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Executive Summary 

A.  INTRODUCTION 

This report is the first output from the spot check and beneficiary feedback exercise of the National Cash 
Transfer Programme (NCTP) also known as the Benazir Income Support Programme (BISP). The Spot 
Checks and Beneficiary Feedback (SCBF) Call-down Contract under the Fragile and Conflict-Affected 
States (FCAS) framework aims to determine progress on targeting, enrolment, payment mechanisms and 
grievance process, through quantitative and qualitative analysis, that will enable better assessment of 
programme performance and result in increased accountability and transparency. The assignment is 
intended to provide a comprehensive overview of the performance of BISP, given the complexity and scale 
of the programme with the objective of improving its services. The Department for International 
Development (DFID) has contracted a consortium led by Mott MacDonald Limited (MML) to undertake the 
SCBF exercise with a consortium of partners including both national and international partners.  The 
exercise was undertaken in close collaboration with BISP staff at headquarters and in the field who 
provided invaluable support and assistance during the process.   

BISP is the premier safety net institution in Pakistan and since its inception, is reaching out to over 5 
million beneficiaries. It has made commendable progress despite the many challenges of rapid changes in 
payment mechanisms, of change in government, of changes in its senior management, of working and 
coordinating with other implementing partners. 

The SCBF assignment is spread from 2013-2016 and as the name suggests, is intended to include both 
spot checks and beneficiary feedback. The spot checks are expected to provide feedback on programme 
performance at several stages of the programme and at specific sites to improve performance, efficiency 
and transparency in the overall processes used by BISP.  The scope of the spot check exercise is limited 
to spot checks of the Unconditional Cash Transfer (UCT) component since the World Bank is leading on 
spot checks for the Conditional Cash Transfer (CCT) programme.  This report focuses on an analysis of 
beneficiary experience with the BISP system of handling grievances regarding targeting, enrolments, 
payments and general complaints and the manner in which grievances are handled by the main 
implementing agencies. Given the specific DFID terms of reference for the current assessment and the 
requirements of data of the major financing agencies, namely the Government of Pakistan, DFID and the 
World Bank, the indicators which were selected for inclusion in the various survey instruments, include 
those which are linked to assessing the performance of BISP processes of registration, payment and 
grievance redress. The selection of some of these indicators can assist with verifying the Disbursement 
Linked Indicators upon which the World Bank and DFID payments are contingent.    

This report is based on an analyses of the data and results of several different types of instruments and 
sources of information; (i) a questionnaire on grievances regarding enrolments (GS-E); (ii) questionnaire 
on grievances related to payments (GS-P); (iv) feedback from limited use of mystery shopping techniques 
to test some of the grievance redress systems in place; (iii) visits to BISP Tehsil offices, POS agents, ATM 
locations, post offices and banks (v) interviews with BISP staff at headquarters,  provinces,  selected  
banks and (vi) phone calls to banks, BISP, etc. The quantitative section of this report is based on the 
information collected through grievance questionnaires which were administered to a sample of 400 
beneficiaries each for the two surveys.  In addition, qualitative information was gleaned from the interviews 
and observations of the field researchers at various key locations.  The report also includes an assessment 
of the Case Management Manual (CMM) prepared by BISP and examined the extent to which the 
guidelines elaborated in the manual are being implemented and a review of BISP’s agreements with 
partner banks. The report includes a comparative assessment of the BISP system of grievance redress 
with those of other safety net programmes.   
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B.  THE BISP SYSTEM OF GRIEVANCE REDRESS 

The BISP structure of grievance redress is influenced by the manner in which the functions of identification 
of beneficiaries, enrolment and payments have been separated.  The role of BISP is that of a coordinator 
and facilitator but it does not get directly involved with identifying beneficiaries, managing their household 
data or payments to the beneficiaries directly.  BISP has put in place an elaborate grievance redress 
mechanism which offers individuals several channels to lodge their complaints. The main channels offered 
are (i) visits to the network of BISP offices in the field; (ii) BISP hotline; (iii) BISP website and (iv) by mail.   
In addition, BISP has also secured an agreement with NADRA, the post office and the banks about their 
mechanism of dealing with grievances related to both enrolments and payments.  The official grievance 
mechanism of BISP differentiates between targeting, enrolment, payment and other complaints related to 
staff behaviour.  Cases related to targeting are divided into the following main categories (i) Pending 
Interviews; (ii) Duplicated CNIC cases; and (iii) Pending Receiver Women information updates. The case 
management system also considers several eventualities regarding grievances related to payments each 
of which specifies a distinct protocol for processing. These include non-payment, partial payments and lack 
of receipt of payments, due to operational or non-operational reasons. The BISP system of grievances also 
allows for Receiver Women to complain about the general quality of the service provided by BISP-SN and 
partner organizations which could include cases of corruption, mistreatment negligence of BISP staff to 
solve cases of updates and complaints. 

C. THE BANKS SYSTEM OF GRIEVANCE REDRESS 

The cash transfers were initially being disbursed primarily through the Pakistan Post.   However, the 
system has rapidly transformed into a technology based system under which BISP has enlisted the 
services of Banks to better manage and monitor the payments. The participating banks are required to 
establish their own grievance systems to deal with delays in payments, balance inquiry, card blocking or 
unblocking, lost or captured cards, forgotten PINs, etc. These systems are elaborated in the signed 
contracts with various banks which stipulate the time period within which payments should be disbursed 
once received by the banks from BISP and the support that banks will provide to the safety net programme 
in terms of number of touch points to be established in their area of operation, report delay in 
disbursements and any corrupt or fraudulent practices by its staff or by its agents. The Banks are also 
required to provide end of the day reconciliation of accounts and provide payment data as and when 
required by BISP.  While most banks are able to update and reconcile the accounts at the End of the Day 
(EOD), some Banks in Punjab have sometimes considerably delayed this reconciliation leading to the 
BISP Tehsil staff’s inability to provide the correct information to the beneficiary. Call centres have been 
established by the banks and “Know Your Client (KYC)” procedures are administered by the banks to 
ensure beneficiary verification prior to processing any request.   

D. SUMMARY OF KEY ISSUES AND FINDINGS   

The overall BISP Cash Transfer System incorporates some of the best practices being followed 
internationally such as separation of the targeting, enrolment and payment functions and within 
that, the grievance redress system has been gradually evolving and improving.  The system 
however requires modifications and refinements for further improving its performance. The current 
assessment found that all enrolment cases which pertain to those beneficiaries who have received a 
Poverty Score within the eligible limit are now being entered in the CMS and these types of 
grievances and appeals are being attended by technology based systems.  However, the cases of 
those women who were not included in the survey or who have scored points which are above the eligible 
limit are not recorded in the CMS. Grievances of payment cases are also not being entered in the 
CMS at the moment. However, there are plans to undertake this in the future. For BISP, the 
establishment of a grievance system also entails a significant cost in terms of maintaining a 
network of offices and mechanisms to hear and resolve grievances. The cost of grievance redress is 
part of BISP’s overall system of administration, information provision, enrolment and payments and cannot 
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be separately identified. However, the cost of targeting, enrolling and organizing the system was estimated 
to cost the Government Rs. 665 in 2009/10 and had increased to Rs. 1233 per beneficiary in 2010/11.   

