she visited the BDC Centre again and was told her complaint
had been registered and she should visit after 15 days. They took a copy of her CNIC. Her
neighbours had told her to register a complaint and she went to do so herself at the BISP
Tehsil Office in December 2012. The AC registered her complaint on the computer and took
a copy of her CNIC, however according to Sanam he did not provide her an acknowledgment
slip. The Tehsil Office is approximately 25 km from her house; she took a van till Malir 15
and from there she hired a rickshaw. The entire round-trip cost her Rs.150. Once the
complaint had been registered, she went to check again on 16th January 2013 and they asked
her come back on 20th January. There has been no definitive result in her case yet. She was
satisfied with the attitude of the BISP staff but her case has still not been resolved. The staff
did not take any money from her.

5. What We Learnt?


CNIC update cases are not solved on time since Sanam registered her complaint with the
Assistant Complaint at the BISP Tehsil Office Malir on 31st December 2012 and no action has
been taken by the Director thus far. Even though more than 20 days have passed since her
complaint was registered her case is still in progress as per the CMS website, as checked on
23rd January 2013. The BISP Tehsil Office in Malir is not fully staffed at this time since they
are moving locations – a Naib Qasid was performing the AC’s duties, for instance. Thus, this
case had to be traced at the BISP Divisional Office in Gulistan-e-Johar. When Sanam
registered her complaint at the BISP Tehsil Office she was asked to follow up on 16 th January
2013. When she went on the assigned date they asked her to come back 4 days later. The
BISP staff also does not keep a manual record of the complaints outside of the CMS. The
BISP Divisional Office had Sanam’s CNIC number and address but did not have her contact
number.

6. Recommendations



BISP should have created awareness amongst beneficiaries through the survey team or
advertising, that they should have had valid CNICs prepared in order to receive BISP cash
transfers
The BISP staff should also be managed properly since at the Malir office there was no
Assistant Complaint present, instead the Naib Qasid was performing the AC’s duties. The
case could not be tracked properly since they were in the middle of moving offices
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Complaint handlers should inform complainants about the discrepancy in their case when
they come to BISP offices to register their complaints. It was observed in this case that Sanam
was not provided clear information on her numerous trips to BISP offices before her
complaint was eventually registered on 31st December 2012
Complaint handlers should provide acknowledgment slips to beneficiaries upon registration
of their complaints in the CMS, so that beneficiaries can track the status of their complaint
and a record of their visit is maintained
CNIC update cases should be resolved on time so that beneficiaries do not have to make
multiple visits to BISP offices and BISP staff should provide clear instructions to
beneficiaries about when to revisit
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G-Q3-Sindh-02
CNIC update
Mehnaz Khatoon
Abdul Malik
House No. 341, Block F, Sachal Goth, Gulshan Town,
Karachi East
4310572234294
13600174
18th January 2013

1. Profile of the beneficiary/complainant
Mehnaz Khatoon, wife of Abdul Malik, lives in House No. 341, Block F, Sachal Goth, Gulshan
Town, Karachi East. She is 34 years old and is illiterate. She mostly does household work and she
has 4 daughters. Her eldest daughter is 9 years old and studies in first grade in a government
school. The younger daughters do not attend school yet. Her husband is an unskilled labourer and
earns Rs.400 per day. Mehnaz Khatoon makes caps at home and earns approximately Rs.1,000
per month. Her mother-in-law and father-in-law, brother-in-law and his wife also live in the same
house. Mehnaz Khatoon’s PSC roster includes the name of Shahnila but according to Mehnaz
Khatoon there is no one by that name who lives with her. She is the only person in her household
who receives the BISP cash transfers. Her house has an area of 100 sq. yards and the rent for it is
Rs.5,000. The house has 3 rooms, one bathroom and an open kitchen. Usually they get water from
the main water supply but when there is a shortage the neighbours pool money in order to buy a
water tanker. The colony she lives in has 4-5 schools both public and private. There are
approximately 1,500 houses in the colony. It also has a hospital and is 6-7 km from the BISP
office.

2. Relationship with BISP
Mehnaz Khatoon was not a beneficiary in the Parliamentarian Phase of BISP, nor was anyone else
from her household a beneficiary during this first phase. Her husband had her form filled out in
December 2010 during the PSC survey held at a shop near her house. The enumerator provided
her husband with a PSC acknowledgement slip once the form was submitted. Mehnaz’s CNIC
number was not entered in the form since she did not have a CNIC at that time. Mehnaz believes
she is eligible for the BISP. She knows that the money comes from the “Benazir Scheme” but
does not know much more about the program. She maintains that even rich people pose as if they
are poor so that they can also get this money. If she receives money from the program she will
buy clothes for her children and other household necessities.

3. How did the complaint emerge?
Fifteen months after the PSC survey, when Mehnaz Khatoon saw an advertisement for the
Benazir Debit Card (BDC) on TV she realized she had not been receiving the cash transfer. She
told her mother-in-law, who in turn went to the local political worker, Farzana, and told her that
Mehnaz Khatoon had not been receiving money from BISP. Farzana checked Mehnaz Khatoon’s
status at the BISP office and a couple of days later notified Mehnaz’s mother-in-law that although
her form had been submitted, her CNIC number had not been registered. Mehnaz Khatoon went
to the BISP Divisional Office in Gulistan-e-Jauhar in March 2012, along with her mother-in-law
and Farzana, to register her complaint. The BISP staff took a copy of Mehnaz’s CNIC and asked
her to follow up on her complaint after a month since they were forwarding it to Islamabad.
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Around 2 months later in June 2012, Mehnaz Khatoon and her mother-in-law went to the BISP
office again to inquire about the status of their complaint. The staff took another copy of
Mehnaz’s CNIC and asked them to come back after another 2-3 months. In October 2012,
Mehnaz visited the office again with her mother-in-law and Farzana and the staff told her to come
back after a month after taking another copy of her CNIC. The fourth time Mehnaz Khatoon and
her mother-in-law visited the BISP office was about 3 weeks ago in December 2012. When the
staff there asked for another copy of her CNIC, Mehnaz Khatoon expressed her frustration and
anger at them. The staff then entered her information in the computer and asked her to follow up
on this case after 20 days.

4. Processing of the complaint
4.A Provider’s version
Mehnaz Khatoon’s complaint about her CNIC update was registered in the CMS on 18th
December 2012 at the BISP Divisional Office in Gulistan-e-Jauhar. Her CMS ID is
10984025. The Assistant Complaint (AC) entered the complaint in the system and forwarded
it to the Assistant Director (AD). The AD retrieved the data and after verifying and approving
the case forwarded it to the Divisional Director (DD). The DD approved the request on the
same day and the CNIC update should have been resolved in 48 hours. The BISP Divisional
Office at Gulistan-e-Jauhar does not have a record of Mehnaz Khatoon’s first three
complaints/visits to this office.
4.B Client’s version
Mehnaz Khatoon registered her complaint at the BISP Divisional Office Gulistan-e-Jauhar in
December 2012 and gave the AC a copy of her CNIC but did not receive an
acknowledgement slip from him. Mehnaz Khatoon knows about this office since this is the
only office the political worker Farzana had shown her. She visited the Divisional Office
again one day ago, on 11th January 2013; this was her fifth visit to this office with regards to
her complaint. She was told on this visit that her CNIC number had been updated and she
should collect her Debit Card from the BDC Centre in Gulistan-e-Jauhar. The staff at the
BDC Centre told her that they did not have her record in the database and she should come
back after 15-20 days. Mehnaz has spent approximately Rs.800 in total on all her trips to the
BISP offices – each round trip on the rickshaw costs her approximately Rs.150. Mehnaz was
not satisfied with the complaint registration system at all since her complaint had not been
resolved and she has not received any money thus far.

5. What We Learnt?


The beneficiary did not receive any eligibility or discrepancy letter from BISP due to which
even after 15 months Mehnaz Khatoon is not certain whether she is a beneficiary or not. The
staff did not resolve her issue on time which resulted in her visiting the BISP Divisional
Office five times. They also have a record of only one of her trips to the office. The first three
times she visited the Divisional Office her complaint was not registered but on the fourth visit
in December 2012 this complaint was entered into the CMS. Even after 3 weeks of the CNIC
update, BISP had not sent her records to the BDC Centre. It seems that the BISP staff did not
record the beneficiary’s complaint in a timely manner. The CMS website has been updated to
show that her discrepancy has been removed and she is now eligible for the cash transfers.
However, the BISP website still does not show her payment details, as checked on 23rd
January 2013.
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6. Recommendations






BISP should issue eligibility and discrepancy letters to all beneficiaries in a timely manner, as
per standard procedure
BISP should keep a manual record of all complaints made by beneficiaries and provide
complainants with acknowledgment slips (CMS ID) upon registering their complaints
The CMS software should have precise dates for when complaints are forwarded so that a
record of correspondence can be maintained which can help in identifying the source of any
delays in complaint resolution
BISP should forward the beneficiaries record to all BISP offices and BDC centres once the
CNIC update is complete
BISP staff should provide beneficiaries with exact information about when to revisit so that
they do not waste time and money on repeated trips to BISP offices
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G-Q3-Sindh-03
CNIC update
Noor Jahan
Niaz Hussain
House No. 151, F Block, Sachal Goth, Gulshan-e-Iqbal
Town
4250119641844
13600162
16th January 2013

1. Profile of the beneficiary/complainant
Noor Jahan, wife of Niaz Hussain, is a 42 year old woman who lives in House No. 151, Block F,
Gulshan-e-Iqbal Town, East Karachi. She has studied till the primary level. She has 6 children: 4
sons and 2 daughters. Her eldest son studies in Matric and another one studies in 6th grade. Her
two daughters also go to school while the two youngest sons do not attend school yet. Her
mother-in-law and two sister-in-laws live with her and they all eat together, therefore her
household consists of 11 people in total. Noor Jahan’s husband is a retired police constable and
receives a pension of Rs.8,500 monthly. Niaz Khan has had paralysis for the past five years. They
live in a rented house which costs Rs.5,000 per month. The house has 3 small rooms and a
washroom but there is no separate kitchen; they cook in one of the rooms of the house. They have
access to electricity and gas but have to order tankers for water which cost Rs.800. Block F of
Sachal Goth has two private and two government schools. The main road is 10 minutes away
from their house, where Sunny and Magsi private hospitals are located. The BISP Tehsil Office is
located approximately 5-6 km from Noor Jahan’s house. In total, there are about 150 houses in
Block F of Sachal Goth.

2. Relationship with BISP
No one from Noor Jahan’s household was a part of the BISP in its Parliamentarian Phase. The
survey team did not visit Noor Jehan’s house during the PSC survey. She went with her
neighbours to fill out the PSC form in July 2010 at a shop 0.5 km from her house. She received an
acknowledgement slip once she had the form filled out and her neighbourhood social worker,
Farzana, told her she had qualified for the program. Noor Jahan knew this program as “Benazir’s
scheme” to distribute money to the poor. However, she was not sure about the criteria to qualify
as a beneficiary. The survey team did not give her any printed material about BISP. She felt that
she should qualify for the program since she is poor and her husband is ill. She hoped to receive
the BISP cash transfers so she could educate her sons and buy clothes for her younger children.

3. How did the complaint emerge?
Around six months after the PSC survey, the local postman started to deliver cash instalments to
widows and poor women. Noor Jahan realized she should be receiving money too since she is
poor. She took no action for 1.5 years until Farzana told her that if she registered a complaint at
the BISP she could start receiving money. Noor Jahan went to the BISP Divisional Office in Johar
accompanied by Farzana in November 2012. She took her husband’s CNIC and PSC slip along.
She was notified by the Assistant Complaints (AC) that the issue had emerged since she did not
have a CNIC when the survey was held. The AC registered a complaint using her husband’s
CNIC information and advised her to get a card made. The next day Noor Jahan went to Memon
Goth to apply for a CNIC. She received her card after a month in December 2012. Fifteen days
later she visited the Divisional Office in Johar again with Farzana and an AC entered her CNIC
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details. She has been to a nearby BDC Centre Kachra Kundi (Gulistan-e-Johar) twice after that to
inquire about her card since then but has still not received it.

4. Processing of the complaint
4.A Provider’s version
The Assistant Complaints (AC) at the BISP Divisional Office Johar recorded her CNIC
details in the CMS on 18th December 2012 with the CMS ID 10984257. The CMS ID was not
provided to the beneficiary because, according to the AC, it is of no use to her. The AC
forwarded the details of this complaint to the Assistant Director (AD) who then verified and
approved the data before sending it to the Divisional Director (DD). The Divisional Director
then checked and approved the case. The AC told the TPE team that the beneficiary’s CNIC
was updated and the complaint was approved on 18th December 2012.
4.B Client’s version
Noor Jahan lodged her complaint at the BISP Divisional Office Johar for CNIC update since
it was close to her house. The AC registered her complaint in the CMS on 18th December
2012 after taking a copy of her CNIC and checking her PSC slip. She was not given a CMS
ID or acknowledgement slip. She went to the BISP office 5 km from her house by bus with
Farzana and the total round trip cost her Rs.70. Noor Jahan has inquired about the status of
her case thrice at the BISP Divisional Office Johar. She has also been to the BDC Centre in
Gulistan-e-Johar (Kachra Kundi) twice. The last time she went was on 14th January 2013 and
they gave her a number to call when she had questions about the progress of her card. Noor
Jahan was not satisfied with the process since her case has not been resolved although she has
already been to the BISP office thrice and the BDC Centre twice after the registration of her
complaint. All she knows is that she will receive her card from the BDC Centre.

5. What We Learnt?




There was no procedure whereby the beneficiary, Noor Jahan, was notified that she had
qualified for the program after the PSC survey. She did not receive any payment from BISP
after the survey either. Then in November 2012 she visited the BISP Divisional Office
Gulistan-e-Johar, upon the advice of Farzana (a local political worker). She was told to get a
CNIC made which she received in December 2012. Thereafter she finally registered a
complaint on 18th December 2012 at the BISP Divisional Office. She did not receive any
acknowledgement after she registered a complaint for CNIC update. It is interesting to note
that the date for CNIC update request and approval are identical in the CMS i.e. 18th
December 2012.
Noor Jahan was not fully satisfied with the process even after the registration of her complaint
in the CMS since she has still not received any money. Her CNIC has been updated and
discrepancy removed, as per the CMS website (checked on 24th January 2013), but her
payment details have not been updated on the BISP website (checked on 24th January 2013).
Another point to note is that the BISP office does not keep any manual record of complaints,
thus there is no record of Noor Jahan’s visits to the BISP office before or after 18th December
2012 – there is only a record of her complaint on the CMS. Noor Jahan had to visit the office
5 times after her complaint which reflects that complaints are not dealt with efficiently.
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6. Recommendations






Beneficiaries should have been informed about getting their CNICs made in order to remove
discrepancies from their forms and to start receiving the cash transfers
BISP should send eligibility and discrepancy letters to beneficiaries promptly, as per standard
procedure, so that they may be aware of their status in the program and can take appropriate
measures to start receiving the BISP cash transfers
BISP should create awareness amongst beneficiaries through the media about the procedure
to register complaints
BISP should provide CMS IDs or acknowledgment slips to complainants upon entertaining
their complaints so that a record of complainant visits is maintained, and so that complainants
can track the progress of their case after each visit
BISP staff should provide clear and precise information to complainants regarding the status
of their complaints, so that they do not make unnecessary and repeated trips to BISP offices
wasting their time and money
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G-Q3-Sindh-04
CNIC update
Meerzadi
Aslam Baloch
House No. 191, Jamal Mohalla, Landhi Town, Malir
Karachi
4250105129890
13738792
19th January 2013

1. Profile of the beneficiary/complainant
Meerzadi, wife of Aslam Baloch, lives in House No. 191, Jamal Goth, Mansra Colony, Landhi
Town, Malir, Karachi. She is 51 years old and illiterate. She has 6 children: 5 sons and a daughter.
The three elder sons work in a garment factory and the younger ones study in a government
school. Her daughter is a domestic worker. Her husband does not work. The three sons earn
Rs.2,000 per month each and her daughter earns Rs.500 per month. No one else lives in their
household and Meerzadi is the only beneficiary of the BISP in the house. Their house is rented
and has 2 rooms, a bathroom and a kitchen. They have access to tap water, electricity and gas.
Mansra Colony has 200 houses in total and the BISP Tehsil Office is 25 km away. The main road
is 5 minutes away and there is a government school and private hospital nearby. There are PCOs
in the area and mobile phones also work here.

2. Relationship with BISP
Meerzadi did not receive money in the Parliamentarian Phase of the BISP. The PSC survey took
place in Mansra Colony in June 2011. The enumerator helped her fill out the form at her house
and gave her a PSC slip as acknowledgement. Meerzadi considers herself a beneficiary of the
BISP and found out she had qualified, at an internet café, ten months after the survey. She learned
about the BISP from her neighbours that it was “Benazir’s scheme” to help widows and poor
women by giving them Rs.1,000 monthly. She did not receive any printed material during the
survey. She does not know much about the eligibility criteria of the BISP but feels she is a
deserving candidate since she is poor. She plans to get her elder sons married and build a house if
she receives the BISP cash transfers.

3. How did the complaint emerge?
Six months after the PSC survey the postman started to distribute cash instalments to Meerzadi’s
neighbours. Meerzadi was told by a neighbourhood woman to inquire about her money since she
was also eligible for the cash transfer. She went to the post office in March 2012 and was told to
visit the BISP Johar office. Meerzadi went to the (divisional) office in Gulistan-e-Johar after two
months and was directed to the BISP office in Model Colony. The representative said he would
call the officer in Model Colony and he would listen to her complaint. At the Model Colony
office, Meerzadi was told to go to the BDC Centre Kachra Kundi (Gulistan-e-Johar) since her
card had arrived. Upon visiting the BDC Centre in Johar, she found out that her card had not yet
arrived.
In November 2012, a neighbour told her husband to visit the BISP office on Ziauddin road. The
BISP staff at the Ziauddin office told her husband to write a letter to Islamabad. Her husband sent
a letter to Islamabad in December 2012 but they did not receive an answer. On 15th December
2012 she went to an internet cafe, where she showed her PSC slip and the computer operator took
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a print-out for her and asked her to take it to the Johar office. So she went back to the BISP
Divisional Office Johar on 16th December 2012. At the Johar office a member of staff registered
her complaint on the computer and gave her a contact number and asked her to check back in 15
days. Last Monday (14th January 2013) her husband called them and they told him the card had
not yet arrived.

4. Processing of the complaint
4.A Provider’s version
The complainant went to the BISP Divisional Office Johar with her husband on 16 th
December 2012 with a copy of her CNIC. The Assistant Complaint (AC) registered her
complaint in the CMS and forwarded it to the Assistant Director (AD). The Assistant Director
submitted the request for approval to the Divisional Director (DD) on the same day. The next
day the Director verified and approved the request. The AC maintains that Meerzadi came to
their office since the staff here is helpful. The Assistant Complaint provided her with his
contact number but did not give her the CMS ID 10976053 since according to him it was of
no use to her. All records are maintained in the CMS and there are no manual records at the
BISP offices. The AC told the TPE team that Meerzadi’s CNIC has been updated and she can
collect her card from the BDC Centre in 10 days.
4.B Client’s version
Meerzadi went to the BISP Divisional Office Johar in December 2012 with her husband and
the Assistant Complaint took a copy of her CNIC. He updated the information in his system
and gave Meerzadi a contact number, but not a CMS ID. The Divisional Office is
approximately 15-20 km from her house and it cost her Rs.120 for a round trip to this office.
She has not visited the office again but has called to follow up on her complaint. Meerzadi
was not satisfied with the complaint resolution process as she has only been told that her
complaint has been registered. It is very expensive to keep visiting the office and she has still
not found out when she will be receiving her money. She was not satisfied with the BISP staff
as they did not provide her with a specific date to collect the card and she will have to visit
the office multiple times.

5. What We Learnt?


In the case of Meerzadi it was observed that the beneficiary was not provided with an
eligibility or discrepancy letter informing her of her status in the program. Once Meerzadi
learned about her eligibility, she decided to inquire about her money at the post office and
then at the BISP Divisional Office Johar. It is not clear why the staff at the Divisional Office
sent her to Model Colony when they could have checked her status on the CMS in the same
office. This resulted in a lot of travel expenditure for Meerzadi as she was sent to Model
Colony and then BDC Centre Kachra Kundi. Her complaint was eventually registered on 16 th
December 2012 at the Divisional Office Gulistan-e-Johar. According to the AC at this office,
her complaint was approved on the same date, but if her CNIC has been updated then why has
she not received her Benazir Debit Card yet? While the CMS website shows that her
complaint had been accepted on 16th December 2012, the BISP website does not show her
payment details (as checked on 24th January 2013), indicating that she has not received her
card or payments even after a month since her complaint was approved.
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6. Recommendations






BISP should send eligibility and discrepancy letters to beneficiaries promptly, as per standard
procedure, so that they may be aware of their status in the program and can take appropriate
measures to start receiving the BISP cash transfers
Beneficiaries should have been informed about getting their CNICs made in order to remove
discrepancies from their forms and to start receiving the cash transfers
BISP should create awareness amongst beneficiaries through the media about the procedure
to register complaints
BISP should provide CMS IDs or acknowledgment slips to complainants upon entertaining
their complaints so that a record of complainant visits is maintained, and so that complainants
can track the progress of their case after each visit
BISP staff should provide clear and precise information to complainants regarding the status
of their complaints, so that they do not make unnecessary and repeated trips to BISP offices
wasting their time and money
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G-Q3-Sindh-05
CNIC update
Daryan
Muhammad Hashim Mirbahar
Muhammad Hashim Mirbahar (her husband)
Block F-80, Sachal Goth, Tehsil Gulshan, District Malir,
Karachi
4250111459088
13374287
16th January 2013

1. Profile of the beneficiary/complainant
Daryan is the wife of Muhammad Hashim Mirbahar. She is 42 years old and a resident of Sachal
Goth (Gulshan, Karachi). She is illiterate and has 8 children: 5 sons and 3 daughters. Two of her
children go to school, while the other six stay at home. One of her sons studies in 8th grade and the
other studies in 4th grade. Daryan is a domestic woman; she stays at home and does the
housework. Her husband is an unskilled labourer. He earns Rs.400 per day. No one else in her
house earns. Daryan’s sister-in-law lives with them since she is unmarried. They live in a rented
house measuring approximately 80 sq. yards. The house has two bedrooms and a bathroom but
does not have a kitchen. The house is pakka, yet old. There is a stove on one side in the living
room. They use water that comes from the water supply. In times of water shortage, they order a
tanker or get help from their neighbours. Gas, electricity and drainage are also available at their
house. The area they live in is categorized as urban and they have access to most facilities. For
example, the distance to the school is one km, the hospital is 10 minutes away and it only takes 5
minutes to get to the main road.

2. Relationship with BISP
Daryan was not a beneficiary in Phase 1 of the BISP (Parliamentarian Phase). The PSC survey
was held in her area in January 2011. The survey team did not come to her house but she had her
form filled out at a shop around 10 minutes from her house. Her husband filled out the form for
her and received a slip of acknowledgement as proof. Daryan considers herself a beneficiary of
BISP. She found out that she was beneficiary through her neighbours and BISP staff. She knows
BISP is “Benazir’s scheme”. She heard about BISP on TV. She knows the money is reserved to
be distributed to poor women and widows. Daryan told the TPE team that if she receives the BISP
cash transfers, she will buy clothes for her children and groceries for the house.