The most used grievance redress system appears to be personal visits to the BISP Tehsil Office 
because this offers the chance of a face-to-face interaction and suits the profile of the beneficiary. The 
Grievance survey indicates that a majority of the respondents (93%) had to visit the BISP Tehsil 
Office more than once to register their enrolment complaint or get an update on its status. From the 
data base of BISP, it is difficult to gauge the time frame within which each of the cases was resolved.  
About 95% of the respondents in the Grievance Survey on Enrolments (GS-E) felt that their 
complaint had been heard. However, only 11% of the respondent felt their enrolment grievance had 
been fully resolved. The Grievance Survey on enrolment reported that the average time to solve the 
enrolment grievances took about twelve and a half month (383 days) and cases related to payment 
grievances took 77 days to resolve.    

One of the major issues leading to complaints and grievances is the profile of the potential 
beneficiary who has a low level of literacy, limited knowledge of her exact entitlement to the cash transfer, 
lack of a CNIC at the time of identification, lack of information on the timing of disbursement of cash, 
limited financial literacy and understanding of the operation of electronic systems of payments, high 
propensity to lose her BDC or forget her PIN. There is generally little record keeping by the 
beneficiaries of whether they received the full payment for a year or not although there is a web 
based data base that each beneficiary can access by using her CNIC.  The results of the GS-P survey 
indicate that 66% of the beneficiaries interviewed during the GS-P claimed that they knew when the 
instalment had been transferred to their accounts, 48% of the beneficiaries said they received the full 
payment, 46% felt they did not receive the full payment while 7% said they did not know.   

For the respondents, the filing of the grievance or making an enquiry entailed a cost in terms of 
both time and out of pocket costs.  On average, the respondents had to travel about an hour and a half 
to get to the Tehsil office at an average cost of Rs. 150. Given the average of three trips to check on 
updates this meant an overall cost of Rs. 450 per respondent. In terms of how far the respondents had 
come to complain about their payments, the results of the GS-P shows that they had travelled an average 
of 26 kilometres. In the case of the GS-E, only 5% of the respondents admitted that they had paid 
someone for processing their enrolment complaint.  A large majority (88%) of the respondents of the GS-P 
stated that no one had asked them for any kind of payment. However, 12% claimed that someone had 
asked them for a payment to assist them. Of this relative small percentage, 68% claimed that they had 
paid someone on being asked, while the others (31%) had not paid despite being asked.  

About 84% of the beneficiaries claimed they knew the BISP inclusion criteria and they were right in 
citing that poverty was the criterion (GS-E).  There were multiple sources of information from which the 
beneficiaries had heard about the BISP system of registering and resolving complaints. The principal 
source of information were informal sources in which other beneficiaries (61%), family and friends 
(51%), and the village influential (16%) were key. The electronic media was also a source of information 
for14% including both Radio and Television. About 4% of the respondents of the GS-E reported that they 
felt they understood the grievance system fully, 35% said they understood it partially and 61% felt they did 
not know it. About 36% of the respondents of the GS-P said that they felt they knew about the complaint 
registration process while 64% said that they did not.  On further probing, only 6% of those who said they 
knew it felt that they understood it fully, while 72% felt that they understood it only partially, while 23% 
confided that they did not understand it. The results of the Grievance Survey on Payments reveals that 
the mobile phone had the potential to be used as an instrument of communication as 69% of the 
complainants had access to a mobile phone of their own (27%) or one belong to a family member, friend or 
a neighbor (42%).   

There was great variation in the respondent’s level of satisfaction with the grievance registration 
system for enrolment grievances and the payment system.  While 48% of the respondents were not 
satisfied with the registration system of enrolment grievance and 67% not satisfied with the payment 
grievance registration system.  The others expressed various levels of partial satisfaction. There was a 
much greater degree of satisfaction with the attitude of the staff at the complaint office, thereby 

Mott MacDonald Ltd. viii 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

indicating that respondents were able to distinguish between the system and people in terms of the 
grievance mechanisms and did not appear to blame the BISP staff. As a first step towards greater 
empowerment one can use the indicator of the number of women who are coming themselves to 
report the grievance case or update their information. The current GS-E found that 70% of the 
respondents were from among the potential women beneficiaries themselves 

E. KEY RECOMMENDATIONS 

The report gives a set of recommendations which emerge as the most appropriate based on its findings 
from spot check of the grievance system and feedback from beneficiaries. These recommendations are 
designed to improve the system of grievance redress, assist beneficiaries with a more efficient system of 
enrolling and receiving their payments and improve the overall beneficiary experience of the cash transfer 
programmme.  The recommendations deal with: (i) designing the system to cater to the needs of women, 
who are the primary beneficiaries; ii) using principles designed by Consultative Group to Assist the Poor 
(CGAP), to communicate with BISP recipients; iii) expanding the scope of the grievances that can be 
heard; (iv) expediting the poverty resurvey to resolve a large number of unresolved or unattended 
grievances; (v)  training to BISP staff to convey clear and unequivocal messages about eligibility; (vi) 
updating the Case Management Manual; (vii) rational allocation of staff in BISP tehsil and Divisional offices 
to hear grievances; (viii) make the BISP website more user friendly; (ix) find ways to increase the efficiency 
of providing CNICs to beneficiaries and updating their information in discussions with NADRA; (x) improve 
the arrangement with banks to provide the appropriate number of touch points, improve design of BDCs, 
enlist support of bank staff to assist beneficiaries with operating ATMs, recovering lost cards and PINs, 
improve the efficiency of helplines, design user friendly recorded phone messages for callers, greater 
sensitivity in completing KYC requirements; and (xi) implement a  host of different options and innovative 
solutions to improve the beneficiaries’ familiarity and confidence in operating the ATMs through  a 
comprehensive communication strategy and  enlisting the support of local NGOs and CBOs.  
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1.  Background 

1.1 Introduction 

This report is the first output from the spot check and beneficiary feedback exercise of the National Cash 
Transfer Programme (NCTP) also known as the Benazir Income Support Programme (BISP). The Spot 
Checks and Beneficiary Feedback (SCBF) Call-down Contract under the Fragile and Conflict-Affected 
States (FCAS) framework aims to determine progress on targeting, enrolment, payment mechanisms and 
grievance process, through quantitative and qualitative analysis, that will enable better assessment of 
programme performance and result in increased accountability. The assignment is intended to provide a 
comprehensive overview of the performance of BISP, given the complexity and scale of the programme 
with the objective of improving its services. The Department for International Development (DFID) has 
contracted a consortium led by Mott MacDonald Limited (MML) to undertake the SCBF exercise. MML has 
put together a consortium and undertaken the assignment in association with MM Pakistan (Pvt) Limited, 
Triple Line Consulting, Gamos and TOR International referred to as the Spot Check and Beneficiary 
Feedback Consortium (SCBF-C). BISP staff at headquarters and in the field provided invaluable support 
and assistance during the process.   

BISP is the premier safety net institution in Pakistan and since its inception, is reaching out to over 5 
million beneficiaries. It has made commendable progress despite the many challenges of rapid changes in 
payment mechanisms, of change in government, of changes in senior management and of working and 
coordinating with other implementing partners. 

The SCBF assignment is spread from 2013-2016 and as the name suggests, is intended to include both 
spot checks and beneficiary feedback. The spot checks are expected to provide feedback on programme 
performance at several stages of the programme and at specific sites to improve performance, efficiency 
and transparency in the overall processes used by BISP.  The scope of the spot check exercise is limited 
to spot checks of the Unconditional Cash Transfer (UCT) component since the World Bank is leading on 
spot checks for the Conditional Cash Transfer (CCT) programme.  This report deals specifically with 
grievance cases and is the first report to be produced under the call down contract. While the report is 
based primarily on the results of the quantitative tools used to obtain beneficiary feedback on grievances, it 
also supplements the information gathered through visits to Tehsil offices and use of mystery shopping 
technique1, interviews with BISP staff, discussions with bank officials and review of relevant documents.   

This report focuses on an analysis of beneficiary experience with the BISP system of handling grievances 
regarding targeting, enrolments, payments and general complaints and the manner in which grievances 
are handled by the main implementing agencies.  Grievance redress (GRM) mechanisms also known as 
complaints-handling systems, are the formal channels people can use to express their dissatisfaction with 
service delivery and to demand redress. They can also be used in a positive way to give feedback to 
providers and policy makers about the performance of their programme.  Grievance redress mechanisms 
generally are conduits for individuals to complain, but they can also reflect collective views if complaints 
are aggregated and used to inform policy. In most cases, they are also the accountability channels of last 
resort and used for complaints and grievances.   

 

 

1 Also referred to as Mystery Visting Technique for SCBF exercise. 
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The specific objectives of the overall DFID financed spot check exercise include the following: 

a) To provide spot check evidence on the efficiency, transparency and legitimacy of the payment 
procedures: The aim is to look at the payments received by beneficiaries on a sample basis, while 
comparing current mechanisms i.e. Pakistan Post (PP) vs Benazir Smart Card (BSC) vs Mobile 
payments vs Benazir Debit Card (BDC). This will allow the team to verify how the payment delivery 
mechanisms and reporting mechanisms are functioning, whether beneficiaries receive payments 
regularly and their level of understanding of the payment cycle. 

b) To provide spot check evidence on the transparency, effectiveness and efficiency of the grievance 
procedures: This component will focus on grievances related to enrolment and payments. This 
exercise will help determine how accurately the guidelines specified in the Operations Manual 
(OM) regarding grievance and case management, are being followed.  The team will seek 
information on various issues including delays, behaviour of staff of BISP, the National Database 
and Registration Authority ( NADRA) and other partner organizations, charging for services, 
refusal to accept or process grievances and alleged corruption.  The team will also assess the 
performance and efficiency of the Management Information System (MIS) developed by the BISP 
team for grievance and case management for both UCT and CCT.   

The purview of the assignment also includes how beneficiaries are dealt with at the BISP field offices, 
NADRA, post-offices, banks and its agents or franchise holders and retailers, etc. The SCBF-C will 
observe how well the logistics are organized at the sites where beneficiaries are being enrolled or where 
the grievances are registered as well as the sites where payments are being made to them. BISP Staff 
capacity in the field to handle the grievances and the steps taken to prepare them for the task are also 
examined in this initial report. This will enable an assessment of the overall beneficiary experience at the 
sites and enable an examination of how things could be further improved.  In the current report, only those 
aspects of the logistics will be considered which are related to grievance redress.  

1.2 Methodology  

This report is based on an analyses of the data and results of several different types of instruments and 
sources of information; (i) a questionnaire on grievances regarding enrolments (GS-E); (ii) questionnaire 
on grievances related to payments (GS-P); (iv) feedback from some mystery visits and calls  undertaken in 
a very restricted manner to test some of the grievance redress systems in place; (iii) visits to the Tehsil 
offices of BISP, POS agents, ATM locations, post offices and banks (v) interviews with BISP staff at 
headquarters,  provinces,  selected  banks and (vi) phone calls to banks, BISP, etc. The quantitative 
section of this report is based on the information collected through grievance questionnaires.  In addition, 
qualitative information was gleaned from the interviews and observations of the field researchers at various 
key locations.  The report also includes an assessment of the Case Management Manual (CMM) prepared 
by BISP and examines the extent to which the guidelines elaborated in the manual are being implemented. 
Given that there has been a rapid evolution of the BISP system in which the manner of beneficiary 
identification and payment mechanisms have changed, the operations manual is also being revised. .  
Repeated discussions were held with BISP staff at headquarters to understand some of the nuances of the 
BISP system of grievances and the changes being contemplated in it.   

Given the specific DFID terms of reference for the current assessment and the requirements of data of the 
major financing agencies, namely the Government of Pakistan, DFID and the World Bank, the indicators 
which were selected for inclusion in the various survey instruments, include those which are linked to 
assessing the performance of BISP processes of registration, payment and grievance redress. The 
selection of some of these indicators can assist with verifying the Disbursement Linked Indicators upon 
which the World Bank and DFID payments are contingent.  A selected list of indicators have been taken 
from DFID’s logframe in the Business Case for the Pakistan Cash Transfer Programme of August 2012 
and the Revised Results Management Framework outlined in the World Bank’s Project Appraisal 
Document for the Scale-up of the Social Safety Net programme of February 2012. Questions to elicit 
information on these indicators were specifically included in the questionnaires.  Annex Table 3 gives a 
classification of some of them grouped into broad categories such as efficiency, effectiveness, economy, 
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transparency, understanding, satisfaction and empowerment.  The grievance system has been evaluated 
against each of these criterion and the results outlined in the relevant sections of this report.   

A variant of the mystery shopping technique was employed by visiting several BISP Tehsil offices and 
hiding the real identity of the interviewer.  While generally, mystery shopping is undertaken by coaching 
clients of a service, in the case of the grievance survey, the SCBF-C undertook it themselves by assuming 
to represent the beneficiaries and make a complaint or an enquiry on their behalf. These mystery visitors 
performed specific tasks such as asking questions about eligibility, enrolments and payments from the 
implementing agencies involved in BISP such as Tehsil staff, banks, POS agents and post offices. The 
mystery visiting technique was also used to make phone calls to the BISP help line and the help lines of 
various banks on the pretext that the caller was trying to help a beneficiary regain a lost card or a forgotten 
PIN.  The team undertaking an assessment of the grievance system also tested the BISP on-line system to 
examine the site, make a website inquiry and register an on-line complaint.  The feedback from some of 
these mystery visits and calls have been incorporated in this report. This exercise helped to assess staff 
capacity, attitude and the extent to which the implementing partners followed the operational manual and 
the standard operating procedures specified by BISP with reference to grievances.  The SCBF-C also 
undertook some exit interviews of beneficiaries before and after their visit to the BISP Tehsil Office and 
reported on the experience.   