3. How did the complaint emerge?
The PSC survey was held in January 2011 in her area. Six months after the survey, Daryan’s
neighbour told her she had been selected for the BISP scheme. On 15th November 2011 she went
to the BISP Divisional Office in Johar. The BISP staff notified her that her form had been
accepted and she was required to apply for a new CNIC. When the PSC survey had been held she
did not have a CNIC. She went to the NADRA office in Johar with her husband to get her card
made. The NADRA office is approximately 15 minutes away from her house. She received her
card in January 2012. The BISP office took a copy of her CNIC and told her they were sending
her complaint to Islamabad. She went to the BISP office again in March 2012. They took copies
of her and her husband’s CNICs and said they were going to send the complaint to Islamabad
again. In June 2012, they registered her complaint on the computer, took a copy of her CNIC and
told her to come back after 15 days. After two weeks her husband went on her behalf and was told
that her card had been delivered to the BISP Divisional Office in Johar. Her husband brought the
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card after a week. She had heard about the complaint procedure from the people around her. Her
husband had registered the complaint since she could not go herself, due to cultural and financial
barriers.

4. Processing of the complaint
4.A Provider’s version
On 6th June 2012 the complainant’s husband registered a case at the BISP Divisional Office
Gulistan-e-Johar that they had not been receiving money The Assistant Complaints (AC) took
a copy of her CNIC and registered a case with the CMS ID 10161588 in the CMS. According
to the complaint details entered by the AC, the complainant’s CNIC needed to be updated
since her CNIC number was not registered in the PSC roster at the time of the survey. This
case was only registered in the CMS; there was no manual record of the complaint. On 6 th
June 2012, the AC forwarded the complaint to his supervisor. The Assistant Director (AD)
fetched the information of the case and matched Daryan’s records after which the request was
approved. According to the case result, the CNIC was updated within a day and the
discrepancy was dealt with. CMS ran the information automatically and a status update was
received from the BISP Headquarters Islamabad.
4.B Client’s version
The BISP Divisional Office Gulistan-e-Johar registered Daryan’s complaint in June 2012.
They took a copy of her CNIC and told her to check back in 15 days. After two weeks her
husband went to the BISP Divisional Office and was told that Daryan’s card had arrived at
the BDC Centre in Johar. After one week, her husband went to collect the Benazir Debit Card
from the BDC Centre. The BISP Divisional Office is 6 km from Sachal Goth. Her husband
went on a rickshaw to register the complaint and spent Rs.100 on the round trip. Daryan was
satisfied with the complaint registration and resolution mechanism as her complaint was dealt
with successfully due to the CMS. The attitude of the BISP staff was satisfactory and they did
not take any money from them.

5. What We Learnt?




Daryan became eligible for the BISP cash transfer scheme after the PSC survey was
conducted in her area in January 2011. However she did not receive an intimation letter from
BISP informing her that she was a potential beneficiary. She did not have a CNIC at the time
of the survey; consequently there was a discrepancy in her form. She had her CNIC mad e in
January 2012 and eventually registered her complaint on 6th June 2012. The AC at the
Divisional Office where she registered her complaint did not provide her with a CMS ID as
acknowledgment. Her complaint was resolved through the CMS. There is only one date
visible in the CMS although the complaint resolution process has three distinct stages. There
should have been three unique dates in the system; it is possible that the dates are being
changed manually or one person is performing all three steps in the same day.
Three weeks later Daryan’s husband collected her BDC from the BDC Centre in Johar.
According to the CMS website, as checked on 28th January 2013, her discrepancy was
resolved on 6th June 2012 whereas according to her payment details on the BISP website, as
checked on 28th January 2013, she withdrew Rs.3,000 from a 1-Link ATM on 1st August
2012. However no more payments have been generated for her since then.
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6. Recommendations







BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know their status in the program and take appropriate
measures to start receiving their cash transfers
The staff at BISP offices should provide complainants with a CMS ID or acknowledgment
upon registration of their complaint, so that they may track the progress of their case
BISP staff should maintain a record of all complaints registered at BISP offices by
complainants, and not only those which are entered into the CMS
The staff at BISP offices should provide the clients with a fixed date of when to collect the
card so they do not have to make multiple trips to the office. Also, there should be more
representatives from BISP at the office so they can facilitate the beneficiaries better and
minimize their hassle
The CMS website should clearly display the dates at all the different stages through which a
complaint goes through in order to maintain a coherent and transparent record of complaint
resolution, instead of having the same (registration) date for each stage of the (resolution)
process

GHK Consulting Ltd.
J40252715

463

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
Draft Case Study Date

Section 3 - Grievance Case Studies
G-Q3-Sindh-06

G-Q3-Sindh-06
CNIC update
Hakimzadi
Shakir Khan
Khohi Goth, Jam Kando Road, Post Office Malir City,
District Malir, Karachi
4250173354096
12889501
15th January 2013

1. Profile of the beneficiary/complainant
Hakimzadi, wife of Shakir Khan, is a 43 year old female who resides in Khohi Goth, District
Malir, Karachi. She is illiterate and a housewife. She has 2 sons and 5 daughters and they live in a
200 sq. yard house in one room. All of her family members are included in the PSC roster, except
for one daughter who was born after the PSC survey. Hakimzadi and her 18 year old, unmarried
daughter, Waseeman, are both potential beneficiaries of the BISP. Hakimzadi has 6 brother-inlaws who live in the same house with their families – two of these brother-in-laws are unmarried.
Everyone has separate cooking arrangements and each household lives in a separate room. There
is a kitchen and a courtyard in the house. Water is available through the main supply line.
Hakimzadi’s husband works at a milk-shop and earns daily wages of Rs.200-300. The entire
household is run on these earnings and so their subsistence is very difficult. Khohi Goth is a periurban area which is 10 minutes away from the main road. There is a government school 10
minutes from their house; there are no government health facilities in this area but there is a
private clinic about 5 minutes from here. The nearest BISP office is 30-35 km from this area.

2. Relationship with BISP
Hakimzadi was not a beneficiary during the Parliamentarian Phase of the BISP. She told the TPE
team that the PSC survey took place in her area in December 2010, and that the survey team filled
out her form when they visited her house, in her presence. Hakimzadi considers herself a BISP
beneficiary – she learnt about her eligibility status from BISP staff. She learnt that BISP is
“Benazir’s scheme” from the PSC survey team and that poor people get money through this
scheme. “My daughter is handicapped therefore I consider myself eligible for BISP,” she said.
She said that when she receives the BISP cash transfers she will purchase clothes for her children
and obtain treatment for her handicapped daughter with that money.

3. How did the complaint emerge?
Three months after the PSC survey took place in December 2010, Hakimzadi went to the Memon
Goth BDC Centre in March 2011 to find out if her form had been “approved” or not. The BDC
Centre staff told her that her name was not on their lists. Hakimzadi said that at the time of the
survey she did not have a CNIC so only her husband’s CNIC number was entered in the PSC
form. The survey team had advised her to get a new CNIC made, which she did in March 2011.
She went to the BDC Centre at Memon Goth again in June 2011 and the staff there told her to
submit a copy of her CNIC at the BISP office in Gulistan-e-Johar after which she could get a
Benazir (Debit) Card through which she could withdraw money. Six months later in October
2011, she went to the BISP Tehsil Office in Malir Halt with her neighbour. The staff there once
again checked her PSC survey slip and told her that she was not eligible.
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4. Processing of the complaint
4.A Provider’s version
The beneficiary came to register her complaint about not receiving her BISP cash transfers, on
5th December 2012 to the BISP Divisional Office Malir, Karachi. The BISP Assistant
Complaints (AC) kept copies of her and her husband’s CNICs. The AC registered this case in
the CMS with CMS ID 10932461 but he did not provide a receipt or this ID number to the
beneficiary. He entered her complaint as a request to update her CNIC on the CMS; he added
his remarks and forwarded this case to the Assistant Director (AD) on the same date. The AD
fetched the data for this case, verified and approved it on the same date. He then forwarded this
to the Divisional Director (DD), who also verified her data and approved this case.
Consequently the CNIC discrepancy was removed and Hakimzadi’s CNIC details were
updated on 5th December 2012.
4.B Client’s version
Hakimzadi went with her neighbour to the BISP Divisional Office Karachi in Malir in
December 2012, to register a complaint about not receiving the BISP cash transfers. The AC at
the Divisional Office told her to submit a copy of her CNIC in order to receive the cash
transfers. Hakimzadi thus submitted copies of her and her husband’s CNICs on the same day.
The AC entered her CNIC number in his computer and told her to return in 10 days to find out
whether her money had arrived or not. She found out where to register her complaint because
of her neighbour who had visited the BISP Divisional Office earlier about her own cash
transfers. It took them 2 hours and cost them Rs.100 per person for the return trip to the BISP
Divisional Office, which is 35 km away. The BISP AC told Hakimzadi to return to the office
after 10 days but she did not go again as she was preoccupied with household duties etc. She
was satisfied that her CNIC number had been entered into the computer and was confident that
she would start receiving her cash transfers soon.

5. What We Learnt?




The PSC survey was conducted in December 2010 in Hakimzadi’s area. She was found to be
a potential beneficiary for the BISP cash transfers however BISP did not inform her of this
through an eligibility letter. Hakimzadi learnt about it from her neighbours who told her
where to register a complaint about not receiving her payments. There was a discrepancy on
her form as she did not have a CNIC at the time of the PSC survey; she subsequently had it
made in March 2011. She went to the BDC Centre at Memon Goth to inquire about her status
but each time she was told she was not eligible.
Eventually her complaint was registered at the BISP Divisional Office Malir on 5 th December
2012. The AC took copies of her and her husband’s CNICs and registered the complaint in
the CMS but did not provide her with a CMS ID or acknowledgment slip in return. The AC
told her to come back in 10 days to collect her BDC but Hakimzadi has not visited since then,
as she has been preoccupied with household work. According to the CMS website, as checked
on 28th January 2013, her discrepancy was removed and CNIC updated on 5th December 2012
(the same date as the complaint was registered), however her payment details are not visible
on the BISP website indicating that her payments have not been generated yet. There is also a
discrepancy on another (potential) beneficiary’s CNIC (Waseeman), which she was not
informed about, which might be the reason she has not received any payments yet.
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6. Recommendations






BISP should send eligibility and discrepancy letters to beneficiaries in a timely manner, as per
standard procedure, so that they may know of their status in the program and take appropriate
actions to start receiving their cash transfers
BISP staff should provide accurate information to complainants; in this case it was observed
that Hakimzadi was told numerous times that she was not eligible, before her complaint was
officially registered on 5th December 2012
BISP staff should provide complainants with CMS IDs or acknowledgment slips upon
registration of their complaints, so that they may independently track the progress on their
case
BISP should maintain a record of all complaints submitted at their offices instead of only
complaints registered on the CMS
The CMS should display accurate dates on which action is taken at each step of the complaint
resolution process, instead of only displaying the date on which the complaint was registered.

GHK Consulting Ltd.
J40252715

466

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

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

Section 3 - Grievance Case Studies
G-Q3-Sindh-07

G-Q3-Sindh-07
CNIC update
Zohran
Ghulam Qadir
Village Dost Muhammad Jatoi, Taluka Shahdadpur, District
Sanghar
4420427790770
2125465
25th January 2013

1. Profile of the beneficiary/complainant
Zohran, widow of Ghulam Qadir, is a 73 years old illiterate woman. She lives in Village Dost
Mohammed Jatoi, Taluka Shahdadpur, District Sanghar. Zohran is the mother of 5 sons and 4
daughters, all of whom are married. Now Zohran lives with two of her sons in a joint family
setting. Zohran is very old and cannot see clearly so she does not do much work; the two sons she
lives with work on the fields from where they get food grains for 5-6 months. Zohran’s eldest
daughter-in-law, Nazeeran, is also a BISP beneficiary. Zohran lives with her two sons on a 400
sq. yard plot, in a house which consists of two katcha rooms and a large courtyard. There is no
kitchen but one section of the courtyard is used as an open cooking area. There is no washroom in
the house; open defecation is carried out in the village. Electricity is available at this house and
water is obtained through hand pumps, however there is no gas facility here.
There are about 80 houses in this village. The village is around 4 km away from the main road in
Shahpur Chakar. The village only consists of people from the Jatoi kinship group. The total
population of the village is approximately 450 people. The distance between this village and
District Shahdadpur is 20 km. There is a government school present in the village but there is no
hospital, and there is mobile phone coverage over here.

2. Relationship with BISP
Zohran did not receive any cash transfers during the BISP Parliamentarian Phase. The PSC survey
in this village was conducted in January 2009 and the PSC survey team visited Zohran’s house
where her form was filled. Zohran said that she considered herself eligible for the BISP cash
transfers. She said that when her son, Sultan, got Zohran’s PSC slip checked from the office, on
the advice of his friend, Meer Hassan, she got to know that she was also eligible for the BISP cash
transfers. She also said that she got to know through her eldest daughter-in-law, that this is
Benazir’s program through which poor and orphaned/widowed women get financial aid. The
BISP survey team did not provide her with any printed material about BISP. Zohran said that she
had no idea about how to get the BISP cash transfers; she said that she is poor, blind and mostly
remains ill which is why she should receive this money. She further said that if she receives the
money she would use it on her treatment as she has no other source of financial support.

3. How did the complaint emerge?
After the PSC survey when Zohran’s daughter-in-law, Nazeeran, started getting money, Zohran
asked her son, Sultan, about why she did not receive the cash transfers. Sultan asked a few people
about it and they told him that on a single PSC form only one woman gets the money, after which
Zohran became hopeless about getting her money. Then, around 3 months ago (in
September/October 2012) when Sultan’s friend, Meer Hassan, came to their house, Zohran told
him about how she was not getting the BISP cash transfers. Meer Hassan asked Zohran to give
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him a copy of her CNIC which he would pass on to his friend, Saaen Baksh, who had contacts at
the BISP Shahdadpur office. Three days later Meer Hassan informed Sultan that Saaen Baksh had
submitted Zohran’s CNIC copy at the BISP office. This event took place around 3 months ago.
Zohran has no knowledge about the complaint registration mechanism. Zohran’s complaint was
registered through Saaen Baksh’s contacts – she did not visit the BISP office herself.

4. Processing of the complaint
4.A Provider’s version
According to the Assistant Complaints (AC) at the BISP Tehsil Office Shahdadpur, Zohran’s
complaint was registered there on 16th October 2012. The complaint was resolved in the same
office and this office is near Zohran’s village. The AC had no idea about who registered the
complaint. He said that this complaint, which was about a CNIC update, was registered in the
CMS and no acknowledgement slip was provided to the complainant. He said that Zohran’s
PSC form did not contain her CNIC number, because of which a request was sent for her
CNIC to be updated. The BISP office has no manual record of this nor do they keep any
record of CNIC updates. The Supervisor /Assistant Director (AD) of BISP entered Zohran’s
CNIC data in the CMS to verify it and then after approving it, he forwarded it to the
Divisional Director (DD) on 16th October 2012. The DD also verified it through the CMS on
the same day; he then approved it and the CMS software automatically updated Zohran’s
CNIC number. According to the AC, Zohran’s CNIC number was updated on the same date
as the complaint was registered and it took only one day to resolve her problem.
4.B Client’s version
According to Zohran, Meer Hassan’s friend registered Zohran’s complaint at the BISP Tehsil
Office Shahdadpur as it was near her village. Zohran did not go to the office herself to
register the complaint so she has no idea about who registered her complaint. Zohran said that
she only gave her CNIC copy to Meer Hassan and that she had no idea about how much it
costs to travel to the BISP Tehsil Office. Zohran’s son informed her that she was eligible for
the BISP cash transfer scheme and that she would also get the cash transfers, yet she has not
received any cash till date. Zohran has no knowledge about how long it took to resolve the
problem, nor was she satisfied by the process as she still had not received her cash
instalments.

5. What We Learnt?






BISP did not provide Zohran with an eligibility letter (after the PSC survey in January 2009)
informing her that she was eligible for the cash transfers or a discrepancy letter informing her
about the CNIC discrepancy on her PSC form
Zohran did not know about the complaint registration mechanism and she relied on her son to
find out about it. Her son was misinformed about the BISP by other people; he was told that
there can only be one beneficiary from one household
Zohran told her son’s friend, Meer Hassan, about her complaint. Meer Hassan subsequently
took a copy of her CNIC and registered Zohran’s complaint at the BISP Tehsil Office
Shahdadpur through his contact with Saeen Bukhsh. This complaint was registered on 16 th
October 2012
Zohran’s complaint was resolved after it was approved by the AD and DD through the CMS
software. According to the CMS this complaint was resolved on the same date as it was
registered, however this may be because the CMS only shows one date for each stage of the
complaint resolution process. For instance, if the data entry operator (DEO/AC) enters certain

GHK Consulting Ltd.
J40252715

468

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





Section 3 - Grievance Case Studies
G-Q3-Sindh-07

data on 16th October 2012 and forwards the data on 17th October 2012, the CMS will show the
forwarding date as 16th October 2012
Although Zohran’s CNIC was updated she was not satisfied with the complaint resolution
mechanism as she has still not received her cash transfers
The BISP staff at the Tehsil Office was not providing any acknowledgement slips to the
beneficiaries upon registration of their complaints; Zohran’s CMS ID was 10700243, but it
was not provided to her
Zohran’s payment details are not available on the BISP website; only her daughter-in-law,
Nazeeran’s, payment details are visible. Her status on the CMS website, as checked on 31 st
January 2013, appears as eligible and her CNIC discrepancy has also been approved and
updated. However, her AFIS (Automated Fingerprint Identification System) status appears as
“empty” which implies that there is a further discrepancy with regards to her fingerprints not
being available in the BISP database. Since she did not visit the BISP office herself, she was
not informed of this discrepancy which is probably why she has not yet received any
payments

6. Recommendations






BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know about their status in the program and about the
complaint registration mechanism, instead of being ignorant or misinformed about the BISP
as Zohran was in this case. Furthermore, Zohran should have been informed about the CNIC
and fingerprint discrepancy on her PSC form so that she knew about the cause of her payment
delay
The BISP Tehsil Office should maintain a record of complaints received there; presently only
complaints entered into the CMS are available for reference
BISP staff should provide CMS IDs or acknowledgment slips to complainants upon
registration of their complaints so that they may independently track the progress of their case
Many of the beneficiaries are still unaware of the complaint registration mechanism. The
BISP must create awareness through the TV and radio, about the different methods of
registering one’s complaint so that these women who rely on BISP cash assistance can
receive their payments in a timely manner
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G-Q3-Sindh-08
CNIC update
Sakina
Muhammad Ismail
Murad Ali Sher
Goth Muhammad Esa, Shahpur Post Office, Shahpur
Chakar, Tehsil Shahdadpur, District Sanghar
4420461828874
2125469
26th January 2013

1. Profile of the beneficiary/complainant
Sakina, wife of Muhammad Ismail, 41 years of age, lives in Goth Muhammad Esa, Shahpur Post
Office, Shahpur Chakar, Tehsil Shahdadpur, District Sanghar. Sakina is an illiterate woman. She
is the mother of 3 sons and 3 daughters. Two of her sons go to school, one is in 7th grade and the
other is in 5th grade while the remaining children do not study. Sakina’s husband, Ismail, is a
farmer and works on the lands of the landlord; they have no land of their own. Ismail’s family
subsists on the small share from the crop yield. They also take care of the landlord’s buffalo, by
selling its milk at the rate of Rs.50 per kg, and earn around Rs.100 daily. They use this money for
household expenditures. Sakina also makes rillis occasionally from which she earns
approximately Rs.200-300. Sakina’s mother-in-law lives with her.
Sakina lives in her own house which has an area of 120 sq. yards. The house consists of a single
room, a kitchen and an open bathroom. Sakina’s house has no gas supply. The house receives
electricity from the electric supply and water from the hand pump. There is no drainage facility
here. The area Sakina lives in is rural. Sakina’s village, Goth Muhammad Esa has no facilities; the
nearest school is situated in Shahpur, which is 2 km away from the village. The hospital is at a
distance of 4 km, in Shahpur Chakar. The main road is 2 km away from the village. Tehsil
Shahdadpur Headquarters is 40 km away from Goth Muhammad Esa.

2. Relationship with BISP
Sakina received no money during the Parliamentarian Phase of BISP. The PSC survey was
conducted in Sakina’s village in December 2009. The PSC survey team did not come to Sakina’s
house; instead she and her husband had the form filled out near a water stream. The PSC team
gave an acknowledgment slip to Sakina. A staff member at NADRA informed Sakina that she
was eligible for the BISP cash transfers. According to Sakina, the BISP cash transfers are given to
poor people by Benazir. Sakina learned about the BISP scheme from the people around her.
According to Sakina, poor people should get this money; she also said that her family was poor
and they work hard to make a subsistence living. She further said that here house was katcha and
she considers herself deserving. If Sakina receives the BISP cash transfers, she will use it to buy
household groceries and fodder for their buffalo and spend it on constructing a pakka house.

3. How did the complaint emerge?
Almost 8 months after the PSC survey was conducted in 2009, when everyone started getting the
BISP cash transfers and Sakina did not, she went to the BISP Tehsil Office Shahdadpur in August
2010, to complain about not receiving her payments. The staff member at the Tehsil Office told
Sakina that they would have to send her complaint to Islamabad and for that she would have to
pay Rs.2,000. Sakina did not have that much money so she did not register her complaint and
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returned home. In November 2010, Sakina’s neighbour advised her to get her CNIC made and
then register her complaint, since at the time of the PSC survey, Sakina did not have her CNIC. In
March 2011, when a NADRA team visited Sakina’s village, Sakina got her CNIC made.

4. Processing of the complaint
4.A Provider’s version
Murad Ali Sher, a local social worker and an acquaintance of Sakina, went to the BISP
Divisional Office Mirpurkhas sometime in August 2012 to register Sakina’s complaint about
non-payment. The Assistant Complaint (AC) at this office took Sakina’s CNIC copy and her
BISP tracking form, and kept it with him. He told Ali Sher that Sakina’s complaint had been
registered. According to the details of the complaint, Sakina’s CNIC number was not entered
in the PSC form during the survey and so she now needed to update her CNIC.
On 18th September 2012, the AC entered this complaint into the CMS (with CMS ID
10541119) and forwarded it, with his remarks, to the Supervisor (AD). The AD first verified
the data and then forwarded it to the Divisional Director (DD). The DD, after verifying the
data, approved it.
4.B Client’s version
In August 2012, Sakina’s acquaintance Murad Ali Sher asked her to give him a copy of her
CNIC so that he could register her complaint at the BISP Divisional Office Mirpurkhas so
that Sakina could receive her cash payments. Sakina had learned about the complaint
registration mechanism from her neighbours. Due to cultural and financial problems Sakina
did not go to register her complaint herself; instead Murad Ali Sher went on her behalf.
Murad submitted Sakina’s CNIC copy and her BISP tracking form at the BISP office. The
AC did not provide him with an acknowledgment slip upon submission of these materials.
The BISP Divisional Office Mirpurkhas is 90 km away from Shahdadpur Chakar and it takes
about 3 hours and Rs.300 for a round trip there. The complaint has still not been resolved as
Sakina has yet to receive her payments. She was not satisfied with the complaint registration
and resolution mechanism.