1.3 Design of Survey Instruments  

BISP attaches significant value to its grievance redress system which has gradually evolved over time.  At 
the moment, the grievance redress mechanism involves two types of grievances which are dealt with 
somewhat differently.  The grievances related to enrolments and registration are computerized and 
entered in the Case Management System for all eligible women while those regarding payments are 
simply entered in a register or an Excel sheet. Therefore, the SCBF-C designed two separate 
questionnaires for enrolments and payments as the nature of the issues they deal with are different and 
the response of BISP to these two complaints are dealt with slightly differently.  The questions are linked to 
the extent to which the recipient is aware of the grievance redress process, their experience with the 
complaints process, its transparency, effectiveness and efficiency as well as the attitude of BISP, NADRA 
and Bank staff.  The SCBF-C also assessed the process adopted to lodge the complaint, the mechanisms 
for redress, the remedies adopted, the level of satisfaction of the complainant and the redress mechanisms 
that were followed.  The sample questionnaires that were used to elicit the responses are given in 
Annexure 4 and Annexure 5.  

1.4 Training and Deployment of Researchers 

The SCBF-C organized a special session for all the researchers selected to administer the grievance 
questionnaire. The training was structured to enable the team to become familiar with the BISP 
programme, understand the processes adopted by BISP and its implementing partners to enroll, register 
and make payments to beneficiaries and understand the grievance process.  A detailed training manual 
was prepared with an introduction on the assignment, key facts about BISP and instructions on carrying 
out the surveys. The training team went over the various sections of the questionnaire to clarify any 
aspects of the questions and train the researchers in transcribing the information on the hand held android 
tablets which were used for the survey. The training team used a variety of techniques such as class-room 
sessions, small group discussions, role play and pilot testing in several districts to improve the 
understanding of the researchers and improve the questionnaires. The training was conducted over a five 
day period in Islamabad by members of the core team and Provincial Managers.  It included a session on 
gender and social exclusion to sensitize researchers to issues they may encounter during the research 
and equip them with strategies for dealing with them.The feedback from the researchers on the 
questionnaires provided valuable insights into refining the questionnaires.  

 A team of 20 researchers was selected of which 10 were women and 10 were men. Their work was 
supervised in the field by three Provincial Managers. . A gender balance in each team was ensured to 
increase the comfort level of respondent men and women in sharing information with researchers and to 

Mott MacDonald Ltd. 3 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

facilitate greater access to Tehsil offices.  The deployment of each team consisting of a man and a woman 
ensuring access of the team members to Tehsil offices and encouraging respondent men and women to 
talk to the researchers.  The field work was initiated at the end of March, 2014 and completed by the end 
of April, 2014.  

1.5 Selection of Respondents 

Given that BISP is a national programme, the spot checks were carried out in all the four provinces, Azad 
Jammu and Kashmir (AJK) and Gilgit-Baltistan (GB). The questionnaires were administered in 37 districts 
across the country as agreed during the inception phase.  These districts were selected based on the 
number of beneficiaries to be covered in each province determined on the basis of the proportion of 
population of beneficiaries in that area; representation of different partner banks of BISP; covering more 
than one payment instrument; inclusion of a district where the CCT initiative had been piloted and ensuring 
the inclusion of both rural and urban beneficiaries.  During the current survey, the researchers visited 65 
Tehsils; in Punjab (27 tehsils), KPK (17), Sindh (12), Baluchistan (5), AJ&K (3) and Gilgit-Baltistan (1). 
Table 1.1 below gives a list of the selected districts in each province. 

Table 1.1:  List of Districts Selected for Grievance Survey  

AJK / GB KPK Punjab Sindh Baluchistan 

Muzaffarabad Peshawer Rawalpindi Larkana Quetta 

Mirpur  Mansehra Gujrat Umerkot Jafferabad 

Gilgit DI Khan Pakpattan Khairpur Zhob 

 Bannu Sargodha TM Khan Lasbela 

 Naushera Narowal Tharparkar Gwader 

 Batagram Lahore Thatta  

 Mardan Bahawalpur Nawabshah  

 Buner Muzaffargarh   

 Kohat Rajanpur   

 Swat Layyah   

  Mianwali   

  TT. Singh   

In terms of the approach adopted by the SCBF-C to identify respondents for the survey, the sample was 
drawn largely from those who had come to complain at the BISP tehsil office which is the key touch point 
for lodging complaints. Careful guidelines were given to the researchers to select the respondents who 
were eligible, to exclude the large number of people who come to assess their eligibility despite not being 
eligible.  For enrolments, those respondents were selected who had been given a CMIS number or another 
complaint register number or a verbal acknowledgement of their complaint.  The selection of the sample 
was purposive to ensure the inclusion of at least 400 cases of targeting and enrolment and 400 cases of 
payment related grievances to ensure a 95% level of confidence of the findings.  The researchers also 
made a special effort to ensure the inclusion of beneficiaries enrolled under different payment instruments 
to enable the team to assess if this influenced the complaints which emerged, the manner of their 
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registration and resolution. The person interviewed for the questionnaire was the one who had come to 
register the complaint which in a majority of the cases was the beneficiary herself (Annex 1, Table 1. A.2 
and Annex 1, Table 2.A.2). From among those representing the beneficiaries, 25% were husbands in the 
case of enrolment cases and 32% in the payment grievance cases, while the rest were other relatives 
(Annex 1, Table 1. A.3 and Annex 2, Table 2.A.3), neighbours or friends. Table 1.2 below gives the 
number of respondents covered in each province. The sample selection was based on the proportion of 
beneficiaries in each province. 

Table 1.2:  Sample Size by Province  

District 
Sample Size 

Number Percentage 

AJK / GB  8 2.01 

KPK 88 22.06 

Punjab 152 38.10 

Sindh 136 34.09 

Baluchistan 15 3.76 

 Total 3992 100 

1.6 Data Monitoring, Management and Analysis 

To administer the quantitative surveys, the SCBF-C used Android Tablets. The questionnaires were 
digitalized and made available on the Tablets through the Form Agent frontend software.  The system 
followed a very convenient skip pattern which jumped directly onto the next question or next section in 
case the preceding answer made the following questions or sections redundant.  Data was entered by the 
field enumerators directly on the Android Tablets using the Form Agent system and the format adopted for 
the system for a particular questionnaire. This was one of the first times that such a technology was used 
on this extensive scale and was a hugely challenging exercise.  Special training sessions had to be 
organized for the field teams to enhance their level of comfort with the technology.  However, the process 
was extremely rewarding as the teams adapted to this paperless environment very quickly and greatly 
appreciated its convenience. A few minor issues with entering data on the Tablets were quickly resolved 
through technical backstopping. The Tablets are equipped with specialized internet data SIMs. Once data 
is entered, the information is sent through internet to the cloud based backend Form Agent Server along 
with the GPS coordinates of the enumerators. The data is stored on the server and secured for the life of 
the project. Once data is uploaded, the team in Islamabad had direct access to it immediately. The MIS 
team at the head office downloaded the data in Excel spread sheets for analysis after suitable checks for 
consistency and quality. Any inconsistency or errors were immediately reported to the managers at various 
tiers. The data was exported to the SPSS software for tabulation and analysis.   

1.7 Key Constraints 

There are several constraints that might obfuscate the results of the current survey of grievances.  Some 
of these are related to the BISP system while others are related to the survey administration itself.  One 
constraint connected with the BISP system is that the system has been undergoing a rapid transformation 
and the payment mechanism has been rapidly shifted from the Pakistan Post to technology based 
payment system of the Benazir Debit Card.  This in itself has led to delays as people change from one 

2 The original sample size of 400 was reduced to 399 due to denial of access to information and benefiaries in Uthal, Lasbella. 
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payment modality to another which is time consuming and generates a set of grievances associated with 
this specific change rather than any inherent issue with the enrolment or payment mechanism per se.  A 
second constraint is that the payments have not been paid out regularly over the last year or so because of 
the delay in the release of BISP funds from the Ministry of Finance and the temporary withholding of the 
payment due to the elections in May 2013.  The payments due in January 2013 and April 2013 were not 
paid until the end of June 2013.  The uncertainty in the system has been compounded by the fact that 
BISP has also itself been modifying the payment cycle from monthly to bi-monthly and now quarterly basis. 
Starting July 2013, the payment amount has been increased from Rs. 1000 to Rs. 1200 per month per 
beneficiary. These changes lead to uncertainty about what is expected and when and through which 
channel.   

Another constraint arises as a result of the profile of the beneficiaries. . As all the BISP beneficiaries are 
women and as such face socio-cultural barriers which result in, lower levels of literacy compared to men, 
limited decision-making, restrictions on mobility and limited exposure to the public sphere.   Almost all 
beneficiaries are illiterate and many of the complaints emerge from their lack of understanding of the 
system, inability to read or keep track of the communication they receive from BISP, lack of familiarity with 
financial institutions and use of ATMS, inability to remember PINs and phone numbers and mobile pin 
codes, language barriers, etc.  The fact that the BDC does not have the beneficiary’s name inscribed on it 
but it can only be operated with a specific PIN assigned to the woman often also leads to confusion when 
cards are handed over to one person and get mixed up with others. The ban on recruitment of staff has 
also led to lack of staff in several BISP Tehsil offices.  For example, in Balochistan there are no BISP 
offices at the tehsil level and in Sindh there are very few BISP Tehsil offices and beneficiaries have to 
travel long distances to go to a BISP office.  A perennial problem that afflicts Government institutions is 
lack of operational budgets. BISP is no exception and some of the problems arise due to lack of resources 
and ban on staff recruitments, etc.        

There were no significant issues related to the grievance survey.  A few of the issues that were reported 
have been identified in this section.  BISP was very supportive in introducing the survey team to its field 
staff trough introductory letters and most of the staff was extremely cooperative. However, in one or two 
places such as in Lasbela, the team was not allowed to complete its survey.  The team generally did not 
have any problems finding respondents in and around BISP tehsil offices.  The cases of enrolments were 
more difficult to locate compared with payment grievances. Questions which required the beneficiary or 
respondent to recall a certain date proved to be difficult for them to answer.  The grievance redress 
exercise was undertaken in March 2014 just when another payment was released.  It has generally been 
observed that as soon as payment is released people tend to downplay their grievances against the 
system or forget about earlier grievances.   
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2.  The Grievance Redress Mechanisms of 
BISP 

2.1 The Conceptual Underpinning of the BISP System of Grievances 

Integral to its systems and mechanisms for accountability are BISP’s processes for grievance redress.  
The BISP system of redress counts on both supply side and demand side redress procedures.  Within the 
supply side, it counts essentially on its own administrative machinery and within that, counts mainly on 
administrative venues within government agencies. Where other agencies are involved such as Partner 
Organizations (identification of beneficiaries), data verification and entry (NADRA) and payment agencies 
(Commercial banks, POS and mobile phone companies) they too are involved with the Grievance system.  
Grievance cases do not generally involve any independent institution outside government department or 
the courts.  Where cases of fraud or embezzlement are reported, the normal process of reporting to the 
police through the lodging of a First Information Report and initiating a formal legal process is to be 
followed.  The grievance redress system of BISP is organized to facilitate resolution of issues of targeting, 
enrolments, cases of payments and address other general complaints as well.  The BISP system is 
evolving over time and gradually being refined.  Initially, there were no prescribed mechanisms or 
standardization of the process; any complaints received were handled manually, entered in ‘registers’ and 
in some offices summary excel sheets were prepared to forward to higher offices. In 2012 a computerized 
Case Management System (CMS) was launched with a computer generated complaint ID which allowed 
tracking of the complaint.     

2.2 The Structure of the Grievance Redress System of BISP  

The BISP structure of grievance redress is influenced by the manner in which the functions of identification 
of beneficiaries, enrolment and payments have been separated.  The role of BISP is that of a coordinator 
and facilitator but it does not get directly involved with identifying beneficiaries, managing their household 
data or payments to the beneficiaries. BISP manages the flow of funds from the Government to the 
payment agencies, facilitates the relationship between the partners, monitors the system and handles the 
grievance redress system.  BISP has an administrative tier at the provincial level which goes down to the 
Divisional level and in most cases to the Tehsil level. The BISP model follows best practices in this regard. 
While the system was initially designed to identify the beneficiaries through the political system in which 
this role was assigned to the parliamentarians, this selection process was stopped on 30th April 2009 to 
minimize any political influence in the decision making.  In its place, an alternate process was initiated 
through identification of poor households.  

A poverty score card was especially designed for Pakistan in which selected indicators were derived from 
the Pakistan Integrated Household Survey (2001). This Proxy Means Test estimates the likelihood that a 
participant has expenditure and assets below the national poverty line. The scorecard uses 10 simple 
indicators that field workers can quickly collect and verify with a 90-percent confidence level.  Estimates of 
the overall poverty rates are accurate to within +/–1.1 percentage points.3 A score is not a poverty 
likelihood (that is, the probability of being poor), but each score is associated with an estimated poverty 
likelihood.  The poverty scorecard can help programmes to target services, track changes in poverty over 
time, and report on poverty rates. The poverty score card was initiated on a pilot basis and later 
administered across the country and the exercise was completed for most of the country by 2010. The 

3 Mark Schreiner, A Simple Poverty Scorecard for Pakistan, November 2, 2006 
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other good practice that was adopted by BISP was that the administration of the poverty score card survey 
was contracted out to third party NGOs. The determination of the score was undertaken by NADRA 
through a system which automatically calculated the score based on the responses.  BISP cannot in 
anyway influence or change the score of the Proxy Means Test.  Thus any grievances which are raised 
regarding the PMT score cannot be resolved by BISP as they require a resurvey.  