5. What We Learnt?






Sakina did not receive an eligibility letter from BISP thus she was not aware of her status as a
beneficiary of the BISP or about the complaint registration mechanism; she learnt about these
from her neighbours
In this case, Murad Ali registered Sakina’s complaint in August 2012, but the Assistant
Complaint entered it in the CMS on 18th September 2012; the date of approval of her CNIC
update complaint was also 18th September 2012
According to the AC at the BISP Divisional Office Mirpurkhas, there are no ACs at the BISP
Tehsil Office Shahdadpur as a result of which beneficiaries are facing difficulties in
registering their complaints and have to travel long distances to reach the BISP Divisional
Office Mirpurkhas
According to the CMS website, as checked on 11th February 2013, Sakina’s CNIC update
request was approved on 18th September 2012 however her AFSIS status appears as empty,
indicating that her thumb impression is not available on the database which might be why she
has not started receiving her cash payments yet and her payment details are not available
either; this discrepancy might also exist if Sakina has not collected her Smart/Debit Card from
a BDC Centre
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6. Recommendations







BISP should provide eligibility letters to beneficiaries promptly, as per standard procedure, so
that they may know about their status in the program, when to expect their payments, and
about the complaint registration mechanism
The Assistant Complaint should enter the beneficiary’s complaint in the CMS on the day that
the complaint is received at the BISP office. He should also provide the beneficiary with a
CMS ID and inform her about when her complaint will be solved, so that she may track the
progress of her case
BISP Tehsil Office Shahdadpur should hire and train ACs to handle beneficiary complaints at
this office instead of sending them to the Divisional Office, thereby wasting their time and
money on long commutes
In this case, action should be taken against BISP Tehsil Office staff members who asked
Sakina for Rs.2,000 to register her complaint in August 2010 when she went to this office for
the first time
BISP Divisional Office staff should have informed the complainant about the AFSIS
discrepancy on Sakina’s form which might be the reason why she has not started receiving
her money yet and should have informed her how to resolve this discrepancy
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G-Q3-Sindh-09
CNIC update
Salma
Fayyaz Muhammad
Goth Naolando, Taluka Shahdadpur, District Sanghar
4420473667240
2101626
26th January 2013

1. Profile of the beneficiary/complainant
Salma, wife of Fayyaz Muhammad, is 38 years old and lives in Goth Naolando, Taluka
Shahdadpur, District Sanghar. Salma is an illiterate housewife with 5 sons and 3 daughters. All of
her family is included in the PSC roster, except for one of Salma’s children who was born after
the PSC survey. Salma lives with her family in a house with an area of 120 sq. yards. Her house
consists of a single room, kitchen and a washroom. They also have a motor installed in the house
for water supply. Four of Salma’s sons go to school; her daughters do not study. None of her
children work. Salma’s husband is the only earning member of the family. Fayyaz works as a bus
conductor and earns about Rs.400-500 per day. At times Salma also sews rallis; it takes 4-5 days
to make one ralli and Salma sells it for Rs.300-400 per piece. Salma is the only potential
beneficiary of BISP in her household.
Goth Naolando is a rural area situated in front of the Lando railway station. The railway track
passes through the village. The village resides about 300-400 people who live in 150-200 houses.
The people living in this village belong to the Rajput kinship group. The main road is 0.5 km
away from the village. A government primary school is situated in Old Lando which is 0.5 km
away from the village. The BISP Tehsil Office Shahdadpur is 25 km from the village.

2. Relationship with BISP
According to Salma she was not a beneficiary of BISP during the Parliamentarian Phase. Salma
informed the TPE team that the PSC survey was conducted in her area in December 2009. The
survey team came to her house, filled out her form and provided her with a PSC slip as
acknowledgment. Salma considers herself eligible for the BISP cash transfers; she learned that
she was eligible from her relatives living in Nawabshah. Salma got to know about the BISP from
her neighbours. She knows that this is Benazir’s scheme designed to help poor and needy women
and this is the reason she also registered her form in this scheme. Salma said, “We work hard to
earn a living which is insufficient for our children’s education”. Salma said that when she would
receive the BISP payments she would spend it on her children’s education and marriages.

3. How did the complaint emerge?
After PSC survey when all the neighbouring women in Salma’s area started getting the BISP cash
payments, Salma wondered about why she did not get this money. After a year, Salma decided to
ask someone about this issue. Some of her neighbours advised her to pay a visit to the BISP office
in Mirpurkhas and get information about why she had not received the cash transfers. Salma said
that when the PSC survey team came to her house she did not have a CNIC so the enumerators
took Fayyaz’s CNIC number and instructed her to get her CNIC made. Salma got her CNIC made
a year after the survey, in May 2011.
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4. Processing of the complaint
4.A Provider’s version
Salma went to the BISP Divisional Office Mirpurkhas, along with her husband, in July 2012
to register a complaint about not getting the BISP money. They went to the Divisional Office
Mirpurkhas, as there were no complaint handlers appointed at the BISP Tehsil Office
Shahdadpur. The Assistant Complaint (AC) at the Divisional Office took copies of Salma and
Fayyaz’s CNICs and her BISP tracking form. He then told Salma that her complaint has been
registered and it would be sent to Islamabad. According to the details of Salma’s complaint,
her CNIC number was not entered in the PSC survey. The AC said that Salma was eligible
but her CNIC number needed to be updated. The AC registered this complaint on 13 th
September 2012 and on the same day forwarded it to the Supervisor along with his remarks.
The Supervisor (AD) fetched this case’s data, verified it and approved it on the same date,
and forwarded it with his remarks to the Divisional Director (DD). The DD verified the data
and after approving it, updated the CNIC number. The CMS ID number of this case was
10513207. The CMS automatically processed this and sent the result of this case to the BISP
CMS Department, Islamabad. According to BISP this problem was resolved within two days.
4.B Client’s version
According to Salma, around seven months ago in July 2012, she went with her husband to the
BISP Divisional Office Mirpurkhas, to register her complaint. The BISP staff checked her
PSC slip on the computer, informed her that her name was in the PSC roster but her money
had not arrived. The BISP staff took copies of Salma and Fayyaz’s CNICs and Salma’s BISP
tracking form. He then told her that her complaint had been registered and she would start
receiving the money after her complaint was sent to Islamabad. Salma heard about the
complaint mechanism of BISP office through her neighbours. According to Salma the BISP
staff kept her documents with them and did not give her any acknowledgment slip or
reference number.
The BISP Divisional office, Mirpurkhas is approximately 155 km away from Salma’s house.
It takes Salma 4 hours and Rs.250 for a round trip to this office. After registering her
complaint, Salma did not go to the BISP office again nor did she call to inquire about it. As
per Salma’s opinion, she did not get any result of her complaint as she still has not received
her money even though it has been 6 months since she registered her complaint. Salma was
satisfied with the complaint registration mechanism of BISP because she was immediately
informed about her eligible status upon checking of her PSC slip. She was also happy that the
BISP staff did not charge any money for registering her complaint and with their behaviour in
general.

5. What We Learnt?





Salma did not receive an eligibility or discrepancy letter from BISP thus she did not know
about her eligibility status or the complaint registration mechanism; she learned about these
from her relatives and neighbours
According to the complainant, she registered her complaint in July 2012 at the BISP
Divisional Office Mirpurkhas although according to the BISP (provider) version, Salma’s
complaint was entered in the CMS on 13th September 2012. Even though the CMS was
present at the time of this complaint, the BISP staff entered it in the CMS at a later date
The beneficiary was not provided with an acknowledgment slip or reference number upon
submitting this complaint
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This complaint was processed by the Data Entry Operator (DEO/AC), Supervisor (AD) and
Approver (DD) on different dates, yet the CMS shows the same date for all the stages of this
complaint
The beneficiary was not provided with the result of her case after her CNIC update request
had been approved nor was she provided an estimated date for the resolution of the complaint
and disbursement of her payment
As there is no staff at the BISP Tehsil Office Shahdadpur, complainants have to go to the
BISP Divisional Office Mirpurkhas in order to register their complaints
According to the CMS website, as checked on 11th February 2013, Salma’s CNIC update
request was approved on 13th September 2012 however her AFSIS status appears as empty,
indicating that her thumb impression is not available in the database; this might be because
she has not collected her Smart/Debit Card from a BDC Centre and thus has not received any
payments yet

6. Recommendations







BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, informing them of their status in the program/discrepancy on their form
so that they may know about the complaint registration mechanism and when to expect their
payments
BISP Tehsil Office Shahdadpur should hire and train staff to handle beneficiary complaints at
their office so that beneficiaries do not have to travel long distances to register their
complaints
The AC at the BISP Divisional Office Mirpurkhas should have registered Salma’s complaint
immediately, when she visited the office with her husband in July 2012, and provided her
with the CMS ID and an approximate date for the resolution of the complaint
BISP should inform beneficiaries, possibly by phone, once their complaints have been
resolved so that they are aware of the progress on their case
The AC at the BISP Divisional Office Mirpurkhas should have informed Salma about the
AFSIS discrepancy on her form when he received her complaint so that she could remove this
discrepancy and start receiving her BISP payments at the earliest
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G-Q3-Sindh-10
CNIC update
Ameeran Bibi
Ghulam Shabbir
Bakhsho Khan Rind, Koor Hassan, Post Office Naushero
Feroze, Tehsil and District Naushero Feroze
4530474043584
8760032
3rd February 2013

1. Profile of the beneficiary/complainant
Ameeran Bibi, wife of Ghulam Shabbir, lives in Bakhsho Khan Rind, Koor Hassan, Post Office
Naushero Feroze, Tehsil and District Naushero Feroze. She is an illiterate woman with 7 children;
5 daughters and 2 sons. All of them are adults. One son is married, whereas the other one has
done an MA but does not have a job. Two of her daughters are married. Ameeran’s husband was
an employee in the Irrigation Department (darogah) but has retired now. He gets Rs.6,000 per
month as pension which is used to run the household. Ameeran’s eldest son is an agricultural
labourer and works on someone else’s land and receives a share of the crops produced. Ameeran
Bibi herself cannot work due to TB, she usually remains ill. Apart from Ameeran’s family, her
son and his wife and one child also live in the same house. Ameeran’s daughter, Zareena, is also a
beneficiary of the BISP cash transfer scheme. Zareena has a CNIC, but she is not married nor
does she receive money from BISP.
Ameeran’s house has an approximate area of 120 sq. yards in which there are two rooms and a
lounge. The plot also has an open bathroom and one corner of the house is used as a kitchen.
There is no gas supply but electricity is available. The family gets water from a hand pump which
is installed inside the plot. There is no drainage system here. This area is rural and resides only the
people belong to Rind cast. This village has around 500 houses. There is a primary school in this
area which is at a walking distance of 10 minutes, and the hospital is at 15 minutes’ drive from
here, while it takes half an hour on foot. The main road is also at a distance of half an hour. The
BISP Tehsil Office is 1.5 km from here.

2. Relationship with BISP
Ameeran was not a beneficiary in the Parliamentarian Phase of BISP. The PSC survey took place
in Ameeran’s village in July 2011. The survey team did not visit Ameeran’s house; her son got
her PSC form filled out and the team provided him with a PSC acknowledgement slip. Ameeran
considers herself a beneficiary of BISP and the postman also informed her that her form had been
accepted. Ameeran heard from her neighbours that BISP is a scheme which supports poor women
financially. She has no idea about the BISP eligibility criteria. Ameeran says that most of the time
she remains ill, she does not have any land of her own and both her sons are unemployed, thus she
considers herself eligible for the BISP cash transfers. According to Ameeran if she got the BISP
money, she would use it to purchase groceries for her home and get treatment for her illness.

3. How did the complaint emerge?
The PSC survey was conducted in Ameeran’s village in July 2011when Ameeran did not have her
CNIC thus she had her husband’s CNIC number entered into the PSC form. The PSC survey team
had instructed her to get her card made. In October 2011, Ameeran went to the NADRA office to
get her CNIC made, but due to the crowd at the office, she could not get her work done so she
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returned home at night. Due to her illness she was not able to visit the NADRA office again until
May 2012. In August she got her CNIC. On her neighbour’s advice she went to the BISP office in
November 2012 to submit the copy of her CNIC.

4. Processing of the complaint
4.A Provider’s version
On 1st January 2013 Ameeran went to the BISP Tehsil Office Naushero Feroze with her
husband to register a complaint about non-payment of her BISP money. The acting Assistant
Complaint (AC) at the Tehsil Office took Ameeran’s CNIC copy and entered her CNIC
number in the CMS and informed her that her complaint had been sent to Islamabad. He
instructed her to visit the office again after 15 days to get the result of her complaint.
According to the details of the complaint, Ameeran’s CNIC number was not included in the
PSC form earlier and thus it needed to be updated. The BISP Tehsil Office staff does not
maintain any records of complaints; they only register them in the CMS. On the day of the
complaint, the Assistant Complaint forwarded all the data to the Supervisor (AD) and he,
after approving it, forwarded it to the Divisional Director (DD). The DD approved the
complaint and updated Ameeran’s CNIC on the same day.
4.B Client’s version
In November 2012, Ameeran Bibi submitted her CNIC copy, BISP tracking form and PSC
survey slip at the BISP Tehsil Office Naushero Feroze. The AC told her that her complaint
had been sent to Islamabad and asked her to visit again after 15 days to get the details of her
complaint. After 15 days, when Ameeran visited the BISP office again she was instructed to
visit the BDC Centre and get her Benazir Debit Card (BDC) from there. When she went to the
BDC Centre she was asked to come back after 2 days. Two days later she was told that her
BDC was still not made.
Ameeran heard about the complaint registration mechanism from people around her. She
went to register her complaint herself at the BISP Tehsil Office Naushero Feroze as it is near
her house. Ameeran Bibi said that the Assistant Complaint took her CNIC copy and a copy of
her BISP tracking form. Ameeran was not provided with an acknowledgement slip. The BISP
office is 1.5 km away from Ameeran’s village and she went there on foot as she could not
afford the cost of travelling on a rickshaw. Ameeran visited the office twice after registering
her complaint to inquire her complaint’s status. Ameeran Bibi considers her problem as still
unresolved since she did not get her money nor did she receive her BDC. Ameeran was not
satisfied with the complaint resolution mechanism as she had not received her payment. She
was satisfied with the behaviour of the BISP staff as they dealt with her with good manners
and did not charge any money to register her complaint.

5. What We Learnt?





The beneficiary did not receive an eligibility or discrepancy letter from BISP thus she did not
know about her eligibility status, CNIC discrepancy or the complaint registration mechanism
According to Ameeran Bibi she registered this complaint in November 2012, however the AC
at the BISP Tehsil Office entered this complaint into the CMS on 1st January 2013
BISP should inform beneficiaries of the result of their complaint, possibly on the phone, so
that they do not have to repeatedly visit the BISP office
The BDC Centre must provide a precise date to the beneficiaries on which they can collect
their cards instead of making them repeatedly visit the BDC Centre
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A major problem occurring in CMS is that it shows the same dates at all stages of the
complaint resolution process. When the Data Entry Operator (DEO/AC) updates the CNIC in
the CMS, and when the Supervisor (AD) and the Approver (DD) take action, the CMS shows
the same date. As there is no record of beneficiary complaints maintained at the BISP offices,
this date is taken as the date of complaint registration

6. Recommendations






BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program, any discrepancies
on their form and about the complaint registration mechanism
BISP Tehsil Office Naushero Feroze should register beneficiary complaints on the CMS
immediately when the beneficiary comes to the office with a complaint, and provide them
with CMS IDs so that they may independently track the progress on their cases
When the CNIC is updated in the CMS within a day, the staff must not ask the beneficiaries
to visit again after 15 days
BISP should resolve glitches in the CMS with regards to dates and times, so that an accurate
record of beneficiary complaints is maintained with the BISP
If Ameeran Bibi’s CNIC had been updated on the CMS, she should not have experienced any
delay obtaining her BDC from the BDC Centre
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G-Q3-Sindh-11
CNIC update
Aisha
Muhammad Esa Bhatti
Muhammad Ibrahim (father-in-law)
Goth Attal Bohio, Koor Hassan, Post Office Naushero
Feroze, Tehsil and District Naushero Feroze
4530423707546
08744320
3rd February 2013

1. Profile of the beneficiary/complainant
Aisha, wife of Muhammad Esa Bhatti, is 39 years old and lives in Goth Attal Bohio, Koor
Hassan, Post Office Naushero Feroze, Tehsil and District Naushero Feroze. Aisha is an illiterate
housewife. Aisha has 2 sons and 3 daughters; the eldest son has completed 5th grade in school and
then left his studies to become a rickshaw driver (earning Rs.50-100 per day), while the other
children do not go to school because of poverty. Aisha lives with her family in a single room
house, built on a 200 sq. yards plot. All of her family is included in the PSC roster. Within the
boundaries of this plot, in another room, lives Aisha’s brother-in-law with his 6 children.
Although both the families live in separate rooms, they eat at a single place. Aisha’s house does
not have a kitchen; she uses one corner of her plot as a kitchen. There is no gas supply either.
They use water from a hand pump in the house for drinking purposes.
Aisha’s husband used to work as a construction labourer but has been unemployed at home since
one year as he cannot work due to a psychological disorder. The only earning person in the family
is Aisha’s brother-in-law, who is a hawker. He sells newspapers from which he earns Rs.100-150
daily. Aisha’s household subsists on monthly food rations provided by her father-in-law. Goth
Attal Bohio is a rural area and resides around 1,500 people in 100-150 houses. This village has a
Boys’ Government School and a Girls’ Government Primary School. This area also has a
government dispensary. The main road is 1.5 km away. The majority of the population consists of
service professionals; others work as farmers on the landlord’s farms. The BISP Tehsil Office is 3
km away and in case of emergencies, the residents have to go to the government hospital in
Naushero Feroze which is also 3 km away.

2. Relationship with BISP
Aisha was not a beneficiary of the Parliamentarian Phase of BISP. The PSC survey was
conducted in Aisha’s village in December 2010. The survey team did not come to her house;
instead Aisha’s brother-in-law helped the PSC team to fill their household’s form in their street.
The team also provided him with a PSC acknowledgement slip. Aisha thinks that the BISP is a
government program designed to help poor women and that the BISP money is provided to them
from Bilawal Bhutto. She heard about this from her neighbours and relatives. About the BISP
beneficiary eligibility criteria, Aisha thinks that the government gives cash grants to all poor
women. Aisha claimed, “I am poor and my husband is unemployed thus I consider myself eligible
to receive the cash grant.” Aisha also said that if she got the BISP money, she would use it to
purchase household groceries and clothes for her children.
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3. How did the complaint emerge?
According to Aisha, six months after the PSC survey in her village, when other women in her
neighbourhood started getting money and she did not she became worried and so in July 2011,
she went to the post office to inquire about her money and to know if her name was included in
the PSC roster or not. The postman informed her that her name was included in the PSC roster,
but her money had still not arrived. He told Aisha that at the time of the PSC survey, her CNIC
number was not entered in the form, as at that time Aisha had an old NIC which had no picture on
it. Instead Aisha’s husband’s CNIC number was entered in the PSC form. He advised her to get a
new CNIC made.
After about 10-11 months Aisha went to the NADRA office and got a new CNIC made for
Rs.300. Aisha informed us that she delayed the making of her new CNIC for 10-11 months as she
was not well and thus could not go to the NADRA office earlier. Almost 5 months after her CNIC
was made, Aisha went to the BDC Centre Naushero Feroze to get information about her BDC as
other women of her area also got their BDCs from there. The staff member at the BDC Centre
asked Aisha to visit the BISP Tehsil Office Naushero Feroze and submit her CNIC copy inorder
to receive her BDC.

4. Processing of the complaint
4.A Provider’s version
Aisha’s father-in-law, Muhammad Ibrahim, went to the BISP Tehsil Office Naushero Feroze
on 15th October 2012, to register Aisha’s complaint of non-payment. He went to this office as
it was the nearest to his house. A Naib Qasid (peon) at the Tehsil Office is working as an
acting Assistant Complaint (AC). He took Aisha’s CNIC and her BISP tracking form from
Muhammad Ibrahim. He entered Aisha’s CNIC number in the CMS and told Ibrahim that
Aisha’s complaint will be sent to Islamabad and that he could inquire about the result of the
complaint after 15 days. According to the Naib Qasid the beneficiary’s CNIC number was not
present in the PSC form so it required to be updated. The acting AC forwarded this complaint
to the AD, on 15th October 2012, who verified and forwarded it to the Divisional Director on
the same date. The Director also approved this complaint on the same day, and according to
the CMS website updated Aisha’s CNIC. The CMS ID of this case is 10685721.
4.B Client’s version
In October 2012, Aisha’s father-in-law went to the BISP Tehsil Office Naushero Feroze, to
register Aisha’s complaint. At the office, the acting AC asked him to submit Aisha’s CNIC
copy and BISP tracking form. After taking these documents, he entered Aisha’s CNIC
number in the CMS and informed him that they would send this complaint to Islamabad and
when it will be approved there, Aisha’s BDC will be issued. He also asked Muhammad
Ibrahim to visit the office again after 15 days to obtain the result of this complaint. Fifteen
days later, on 30th October 2012, Aisha went to the BISP Tehsil Office herself to inquire
about her complaint’s status. The staff informed her that her complaint was resolved and that
she could get her BDC from the BDC Center Naushero Feroze now. In November 2012,
Aisha went to the BDC Centre and got her card.
Aisha’s father-in-law went to the BISP Tehsil Office to register her complaint on his bicycle;
the Tehsil Office is 3 km from his house and it cost him Rs.100 on travelling there. The
complaint was registered by Aisha’s father-in-law but Aisha went on her own, 15 days later,
to learn about the complaint status. According to Aisha, after registering the complaint, her
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issue was resolved and she got her BDC, but she has still not received any money. Aisha was
satisfied with the complaint registration mechanism and with the behaviour of the staff.

5. What We Learnt?








The beneficiary learned about her eligibility status from the postman and about the complaint
registration mechanism from her neighbours
The CMS shows the same date for all stages of the complaint resolution process; the date on
which the AC registers this complaint, the AD verifies it and the DD approves it are all the
same and this is taken as the complaint registration and resolution date as there is no other
record of complaints at BISP offices
The Naib Qasid at the BISP Tehsil Office Naushero Feroze serves as an acting AC; Aisha’s
father-in-law, Muhammad Ibrahim submitted Aisha’s CNIC copy and BISP tracking form
copy to him on 15th October 2012 – he did not provide Ibrahim with a CMS ID upon
registration of the complaint
According to the CMS website this complaint was resolved, after approval from the DD, on
15th October 2012. However, her payment details are still not accessible on the BISP website,
as checked on 11th February 2013
Aisha got her BDC from the BDC Centre Naushero Feroze in November 2012 but she has
still not received her money. She has visited the BDC Centre twice and was told that her BDC
code was still not activated and that when it will be activated she will start receiving her
money.

6. Recommendations







BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program, remove any
discrepancies in their form, learn about the complaint registration mechanism and start
receiving their payments
BISP Tehsil Office Naushero Feroze faces a staff shortage and thus the Naib Qasid serves as
an acting AC; this office should hire and train ACs to register beneficiary complaints.
Beneficiaries must be provided with CMS IDs upon registration of their complaint, as per
standard procedure, so that they may independently track the progress on their cases
CMS should updated to provide accurate dates and times for registration and processing of
complaints, so that a record of beneficiary complaints and action on the same is maintained
The beneficiary got her BDC in November 2012 yet she has not received any payment; if
there was any further discrepancy as a result of which her card was not activated she should
have been informed about this by the BDC Centre staff.
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G-Q3-Sindh-12
CNIC update
Laal Bibi
Sohrab
Kausar Mill Mohalla, Gajjanpur, Larkana
4320315128034
08917117
4th February 2013

1. Profile of the beneficiary/complainant
Laal Bibi w/o Sohrab, age 24, lives in Kausar Mill Mohalla, Gajjanpur, Larkana. She is an
illiterate woman. Laal has been married since two years and does not have any children. Laal
Bibi’s husband works at the local vegetable market where he earns around Rs.100 daily. Two of
her brothers-in-laws also work here and each earn Rs.100 on a daily basis. Laal Bibi also works;
she does embroidery work from which she earns Rs.300-400 monthly. Laal Bibi informed the
TPE team that her father-in-law, mother-in-law and two brothers-in-laws live with her. Laal
Bibi’s mother-in-law also gets the BISP cash transfers. Laal Bibi lives on a plot of 120 sq. yards
which has one room and a courtyard. There is no proper kitchen; a corner of the courtyard is used
as a kitchen. The family obtains water from a hand pump. The house has access to electricity, but
there is no gas supply. There is also no drainage system. The Kausar Mill Mohalla is a rural area.
It has a school at a distance of 10-15 minutes. The hospital is at a distance of half an hour. The
main road is about 10 minutes away from here and the BISP Divisional Office is 2.5 km away.