The data on beneficiaries is maintained by NADRA which maintains a national data base on all citizens.  
The unique CNIC number of each beneficiary is used to track key information on the beneficiary and is 
used to identify the household Proxy Means Test (PMT) or poverty score and track payments and 
withdrawals.  Although BISP has direct access to this data, it cannot change any parameters of this data 
set.  All cases related to the PMT score or data of the beneficiary are referred to NADRA which is the 
repository and custodian of the national data base.  Any grievance related to targeting is referred to the 
poverty score and if the issue is linked to contesting the score or being missed out from this survey, it has 
to await a resurvey4.  The BISP Tehsil Office does not record any complaints which deal with an individual 
contesting their PMT score and maintaining that it does not accurately reflect their household status. Thus 
there is no way of knowing how many such cases exist. BISP staff has access to a tracking system which 
informs beneficiary women about their poverty score and their eligibility. At one time, public access was 
permitted to this system but this facility was later withdrawn due to apprehensions that the system could be 
misused as it contained sensitive information about households which was liable to be misused and it was 
not considered advisable to share it on a public forum.  BISP staff has secure access to this system and 
can inform callers or visitors about their eligibility. Although in practice, the operational manual provides for 
the community to file a grievance especially, if there is a case of inclusion which should have been 
excluded, no one has ever used this provision. 

Any grievance related to enrolment or update or change in beneficiary data, has to be referred to NADRA.  
A computerized Case Management System (CMS) has been designed and a CMS code or complaint ID is 
generated to track the enrolment grievance by BISP.  The practice of providing a tracking slip to 
complainants has not yet been introduced on any scale.  The system has facilitated the process of tracking 
grievances and of reducing the potential for human error in data entry. A Case Management Manual was 
prepared in May 2012 which describes the scope of the complaints related to enrolment which can be 
heard and details the procedures to deal with case management issues.  The manual has gone through 
several iterations to reflect the changing nature of the payment mechanisms and the payment agencies.  
The current manual on payments of BISP, gives a simplistic model for addressing complaints related to 
alternate payment mechanism.  The Case Management System does not currently cover the issue of 
payments but deals only with enrolments.  BISP is in the process of updating a manual which would deal 
with payment complaints as well and is committed to developing CMS for payment related complaints. 

The payments under BISP are contracted out to payment agencies such as the PP, commercial banks and 
retail agents such as mobile companies and Point of Sale (POS) agents or retailers with a franchise.  All 
payments are directly handled by the Post Office, banks or their agents and BISP does not in any way get 
directly involved with disbursements other than pass on the funds it receives from the Government to the 
participating banks or the PP for onward delivery to the beneficiary women. Any grievances related to 
payments are passed on to the relevant payment agency which is given a specific time within which to 
resolve the payment issue.   BISP has also created an automated system which provides information 
about payments in beneficiary accounts.  This system is open to the public and is available on the website 
and can be accessed by anyone.  The user or anyone on her behalf has to punch in her CNIC number and 
is informed about all deposits and withdrawals in her account, if she is registered in the system as a 
beneficiary. However, any delay in payment which is caused because of delay in sending money to the 
payment agencies by BISP for whatever reason are not registered as a complaint since the record of the 
beneficiary in such cases will simply not show that payment is due. BISP only accepts a grievance against 
a payment agency when the record shows that the payment is credited to her account but is not delivered.  
As such there is no provision in the BISP system to record payment grievances against itself. 

4 Case Managment Manual dated May 30, 2012, page 33  
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2.3 The Channels Available for Grievance Redress 

BISP has put in place an elaborate grievance redress mechanism which offers individuals several 
channels to lodge their complaints. The main channels offered are (i) visits to the network of BISP offices 
in the field; (ii) BISP hotline; (iii) BISP website and (iv) by mail.   In addition, BISP has also secured an 
agreement with NADRA, the post office and the banks about their mechanism of dealing with grievances 
related to both enrolments and payments.  There are currently 358 BISP offices across the country which 
cover 500 Tehsils in the country.  Technically a complaint can be lodged in any BISP office.  The Assistant 
Complaints (AC) in each Tehsil is charged with the main responsibility for hearing and entering complaints. 
They are given a two day training on the procedures to be adopted in attending to and recording 
grievances.  For enrolment grievances, the AC enters the grievance into the CMS and through the AD 
forwards it to the Director at provincial headquarters. If the grievance is an “Appeal” related to eligibility for 
a beneficiary whose score is between 16.17 and 20, the Director can accept or reject the appeal. All other 
grievances related to enrolment are forwarded to BISP headquarters. While all complaints dealing with 
enrolments are required to be registered in the CMS, there is no systematic process followed for recording 
the other complaints that emerge regarding targeting, eligibility or payments.  Each Tehsil Office follows 
their own personalised system of recording these other complaints in a register informally. Often these 
other types of complaints are not even recorded. 

BISP has a toll free hotline to hear grievances and answer queries. BISP claims that it receives 2000 calls 
on this hotline every day.  However, consistent attempts to access the toll free number of 080026477 over 
a one month period repeated several times during the day did not result in a single successful attempt to 
get through to this number.  BISP also has an online complaint system. The website indicates that 
complaints can be registered via phone, e-mail, by mail and help-desk. While a phone number and postal 
address is given on this site, no email address is indicated.  The website also allows filling an on line form 
and registering three types of complaints namely (i) update citizen number; (ii) missed out household and 
(iii) recording that a person considers herself/himself as an eligible household.  However, the problem with 
this system is that at the end of the form there is only a “save” option and no “send” option. Therefore after 
repeated attempts it is not certain where the form has been saved and whether it has been sent or not. No 
acknowledgement of the complaint having been sent is ever received.  The website is designed to give 
access to a series of reports produced by BISP.  This is an excellent initiative to enhance overall 
transparency and accountability.  However, most of the links do not function and therefore there is no 
access to the reports. 

Complainant women can access BISP Tehsil offices to make enquiries or register complaints. In practice 
this seems to be the most effective system for registering complaints and getting information. The access 
that BISP officers have to the computerised system enables them to address queries related to any 
beneficiary from any part of the country.  BISP officers entertain beneficiary women from any tehsil to get 
access to their information over the counter or via telephone.  Problems occur when there are power 
outages and the computerised system is not accessible.  