2. Relationship with BISP
Laal Bibi informed the TPE team that she was not a beneficiary of the Parliamentarian Phase of
BISP. The PSC survey in this area was conducted in May-April 2011. The PSC survey team came
to Laal Bibi’s house and her father-in-law helped fill her form. The PSC survey team did not give
any pamphlet to her; they only gave her a PSC slip as acknowledgment. Laal Bibi’s father
informed her that she has been accepted as a BISP beneficiary. Laal Bibi did not know much
about this program, she thinks that it is the government and Benazir’s joint venture. She had no
idea about the eligibility criteria and in her opinion it is for poor people. She says that she is poor,
her father-in-law does not earn, while the earnings of her husband and brother-in-laws are not
sufficient. If Laal Bibi got the BISP cash transfers she would use it to purchase food rations for
her home.

3. How did the complaint emerge?
At the time of PSC survey (May-April 2011), Laal Bibi did not have her CNIC and so her form
was filled by her father-in-law. Around 7 months after the survey, in December 2011, when other
women in Laal Bibi’s area started getting their money and she did not, she became worried. After
asking people around her and her father, she was advised to get her CNIC made. Due to the busy
schedule at home she was not able to go to the NADRA office until May 2012. Laal got her CNIC
in June 2012. After a month, Shabbiran (a local influential) advised her to get her status checked
at the BISP office.
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4. Processing of the complaint
4.A Provider’s version
According to the Assistant Complaint (AC), Laal Bibi came to the BISP Divisional Office
Larkana, along with Shabbiran, on 28th August 2012. This BISP office is near her house. The
AC at the BISP office took Laal Bibi’s CNIC copy, entered her CNIC number in the CMS
and told her that her complaint has been forwarded to Islamabad. He asked her to come back
after 1 month to get her complaint’s status. According to the details of the complaint, Laal’s
CNIC was not entered in the PSC form. Apart from registering the complaint in the CMS the
staff did not make a separate file. The AC, on the same day, forwarded all the data to the
Supervisor (AD). After fetching all the data, the Supervisor verified and approved the data
and then sent it to the Divisional Director (DD). The DD verified the data and approved this
request on the same day and according to the CMS website, Laal Bibi’s CNIC was updated on
the same day: 28th August 2012.
4.B Client’s version
Laal Bibi went to the BISP Divisional Office Larkana in July 2012, along with Shabbiran, to
get some information regarding her case. Due to the crowd of people at the office she returned
without getting information about her case. She did not go to the office again till August 2012
as she was busy at home. In August 2012 she visited the Divisional Office with Shabbiran
again; the staff over here informed her that her CNIC number was not entered in the form so
she submitted a copy of her CNIC and the staff asked her to come back after a month. She
was not provided an acknowledgment slip or CMS ID. Laal learned about the complaint
registration mechanism from Shabbiran and other people around her. It took her 30 minutes to
reach the office on a rickshaw which cost her Rs.160 for the round trip.
After one month when she went to the BISP office again she was told that her complaint was
resolved and she could get her card from the Mobile HBL counter. The Mobile HBL is
located behind the police training centre, established in the Government Hospital; the BISP
Tehsil Office is also located there. According to Laal Bibi as result of the complaint, she got
her mobile phone through which she even received one payment. Laal Bibi was satisfied with
the complaint resolution mechanism and the behaviour of staff as her problem was resolved
and the staff talked to her politely without charging any money for her complaint. However,
Laal Bibi further informed the TPE team that Shabbiran asked her to pay Rs.1,000 if she
wanted to obtain her mobile phone soon. When she gave the money, Shabbiran helped her get
the mobile phone from the HBL Mobile outlet in Larkana.

5. What We Learnt?


Laal Bibi did not receive an eligibility or discrepancy letter from BISP informing her of her
status in the program or the discrepancy on her form. She did not have a CNIC at the time of
the PSC survey, in April-May 2011, and had hers made in June 2012. She was not receiving
any payments so she decided to register a complaint in August 2012. She went to the BISP
Divisional Office Larkana with Shabbiran, a local influential who informed her of the
complaint registration mechanism, on 28th August 2012. She submitted her CNIC copy and
was told to come back one month later. When she revisited this office a month later she was
told to collect her card from an HBL Mobile counter in Larkana. Laal Bibi paid Rs.1,000 to
Shabbiran to acquire her mobile phone from the HBL counter. She further told the TPE team
that she even received one instalment through her mobile phone but her payment details are
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not available on the BISP website, as checked on 12th February 2013, however her mother-inlaw’s payment details are available as shown below.

6. Recommendations








BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove the discrepancy on their forms and start receiving their payments
immediately
BISP staff should provide acknowledgment slips or CMS IDs to complainants so that they
can independently track the progress on their case; immediate entry of complaints into the
CMS will also ensure quicker action on complaints – currently it seems that complaints are
collected and then entered into the CMS at a later date
The CMS program needs to be updated so that it provides an accurate record of complaints
and dates on which action is taken on these; presently it shows the same dates at all stages of
the complaint resolution process
Beneficiaries should be informed about when and how they will get their money so that they
do not have to face difficulties as in many cases it has been seen that others take money from
the beneficiaries and then give them the mobile phone although it is free for them
The BISP website needs to be regularly updated; Laal Bibi reported that she had received one
instalment through her mobile phone but her payment details are not visible on the website
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G-Q3-Sindh-13
CNIC update
Waziran Tagar
Khair Muhammad Tagar
Usman Tagar
Goth Adal Tagar, Post Office Wasayo, Tehsil and District
Naushero Feroze
4530461781370
08761858
2nd February 2013

1. Profile of the beneficiary/complainant
Waziran, widow of Khair Muhammad Tagar, is an illiterate, 52 year old woman. Her husband
passed away two years ago. Waziran lives in Goth Adal Tagar, Post Office Wasayo, Tehsil and
District Naushero Feroze. She is the mother of 7 children, among whom 2 sons and a daughter are
married while the remaining 4 children live with her. Her son has been educated till primary
school and the daughters do not go to school. One of the sons works at a tea café where he earns
Rs.3,000 per month. Waziran Tagar sells milk and earns Rs.1,200 monthly. Waziran has kept
some buffaloes on a sharing basis; when the owner of the buffaloes sells these animals, Waziran
gets profit. Other than Waziran and her children, no one else lives with her, nor is there any other
beneficiary of BISP in the household.
Waziran has a house on a plot of 300 sq. yards which her husband had bought. The house has two
rooms; both the rooms have mud roofs and the walls are made of bricks. There is a make-shift
kitchen in one corner of the house. There is no bathroom in the house. The house has access to
electricity. The residents of the village get drinking water from a stream located outside the
village. Goth Adal Tagar is situated in Mitai Shakh, Taluka Naushero Feroze, about 5 km away
from main Naushero Feroze. The village resides about 150 people in 25 houses and a majority of
them belong to the Tagar clan. These people earn a living by tending the cattle. The village has a
primary school at a distance of 1 km from the main road. The villagers do not have the facility of
a hospital. The village has mobile coverage.

2. Relationship with BISP
Waziran was not a beneficiary in the Parliamentarian Phase of BISP. In June 2011, the PSC
survey was conducted in this area. The survey team visited her home and filled her form with the
help of her neighbours. The team gave her a PSC slip after filling out her form. Waziran learned
that she was eligible for the BISP cash transfers at a local internet café. Waziran had no
knowledge about the program; she does not know who runs this scheme nor did the enumerator
provide them her any printed material. She does not know about the eligibility criteria for this
program. She said that she is a poor widow and has no one to support her thus she deserves the
cash transfers; she is independent and earns her living by selling milk.

3. How did the complaint emerge?
At the time of the survey, Waziran did not have her CNIC, later when all the other beneficiaries in
her area started getting money she realized that she would only get the money after her CNIC was
made. Waziran’s brother-in-law asked her to get her CNIC made since now that her husband has
passed away, her children’s CNIC will be made based on her updated CNIC. So Waziran went to
the NADRA office with her sister-in-law to get her CNIC made. After a month when other
women of her village went to the BDC Centre to get their BDCs, she went with them too. At the
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BDC Centre the staff member asked her to submit her tracking form. She got her tracking form
print out from an internet cafe and went to the BDC Centre again. This time she was told that her
CNIC was not submitted and she should submit it. The very next day she asked her cousin,
Usman, to submit her CNIC using his contacts and gave her original CNIC to him. After 3 months
she went to Usman to get her card; Usman told her that he had submitted her CNIC and after one
month she could get her card from the BDC Centre. When she went to the BDC Centre with her
sister-in-law, she got her card.

4. Processing of the complaint
4.A Provider’s version
The Ex-Naib Qasid (acting AC) at the BISP Tehsil Office Naushero Feroze said that this
complaint came to the Tehsil Office on 19th October 2012 on behalf of Waziran. He said that
this office was near Waziran’s home. Waziran’s complaint was for a CNIC update and the
Naib Qasid took Waziran’s CNIC copy, BISP tracking form and PSC slip copy and updated
her CNIC. He further said that he provided the complainant with an acknowledgment slip. He
then forwarded this case, on the same day, to the AD who after verifying it, forwarded it to
the Divisional Director. The DD approved the complaint on 19th October 2012 and the system
automatically updated Waziran’s CNIC. Thus it only took one day to update her CNIC.
4.B Client’s version
According to Waziran’s cousin, Usman, she gave him her CNIC in the last week of July 2012.
Due to his busy schedule at office, he could not go to the BISP office till October 2012. In
October when Waziran reminded him, he went to BISP Tehsil Office Naushero Feroze and
gave her CNIC, tracking form and PSC slip copy to his friend who works there. He asked his
friend to update Waziran’s CNIC number. His friend, registered Waziran’s complaint but did
not provide Usman with an acknowledgment slip or CMS ID. The friend told him that
Waziran could visit the BDC Centre after a month and get her card. Usman said that he got
information about the BISP complaint registration mechanism from his friend who works at
BISP. Usman registered Waziran’s complaint at the BISP Tehsil Office as she had no other
man to go along with her. The BISP office is near Usman’s office thus it did not cost him
anything to go there. He only went to the office once to register the complaint and he was
satisfied with the behaviour of the staff.
After giving her CNIC, tracking form and PSC slip to Usman, Waziran got her BDC from the
BDC Centre 4 months yet she did not get any payment through this card. Usman did not
charge any money for registering her complaint. She was not satisfied by the complaint
mechanism as she got the card 4 months later and did not receive any payments on it.

5. What We Learnt?





Waziran did not receive an eligibility or discrepancy letter from BISP thus she did not know
about the complaint registration mechanism or her eligibility status or the discrepancy in her
form; her CNIC number had not been entered into her PSC form as she did not have one at
the time of the survey; she got her CNIC made by May/June 2012
Waziran decided to have her cousin, Usman, submit her CNIC at the BISP Tehsil Office
Naushero Feroze through his contacts – she gave him her CNIC in July 2012 and Usman
submitted it at the BISP office in October 2012
There is a shortage of staff at this BISP office thus the Naib Qasid serves as an acting AC; he
collected Waziran’s materials, registered the complaint and requested the beneficiary to

GHK Consulting Ltd.
J40252715

486

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



Section 3 - Grievance Case Studies
G-Q3-Sindh-13

collect her BDC from the BDC Centre Naushero one month later, even though according to
his own version this complaint was registered and resolved in one day, on 19th October 2012
Waziran collected her BDC from the BDC Centre one month later, but she has still not
received any payments through it thus she was not satisfied with the complaint resolution
process; even her payment details are not visible on the BISP website, as checked on 14 th
February 2013

6. Recommendations







BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program and can take
appropriate action to remove any discrepancies from their forms
BISP Tehsil Office Naushero Feroze needs to hire and train additional staff so that
beneficiary complaints are properly addressed; complaint handlers (ACs) should register
grievance complaints immediately and provide CMS IDs to complainants so that they may
independently track the progress on their case; in this case Waziran’s complaint was
supposedly resolved on 19th October 2012 but she was told to come back one month later
The CMS software needs to be updated so that it provides an accurate record of complaint
dates and any action taken on them at all stages of the complaint resolution process
The BDC Centre Naushero Feroze staff provided Waziran’s BDC to her but no payments
have been deposited in her account yet; the staff should inform beneficiaries about when to
expect their payments, or why their payments have not arrived
The BISP payment details need to be updated; Waziran’s details are not visible on the
website, as checked on 14th February 2013, even though she has been issued a BDC
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G-Q3-Sindh-14
CNIC update
Subhan Khatoon
Ali Bux Kori
Shabbir Hussain
Chajara Phatak, Mirani Mohalla, Tehsil Qambar District
Qambar Shadakot
4340206980280
12056130
8th February 2013

1. Profile of the beneficiary/complainant
Subhan Khatoon, wife of Ali Bux Kori, lives in Mirani Mohalla near Chajara Pathak, Tehsil
Qambar, District Qambar Shadakot. She is 61 years old, illiterate and a mother of 4 children; 3
daughters and a son. All the daughters are married and live with their in-laws. Her son lives with
her with his wife and 4 children. They are part of the same household and eat together. Her
husband is an agricultural labourer on the zamindar’s 5 acres of land. He is able to collect enough
grains from the produce such that it lasts them for 10 months. Their son, Shabbir Hussain works
as a labourer and is paid a daily wage of Rs.250. Subhan Khatoon is not able to do a lot of
housework due to old age. Her daughter-in-law, Rizwana, is also a beneficiary of BISP. Rizwana
and Subhan Khatoon had filled out separate forms for BISP. Their house is their own and it is
katcha pakka in composition. It has 3 rooms and there is an open kitchen in the corner. There is a
bathroom but it does not have a roof. They do have access to electricity but not gas and use a hand
pump to obtain water. Meerani Mohalla is an urban area of Qambar and there are approximately
300 houses located here. The total population is about 2,000 people. There is a primary school
nearby but the hospital is 1 km away.

2. Relationship with BISP
Subhan Khatoon was not a beneficiary in the Parliamentarian Phase of BISP. The PSC survey was
held in her area in January 2011 and her husband filled out the form in their house. At that time,
Subhan had her old NIC and so her CNIC number was not registered in the form. The enumerator
told them they would receive money and gave them a PSC acknowledgement slip. Subhan
Khatoon does not know much about the BISP; she has heard from her neighbours that this is
Benazir’s scheme run by the government to help poor women. She believes both the poor and the
rich are benefiting from this scheme. If she receives the cash grant, she will spend it on buying
household necessities.

3. How did the complaint emerge?
When the PSC survey was held, Subhan Khatoon had her old NIC and when other women
including her daughter-in-law started to receive BDCs in August 2012 and then got their first
payments, she asked her son to check the status of her card as she had also filled the survey. Her
son visited the BDC Centre to inquire about Subhan’s Debit Card and the staff there confirmed
that a card had not been issued to her. After 3 months, women started to receive their second
payment from the BDC in November 2012. Shabbir went to the BDC Centre again but this time
with the BISP tracking form which he got from the internet. The BISP representative at the centre
took the tracking form and told him that Subhan Khatoon was still not an approved beneficiary.
He promised to send an appeal to Islamabad and asked him to check back in 45 days. He also
recommended that during this time Subhan Khatoon should get a new CNIC made. She applied
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for a new CNIC at NADRA and after a few days of receiving it, Shabbir went to the BDC Centre.
The BISP representative asked him to bring a copy of her BISP tracking form and so Shabbir
went to the internet café and got another copy of it. The BISP representative notified Shabbir that
the appeal had been approved but there was no CNIC number registered. He took a copy of
Subhan Khatoon’s CNIC and asked Shabbir to follow up after 20 days.

4. Processing of the complaint
4.A Provider’s version
There is no BISP office in Qambar so the BDC Centre representative has been directed to
entertain any beneficiary who has an appeal or CNIC update complaint. He collects copies of
their CNICs and BISP tracking forms and gives them to the Assistant Director (AD) at the
end of the day so he can register the complaint in the CMS within one or two days. Whenever
a complaint is entered in the CMS, the AD writes the date on the photocopied documents for
future reference. On the BISP website, the CMS maintains that the AD submitted this
complaint using the DEOs ID on 23rd January 2013 since ACs have not been appointed in
Qambar yet. According to the CMS, the Assistant Director and Divisional Director approved
the complaint on the same day and Subhan Khatoon’s form was updated with her CNIC
number.
4.B Client’s version
Shabbir Hussain went to the BDC Centre in January 2013 to follow up on the complaint
regarding the appeal. The BISP representative informed him that the appeal had been
accepted but the application was missing Subhan Khatoon’s CNIC number. Shabbir
submitted copies of Subhan Khatoon’s CNIC and BISP Tracking Form and was asked to
check back in 20 days. However, there has been no result till yet and Subhan has still not
received a BDC. She is hopeful she will get it soon since her appeal has been approved. The
BDC Centre in Qambar is 2 km away from Subhan Khatoon’s house and they go there on a
donkey cart. It does not cost them a lot of money but it takes them the entire day.

5. What We Learnt?








Subhan Khatoon did not receive an eligibility or discrepancy letter from BISP informing her
that she was eligible and needed to update her CNIC number in order to start receiving cash
transfers
There is no BISP Tehsil Office in Qambar so beneficiaries have to face difficulties in
registering complaints and encounter longer waiting times since all complaints are entertained
at the BDC Centre Qambar instead
The CMS shows that an eligibility appeal was made on 30th November 2012 on the household
head, Ali Bux Kori’s name, and this appeal was approved. This corresponds to the
beneficiary’s version that Subhan’s son Shabbir went to the BDC Centre in November 2012
and was told that his request would be sent to Islamabad and he should return in 45 days
Shabbir’s complaint on behalf of Subhan Khatoon was registered on 23rd January 2013, after
the eligibility appeal had been approved and the beneficiary got her CNIC. However, the
CMS shows the same date for registration of the update request and the action taken on it by
the AD and DD. The AC did not provide Shabbir with an acknowledgment slip or CMS ID
upon registration of the complaint; he just told Shabbir to return in 20 days
The beneficiary has still not received her BDC or any payments through it so far
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6. Recommendations






BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may be informed of their status in the program and remove
any discrepancy immediately in order to start receiving their cash transfers
BISP should set up a Tehsil Office in Qambar so that beneficiaries are not inconvenienced
BISP should provide beneficiaries with CMS IDs or acknowledgment slips upon registration
of their complaints so that they may independently track the progress on their cases
BISP staff should provide accurate information to beneficiaries about when their complaints
will be resolved; if CNICs can updated within 24 hours then beneficiaries should be told to
come back on the next day, not 20 days later
BISP should issue outstanding payments to beneficiaries promptly; if Subhan Khatoon’s
CNIC update has been approved then her BDC should be issued immediately and her
payment details on the BISP website should be updated – these are currently not available as
checked on 18th February 2013
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G-Q3-Sindh-15
CNIC update
Padam Khatoon
Ghulam Fareed Sheikh
Village Beer Sharif, Tehsil Qambar, District Qambar
Shadadkot
4340206765996
12052890
8th February 2013

1. Profile of the beneficiary/complainant
Padam Khatoon, wife of Ghulam Fareed Sheikh, is a resident of Village Beer Sharif, Tehsil
Qambar, District Qambar Shadadkot. She is 42 years old and illiterate. She is mostly busy doing
the housework. She has 8 children: 4 daughters and 4 sons. The eldest daughter is married and
lives with her in-laws. The two younger daughters go to school and study in 3rd and 4th grade. One
of her sons is a labourer, another works in an oil factory in Karachi and one son studies in 1st
grade. One son and one daughter stay at home. Her husband is also a labourer and earns Rs.250
per day while her son earns Rs.300 per day. The son in Karachi earns Rs.7,000 monthly. The
house they live in is their own and is built over 200 sq. yards. The house is katcha pakka in
composition and has a kitchen and bathroom. The bathroom does not have a roof. They have
access to electricity and gas and obtain water using a hand-pump. There are approximately 500
houses in Beer Sharif and a population of 4,500 people. The Sheikh, Tanyo and Kori kinship
groups live here. There is a primary school and a hospital in the village.

2. Relationship with BISP
Padam Khatoon was not a beneficiary of BISP in the Parliamentarian Phase. The PSC survey was
held in her area in January 2011 and the survey team came to her house. She was given a PSC
acknowledgement slip when she submitted the form. Padam Khatoon does not know anything
about BISP as they were given no information about the program before the survey. She knows
the cash grants are being given to poor women by the Benazir Scheme. If she gets money from
the scheme, she will spend it on household necessities and her daughters’ dowries.

3. How did the complaint emerge?
At the time of the survey, Padam Khatoon did not have a CNIC. Six months after the PSC survey,
when the zamindar called a NADRA mobile van to the village, Padam Khatoon also got her card
made. Around 6 months ago when the other women in her neighbourhood started to receive their
BDCs, she went to an internet café in Qambar to print out her PSC tracking form. The owner of
the internet café notified her that her CNIC was not registered in the form and gave the address of
the BISP Divisional Office in Larkana. However, she could not go to the office due to a shortage
of money and instead visited the BDC Centre in Qambar twice. They told her they did not have
any records for her case. Ten days later her relative Rehmat told her to visit the BDC Centre again
as now they had a BISP representative. Padam visited the centre on 19th January 2013 and the
BISP representative took a copy of her CNIC, PSC slip and PSC tracking form and asked her to
follow up on her complaint after 20 days.
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4. Processing of the complaint
4.A Provider’s version
A BISP Tehsil Office has not been established in Qambar yet so a BISP representative has
been placed at the BDC Centre Qambar and is responsible for recording beneficiaries’
complaints regarding CNIC updates and appeals. He forwards all beneficiary complaints to
the Assistant Director at the end of the day with the copies of beneficiaries’ CNICs and PSC
tracking forms. The Assistant Director then enters all the complaints in the CMS and writes
the date on the PSC forms. The AD entered the complaint using the ID of a DEO on 30 th
January 2013. The AD and the Divisional Director (DD) approved the request on the same
day and so the CNIC on Padam’s form has been updated.
4.B Client’s version
Padam went to the BDC Centre in Qambar on 29th January 2013 to register her complaint and
the BISP representative there took a copy of her CNIC and PSC tracking form. He asked her
to check for her BDC card after 20 days. Padam had visited the BDC centre twice prior to this
but the BISP representative was not present on those occasions. She was advised to visit the
centre this time by her relative, Rehmat, who is also from a BISP beneficiary household. The
BDC Centre is 6 km from Padam’s house and she used a chingchi to get there which cost her
Rs.150. She has still not received her money and she is not very satisfied with the procedure
however she is hopeful that her complaint will be resolved after 20 days.

5. What We Learnt?





The beneficiary did not receive an eligibility or discrepancy letter from BISP
There is no BISP Tehsil Office in Qambar so the beneficiaries have to face difficulties in
order to register complaints. The complaint procedure is also more difficult as there is no
Assistant Complaint and the BISP representative forwards all complaints to the Assistant
Director
The beneficiary was not provided a CMS ID or acknowledgment slip upon registration of her
complaint

6. Recommendations




BISP should issue eligibility and discrepancy letters to beneficiaries promptly so that they
know their status in the program and what action they should take in order to remove any
discrepancies so they can start receiving their cash transfers
BISP should establish a Tehsil Office in Qambar so that the complaint registration procedure
becomes more efficient
There needs to be efficient and quicker action on CNIC update complaints; if these
complaints are resolved within 24 hours as per the CMS website, then beneficiaries should
not be told to come back in 20 days
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G-Q3-Sindh-16
CNIC Update
Iqbal Khatoon
Shafi Muhammad
Village Beer Shareef, Tehsil Qambar Ali Khan, District
Qambar Shahdadkot
4340206445366
12052005
10th February 2013

1. Profile of the beneficiary/complainant
Iqbal Khatoon, w/o Shafi Muhammad, is 51 a year old woman who is a resident of Village Beer
Shareef, Tehsil Qambar Ali Khan, District Qambar Shahdadkot. Iqbal Khatoon is an illiterate
woman and has 5 children: 3 boys and 2 girls. Her eldest son is married and has passed the
primary level. Her second son is intermediate pass while the third passed middle standard and also
studies at a madrassa in Hyderabad. Iqbal Khatoon said that her husband cannot do work due to
illness. Her eldest son works as a labourer and earns Rs.200 daily while the eldest daughter does
embroidery work and gets Rs.500 monthly. Iqbal Khatoon said she does not work and is a
housewife. Her son, daughter-in-law and grand-son live in her house as well as her step-son. None
of her sons earn money except the eldest son. They live in their own house, which has a total area
of 200 sq. yards. There are three rooms and a veranda along with a kitchen and bath room in the
house. They obtain water using a hand pump and have access to electricity and gas. There is no
drainage system for the house. Iqbal Khatoon’s house is situated in an area which is considered
rural and has 500 houses. There are 2 primary schools and one middle school in the area. The
hospital is about 15 km away from this area and the distance from the main road is 6 km.

2. Relationship with BISP
Iqbal Khatoon was not a beneficiary in the Parliamentarian Phase of BISP. According to her the
PSC survey was held in her area in January 2010. The survey team came to her house and filled
her form and give her an acknowledgement slip along with some printed material (which she
described as Benazir’s photos). Iqbal Khatoon believes that she is eligible for the BISP cash
transfer scheme. She said that BISP is Benazir’s program for providing money to people, and
after the death of Benazir her son was providing this money. She does not have any information
about the eligibility criteria of BISP and she had just heard about this scheme from other people.
According to her this money should be given to poor people only. Iqbal Khatoon said that her
husband does not work and her son’s income is the only source of support to the household. They
cannot fulfil their household requirements in their limited income due to the price-hike. She said,
she considers herself poor because she has young daughters but does not have money for their
dowries. Iqbal Khatoon told the TPE team that if she receives the BISP cash transfers she will buy
groceries for the house. She also has a plan to open a shop for her son to make sufficient income
to bridge their income- expenditure gap.

3. How did the complaint emerge?
The PSC survey was held in January 2010 in her area. At the time of the survey Iqbal Khatoon did
not have a CNIC and she filled the form by using her husband’s CNIC number. At that time she
was told that she would receive payments only if she got her own CNIC. Due to her house job she
could not visit the NADRA office to get her CNIC made. Three months after the PSC survey, the
NADRA team visited her village on a registration drive. Iqbal Khatoon also registered herself for
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a CNIC and got a token from the NADRA team. She was told at the time of registration that she
would receive a CNIC after a few days but she did not receive her CNIC. Later in 2011 she went
to the NADRA office in Shadadkot but did not get her card again. Furthermore she went to the
BDC Centre Qambar in 2012 to inquire about her money but she was asked to provide her CNIC
so she came back home empty-handed. She said that she finally received a CNIC around three
months ago, in November 2012. She then went to submit her CNIC and obtain her BDC from the
BDC Centre in January 2013.

4. Processing of the complaint
4.A Provider’s version
According to the BISP in-charge at the BDC Centre Qambar, the BISP Tehsil Office has not
been established in Qambar yet. He told the TPE team that he was directed by the Assistant
Director of Qambar that if he received any appeals for CNIC updates from beneficiaries he
must entertain them here and ask them for their CNIC, BISP tracking from and PSC survey
slip. The BISP in-charge at the BDC Centre Qambar said that when he receives complaints he
forwards them to the Assistant Director (AD) Qambar and the AD registers these in the CMS
on the same day or the very next day. There is no Assistant Complaint (AC) in Qamber so the
AD enters these complaints himself using a DEO’s ID. He said that Iqbal Khatoon’s
complaint was registered in the CMS on 30th January 2013 after a visit by the beneficiary to
the BDC Centre Qambar. After fetching all the data, the AD verified and approved the data
and then sent it to the Divisional Director (DD). The DD fetched and verified the data and
finally approved this request on the same day. Iqbal Khatoon’s CNIC was updated as a result
of this whole process.
4.B Client’s version
Iqbal Khatoon told the TPE team that on 28th January 2013 her husband visited BDC Centre
Qambar along with her CNIC. He was told that the CNIC holder should come herself to this
office. So Iqbal Khatoon went to the BDC Centre Qambar on 30 th January 2013 and
submitted her CNIC and BISP tracking form to the BISP in-charge at the BDC Centre and
was asked to check back with the centre after 15 days. According to Iqbal Khatoon it takes
1.5 hrs to reach the BDC Centre from her house and it cost her Rs.100 for the round trip to the
BDC Centre. She was satisfied with complaint registration/resolution mechanism because she
was told that her problem would be resolved. She was also satisfied with the behaviour of the
BISP staff as they dealt her with politely and did not charge any money to register her
complaint.

5. What We Learnt?





In this case Iqbal Khatoon’s CNIC was delivered late to her by NADRA due to which she
could not register her complaint earlier; the NADRA mobile van visited her village in MarchApril 2010 and gave her a token but she did not receive her CNIC until November 2012
Iqbal Khatoon did not receive a discrepancy letter informing her of the procedure to follow in
order to start receiving her cash transfers
There is no BISP Tehsil Office in Qambar so beneficiaries have to face difficulties in
registering complaints as all of them are referred to the BDC Centre Qambar where the BISP
representative entertains CNIC update requests
The BISP representative at the BDC Centre Qambar was not registering complaints in the
CMS on the spot, instead he would accumulate all such complaints and forward them to the
AD who would enter them in the CMS at a later time
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Iqbal Khatoon’s complaint was registered in the CMS on 30th January 2013 (after submission
of her CNIC copy, tracking form and PSC slip) and according to the CMS, it was approved on
the same day. However, Iqbal Khatoon’s payment details are still not visible on the BISP
website, as checked on 21st February 2013, indicating that her eligibility status has not been
updated yet

6. Recommendations






BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should establish a Tehsil Office in Qambar and hire staff to handle beneficiary
complaints efficiently
BISP staff should enter CNIC update requests in the CMS at the same time as when the
beneficiary visits the office to register her complaint, and provide her with an
acknowledgment slip or CMS ID so that she may track the progress of her case. BISP staff
should also maintain a manual register besides CMIS and keep a record of beneficiary
complaints and submitted documents
BISP should update the payment details on its website promptly so that once a CNIC update
request has been approved the payment details should immediately be visible and payments
are automatically generated for the beneficiary
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G-Q3-Sindh-17
CNIC update
Hazooran Khatoon
Ashiq Ali Abbassi
Goth Wadu Wahan, Sheikh Fauju, Tapal Ghar Mashwari
Sharif, Tehsil Bakrani, District Larkana
4320678813100
08864393
4th February 2013

1. Profile of the beneficiary/complainant
Hazooran Khatoon, wife of Ashiq Ali Abbasi, is a resident of Goth Wadu Wahan, Sheikh Fauju,
Tapal Ghar Mashwari Sharif, Tehsil Bakrani, District Larkana. She is 40 years old, primary pass
and a mother of 4 children. Her eldest son was married but when his wife died he moved back
into the house. Her second son is handicapped. Of the two younger daughters, one is in matric and
the other is in 6th grade. Her husband has 2 jureebs of land from which he is able to grow crops
that last them 5-6 months. Her eldest son works as a peon and has a monthly income of Rs.11,
000. There is no other working member in the household and no one else receives money from
BISP. Their house is built over 300 sq. yards with two rooms and a store room. There is also a
kitchen at one side and a katcha bathroom is built towards the back of the house. They obtain
water using a hand pump and have access to electricity but not gas. There are about 80 houses in
Wadu Watan with a total population of 250-300 people of mainly Abbasi, Memon, Solangi and
Tul kinship groups. The village has approximately 30% pakka and 70% katcha houses. The
village is 3 km away from Tehsil Bakrani and 15 km away BISP Divisional Office Larkana.
There is a main road near the village and a middle school for girls and a primary school for boys.
There is no hospital in the village but mobile phone signals are available.

2. Relationship with BISP
Hazooran was not a beneficiary in the Parliamentarian Phase of BISP and the PSC survey was
held in her area in July 2011. The survey team came to her house and her family helped her fill
the form. She was given an acknowledgment slip once her form was completed. She received a
letter in August 2012 confirming her eligibility for the BISP cash transfer scheme. She knows that
BISP is Benazir’s program but does not have any information about the eligibility criteria. She did
not receive any printed material from the team when they came for the survey. She believes she is
eligible for the cash grant since her family is poor and her son is handicapped. She plans to use
the money on her son’s medical expenses and daughters’ clothes.

3. How did the complaint emerge?
Hazooran Khatoon did not have a CNIC at the time of the survey and she was told that she would
receive payments only if she got an ID card made. Two months after the survey her husband took
her to get her card made and in August 2011 Hazooran received her CNIC. The village women
started to receive mobile phones in December 2011, so Hazooran went to the NADRA office near
PTS and was told that she was not assigned a phone yet. After 4-5 months, she went to an internet
café in Bakrani and was told again she would not be receiving a mobile phone. After that she
began to give up hope until she received a letter from BISP in August 2012 asking her to visit
their office with her CNIC and she would be able to collect a mobile phone. Within 2 days of
receiving the letter, she went to the BISP Divisional Office in Larkana with her husband with
copies of the letter and CNIC. They registered her complaint on the computer and asked her to
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collect her mobile after a month. The procedure to register a complaint had been explained in the
letter she received from BISP.

4. Processing of the complaint
4.A Provider’s version
The Assistant Complaint (AC) at the BISP Divisional Office Larkana registered Hazooran
Khatoon’s CNIC update request when she came to the office. This office is near her house
and her complaint was registered in the CMS on 27th August 2012. The AC said that
beneficiaries are not given their CMS IDs as they are of no use to them. Hazooran Khatoon
submitted copies of the BISP letter and CNIC. The Assistant Director verifies all complaints
registered by the Assistant Complaint by fetching the data and then forwards them to the
Divisional Director. The DD then approves the request and the CNIC is updated in the CMS
on the same date. According to the AC, Hazooran Khatoon’s request was resolved within one
day.
4.B Client’s version
Hazooran Khatoon registered her complaint at the BISP Divisional Office in August 2012
since it was near her house and she went there with her husband. The Assistant Complaint
registered her complaint on the computer and took copies of her CNIC and BISP eligibility
letter. She was not given any acknowledgment slip after she submitted her documents. The
BISP Divisional Office is 15 km from her house and it takes 40 minutes to reach there on a
motorcycle. Each trip cost her Rs.100 and she went to the office twice; once to register her
complaint and the other time to follow up on it. She was satisfied with the complaint
registration/resolution procedure as she received her mobile phone within a month after she
complained and the BISP staff was very nice to her. They took no money from her.

5. What We Learnt?





Hazooran Khatoon’s PSC survey form was filled out in July 2011 and she had her CNIC
made in August 2011. Then she tried inquiring about her payments but was continuously told
that she would not receive a mobile phone. Then in August 2012 she received an eligibility
letter from BISP after which she went to the BISP Divisional Office Larkana to register her
complaint. The eligibility letter was of great help to Hazooran in informing her of how and
where to register her complaint
The eligibility letter had been dispatched by BISP on 1st January 2012 but reached Hazooran
Khatoon in August 2012. In these 8 months she had visited the internet café and BDC Centre
in efforts to get a mobile phone and learn about the status of her eligibility, but to no avail
On 27th August 2012 her complaint was registered in the CMS, after submission of her CNIC
copy, and her CNIC update request was approved. Subsequently she even received her mobile
phone in September 2012, however her payment details are still not visible on the BISP
website, as checked on 21st February 2013

6. Recommendations


BISP should provide eligibility and discrepancy letters to beneficiaries promptly so that they
can take immediate action to start receiving their payments. Eligibility letters could be mailed
from Tehsil Offices rather than from Islamabad as it would cause fewer delays
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Beneficiaries do not know there is a BISP Tehsil Office in Bakrani due to which they travel
long distances and go directly to the Divisional Office in Larkana. Beneficiaries should be
made aware of the office in Bakrani
BISP staff should provide complainants with acknowledgment slips/CMS IDs upon
registration of their complaints so that a record of beneficiary details is maintained and
beneficiaries can track the progress on their case
BISP should update its website to show payment details for beneficiaries if their discrepancies
have been successfully resolved
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G-Q3-Sindh-18
CNIC Update
Haleema
Muhammad Mithal
Village Faqeer Muhammad Birhmani Kakar, Taluka
Khairpur Nathan Shah, District Dadu
4120342486438
9911726
11th February 2013

1. Profile of the beneficiary/complainant
Haleema, w/o of Muhammad Mithal, is a 44 year old illiterate woman who is a resident of Village
Faqeer Muhammad Birhmani Kakar, Taluka Khairpur Nathan Shah, District Dadu. She is a
housewife with 9 children: 5 son and 4 daughters. One of her sons is married and has one child.
One son is in matric, another one is in 7th grade and a third one is in 1st grade. They live in a
katcha house which has a total area of 200 sq. yards and consists of two rooms. Her married son
lives in one room and cooks his meals separately. There is a bathroom in the house but they have
no tap water; they bring water from Kakar city which is 3 km away. The house does not have
access to gas and there is also no drainage system for the house. Haleema’s husband, Muhammad
Mithal, is a police constable and his monthly salary is Rs.17,000. Haleema said that she also
makes ropes for charpoys (cots) and gets Rs.300-400 after 3 or 4 months. Village Faqeer
Muhammad is considered a rural area and has approximately 200-300 houses. This village is 3 km
away from Kakar city and the main road, and the Tehsil Office is about 8 km away. There is a
primary school in the village but no hospital and the nearest hospital is 3 km away in Kakar city.
Mostly residents of the village are farmers.

2. Relationship with BISP
Haleema was not a beneficiary in the Parliamentarian Phase of BISP and the PSC survey was held
in her area in January 2011. Her brother-in-law helped the enumerator to fill her PSC form
because the survey team did not come to her house and set up a camp in the village. Haleema
considers herself a beneficiary of BISP. When the postman visited her village to deliver the cash
payments to other beneficiaries of the village he told her that she had been selected as a
beneficiary of BISP. Haleema knows about the BISP cash transfer scheme and heard from the
postman that it is Benazir’s money. She did not know about the eligibility criteria of the BISP but
considered herself poor and thus eligible to get Benazir’s money. When she got her cash transfers
through BISP she bought clothes and grocery for the house.

3. How did the complaint emerge?
Haleema did not have a CNIC at the time of the PSC survey in January 2012; she only had the old
NIC. The enumerator filled in her form using her husband’s CNIC. In August 2011 when the
postman visited the village to deliver cash transfers to the other beneficiaries in the village she
asked him whether she would get money or not? He told her that she would receive payments
only if she got the new CNIC made. Haleema went to the NADRA office in December 2011 with
her husband to get her CNIC made. She got a token from them in December 2011 but she
received her new CNIC in February 2012. She said that her brother-in-law also got her BISP
tracking form for her before she registered her CNIC update request in May 2012.
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4. Processing of the complaint
4.A Provider’s version
The BISP Tehsil Office Khairpur sent this complaint to the BISP Divisional Office Larkana
through postal mail on 21st May 2012. The BISP Divisional Office Larkna is near the BISP
Tehsil Office Khairpur Nathan Shah. The Assistant Complaint (AC) at the BISP Divisional
Office Larkana registered this complaint in the CMS on 21st May 2012. The CMS ID of this
case was 10113658. The complaint details for this case show that the complainant’s CNIC
was not entered in the household roster. So it was necessary for the beneficiary to update her
CNIC. The Assistant Complaint forwarded this complaint after remarks to the Assistant
Director/Supervisor (AD). The supervisor fetched the data of complaint and after verification
forwarded it to the Divisional Director/Approver (DD). The DD fetched and verified the data
and finally approved this request on the same day. The CMS result also showed that the CNIC
had been updated.
4.B Client’s version
After getting her new CNIC in February 2012, Haleema went to the nearby BISP Tehsil
Office Khairpur Nathan Shah in March 2012. The Assistant Director of the Tehsil Office
received a photocopy of her CNIC, her husbands CNIC, BISP tracking form and PSC slip. He
told her that he would send her complaint to Islamabad and then she would get money. After
registering a complaint in March 2012 Haleema visited the BISP Tehsil Office Khairpur
Nathan Shah again in April 2012 to ask about her cash transfers, where she was told that her
complaint had been sent to Islamabad and after it was resolved she would get her cash
transfers. The BISP Tehsil Office Khairpur Nathan Shah is about 8 km away from her house.
Haleema got a local van for Khairpur from Kakar city after reaching there on foot. According
to Haleema it takes 45 minutes to reach the BISP Tehsil Office and it cost her Rs.100.
Haleema got her first instalment of Rs.3,000 in June 2012. She was satisfied with the
complaint procedure of BISP as they not only registered her complaint but also behaved very
well. The staff did not charge any money to register her complaint.

5. What We Learnt?







This complaint was registered by the beneficiary at the BISP Tehsil Office Khairpur Nathan
Shah in March 2012 but the CMS was not launched in the Tehsil Office at that time. So this
complaint was forwarded to the Divisional Office Larkana for registration in the CMS. The
Assistant Complaint (AC) at the Divisional Office registered this complaint after receiving it
on 21st May 2012 and updated the CNIC
In this case the beneficiary did not receive any acknowledgement slip from the BISP Tehsil
Office Khairpur Nathan Shah after submission of her complaint. The staff collected her
documents and told her that they will forward this complaint to Islamabad
This complaint was registered in the BISP Tehsil Office in March 2012 but it was forwarded
to the Divisional Office Larkana on 21st May 2012. The Divisional Office Larkana registered
this complaint in the CMS on the same date and resolved the case
The Divisional Office resolved the case on the same date after receiving and we learnt that the
delay was due to the time taken by the BISP Tehsil Office in forwarding it
According to her payment details on the BISP website, as checked on 25 th February 2013,
Haleema received her first BDC instalment of Rs.3,000 on 19th September 2012. Perhaps
Haleema remembered the date incorrectly, as she told the TPE team that she got this money in
June 2012. No further payments have been generated for her since 19th September 2012.
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6. Recommendations






BISP office staff should provide complete and accurate information to beneficiaries regarding
the time frame for the resolution of their complaint, as in this case it was observed that the
beneficiary was not told that the complaint would be forwarded to the Divisional Office
Larkana or that they did not have the software to register the complaint and instead she was
misleadingly told that the request would be sent to Islamabad
BISP offices should provide acknowledgement slips to beneficiaries when they register their
complaints; BISP offices should also maintain a manual register of complaint for further
tracking the status of complaint by the complainants
BISP should set up the CMS in Tehsil Offices too for beneficiaries’ convenience so that they
do not have travel far to register their complaints or wait long to have their complaint
forwarded to the relevant offices
BISP should inform the beneficiaries about the results of their case through the phone as it
would save the beneficiaries’ time and money. This practice would also reduce the number of
trips of the beneficiaries to the BISP offices.
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G-Q3-Sindh-19
CNIC Update
Husna
Muhammad Rajib
Village Andal Panhwar Pakha, Post Office Pakha, Tehsil
Dadu, District Dadu
4120147705048
9775022
10th February 213

1. Profile of the beneficiary/complainant
Husna, w/o Muhammad Rajib, is a 38 year old woman who is a resident of Village Andal
Panhwar Pakha, Post Office Pakha, Tehsil and District Dadu. Husna is an illiterate woman and
has 6 children: 4 boys and 2 girls. Husna told us that two of her sons are studying in school: one is
in 9th grade and the other is in 2nd grade while the other two sons do not go to school yet. She does
not send her girls to school. Her husband works as a construction labour and earns Rs.700 daily.
Husna further told us that she also makes braids (paranday) and the price of one pair of braids is
Rs.15. She usually makes 2 pairs in one day. Husna said that her mother in law, father in law,
brother in law and his wife and their son also live in this house. No one else in the house earns
money except her and her husband. The house they live in has a total area of 200 sq. yards and it
is newly constructed. There are four rooms along with a kitchen and a bathroom in the house.
They obtain water using a hand pump and have access to electricity and gas. There is also a
proper drainage system for the house. Husna’s house is situated in the colony which has 40
houses and this area is considered urban. The residents of the area belong to the Qaisrana,
Chandio, Ansari and Panhwar castes. Husna further said that it takes 10 to 15 minutes to reach
school and the nearest hospital and main road are about 1.5 km and 1 km away respectively.

2. Relationship with BISP
Husna was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her area in January 2011. The survey team came to her house and gave her an
acknowledgement slip. Husna believes that she is eligible for the BISP cash transfer scheme. She
was told by her neighbours that she must check her name in the beneficiary’s list. Husna did not
know about the BISP scheme and did not have any information about the providers of the BISP
cash transfers. She had just heard from other people that BISP was Benazir’s Scheme. She said
that she did not have any information about the eligibility criteria of BISP but she believed that
this money should go to poor people and widows. She told the TPE team that her husband did not
have a permanent job (he is a daily wage worker) so she considered herself poor. She also said
that when she got money through BISP she spent it on groceries for the house.

3. How did the complaint emerge?
The PSC survey was held in January 2011 in her area. At the time of the survey Husna did not
have her own CNIC and she used her husband’s CNIC to fill the form. She was told by the
enumerators that she should get her own CNIC made. One month after the survey in February
2011 she went to the NADRA office in Dadu to get her CNIC made but returned unsuccessfully.
Then she went to the NADRA office again in March 2011 but in vain because she was told that
the NADRA office was not making cards due to a card filter problem. She went to the NADRA
office for the third time in June 2011 when she was told that if she paid Rs.1,000 she would get
her card early so she paid that amount. Finally, she got a CNIC after 20 days on 1 st July 2011.
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She got the CNIC but did not receive cash transfers yet, however the other women in her area had
received cash transfers twice or thrice. In the meanwhile she heard from people that Mumtaz, an
agent in her village, sent beneficiary complaints to the BISP office. In February 2012 her husband
went to Mumtaz and requested him to send their complaint to the BISP office. Mumtaz told
Husna’s husband to give him copies of his and his wife’s CNICs and he would send these to the
higher authorities and they would get the cash transfers for him.

4. Processing of the complaint
4.A Provider’s version
The Assistant Complaint (AC) at the BISP Divisional Office Larkana received this complaint
on 18th May 2012 via post. At the time of the PSC survey Husna did not have a CNIC so it
was necessary to update her CNIC for her to get the cash transfers. The AC entered her card
into the CMS for update and forwarded its detail to the Assistant Director (AD). After
fetching all the data, the AD verified and approved the data and then forwarded it to the
Divisional Director (DD) with remarks. The DD also fetched and verified the data and finally
approved this request on the same day. Husna’s CNIC was updated as a result of this whole
process.
4.B Client’s version
Husna’s complaint was registered in May 2012 at the BISP office by her relative, Mumtaz,
who is also an agent in the area. Husna had heard about the complaint registration procedure
from other people and then her complaint was registered by Mumtaz. Husna told the TPE
team that she could not visit the BISP office due to cultural and financial constraints. Her
complaint along with a copy of her CNIC was posted to the BISP Divisional Office Larkana
by Mumtaz in May 2012 and it cost her Rs.100. While her complaint was resolved in May she
did not get any cash transfer in June 2012 whereas the other beneficiaries received their cash
transfers. Then her husband went to the post office along with a photo copy of Husna’s CNIC
and received the first instalment of Rs.3,000. She subsequently received another instalment
through the BDC. She was satisfied with the complaint registration/ resolution mechanism of
BISP as they resolved her problem. She did not say anything about the attitude of the BISP
office staff because she did not visit there herself but she said they did not charge any money
to register her complaint.