2.4 Targeting and Enrolment Grievances 

The official grievance mechanism of BISP differentiates between targeting, enrolment, payment and other 
complaints related to staff behaviour.  Cases related to targeting are divided into the following main 
categories (i) Pending Interviews; (ii) Duplicate CNIC cases; and (iii) Pending Receiver Women information 
updates. The terminology used by BISP is somewhat misleading because the cases in this category are 
not all related to targeting but to issues of inconsistent or incomplete information.  However, BISP’s point of 
view is that exclusion could also arise due to erroneous or incomplete entries or lack of CNIC and as such 
it included all such cases in targeting. Most of these cases are identified and flagged during the processes 
related to data entry, data validation and verification or selection of receiver women. 

Pending Interviews: These pending interviews include cases of women who are not included in the 
programme for some reason and have now appealed for one of the  following reasons; (i) Eligibility appeal: 
this  includes cases of households which were declared ineligible but they consider themselves to be 
eligible; (ii) Declined interview: These cases include households which for some reason declined on being 

Mott MacDonald Ltd. 9 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

interviewed during the poverty survey; (iii) Missed out/excluded households: These cases include 
households which were not interviewed by Partner Organisations (POs) or were missed out due to any 
reason such as  “no one at home”, etc. These households have now appealed to BISP to visit them and 
conduct interviews. Inclusion of non-poor households: These cases include non-poor households which 
have been selected by the programme but have been identified by any member of the community as being 
non-poor.   

The BISP system of grievances does not allow itself too much discretion as far as targeting is concerned 
and operates within a very narrow range. The CMM has provision to address such appeals for resurvey. In 
practice there are appeals pending over a year where no action has been taken. In the case of eligibility 
appeal, the only option which the system has is that it compares the score of the appellant household with 
a range between the eligibility cut off point (16.17) and appeal cut off point (20). If the household’s score is 
above the appeal cut off point, the system marks the appeal as “rejected” and produces a notification to 
the indicated household to convey the result of the appeal.  Else, the system checks for the following four 
criteria: (i) Presence of one or more (adult) widow member(s);or (ii) Presence of one or more senior 
citizens (over 65 years of age); or (iii) Size of household 3 or less; or (iv)  Household with 4 or more 
children under 12 years of age. In case the household has any one of these criteria, it will be considered 
an eligible household. Otherwise the household will be marked as “Pending Interview” for further data 
verification and survey.  BISP also allows for eligibility appeals to be heard for scores of up to 25 for 
households with at least two disabilities.5 

A key bottleneck in the BISP system of grievances is that the remedy it prescribes for all types of pending 
interview cases is what it describes as “a complementary targeting event.”  This entails conducting a 
survey of the complainant households by identifying the targeting teams, planning for logistics 
arrangements and carrying out interviews by visiting the households. The pending interviews are designed 
to be carried out on Targeting Forms through BISP staff or POs to be determined by the BISP Operations 
Wing.  In case the volume is higher than 300 cases per tehsil, the activity can be outsourced to a POs, 
otherwise BISP would carry out the pending interviews internally through its own resources.  However, 
there has not been any targeting event conducted since the first poverty score card survey was completed 
in 2010 and as such none of these pending cases have been resolved or can be resolved without such a 
resurvey. All cases of this nature, and there is a large majority of them, are therefore unresolved. 
According to the CMM, a new survey to update eligible household is to be held after every four years 
consequently a survey is due in 2014.  

It is difficult to say how many women show up to report such cases as there is no official record maintained 
on these complaints.  During the visits of the field teams to some of the BISP Tehsil offices, it was 
observed that there was a very large number of such cases that the staff had no time to record  even if 
they were given the mandate to do so. Furthermore, it was observed that where the appellants came with 
their survey slips and an official had previously scribbled their PMT scores on it, or reviewed it from the 
computerized data base, the AC did not properly explain that they did not qualify.6 Often vague answers 
were given that the Government was currently not considering this score leading to the expectation that by 
the next visit the Government might reconsider and they might become eligible thereby leading to repeat 
visits by the same person. In some cases, the AC was very clear on the eligibility and made it clear that 
they did not qualify.7  The point is that there was variation in how the various BISP offices dealt with this 
issue.      

Duplicate CNIC: In the case of a duplicate CNIC the remedy is straightforward as it entails correcting the 
discrepancy and entering it in the record. The pending receiver woman is allowed a six month period from 
the time of receiving the notification for rectification of the data; otherwise she is withdrawn from the 
process. The case could have arisen due to two genuine entries of the same person at two different 
locations. In such a case the complainant would mention the household to which the member actually 

5 Annex D case Management Manual BISP. May 30, 2012. Page 51 
6 This was observed during a visit to the BISP Tehsil Office in Tarlai. 
7 This was evident from a detailed interview with the AC complaints in the BISP Tehsil Office in Kalar Saydan. 
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belongs and the officer in charge refers the case to NADRA’s Office.  

The CMM further  states that if the complainant identifies the case as a typing error, and the officer in 
charge can identify it as a typing error, he updates the old CNIC with the updated one, where needed.  In 
the third case, the issue could have arisen as a combination of the two cases.  Based on the case, the 
officer in charge marks and updates the entries.  In all the cases where CNIC is updated it goes through 
online NADRA verification, and all conditions regarding consistency of marital status and name are 
checked and flagged, if needed. All the updated CNICs are also validated for duplications within the 
system. Once the entry is corrected the case is considered resolved. 

Pending Receiver Women Information Updates:  This case could occur if the receiver woman does not 
have a valid CNIC or if she has inconsistencies in her marital status or name (flags are set).  The pending 
Receiver Woman has a 6-month period from the time of receiving the notification to update the data; 
otherwise she will be withdrawn from the process. The receiver woman receives the notification regarding 
the discrepancy with respect to her CNIC with the address of the nearest Tehsil office, District office, 
Location of the next Temporary BISP Information Centre, the Help Desk telephone number or the web 
address.  The woman chooses the type of mechanism to inform or complete the information. Her data is 
entered into the MIS and her case is assigned a code. If the CNIC is not valid, the case will finish 
otherwise the MIS saves NADRA´s data: CNIC, name, marital status, age, gender and address. If the 
requested changes are accepted the reasons for the mistake are noted such as data collection or entry 
mistake and completes any missing information.  The woman is either accepted or not depending upon the 
case and the case is closed with information to the woman.   

2.5 Payment Grievance 

The case management system also considers several eventualities regarding grievances related to 
payments each of which specifies a distinct protocol for processing. These include non-payment, partial 
payments and lack of receipt of payments, due to operational or non-operational reasons. In the first two 
cases, the complaint is generated by the receiver women and in the third case it is generated by the MIS. 
The complaint is checked and forwarded to the payment agency if required.  In case the payment is 
delayed due to operational difficulties e.g. due to security or weather conditions, it is not considered a 
complaint which can be sustained as the payment agency had legitimate reasons for non-payment and is 
expected to remedy them soon. In such cases the receiver woman is notified of the reason and expected 
date of delivery.  If the payment is delayed because of non- operational reasons defined as incorrect 
address, receiver not available, did not present CNIC, premises locked, etc. the receiver woman is 
contacted for confirmation of details.  Once information is obtained, beneficiary is informed and complaint 
is closed. Otherwise payment agency is contacted for clarifications.   