5. What We Learnt?








In this case Husna did not have her CNIC so at the time of survey in January 2011she used
her husband’s CNIC to fill the form. She was told by the surveyors that she should get her
own CNIC made but they did not guide her about the procedure of updated her CNIC at the
BISP office
Husna did not receive a discrepancy letter informing her of the procedure to follow in order to
start receiving her cash transfers
Husna had just heard from other people about the complaint registration because BISP did not
provide her any guidelines about how to register complaints
This complaint was registered through the post by an agent (who is also Husna’s relative)
because the beneficiary could not visit the BISP Divisional Office Larkana due to cultural and
financial problems. She did not receive any intimation from BISP about the status of her case
or when her complaint would be resolved
The BISP Divisional Office Larkana received Husna’s complaint through post on 18 th May
2012 along with her and her husband’s CNIC copies. The Divisional Director (DD) approved
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this complaint on the same day after fetching and verification of data. Husna’s CNIC was
updated on the same day, as per the AC at the Divisional Office. She received her first
instalment of Rs.3,000 from the post office after submitting her CNIC copy, even though her
CNIC had been updated at the BISP office
According to Husna’s payment details on the BISP website, as checked on 25th February
2013, one Pakistan Post payment of Rs.3,000 was generated for her on 30th June 2012 (even
though this payment stands delivered to her) and another payment of Rs.3,000 was withdrawn
by her through the BDC on 1st August 2012

6. Recommendations




BISP should provide eligibility and discrepancy letters to beneficiaries on time, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should provide acknowledgement slip to beneficiaries at the time of receiving their
complaints and should also inform the beneficiary if her complaint has been resolved
BISP should update the payment details on its website to reflect the latest and most accurate
information
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G-Q3-Sindh-20
Duplicate Household
Zaibunisa
Ali Hasan
Near Police Headquarter Bukhari Mohallah, Dadu
4120115721852
9774708
17th February 2013

1. Profile of the beneficiary/complainant
Zaibunisa, w/o Ali Hasan, is a 45 year old woman who is a resident of Bukhari Mohalla, near
Police Headquarter, Dadu. Zaibunisa is an illiterate woman and has 5 children: 2 boys and 3 girls.
Her eldest daughter is married. Zaibunisa told us that only her younger son goes to school and is
in 1st grade. Her 15 year old son works in a cloth shop and earns Rs.100 daily. Her husband is a
retired railway servant and gets a pension of Rs.6,000 per month. Zaibunisa said that she does not
work but her daughters do sewing work and earn approximately Rs.600 monthly. Her brother in
law and his wife and their 4 children also live in this house. Her sister in law also gets BISP cash
transfers. They live in their own house, which has a total area of 300 sq. yards. There are 3 rooms
and a veranda. There is no kitchen in the house however they use one corner of the courtyard as a
kitchen. There is an open bathroom in the house and they obtain water using a hand pump. They
have access to electricity but have no gas facility. The house has a drainage system. Zaibunisa’s
house is situated in the Bukhari Mohalla which consists of 40 houses and this area is considered
urban. Mostly residents of the area belong to Qaisrani, Chandio, Ansari and Panhwar castes. She
further said that the school is 10-15 minutes away from her house and the nearest hospital and
main road are about 1.5 km and 1 km away respectively.

2. Relationship with BISP
Zaibunisa was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her area in 2010. She filled out her form with the PSC team herself. She was
also given a PSC acknowledgement slip along with some printed material (which she described as
Benazir’s photos). She believes that she is eligible for the BISP cash transfer scheme. She was
informed by an agent that she has been selected a beneficiary of the BISP. Zaibunisa heard from
other people and through the television that this is Benazir’s scheme. Zaibunisa told the TPE team
that she did not know about the eligibility criteria of BISP but she only knows that through the
BISP, poor people receive cash transfers and she also considered herself poor and eligible to get
Benazir’s money. Furthermore she said that no one in her house does a permanent job, she has
two young daughters and that her house has been damaged due to the rain. She said that when she
got cash transfers through BISP she used these for household expenditures.

3. How did the complaint emerge?
Zaibunisa did not have a CNIC at the time of PSC survey in 2010. She filled out her form with the
PSC team herself without entering a CNIC number. After the floods in 2010 her husband told her
to get her CNIC made because they would be eligible for income support. One and a half years
after the PSC survey, in December 2011 other women in her neighbourhood received cash
transfers by post but she did not get any cash transfer. She went to the post office and asked about
her cash transfers but they told her that no money had been transferred to her name. She then met
Mumtaz, an agent, who was known to send beneficiary complaints to the BISP office, and so she
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requested him to help her obtain her cash transfers. Mumtaz took her CNIC and checked on the
internet and told her that her form had not been accepted. But even then Mumtaz told her to give
him a copy of her and her husband’s CNICs and he would send these to the BISP Divisional
Office Larkana along with an application. Zaibunisa said she did not know the reason for not
receiving her cash transfers.

4. Processing of the complaint
4.A Provider’s version
The Assistant Director (AD) at the BISP Divisional Office Larkana received this complaint
on 18th May 2012 via post. The Assistant Complaint (AC) registered Zaibunisa’s CNIC in the
CMS but did not send an acknowledgement slip to the beneficiary. This was a ‘duplicate
household’ complaint which means that there are two forms filled out for this household in
the BISP database. According to the AC they select the form to enter in the CMS which
display’s the beneficiary’s eligibility for BISP cash transfers and cancel the other one. In this
complaint, the beneficiary had two forms (numbered 9774708 and 9774831). The AC said
that he entered 9774708 in the CMS and cancelled the other one which did not display the
eligibility of the beneficiary. The BISP Divisional Office received a printed application along
with the beneficiary’s and her husband’s CNIC copies. According to the AC they do not
maintain any manual record of complaint registration; the only record is on the CMS. The AC
sent this complaint to the AD who verified, approved and forwarded it to the Divisional
Director (DD). The DD fetched and verified the data and finally approved this case. Zaibunisa
was considered eligible for the BISP cash transfers on the basis of form number 9774708.
4.B Client’s version
In April 2012, Mumtaz sent this complaint to the Divisional Office Larkana via post.
Zaibunisa started receiving cash transfers in July 2012. Zaibunisa told the TPE team that she
did not know about the complaint registration procedure. Mumtaz told her about this
procedure and sent her application to the Divisional Office by post on her behalf which cost
her Rs.80. She said she visited Mumtaz twice to ask about her cash transfers. She said that as
a result of this process her CNIC had been updated and she also started getting cash transfers.
Furthermore, Zaibunisa told the TPE team that she was satisfied with the complaint
registration/ resolution mechanism of BISP as they resolved her problem. She did not say
anything about attitude of the BISP office staff because she did not visit there herself but she
said they did not charge any money to register her complaint.

5. What We Learnt?





In this case, Zaibunisa’s PSC form was filled twice in the database, making this a duplicate
household case, and one of the forms declared her eligible for the cash transfers while the
other one found her ineligible
The BISP Divisional Office Larkana received Zaibunisa’s complaint through the post on 18 th
May 2012 along with her and her husband’s CNIC copy. The Divisional Director (DD)
approved this complaint after fetching and verifying her data. Zaibunisa’s CNIC was also
updated and one of the two forms to her name (which displayed her as eligible) was accepted
We learnt in this case that the beneficiary did not have any information about the complaint
registration procedure and she depended upon an agent to register her complaint. The
beneficiary did not receive a discrepancy letter informing her of the discrepancy in her
form(s)
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There was no BISP Tehsil Office in Dadu at that time so beneficiaries had to face difficulties
in registering their complaints. The BISP Divisional Office is far from her house so she could
not visit there
According to Zaibunisa’s payment details on the BISP website, as checked on 25th February
2013, one Pakistan Post payment was generated for her on 30th June 2012 while one BDC
instalment was withdrawn from her account on 17th October 2012; no further payments have
been generated for her since that date

6. Recommendations





BISP should provide eligibility and discrepancy letters to beneficiaries on time, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should provide acknowledgement slips to the beneficiaries and also confirmation of
approval so that the may save their cost and time to visit BISP office
BISP should upgrade beneficiaries’ application status on CMS and online guide them to
remove discrepancies.
BISP should further create awareness amongst beneficiaries about the complaint registration
mechanism so that they may independently register their complaints without reliance on
agents or middle-men
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G-Q3-Sindh-21
Eligibility Appeal
Ajeemat
Sanoro
Village Allah Kotrio, Solanbah, Post Office Islamkot,
Tehsil Mithi, District Tharparkar
4430330430248
0711907
20th February 2013

1. Profile of the beneficiary/complainant
Ajeemat w/o Sanoro, is a 38 year old woman who is a resident of Village Allah Kotrio, Solanbah,
Post Office Islamkot, Tehsil Mithi, District Tharparkar. Ajeemat is an illiterate woman and has
7children: 4 sons and 3 daughters. One of her daughters goes to school and is in 2nd grade while
two of her sons also go to school, one is in 3rd grade and the other is in 1st grade. The remaining
children do not study and one of her daughters is handicapped. Ajeemat said that her husband
usually remains ill due to which he works less. Her sons also are minors and do not earn. She said
that they work as sharecroppers, during the monsoon season, and cultivate gawar, til (aniseed)
and bajara (millet) from where they get three-fourth share of the cultivated crops, which they
store for their household consumption and in times of need they sell their goats to obtain some
money. Ajeemat told us that she also does work on the land with her husband. She said that no
one else lives in this house except her husband and children and no one earns money – they only
receive a share of the crops.
They live in their own house, which has a total area of 300 sq. yards. There are three rooms in the
house including a kitchen. There is also an open bathroom in the house. They obtain water from a
well which is located 10 minutes from their house. There is no drainage system for the house and
they also do not have access to electricity and gas. Ajeemat’s house is situated in an area which is
considered rural and has approximately 250 houses. The population of this village comprises of
people from the Kotrio, Sandh, Pehl, Kolhi and Sanghrasi castes. The population of the village is
approximately 900. The village has 4 primary schools as well as a newly established Basic
Health Unit (BHU). It takes 10 minutes to reach the main road and the Tehsil Office Islamkot is
20 km away from the village.

2. Relationship with BISP
Ajeemat was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her village in September 2009. The survey team did not come to her house but
they filled forms at the school. Ajeemat told us that her brother filled her form there and also got
an acknowledgement slip from the PSC survey team. Ajeemat considered her eligible for the
BISP cash transfers. Her brother informed her about her selection for BISP. She knows about
BISP and said it is Benazir’s Scheme. She did not know about the eligibility criteria of BISP. But
she considered herself poor because her husband does not have a permanent job and she also has a
handicapped daughter. She told us that if she receives the cash transfers she would use it to buy
household rations and a goat.

3. How did the complaint emerge?
Almost 8 months after the PSC survey was conducted in September 2009, everyone started
getting the BISP cash transfers but Ajeemat did not. She was told by other women that she should
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go check her acknowledgement slip online. She gave her acknowledgement slip to her brother; he
went to Islamkot to get her slip checked on the internet and he was informed by a computer
operator that this form was not accepted. In March 2012, women from the village started
receiving payments through a new payment modality but Ajeemat still did not receive any money.
Although she was also poor at that time her nephew told her that he would go to Islamkot and
check her slip online again. He checked it at an internet cafe and found out over there that she
would receive money if she registered her complaint at the BISP Divisional Office Mirpurkhas.
Thus, she requested her brother to register her complaint.

4. Processing of the complaint
4.A Provider’s version ( BISP)
The Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas received Ajeemat’s
complaint along with copies of her CNIC and BISP tracking form by post. The AC registered
her CNIC in the CMS. It was an eligibility appeal case and the CMS assigned ID was:
10960463. The AC told us that the beneficiary’s form had not been approved but her PMT
score was less than 20 so she launched an eligibility appeal. On 12 th December 2012 the AC
sent this appeal to the Supervisor (AD) with his remarks. The AD fetched and verified the
data of the case and forwarded it to the Divisional Director (DD). The DD fetched and
verified the data and finally approved this appeal. Ajeemat’s appeal was accepted as a result
of this whole process.
According to the AC there are 4 prescribed criteria for approval of Appeal cases: i) if there
are more than four children in the household; ii) if any member of the household is in old age;
iii) if the household has a handicapped member; iv) if the household income is less than Rs.
600-700. According to the AC if the aforementioned criteria match with the appeal then the
CMS accepts it automatically and the eligibility status is updated.
4.B Client’s version
According to Ajeemat, her brother posted her complaint to the BISP Divisional Office
Mirpurkhas in December 2012. She was told by her brother that her form had been accepted
and now she would receive the cash transfers. Ajeemat had learned about the complaint
registration mechanism from her brother as well as her neighbours. Due to cultural and
financial problems Ajeemat could not go to register her complaint herself; instead her brother
posted her complaint to the BISP Divisional Office Larkana. Ajeemat said her brother had
learned about the complaint registration mechanism from the internet cafe. He posted her
complaint along with copies of her CNIC and BISP tracking form and it cost her Rs.100. She
said that although she did not receive any cash yet, she was satisfied with the complaint
registration/resolution mechanism because her problem had been resolved and as a result she
became eligible for BISP benefits. She did not say anything about the attitude of the BISP
office staff because she did not visit there herself but she said they did not charge any money
to register her complaint.

5. What We Learnt?


In this case, the beneficiary was not found to be eligible for BISP after the PSC survey but she
launched an eligibility appeal because she was poor and had a handicapped member of the
household. Her brother mailed her complaint by post and the AC at the BISP Divisional
Office received her complaint on 12th December 2012. After verification, he registered this
case into the CMS. The CMS accepted her appeal and updated her status automatically
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because her data matched with the prescribed eligibility appeal criteria. Her PMT score was
also less than 20
Ajeemat did not receive any letter from BISP regarding her non-eligibility
This complaint was registered through the post by her brother because the beneficiary could
not visit the BISP Divisional Office Larkana due to cultural and financial problems. She did
not receive any acknowledgement slip but, according to the AC, her case was resolved on the
same date when the BISP Divisional Office Larkana received her complaint
Although Ajeemat’s eligibility appeal was accepted, she has not received any payments yet
and her beneficiary status/payment details are still not visible on the BISP website, as checked
on 28th February 2013

6. Recommendations






BISP should send a letter to beneficiaries regarding their non eligibility so that they do not
keep hoping and expecting to receive payments like some of the other women around them
BISP should provide acknowledgement slip to beneficiaries at the time of receiving their
complaints and also should inform beneficiaries about the status of their appeal though letter
or phone call
BISP should establish the CMS at all Tehsil Offices because most beneficiaries cannot travel
long distances to visit the Divisional Offices. BISP should also instruct field supervisors to
guide beneficiary’s regarding eligibility criteria and complaint registration
BISP should inform beneficiaries regarding cash transfer timeframes and mode of payment
after acceptance of their appeals; Ajeemat was not told how, when and where she would
receive her cash instalments
BISP should update the beneficiary status and payment details on its website promptly to
reflect the latest changes and updated status of its beneficiaries
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G-Q3-Sindh-22
Eligibility Appeal
Amanat Qadir Bux
Qadir Bux
Village Allah Kotrio, Solanbah, Post Office Islamkot,
Tehsil Mithi, District Tharparkar
4430302437250
0711904
21st February 2013

1. Profile of the beneficiary/complainant
Amanat w/o Qadir Bux, is a 29 year old woman who is a resident of Village Allah Kotrio,
Solanbah, Post Office Islamkot, Tehsil Mithi, District Tharparkar. Amanat Qadir Bux is an
illiterate woman and has 5children: 4 sons and a daughter. Three of her sons go to school while
the remaining 2 children do not go to school yet. Her husband is a factory worker in Karachi and
earns Rs.8,000 monthly. Her husband sends her Rs.3,000 each month from Karachi. She is a
housewife and her sister in law also lives in the house with them. The plot they live on has a total
area of 200 sq. Yards and consists of 2 katcha huts (one is used as a kitchen) and 2 katcha sheds.
There is also a katcha bathroom in the house. They do not have access to electricity and they
obtain water from a well. Amanat’s house is situated in an area which is considered rural and has
approximately 250 houses. The population of this village comprises of people from the Kotrio,
Sandh, Pehl, Kolhi and Sanghrasi castes. The population of the village is approximately 950
people. The village has 2 primary schools as well as a newly established Basic Health Unit
(BHU). It takes 10 minutes to reach the main road and the village has access to electricity.

2. Relationship with BISP
Amanat Qadir Bux was not a beneficiary in the Parliamentarian Phase of BISP. According to her
the PSC survey was held in her village in September 2009. The survey team did not come to her
house because they filled forms in the school. Amanat Qadir Bux told the TPE team that the
survey team filled her form with the help of her husband in the school and also provided an
acknowledgement slip. She learned about this scheme from her neighbors; that BISP is Benazir’s
scheme. The survey team did not provide her any printed material about BISP. Amanat Qadir Bux
does not know much about the eligibility criteria of BISP but she considers her eligible for getting
the BISP cash transfers, because she thinks that poor women receive this money and she is also
poor. She said that if she receives money from BISP she would use it to buy rations for the house
and goats.

3. How did the complaint emerge?
Almost 6 months after the PSC survey was conducted in September 2009 in her area, everyone
started getting the BISP cash transfers from the postman but Amanat Qadir Bux did not receive
any money. The women of the village told her that only those people would receive money who
were already getting it through the postmen, so she did not inquire about this for a long time. Now
almost 3 months ago a noble person from her village, Muhammad Rahim, told her that if she gave
him her CNIC copy he would post her application to the BISP office. He sent her application to
the BISP Divisional Office Mirpurkhas via post on the very next day and it cost her Rs.100. He
told her that soon she would receive cash transfers through the card.

GHK Consulting Ltd.
J40252715

511

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

Section 3 - Grievance Case Studies
G-Q3-Sindh-22

4. Processing of the complaint
4.A Provider’s version (BISP)
On 12th December 2012 the Assistant Complaint (AC) at BISP Divisional Office Mirpurkhas
received this complaint by post on behalf of Amanat Qadir Bux. He registered her complaint
in the CMS. According to him there were no BISP offices established in Mithi, Islamkot and
Nagarparkar yet so peoples sent their complaints to Mirpurkhas Divisional Office by hand as
well as by post. He said that they do not provide CMS IDs or acknowledgement slips to
beneficiaries. The AC further told the TPE team that Amanat’s form was not approved so she
launched an eligibility appeal. On 12th December 2012 the AC sent this appeal to the
Assistant Director (AD) with remarks. The AD fetched and verified the data of the case on
CMS and forwarded it to the Divisional Director (DD). The DD fetched and verified the data
along with PMT score and finally approved this appeal.
4.B Client’s version
Amanat Qadir Bux told the TPE team that she gave her application to Muhammad Rahim and
he sent it to the BISP Divisional Office Mirpurkhas in December 2012. She did not receive
any acknowledgement slip from the BISP office. She also gave Rs.100 to Muhammad Rahim
for forwarding this application along with a copy of her CNIC. She said that her complaint
had not been resolved yet and she was not satisfied with BISP because they did not send any
intimation letter to her. She trusted Muhammd Rahim because he sent her application to the
BISP office Mirpurkhas.

5. What We Learnt?





In this case, the beneficiary launched an eligibility appeal as she was not found to be eligible
after the PSC survey. She sent her application along with her CNIC copy to the BISP
Divisional Office Mirpurkhas through a fellow villager, Muhammad Rahim. According to the
AC at the BISP office he received her complaint on 12th December 2012 and after verification
he registered this complaint into CMS. CMS accepted her appeal and updated her status
automatically because her data matched with the prescribed eligibility criteria. According to
the AC, Amanat Qadir Bux’s appeal was accepted on 12th December 2012
According to the beneficiary she has not yet received an intimation letter regarding the
acceptance of her appeal
The beneficiary’s payments details are still not available on the BISP website, as checked on
28th February 2013, despite the supposed resolution of her case

6. Recommendations





BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, informing them of their status in the program/discrepancy on their form
so that they may know about the complaint registration mechanism and when to expect their
payments; in this case Amanat did not know she could appeal her eligibility status and receive
cash payments
The AC should inform beneficiary about the status of her application. He should also provide
the beneficiary with a CMS ID and inform her about when her complaint will be resolved, so
that she may track the progress of her case
BISP Tehsil Offices should also handle beneficiary complaints at their offices so that
beneficiaries do not have to travel long distances to register their complaints
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According to the AC this complaint had been resolved on the same date when he received it
but he did not inform the beneficiary. The BISP Divisional Offices should inform
beneficiaries, possibly by phone, once their complaints have been resolved so that they are
aware of the progress on their case.
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G-Q3-Sindh-23
CNIC Update
Khaito
Kacharo
Village Allah Kotrio, Deh Solanba, Post Office Islamkot,
Tehsil Mithi, District Tharparkar
4430321246334
711948
23rd February 2013

1. Profile of the beneficiary/complainant
Khaito, w/o Kacharo, is a 45 year old woman who is a resident of Village Allah Kotrio, Deh
Solanba, Post Office Islamkot, Tehsil Mithi, District Tharparkar. Khaito is an illiterate woman
who usually stays busy with household chores and has 2 children: a son and a daughter. Her
children do not go to school yet. Her husband usually works four months in Tando Allah Yar
during crop cutting season. He also works in the farms near his village and earns some money
from there too. She also works with her husband in Tando Allah Yar. Khaito lives in a house
which is constructed on government land. There are two huts in the house and it has also open
kitchen but does not have a bathroom. To obtain drinking water, they have to travel a distance of
0.5 km and get water from the well and they do not have access to electricity and gas. The village
has around 400 houses which reside people of the Kotrio, Sangrasi, Kolhi and Bheel castes. There
are three primary schools in the village. A Basic Health Unit (BHU) is under construction in the
village.

2. Relationship with BISP
Khaito was not a beneficiary of the Parliamentarian Phase of BISP. According to Khaito, the PSC
survey was conducted in her area in 2009. She helped the survey team to fill her form and also
received an acknowledgement slip from them. Khaito did not know much about BISP because
BISP did not launch an awareness campaign during the PSC survey in their area. She only knows
that it is Benazir’s scheme and it provides cash transfers to the poor. She also considers herself as
eligible for the BISP. She said that if she receives BISP money she would use it to buy a goat for
the house as well as household rations.

3. How did the complaint emerge?
According to Khaito almost 4-5 months ago, she became worried when other women in her area
started getting the BISP cash transfers from the BDC and she did not. She talked to people about
how she could get the cash transfers and she was told by women that she should have her PSC
slip checked at an internet cafe. A few days later Khaito and her husband went to Islamkot to get
her PSC slip checked online. They were told by a computer operator at the internet cafe who
checked her slip that if she provided him copies of her CNIC and PSC slip he would write an
application for her. He wrote an application to the BISP Divisional Office Mirpurkhas, along with
copies of her CNIC and PSC slip. According to Khaito she posted the envelope herself at the post
office. She told the TPE team that she did not know about the subject of the application. She also
did not know where it was to be sent; she was only informed by the person at the internet café that
her application would be delivered to the BISP office.
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4. Processing of the complaint
4.A Provider’s version
The Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas told the TPE team
that they received this complaint on 1st January 2013. The subject of the complaint was CNIC
Update. The AC registered Khaito’s complaint details in the CMS and forwarded it to the
Assistant Director (AD) on the same date. The AD also took action against the complaint and
he fetched and verified the data and sent it to the Divisional Director (DD). The DD fetched
and verified the data and finally approved this case. The CMS automatically upgraded
Khaito’s CNIC in the database. The AC also said that system only shows that date on which
the complaint is registered into the CMS.
4.B Client’s version
According to Khaito, she and her husband went to Islamkot to get her slip checked online,
where they were told by the owner of the internet cafe that they should send an application to
the BISP office. Then he wrote an application for them and put it in an envelope along with
copies of her CNIC and PSC slip and also wrote the address of BISP on the envelope.
According to Khaito she dropped that envelope into a drop box at the post office. She told the
TPE team that she did not know about the subject of the application. She also did not know
where she had posted the application because she was just told by the internet café operator
that her application would be delivered to the BISP higher offices. She said it costs her
Rs.300 but her case has not been resolved yet. After our interaction with Khaito we told her
that her case had been resolved and she should collect her BDC from the nearest BDC centre.

5. What We Learnt?









BISP did not provide a discrepancy letter to the beneficiary and she was unaware about her
status in BISP. She was informed by her neighbouring women who were getting the BISP
cash transfers through the BDC that she should check her status on the internet. Then she
went to Islamkot with her husband to get her slip checked
Khaito sent her application, along with her CNIC copy and PSC slip copy, with the help of
the internet cafe owner to the BISP Divisional Office Mirpurkhas. According to the AC at the
BISP Divisional Office, they received this CNIC update request on 1 st January 2013 and after
verification they registered this complaint into CMS. This case was subsequently and
approved and resolved according to the CMS website
BISP however did not inform Khaitoo that her discrepancy had been resolved and that she
should collect her BDC from a nearby BDC Centre; she worried that she spent Rs.300 but her
case was still pending because she was not getting her cash transfers
After the complainant’s interaction with the TPE team we informed her that her case had been
resolved and she must collect her BDC. After some days we received a phone call from
Khaito’s husband – he said that they had received the BDC from the BDC centre and had also
received the first payment
Despite receiving her BDC and the first instalment through it, Khaito’s beneficiary status and
payment details are still not visible on the BISP website, as checked on 28th February 2013.

6. Recommendations


BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, informing them of their status in the program/discrepancy on their form
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so that they may know about the complaint registration mechanism and when to expect their
payments
BISP should provide acknowledgement slips to beneficiaries and should also inform them
about them about when to expect their case to be resolved
BISP should guide beneficiaries about how and from where they should get their BDCs after
complaint resolution
BISP should also establish toll free help line and provide information to the beneficiaries
about complaint mechanism and their eligibility status.
BISP should update the payment details on its website promptly so as to reflect the latest and
most accurate information regarding each beneficiary
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G-Q3-Sindh-24
CNIC update
Sodhi
Budho
Village Allah Kotrio, Union Council Solanbah, Post Office
Islamkot, Tehsil Mithi, District Tharparkar
4430310796804
711941
20th February 2013

1. Profile of the beneficiary/complainant
Sodhi, w/o Budho, is a 32 year old woman. She lives in Village Allah Kotrio, Union Council
Solanbah, Post Office Islamkot, Tehsil Mithi, District Tharparkar. She is an illiterate woman who
usually stays busy with household chores and has 4 sons. She lives in a mud house with her
husband and children. The house has no access to electricity and gas. There is no kitchen in the
house and they use one corner of the plot as a kitchen. The house has a wash room which was
constructed by an NGO some months ago. To obtain drinking water, they have to travel a distance
of 15-20 minutes and get water from the well. Her mother in law, sister in law and brother in law
also live with them in this house. Both her sister in law and brother in law are unmarried. She said
that they work as sharecroppers; during the monsoon season they go to Sanghar and cultivate
wheat. They get half share of the cultivated wheat usually 5-10 maund per season. She said after
the rainfalls in Tharparkar they return home and cultivate gawar and bajara (millet) from which
they get a half share as well. They sell these crops and usually earn Rs.15,000-20,000 in a season.
Sodhi told the TPE team that she also does work on the land with her husband. She said she
cannot send her children to school because of their poverty and seasonal migration. The area
where they live is considered a rural one and has 300-400 houses. This village is adjacent to the
road and has 3 government primary schools. The middle and high schools are in Islamkot which
is at distance of 20 km from this village. The government hospital is under construction in the
area. The residents of this village go to the hospital in Mithi for emergency cases – it is 60 km
away from this village. The people from the Bheel caste are the ones mostly engaged in seasonal
migration here.

2. Relationship with BISP
Sodhi was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her village in November 2009. The survey team did not come to her house.
Sodhi told the TPE team that the survey team filled her form with the help of her husband in the
village. Sodhi considered her eligible for the BISP cash grant and she was informed about this by
the postman. She said that she had heard from the survey team that BISP cash transfers were
charity provided by Benazir. She did not know much about BISP except that these cash transfers
are for the poor. She said that if she received BISP money she would buy rations for the house
and also some cattle.

3. How did the complaint emerge?
In June 2010 the postman came to her village to deliver cash to beneficiaries. She asked the
postman about why she was not receiving money even though the PSC survey team filled her
form. The postman told her that her name was not on a beneficiary’s list. In September 2010
when the postman came to deliver the second instalment of BISP to beneficiaries she asked about

GHK Consulting Ltd.
J40252715

517

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

Section 3 - Grievance Case Studies
G-Q3-Sindh-24

her money again and he gave the same reply. Sodhi and her family migrated to Sanghar for one
year after that but when they returned in October 2012 she was told by the postman that she was
now eligible. The postman told her that if she gave him her CNIC copy along with Rs.250, he
would send an application to the BISP Mirpurkhas office and she would get her cash transfers.

4. Processing of the complaint
4.A Provider’s version
On 12th December 2012 the BISP Divisional Office Mirpurkhas received Sodhi’s complaint
via post. The Assistant Complaint (AC) registered her complaint on 12 th December in the
CMS. Since she did not visit the office to register her complaint she did not get am
acknowledgment slip. However, according to the AC, they do not provide CMS IDs to
complainants in any case because it is not useful to them. The AC registered Sodhi’s case in
the CMS (ID#10960590). This complaint was for a CNIC update, because in the PSC survey
her CNIC was not entered in the PSC roster. According to the AC, he also maintained a file of
such cases along with registering them in the CMS. The AC fetched and verified the data and
then sent Sodhi’s complaint to the Assistant Director (AD). The AD also fetched and verified
the data and forwarded it to the Divisional Director (DD). After fetching and verifying the
data, the DD finally approved this case. As a result of this whole process Sodhi’s CNIC was
updated on the CMS. According to the AC this complaint was resolved in one day.
4.B Client’s version
In October 2012, Sodhi was told by the postman that she has been selected as a beneficiary
but she was not getting money because her CNIC number was missing on her PSC form. He
told her that if she gave him her CNIC copy along with Rs.250, he would send an application
to the Divisional Office Mirpurkhas and she would start receiving her cash transfers.
According to Sodhi, the postman sent her complaint to the BISP Divisional Office
Mirpurkhas via post. She did not get an acknowledgement slip. Sodhi also said that she did
not know the procedure of complaint registration and that the BISP Divisional Office
Mirpurkhas is 150 km from her village. She told the TPE team that she inquired around 3-4
times with the postman about the status of her case. Sodhi thought that her complaint was still
pending because she still did not receive any money. However Sodhi was satisfied with the
complaint registration mechanism which she was told about by the postman. Sodhi was
hopeful about the resolution of her case because the postman belonged to her village and also
because she paid Rs.250 to him.

5. What We Learnt?





The survey team did not fill Sodhi’s CNIC number in the PSC survey form although she had a
CNIC at the time of survey (November 2009). She asked the postman twice about her cash
transfers in June 2010 and September 2010 but he replied that her name was not on the
beneficiary’s list. Then her family migrated to Sanghar and returned to Tharparkar in October
2012 when she was told by the postman that she was also selected as a beneficiary but her
CNIC number was missing on her the form
Sodhi did not receive a discrepancy letter informing her of the procedure to follow in order to
start receiving her cash transfers. Although she was eligible after the PSC survey held in
November 2009 she had not received any payments due to the discrepancy on her form
She did not know about the complaint registration procedure and she requested the postman
on his own advice to send her complaint to the BISP Divisional Office Mirpurkhas in
December 2012 via post and this cost her Rs.250
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On 12th December 2012 BISP Divisional office Mirpurkhas received Sodhi’s complaint via
post and they resolved this and updated her CNIC on the same date but did not send any
acknowledgement to Sodhi. Consequently she did not know that her case had been resolved.

6. Recommendations





BISP should provide eligibility and discrepancy letters to beneficiaries on time, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should provide acknowledgement slip to beneficiaries at the time of receiving their
complaints and should also inform the beneficiary if her complaint has been resolved
BISP should update the payment details on its website to reflect the latest and most accurate
information
BISP should inform the beneficiaries about the discrepancies in their forms through phone
and also provide toll-free numbers for further inquiry
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G-Q3-Sindh-25
CNIC Update
Hakeema
Krishan Bheel
Village Arbab Khan Sahab, Post Office Naokot, Tehsil
Diplo, District Tharparkar
4430251674052
0756645
26th February 2013

1. Profile of the beneficiary/complainant
Hakeema, w/o Krishan Bheel, is 48 years old woman who is a resident of Village Arbab Khan
Sahab, Post Office Naokot, Tehsil Diplo, District Tharparkar. Hakeema is an illiterate woman and
she has 6 children: 3 sons and 3 daughters. Three of her daughters and two of her sons are
married. Her eldest son lives in Kunri city with his own family while the second one lives with
Hakeema along with his wife. The youngest unmarried son also lives with her in the house.
Hakeema‘s husband and her son work as labourers and earn Rs.200 per day each. Her youngest
son is a servant in the landlord’s cattle-house and earns Rs.1,000 monthly. She also works as a
midwife in the village and earns Rs.300 per case. Hakeema lives with her family in a house which
has a total area of 100 sq. yards and it is on the landlord’s land. They migrated here from Ful
Tarai village two years ago. There are two rooms in the house but there is no kitchen and the
structure of the house is katcha. There is no bathroom in the house and they also do not have
access to electricity. The village Arbab Khan has approximately 200 households. The residents of
the village mostly belong to the Nobheria, Bheel, Kohli, Jogi and Meghwar castes .There is no
hospital and school in the village.

2. Relationship with BISP
Hakeema was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her area in 2009 when they were settled in Ful Tarai village. The survey team
came to her house and filled her form and give her an acknowledgement slip. She told us that at
the time of survey her eldest daughter in law Sonari, also lived with them and she was also
registered in the survey. Hakeema told the TPE team that Sonari was found eligible for the BISP
cash transfers and she received her money by the post office from January 2012 to May 2012. In
May 2012 she got the Benazir Debit Card (BDC) and now she is receiving her money through
that. Hakeema said that now her son and his wife Sonari along with their children live in Kunri
city. Hakeema does not know much about the BISP except that BISP is Benazir’s scheme and it
transfers money to the poor. Hakeema also considers herself to be poor but she is not getting any
money from BISP. Hakeema told the TPE team that if she would receive money from BISP she
would use it to repair her house and also spend it on household necessities.

3. How did the complaint emerge?
According to Hakeema’s husband Krishan, when their elder daughter in law started to get cash
transfers, his wife Hakeema asked him why she was not getting the cash transfers. He then asked
the other beneficiaries in the village about this; he was advised to check his wife’s status at an
internet café. A few days later he went to Naokot and got his wife’s status checked online. He was
told that his wife’s CNIC number was missing on the form. He was advised to send an application
along with a copy of his wife’s CNIC to Islamabad. Someone at the internet café wrote an
application for him and attached a copy of Hakeem’s CNIC and told him to post it to BISP
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Islamabad. Krishan went to the post office in Naokot and sent this letter to BISP Islamabad via
urgent mail, which cost him Rs.30.

4. Processing of the complaint
4.A Provider’s version (BISP)
The Assistant Complaints (AC) at the BISP Divisional Office Mirpurkhas told the TPE team
that according to the CMS record Hakeema’s complaint about a CNIC update was received
by the BISP Headquarters (HQ) Islamabad via post on 26th June 2012. The Data Entry
Operator (DEO) at BISP HQ Islamabad entered the complaint in the CMS and forwarded it to
the Assistant Director (AD) at BISP Divisional Office Mirpurkhas. The AD verified and
approved the complaint and sent it to the Divisional Director (DD) Mirpurkhas. The DD
approved it after verification and the CMS automatically updated Hakeema’s CNIC on her
form.
4.B Client’s version
According to Hakeema at the time of the survey she had a CNIC and us she also gave it to the
survey team but they did not enter it in the form. Hakeema said that her CNIC update
complaint was registered by her husband and he learnt about the complaint registration
procedure at an internet café in Naokot. There someone also wrote an application for him and
attached Hakeema CNIC copy with it and told him to post this to the BISP Headquarters in
Islamabad and it cost him a total of Rs.200 for travelling and postage expenses combined.
Hakeema further said that her husband visited the internet café again after one month and he
was told there that their problem had not yet been resolved. He was advised to send another
application but he did not because he did not have any money. Hakeema was not satisfied
with the complaint registration mechanism because her complaint was not resolved.

5. What We Learnt?








In this case, the beneficiary’s CNIC was not registered in the survey form so she was not
getting cash transfers from BISP. She did not know the reason for not receiving cash transfers
until her husband got her status checked at an internet café where he learnt that her CNIC was
missing in the form and also learnt about the complaint registration mechanism
Hakeema did not receive a discrepancy letter informing her of the procedure to follow in
order to start receiving her cash transfers
Hakeema’s husband sent her application for CNIC update along with a copy of her CNIC to
the BISP Headquarter Islamabad via urgent mail. Hakeema’s complaint was registered in the
CMS on 26th June 2012 and according to the Assistant Complaint at the BISP Divisional
Office Mirpurkhas, it was approved on the same day
Hakeema, however, does not know about the status of her complaint because she did not
receive any acknowledgement slip from BISP Headquarter Islamabad nor was she informed
that her complaint had been approved and CNIC updated
Hakeema’s payment details are visible on the BISP website, as checked on 6th March 2013;
she has one Pakistan Post payment generated to her name on 30th June 2012 but this has not
yet been delivered to her
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6. Recommendations




BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should inform beneficiaries once their complaints have been resolved so that they do no
have to wait for their payments
BISP should update the payment details on its website promptly so that once a CNIC update
request has been approved the payment details should immediately be visible and payments
are automatically generated for the beneficiary
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G-Q3-Sindh-26
CNIC Update
Panjo
Soomji
Soomji
Goth Meer Saleem Ji Outak, Post Office Shadi Pali, Tehsil
Pithoro, District Umerkot
4440350176716
084447749
17th February 2013

1. Profile of the beneficiary/complainant
Panjo, w/o Soomji, is a 32 year old woman who is a resident of Goth Meer Saleem Ji Outak, Post
Office Shadi Pali, Tehsil Pithoro, District Umerkot. Panjo is an illiterate woman and has 4
daughters. Her children do not go to school yet. She lives in house with her family; its structure is
katcha. The house which they live in belongs to the landlord and has 2 rooms. There is no kitchen
in the house; they use one corner of the courtyard as a kitchen. They do not have access to
electricity and gas while they get drinking water from a well installed outside the house. There is
a wash room in the house which was constructed by an NGO. Her husband works as an
agriculture labourer and earns Rs.200-250 per day. They work seasonally and usually migrate
from one place to another during the harvesting season. Panjo, like her husband, is a farmer and
also works as a picker in the cotton season. During cotton picking season she picks around 1-1.5
maund of cotton from which she earns Rs.200 per day. This work of cotton picking is not
permanent, they move where ever they find work. Panjo’s brother in law lives her along with his
six children. Village Meer Saleem Ji Outak is a rural area and has 50-60 houses. The primary
school is at a distance of half an hour and the hospital is at 16 km. The main road is 1.5 km away
from the village.

2. Relationship with BISP
Panjo was not a beneficiary in the Parliamentarian Phase of BISP. The PSC survey was conducted
in March 2011 in Panjo's area. One of the survey teams visited her home and filled her form with
the help of her husband and gave her an acknowledgement slip. Panjo considers herself to be
eligible for BISP. She heard about BISP from the landlord and other neighbourhood women.
Panjo only knows about BISP that it is Benazir’s money and that if she is not getting money she
should get her slip checked. Though Panjo has not heard about the BISP eligibility criteria, she
knows that this is Benazir's money for poor women. She said, “I am poor and have nothing with
me.” Panjo said that if she got the BISP money she would use it to buy clothes for her children
and if she gets a larger amount she would use it to buy cattle.

3. How did the complaint emerge?
After the survey in March, other beneficiaries in her area started getting money in September
2011 but Panjo did not. So her husband got her slip checked from an internet cafe in Jhando and
the computer operator there informed him that Panjo's money had not arrived. Then again in
October he got her slip checked but without any success. Then he planned to go to the BISP
Divisional Office Mirpurkhas to submit his complaint. All the residents of this area register their
complaints at the same office. Soomji asked around for the address to this office. Soomji
registered the complaint almost 13 months after the complaint arose as they became occupied
with the harvesting season and did not have much time while migrating. Soomji and Panjo got
their CNIC made in 2012 as they got to know that they would get the cash transfers only if they
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had their CNICs. After getting their CNICs, Soomji thought of registering the complaint around
two months ago, in December 2012.

4. Processing of the complaint
4.A Provider’s version
On 26th December 2012 Soomji went to the BISP Divisional Office Mirpurkhas with the
complaint about non-payment. The Assistant Complaints (AC) at the office took Soomji's and
Panjo's CNIC copies and the BISP tracking form and entered the complaint in the CMS.
According to the AC this BISP office was near Panjo's house which is why they came here.
After entering the complaint in the CMS, the AC did not give the CMS ID to Soomji as the
complaint was not registered on his name. The CMS ID of this case is 11019389. According
to the details of the complaint, during the survey the beneficiary’s CNIC was not registered in
the PSC Roster due to which her CNIC needed to be updated. The AC entered the complaint
in the CMS and kept the CNIC and tracking form copies in a separate file. The AC forwarded
this case to the AD (Supervisor) who on the same day fetched and verified the data and
forwarded it to the Divisional Director (DD). The DD fetched and verified the data and
processed it on the same day. According to the results of this complaint, Panjo's CNIC was
updated in the CMS on 26th December 2012.
4.B Client’s version
In December 2012 Soomji went to the BISP Divisional Office Mirpurkhas along with copies
of his and Panjo's CNICs and registered the complaint regarding non-payment of Panjo’s cash
transfers. The BISP staff took the CNIC copies and the tracking form from him and told him
that he could go home; they told him that when Panjo’s money would arrive she would get it
at home. Soomji learned about the complaint registration mechanism from the residents of the
village and the city. He registered his complaint in December 2012. He went to BISP office
as other people from his village also went to the same office. The BISP staff did not give any
acknowledgment slip to him. The BISP Divisional Office is 30 km away from Soomji's house
and it takes 1 hour 30 minutes to reach there via local car. He did not have enough money to
take Panjo with him. Soomji had to spend Rs.100 to visit the BISP office. After getting his
complaint registered at the BISP, he did not go there again and instead got the PSC slip
checked at internet cafes in Shadi Pali and Pithoro. In Soomji and Panjo's opinion their
complaint has not yet been resolved as they still did not get the payments. Soomji was
satisfied with the complaint mechanism of the BISP office and its staff as the staff did not
take money to register the complaint and behaved in a good manner.

5. What We Learnt?






Panjo did not receive a discrepancy letter informing her of the procedure to follow in order to
start receiving her cash transfers
According to the details of complaint, during the survey, the beneficiary’s CNIC was not
registered in the PSC Roster due to which her CNIC needed an update. The beneficiary
registered her complaint, through her husband Soomji, at the BISP Divisional Office
Mirpurkhas on 26th December 2012
The staff at the BISP Divisional Office Mirpurkhas entered the complaint in the CMS on the
same day but did not give him a CMS ID nor did they inform the beneficiary after the CNIC
was updated
Panjo does not know the status of her complaint and has not received any cash yet so she
thought that her complaint had not yet been resolved
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Even though Panjo’s discrepancy was resolved, her payment details are still not visible on the
BISP website, as checked on 9th March 2013.

6. Recommendations






BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should provide acknowledgment slips/CMS IDs to beneficiaries so that they can track
their case from anywhere. The ID will also act as a proof about when their complaint was
registered
The date problem in CMS should be resolved as due to this problem it is difficult to
understand when the complaint was processed at which level; the CMS shows a single date
for all levels and it appears as if one person has completed the entire process at the same time
BISP Tehsil Offices should also handle beneficiary complaints so that beneficiaries do not
have to travel long distances to register their complaints at the Divisional Office
BISP should inform the beneficiaries about the outcome of their case if it has been resolved
so that the beneficiary can take appropriate action to start receiving her cash transfers.
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G-Q3-Sindh-27
CNIC Update
Chandran
Daya Ram
Daya Ram
Village Fateh Muhammad Shah, Dadhro, Post Office Kunri,
Tehsil Kunri, District Umerkot
4440476923632
08396220
27th February 2013

1. Profile of the beneficiary/complainant
Chandran w/o Daya Ram, age 27 years old, lives in Village Fateh Muhammad Shah, Tehsil Kunri
and District Umerkot. Chandran is an illiterate woman who keeps herself busy with household
chores. She is the mother of 3 sons and 2 daughters. In the PSC roster there is only a record of 4
children as one child was born after the survey. The whole family lives in a single katcha room.
Three of the children go to school while the other two are too young. The room they reside in is
given to them by the landlord Fateh Muhammed Shah as they work for him. No proper structured
kitchen is built; instead a corner of the house is used as a kitchen. There is no bathroom in the
house either. Water is available at the hand pump installed on Fateh Muhammed's farm which is
2-3 km away from the house. There is no gas facility available. Chandran and her husband work
as share-croppers on the landlord (Fateh’s) lands. Each year they get half of the crops (excluding
their debt) which includes approximately 2-3 maund of wheat and 3-4 maund of rice. If they ever
require money for treatment of their illness, the landlord gives them debt which is then deducted
from the crop share. Goth Fateh Muhammed Khan is a rural area which has around 300-400
houses. The main road is at a distance of 0.5 km. There is a primary school in the village. There is
no hospital in the village; the residents go to Tehsil headquarter Kunri for medical assistance
which is 7 km away. Most of the residents of the village work as farmers on Fateh's land.

2. Relationship with BISP
Chandran was not a beneficiary in the Parliamentarian Phase (I) of BISP. According to her, the
PSC survey was conducted in her area in March 2011. One of the survey teams came to
Chandran's house and filled her form with her husband's help and gave them a PSC slip. Chandran
considers herself to be a beneficiary and had learned about this scheme from a local influential. In
her opinion money is provided in this scheme by Benazir and she learned about it from her
neighbours. She has no idea about the BISP eligibility criteria yet she considers herself eligible to
get the money, she says, “I am a poor woman and have very young children thus I should get the
money.” She also said that if she got the payment from BISP she will use it to buy food items for
her home.

3. How did the complaint emerge?
In October 2011, six months after the PSC survey was conducted in March, when the women of
the village started getting their cash transfers except for Chandran, her husband went to the post
office to inquire about the reason for the non-payment. The postman at Kunri post office asked
Daya Ram to write a complaint letter which would be sent to Islamabad after which he would get
the money. Two months later Daya Ram wrote a complaint letter and gave it to the postman and
went home, looking forward to get the money. After waiting for 6-7 months, when they received
no response to their complaint letter and when in October 2012 the other women of the area
started getting BDCs, Daya Ram went to the BDC Centre to see if Chandran's card had arrived
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there. When he did not get the card he went to the post office again in December 2012 to ask the
postman about the progress of his complaint letter. The postman asked him to get the
computerized form from the internet cafe. The computer operator at the internet cafe told him that
Chandran's form was approved but it was missing her CNIC number so he told Daya Ram to
submit his and his wife's CNIC. He said that he would send this complaint to the BISP Divisional
Office Mirpurkhas on their behalf after which Chandran would start receiving her money.

4. Processing of the complaint
4.A Provider’s version
This complaint was sent to the BISP Divisional Office Mirpurkhas from an internet cafe in
Kunri through email. The email contained an attachment of the beneficiary and her husband’s
scanned CNICs. The email was sent to the BISP Regional Office Sindh and a copy of it was
sent to the BISP Divisional Director Mirpurkhas. The Assistant Complaints (AC) at the BISP
Mirpurkhas told the TPE team that they did not remember the receiving date of this email. He
printed the email and kept it with him. Then on 14th December 2012 he entered the complaint
in the CMS. The CMS ID of this case is 10968472. According to the details of complaint at
the time of the PSC survey Chandran's CNIC number was not entered in the PSC roster so her
CNIC needed to be updated. According to the AC this complaint was registered in the CMS
and the written application was also manually recorded. The AC sent the complaint to the
Assistant Director (AD) through the CMS; the AD fetched the data and after verifying and
approving it he forwarded it to the Divisional Director on the same day. The DD also verified
and approved this complaint. As a result of this whole process, Chandran’s CNIC was
updated in the CMS. According to the CMS this whole process was completed on the same
day: 14th December 2012.
4.B Client’s version
Chandran's husband Daya Ram went to Kunri internet cafe with his and Chandran's CNIC
copies. The computer operator at the internet cafe told him that he would send their written
applications to BISP Divisional Office Mirpurkhas in a day or so after which he would start
getting money. No acknowledgment slip was given to him. The internet cafe is 7 km away
from Chandran's house and he went to the cafe on a rickshaw which cost him Rs.40. After the
complaint, Daya Ram went to the cafe once again to inquire about the complaint's progress.
According to Chandran, her complaint had not been resolved yet although her husband had
registered the complaint twice. However she was satisfied that her complaint had been
forwarded to the BISP office in Mirpurkhas and hoped to get the money soon. The computer
operator at the internet cafe charged Rs.100 to write and send Chandran's complaint to BISP
Mirpurkhas and they willingly paid him.

5. What We Learnt?



Chandran did not receive any discrepancy letter from BISP and the PSC survey team did not
guide her at the time of the survey about the complaint registration mechanism in case of not
getting payments
It was also learnt from this case that the post man did not help the beneficiary properly. The
postman did not inform the beneficiary’s husband about the complaint registration procedure
when he first went to the post office. Due to the improper guidance by the post man their
complaint was delayed 6-7 months. Daya Ram then went to the BDC Centre Umerkot to
inquire about his wife’s status but he was not informed of the complaint registration

GHK Consulting Ltd.
J40252715

527

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








Section 3 - Grievance Case Studies
G-Q3-Sindh-27

mechanism over there either. Later he was told by the postman that he should get a
computerized form from the internet café
The beneficiary’s husband eventually sent their complaint to the BISP Divisional Office
Mirpurkhas via email with the help of the computer operator at the internet café in December
2012
The BISP Divisional Office received this complaint (date unknown) after the complaint was
emailed in December 2012. The AC entered the case in the CMS on 14th December 2012 and
after following the standard procedure the beneficiary's CNIC was updated in the CMS on the
same day
A BISP Tehsil Office has been established in Umerkot but the beneficiary did not know about
it which is why he got his complaint registered at an internet cafe
The BISP Divisional Office Mirpurkhas claimed that Chandran’s complaint was resolved on
14th December 2012 however according to the beneficiary her complaint had not been
resolved yet because no one informed her about the complaint status
According to the CMS, as checked on 11th March 2013, Chandran’s CNIC update request was
approved on 14th December 2012 however her beneficiary details on the same page still show
a discrepancy on her CNIC.

6. Recommendations






BISP should send eligibility and discrepancy letters to beneficiaries in a timely manner, as per
standard procedure, so that they may know of their status in the program and take appropriate
actions to start receiving their cash transfers
BISP should instruct the post office staff to guide the beneficiaries properly about the
complaint registration mechanism
BISP should instruct the BDC Centre staff to guide beneficiaries about the complaint
registration mechanism when the beneficiary visits the centre
BISP Divisional Office Mirpurkhas should inform the beneficiary about her complaint's status
via phone or send her a letter of confirmation so that she can take the appropriate action to
receive her payments
BISP should update its website to reflect the latest and most accurate information so that there
is no contradictory information being displayed as described in this case between the update
status and beneficiary status.
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G-Q3-Sindh-28
CNIC Update
Pari
Soomji
Village Noor Muhammad Ranghar, Tehsil Pithoro District
Umerkot.
4410363097842
08427753
20th February 2013

1. Profile of the beneficiary/complainant
Pari, wife of Soomji, is a 45 year old woman who is a resident of Village Noor Muhammad
Ranghar, Tehsil Pithoro, District Umerkot. She is an illiterate woman and has only one son who is
married. She told the TPE team that her husband and son work on the landlord’s farm. The area of
the farm is 4 acres and they harvest it and earn Rs.20,000-25,000 in a year in addition to getting
grains. Pari was of the view that that she also works on the farmland; usually she does wheat
cutting or cotton picking in the season. She earns Rs.200 daily from one acre of farm as a cotton
picker. Her son along with his wife and their 4 children also live with them in their house. No one
else in the house is getting the BISP cash transfers. Pari lives in a house which is a tent and has no
boundary wall and it was also given to them by an NGO. They do not have a kitchen but have an
open bathroom. She obtains water from a well which is located 10 minutes away from her house.
They do not have access to electricity, gas and a drainage system. The area where they live is
considered rural. There are 40-50 houses in that area but the residents migrate seasonally and
there was only one house (Pari’s) over here these days. The nearest school and hospital are at
distances of 3km and 6 km respectively. The main road is 6 km away from Pari’s house while the
BISP Divisional Office Mirpurkhas is at a distance of 34 km.

2. Relationship with BISP
Pari told the TPE team that she was not a beneficiary in the Parliamentarian Phase of BISP. The
PSC survey was held in her area in March 2011. The survey team came to her house and she had
her form filled out herself. The survey team also gave her an acknowledgement slip along with
printed material which she referred to as Benazir’s photo. She considers herself a beneficiary of
the BISP cash transfers as she was informed by the staff at the post office. Pari knows about the
BISP and say that it is the government’s and Benazir’s scheme as she learnt this from the post
office. Pari did not know the eligibility criteria of BISP but she said the money should be
transferred to the poor as she does not have her own house except a tent where her family lives.
She also told the TPE team that her husband and son are labourers so she considered herself poor.
She further said that if she receives cash from BISP she will spend it on household expenditures.

3. How did the complaint emerge?
The PSC survey was held in Pari’s area in March 2011 and at that time she did not have her own
CNIC made. She had filled her form by using her husband’s CNIC number. In September 2011
when the other women started getting their payment and she did not, she went to the post office in
Umerkot to inquire about her money. She was told there that she would have to get her CNIC
made in order to receive cash transfers. In November 2011 she went to the NADRA office in
Umerkot to get her CNIC made. The NADRA office Umerkot charged her Rs.100 and gave her a
CNIC. Pari told the TPE team that she did not have money at the time so she did not immediately
go to the post office. In April 2012 she went to the post office but she was advised there that she
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should go to the BISP Divisional Office Mirpurkhas to register her complaint. Pari went to
Mirpurkhas in July 2012; she was informed by the computer operator there that her form was not
accepted therefore he would register her complaint. In September 2012 she went to the BISP
Divisional Office Mirpurkhas again but she was told there that this complaint would soon be
resolved. The staff at the BISP Divisional Office Mirpurkhas also took copies of her and her
husband’s CNICs and the BISP tracking form. However there was no further action on her
complaint so she went to the Divisional Office again in December 2012.

4. Processing of the complaint
4.A Provider’s version
Pari and her husband lodged a complaint at the BISP Divisional Office Mirpurkhas on 17 th
December 2012. The Assistant Complaint (AC) took copies of her and her husband’s CNICs
along with the BISP tracking form and entered the details of her complaint into the CMS and
her CMS ID was 10978596. According to the AC they do not provide the CMS ID to
beneficiaries and if they want to track her form they use a CNIC number or PSC form
number; they do not provide acknowledgement slips to the beneficiaries. The AC told the
TPE team that Pari’s case was about a CNIC update because her CNIC number was not
registered in the PSC roster so it needed to be updated. The AC said that they also register
complaints in a manual register besides entering them in the CMS. The AC told the TPE team
that the Data Entry Operator (DEO) forwarded Pari’s complaint on 17th December 2012 to the
Supervisor/Assistant Director (AD). The AD fetched and verified the data and sent it to the
Divisional Director (DD). The DD also fetched and verified this and finally approved this
complaint. As a result of this whole process Pari’s CNIC was updated in the system and the
CMS processed it automatically.
4.B Client’s version
Pari said that in December 2012 she went to the BISP Divisional Office Mirpurkhas and
registered her complaint but she did not get any acknowledgement slip. She was told there
that her complaint had been registered and that she should come after one month to get her
cash. When she went again in February 2013 the staff asked for her CNIC number and her
contact number. They said that they would inform her when her money would arrive. Pari
said that she leant about the complaint registration mechanism from the post office. The BISP
Divisional Office Mirpurkhas is 34 km away from her house and it cost her Rs.50 to reach
there on a bus. Pari was not satisfied with the complaint registration/resolution mechanism
because her problem had not been resolved yet, to her knowledge. However, she was satisfied
with the behaviour of the staff at BISP office and they did not charge money to register her
complaint.

5. What We Learnt?





Pari did not have her own CNIC at the time of the PSC survey (March 2011) so she entered
her husband’s CNIC number. But six months later (November 2011) the other beneficiaries
got money but not her. She was advised at the post office to get her CNIC made and then
register her complaint at the BISP Divisional Office Mirpurkhas
In November 2011 she got her CNIC from NADRA and went to the BISP Divisional Office
Mirpurkhas in September 2012 and December 2012 to register her complaint and then again
in February 2013 to inquire about the status of her complaint
BISP Divisional Office Mirpurkhas only has the record of one visit by Pari. According to
them, Pari visited their office on 17th December 2012 and they resolved her complaint on the
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same date but did not give her an acknowledgement slip. They also said that the discrepancy
had been removed and the beneficiary’s CNIC had been updated in the CMS.
BISP Mirpurkhas office is 34 km away from Pari’s house. She visited the BISP office
Mirpurkhas three times and it cost her Rs.50 per trip. The beneficiary’s problem has not yet
been resolved although she registered her complaint six months earlier and the Divisional
Office claims that her complaint was resolved on 17th December 2012
According to the CMS, as checked on 11th March 2013, Pari’s CNIC update request was
approved on 17th December 2012 however her beneficiary details on the same page still says
“Discrepancy in CNIC”
Pari did not receive a discrepancy letter informing her of the procedure to follow in order to
start receiving her cash transfers. She learnt about the complaint registration procedure from
the post office

6. Recommendations





BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should update the payment details on its website promptly so that once a CNIC update
request has been approved the payment details should immediately be visible and payments
are automatically generated for the beneficiary
BISP staff should enter CNIC update requests in the CMS at the same time as when the
beneficiary visits the office to register her complaint, and provide her with an
acknowledgment slip or CMS ID so that she may track the progress of her case
BISP should instruct the survey team that they should guide the beneficiary’s at the time of
survey about the complaint registration mechanism and also provide a toll- free help line
number from where they can inquire about their status in BISP.
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G-Q3-Sindh-29
CNIC Update
Keyan
Molchand
Vishram
Village Dhadro, Dabro, Post Office Kunri, Tehsil Kunri,
District Umerkot
4440492283758
08396223
17th February 2013

1. Profile of the beneficiary/complainant
Keyan w/o Molchand, is a 45 year old woman who is a resident of Village Dhadro, Dabro, Post
Office Kunri, Tehsil Kunri, District Umerkot. Keyan is an illiterate woman and has 5 children: 3
sons and 2 daughters. All of her children are married and her husband and two sons work as
famers. They cultivate crops on the landlord’s land and the grains they obtain from that are stored
for household consumption. Her third son works as a labourer and earns Rs.150 per day. Keyan
told the TPE team that she also works on the land and earns Rs.100 per day during the cultivation
seasons. She said that her 3 married sons, along with their wives and children, also live with her
in the same house. The house where they live has a total area of 200 sq. yards and it belongs to
the village landlord. There are 4 rooms in the house but there is no kitchen and they use one
corner of the courtyard as a kitchen. They have an open bathroom in the house but have no
drainage system. They obtain and fill water from Fateh Muhammad Shah and it takes 15 minutes
to reach there. They have access to electricity but no access to gas. This area is considered rural
and the mohalla where they live has 30 houses while the village has 300-400 houses. There is a
primary school in the area and it takes 10-15 minutes to reach there from her house. There is no
hospital in Fateh Muhammad Shah and the nearest hospital is at distance of 7 km in Kunri. The
main road is at a distance of one km from their house and the Tehsil headquarter is at a distance of
20-25 km.

2. Relationship with BISP
Keyan was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her area in March 2011. The survey team came to her house and filled her
form and give her an acknowledgement slip along with some printed material (which she
described as Benazir’s photos). Keyan believes that she is eligible for the BISP cash transfer
scheme. She was told at the post office that if she was not receiving the cash transfers she should
send an application to BISP. She did not know about the BISP except that this is Benazir’s
money. She does not have any information about the eligibility criteria of BISP but she thought
this money should be transferred to the poor. According to Keyan they do not have their own land
for harvesting and no else in the house has a permanent job so she considers herself poor. She
further told the TPE team that if she receives money from BISP she would use it to buy rations for
the household and also buy cattle (goat).

3. How did the complaint emerge?
The PSC survey was held in her area in March 2011. At the time of the survey Keyan did not
have a CNIC and she filled the form using her husband’s CNIC number. She got her CNIC made
one month after the survey. In October 2011, when the other women of the village started getting
payments she also went to the post office and asked about her money. She was advised there that
she should send her application to Islamabad in order to start receiving money. Then in December
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2011 her son sent an application to Islamabad via post, but she did not receive any response from
BISP. Then in October 2012, other beneficiaries began getting their BDCs so she went to the post
office again and inquired about her status in BISP. She was advised there that she should get her
BISP tracking form. When her son went to the internet cafe he was told there that at the time of
the survey his mother’s CNIC was not entered on the survey form. The computer operator told her
son that if they gave him a copy of Keyan and her husband’s CNICs, he would send an
application to BISP for them.

4. Processing of the complaint
4.A Provider’s version
The BISP Divisional Office Mirpurkhas received this complaint via email. It was sent to the
ID of the BISP Regional Office Sindh and copied to the BISP Divisional Director
Mirpurkhas. According to the AC, they received this complaint via email along with an
attachment of Keyan and her husband’s scanned CNICs which were subsequently entered into
the CMS on 16th December 2012. According to the AC this complaint was assigned with ID
10976224 but they did not give this ID to the beneficiary. According to the details of the
complaint the beneficiary did not have a CNIC at the time of the PSC survey so it needed to
be updated. The AC told the TPE team that they also maintained manual records of
complaints. He informed said that the Data Entry Operator (DEO) entered this complaint into
the CMS on 16th December 2012 and forwarded it to the Supervisor/Assistant Director (AD).
The AD verified and approved the data and further forwarded it to the Divisional Director
(DD). The DD fetched and verified the data and finally approved this complaint. As a result
of this whole process Keyan’s complaint had been resolved and her CNIC was updated in the
CMS on the same date: 16th December 2012.
4.B Client’s version
According to Keyan, her son registered this complaint two months ago, in December 2012.
He provided copies of Keyan and her husband’s CNICs to the computer operator at an
internet café, who further sent a complaint application, along with these materials, to BISP via
email. He did not give Keyan’s son any acknowledgement slip but he was told that his
mother’s application would be sent to BISP and he charged Rs.100 for this. Keyan’s son,
Vishram, the TPE team that Kunri is 7 km away from their house so he went there by
rickshaw and it cost him Rs.20. Vishram further said that he did not visit the internet café
again to inquire about her application. Keyan said that she could not visit the BISP office due
to cultural and financial barriers. Her son Vishram pursued her complaint but her complaint
had not been resolved yet. Keyan said that she was not satisfied with the complaint
registration/resolution mechanism because she has not yet received any cash transfers.

5. What We Learnt?




It was learnt in this case that the beneficiary did not have her CNIC at the time of the PSC
survey (March 2011) but got her CNIC made one month later. In October 2011 when other
women of the village started getting payments but not her, she went to the post office where
she was advised to send an application to BISP. The beneficiary’s son sent an application to
the BISP office Islamabad but Keyan still did not get any cash transfers
In October 2012 the other beneficiary women started getting their BDCs so she went to the
post office again and inquired about her status in BISP. She was advised there that she should
get her BISP tracking form off the internet. Her son went to an internet cafe and learnt that
her CNIC was missing on the PSC form
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The computer operator at the internet cafe sent an application along with copies of her and her
husband’s CNICs to BISP on her behalf and charged Rs.100
According to BISP Divisional Office Mirpurkhas they received Keyan’s complaint via email
and it was entered in the CMS on 16th December 2012. They further said that Keyan’s CNIC
was subsequently updated and her discrepancy was resolved on the same date. However,
Keyan was not informed that her complaint was resolved.
Keyan did not receive any discrepancy letter informing her of the procedure to follow in order
to start receiving her cash transfers
The beneficiary was not satisfied with the complaint registration /resolution mechanism as
she still did not know the status of her complaint.

6. Recommendations






BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should update the payment details on its website promptly so that once a CNIC update
request has been approved the payment details should immediately be visible and payments
are automatically generated for the beneficiary
BISP should instruct post offices and BDC centres to guide beneficiaries about the complaint
registration mechanism when they visit their offices with complaints
BISP Divisional Office Mirpurkhas should inform the beneficiary about her complaint's status
via phone or send her a letter of confirmation so that she can take the appropriate action to
receive her payments
BISP should upgrade the Tehsil Office in Umerkot and hire staff to handle beneficiary
complaints efficiently.
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G-Q3-Sindh-30
CNIC Update
Haimee
Zolo
Vishram
Village Fateh Muhammad Shah, Dabro, Post Office Kunri,
Tehsil Kunri, District Umerkot
4440462349562
08396222
17th February 2013

1. Profile of the beneficiary/complainant
Haimee, w/o Zolo, is a 51 year old woman who is a resident of Village Fateh Muhammd Shah.
Haimee is an illiterate woman and has 5 children: 2 sons and 3 daughters. Her older son is 16
years old and has passed the primary level while the younger son is in 3 rd grade. Her daughters do
not go to school. Her husband is a tenant on 2.5 acres of agricultural land from where they get
grains which are stored for household consumption and lasts them 5-6 months; additionally, he
also earns Rs.8,000-10,000 per year. Haimee’s older son also works as an agriculture labourer and
earns Rs.150-200 per day in the cultivation season. Haimee told the TPE team that she also
works during this season which lasts for 3-4 months and earns Rs.150-200 per day. No one else in
the house gets the BISP cash transfers. The house where they live belongs to the landlord and has
a total area of 180 sq. yards. There is only one katcha room in the house and they use the
courtyard as a kitchen. They use an open washroom in the village. They obtain and fill water from
the autaq in the village. The village has approximately 80 houses and has a population of 500-600
people. The residents of the village comprise of the Kairi, Khaskheli, Kohli, Bheel and Meghwar
kinship groups. There is no school in the village and the nearest school is at a distance of 1.5 km.
The main road is 2 km away from the village and the Tehsil headquarter Kunri is at a distance of
8 km from the village.

2. Relationship with BISP
Haimee was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC
survey was held in her area in March 2011. Her husband had filled her form and the survey team
also gave them an acknowledgement slip. She considers herself eligible for the BISP cash
transfers and she was informed by someone named Dewan in Kunri. She was told by Dewan that
she should apply for Benazir’s cash transfers scheme as she is also poor. She does not know the
eligibility criteria of BISP however she consider herself poor because her husband is ill and she
cannot afford proper treatment. She was informed by Dewan that BISP is PPP’s scheme. She told
the TPE team that if she receives money she would buy rations for the house and clothes for her
children.

3. How did the complaint emerge?
The PSC survey was held in in her area March 2011. At the time of the survey Haimee did not
have a CNIC and she filled the form by using her husband’s CNIC number. She got her CNIC
made in June 2011 and she was informed by a shopkeeper that if she gets her CNIC made then
she would receive BISP money. She went to the NADRA office in Umerkot with her husband and
got her CNIC made in June 2011. When her neighbourhood women started received BISP cash
transfers after registering complaints at the post office she also told her husband to do the same.
Four months after Haimee received her CNIC her husband went to the post office in Kunri
because before that he was busy with the harvesting season. Her husband registered a complaint at
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the post office but there was no outcome. Then 5-6 months later he sent another application to
BISP Islamabad from Post Office Kunri but again there was no result. Around 5-6 months later
Haimee’s son sent a third application to Islamabad. She told the TPE team that after this they
became very hopeless because they had sent three applications to Islamabad but did not get any
money. In December 2012 her husband was told by his nephew, Vishram, that a person at the
internet cafe in Kunri sends applications to BISP for Rs.100. She said that she gave copies of her
and her husband CNIC’s along with Rs.100 to Vishram. Visharm thus registered her complaint
from the internet cafe on her behalf in December 2012.

4. Processing of the complaint
Provider’s version
The Assistant Complaint (AC) at BISP Divisional Office Mirpurkhas told the TPE team that
they received Haimee’s complaint via email on 16th December 2012. This complaint was sent
from an internet café to the BISP Regional Office Sindh Karachi and copied to BISP
Divisional Office Mirpurkhas. The AC confirmed that they received the email along with an
attachment containing scanned copies of the beneficiary’s CNIC and PSC slip. He took a print
of this email and entered the complaint in the CMS. The AC told us the procedure of the
complaint registration; he said that they received Haimee’s complaint on 16th December 2012,
he entered it in the CMS and forwarded it to the Assistant Director (AD). The AD fetched and
verified the data relevant to the complaint and forwarded it to the Divisional Director (DD).
The DD also fetched and verified the data and finally approved this case on the same date.
Haimee’s CNIC was updated in the CMS and the CMS processed it automatically. The AC
said that this complaint had been resolved in one day.
Client’s version
Haimee told the TPE team that her husband’s nephew Vishram was informed by someone
that a person at the internet café in Kunri collected applications and forwarded them to BISP.
She gave copies of her CNIC and PSC slip along with Rs.100 to Vishram. She said that she
did not know who processed her application. She said that according to Vishram he gave the
material she provided to him to the computer operator at the internet café and, in turn, he sent
the application to BISP and charged Rs.100 from Vishram. Haimee further said that her
problem had not been resolved because she did not receive any cash transfers yet. She said no
one informed her about the status of her application.

5. What We Learnt?





It was learnt that beneficiary did not have a CNIC at the time of the PSC survey and she filled
the form using her husband’s CNIC number. She subsequently had her CNIC made at the
NADRA office in June 2011. She then sent an application to BISP Islamabad thrice from
June 2011 to December 2012 through the post office but did not get any response
Finally her husband’s nephew sent her application (along with copies of her CNIC and PSC
slip) to BISP through a computer operator at an internet cafe in December 2012 but she had
not yet received any money from BISP
According to BISP Divisional Office Mirpurkhas they received Haimee’s application on 16th
December 2012 via email. They claimed that they processed and resolved this complaint after
following the standard procedure on the same date. This complaint was about a CNIC update
and the BISP office staff updated her CNIC in the CMS
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Although this complaint had been resolved 2 months ago, on 16th December 2012, the
beneficiary did not receive any intimation about the case being resolved or about her
complaint status thus she thought that issue was still unresolved.

6. Recommendations




BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per
standard procedure, so that they may know of their status in the program and take appropriate
action to remove any discrepancy on their forms
BISP should update the payment details on its website promptly so that once a CNIC update
request has been approved the payment details should immediately be visible and payments
are automatically generated for the beneficiary
BISP office should provide beneficiaries with acknowledgement slips/CMS IDs and also
inform her about her the complaint status, especially once it has been resolved so that
beneficiaries who have been waiting for their payments can take the necessary action to
access them.
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