For alternate payment mechanism, a payment agency i.e partner banks will have a secure interface from 
BISP-MIS, displaying the forwarded cases individually. This interface is assigned to a contact person from 
the payment agency, responsible for answering back and solving each case individually as per agreed 
terms and conditions.  For the cases forwarded to payment agency, internal investigation is carried out; 
payment agency has eight days to respond back with the Investigation and results. 

In case the receiver woman has not received the full payment although it is reported to be paid by the 
payment agency, the receiver woman is expected to complain and the MIS directs the complaint or claim 
to the Appeals and Complaints Coordinator who sends the cases to the Payment Agency contact person, 
so that internal investigations are carried out. Within the next eight days, the Payment Agency answers the 
complaint based on the results of the internal investigation and sends it to the Appeals and Complaints 
Coordinator. The settled/fraud amount, if any, is to be paid to the beneficiary by the payment agency.  
Once BISP has the results, they are confirmed with receiver woman and following actions are taken: MIS 
generates the notification to the receiver woman; the MIS flags this result coming from the payment 
agency, and updates payment agency indicators; and the MIS closes the complaint case. 

There are several cases in which a red flag is generated within the system to alert about cases in which 
the receiver woman has either refused to accept payment or has died and in case a receiver women has 
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not received two consecutive payments, due to operational or non-operational reasons. In these cases the 
complaint is generated by the BISP MIS system. In the first case the BISP local office is expected to take 
action within the next 8 days and within the next 15 days in the second case.  The MIS classifies the 
payment as “not collected” due to either operational difficulties of the payment agency or non-operational 
difficulties, during the reconciliation process. The MIS generates the alarm system in each cycle, which 
can be viewed by the Operations Assistant at Tehsil offices.  This alarm system advises which receiver 
women have not collected payments. The Operations Assistant must attempt to contact these Receiver 
Women via telephone to advise them that the next payment attempt will be the last attempt except for 
“incorrect address” cases, where receiver woman has to update the address to get the payment.  
However, given that most of the recipients are being transferred to the Benazir Debit Card where the 
receiver women have to themselves collect the payment, these types of cases are not likely to be relevant 
for the future.   

During their participation in BISP-SN, some eligible households will go through changes that will imply 
updating the information registered in the BISP-SN MIS, in order to continue or discontinue the payments. 
The Receiver Women are obligated to inform BISP-SN about those changes.  Updates of Receiver 
Women’s information must be carried out in the following cases: 

i) Change in address; 
ii) Change of location in which Receiver Women prefer to have the cash delivered (home or post 

office); and 
iii) Re-entering in the programme. 

2.6 Grievances with respect to General Complaints   

The BISP system of grievances also allows for Receiver Women to complain about the general quality of 
the service provided by BISP-SN and partner organizations. Anticipated cases include: (i) corruption by 
any of the involved stakeholders; (ii) mistreatment of Receiver Women by any of the involved stakeholders; 
and (iii) negligence of BISP staff to solve cases of updates and complaints. The BISP manual states that it 
will solve the complaint within 2 months of receiving it. All such complaints are expected to be filed using 
the Complaints Form which is entered into the MIS which forwards it to the Beneficiary Service Officer. 
She will conduct a first analysis of the case, and will solve cases under his/her competency.   

All unsolved Quality of Service complaints cases are sent to the Beneficiary Services Unit.  In cases where 
the complains are related to BISP staff or processes the Appeals, Updates and Complaints Coordinator 
will coordinate with the relevant staff to make sure that quality of service is improved or resolved. The 
specific actions are entered in the MIS including the respective timeline. An answer is sent in writing to the 
receiver woman indicating the actions to be taken. If the complaint was about the service provided by 
Pakistan Post (PP), Payment Agency or Partner Organizations (POs) the Beneficiary Services Unit will 
forward the complaints to the respective organization using case management reporting module. The PP, 
Payment agency or PO will review the complaint and will solve it following their internal procedures in a 
period of 60 days maximum, and forward the resolution to BISP Director Customer Services.  The Director 
Customer Services will review the cases solved by PP, Payment Agency or PO and will approve them and 
update the complaints status in MIS. If the Director Beneficiary Services does not approve the solution, 
s/he will contact the relevant headquarters to clarify the response and will update the status of complaints 
accordingly. If there are repetitive complaints of same nature, the Director Customer Services will raise the 
issue with the headquarters and if not resolved satisfactorily, s/he will raise the matter with senior 
management and devise appropriate action/recommendations. On case resolution, MIS will make an alert 
for Divisional / Tehsil offices to generate a letter for the Receiver Woman, responding to her complaint. 
BISP-Tehsil/Divisional Office will send the complaint resolution letter to the Receiver Woman by mail and 
update it in the MIS and close the complaint. 

2.7 Grievance Systems Established by Banks 

The cash transfers were initially being disbursed primarily through the Pakistan Post Office.   However, the 
system has rapidly transformed into a technology based system under which BISP has enlisted the 
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services of Banks to better manage and monitor the payments.  The number of banks partnering with BISP 
has gradually grown and currently includes the United Bank Limited (UBL), Tameer Microfinance Bank 
Limited (TMFB), Habib Bank (HBL), Bank Alfalah Limited (BAL), Summit Bank and Sindh Bank. The 
Benazir Debit Cards were designed by BISP and are printed by the partner banks at their own cost and 
delivered to the beneficiaries through bank counters which were initially established at distribution centres 
in each tehsil office where they existed. Gradually as the BDCs have been distributed to the beneficiaries, 
bank counters have been reduced and currently card distribution centres are limited to one in each distict.  
Of the banks implementing the cash transfer programmes, only two currently have a Branchless Banking 
license i.e. UBL and Tameer Microfinance Bank (TMFB). The rest are all operating through their normal 
branch model.  The participating banks work through their branch network, ATM’s, (which includes all 
ATMs operating on 1-Link) retail agents, franchises, or partner with mobile phone companies to facilitate 
payments. The United Bank Limited has undertaken the payment of all cash grants through its OMNI 
Dukan retail network and TMFB works through some of its Easy Paisa outlets.  Details of the banks 
involved and the number of beneficiaries that each is dealing with is given in Table 2.1. The number of 
beneficiaries keeps growing so the numbers here may not be most up to date. 

Table 2.1:  District Wise Allocation of BDC to Participating Banks 

Particulars  Total Districts allocated No. of Beneficiaries Percentage 

UBL 31 1,583,506 28 

Bank Alfalah Limited 40 1,207,167 22 

HBL 15 1,335,765 24 

Tameer Bank 29 1,193,272 21 

Summit Bank 8 217,183 4 

Sindh Bank 1 61,548 1 
 
Source:  Financial Inclusion and Literacy Outcomes of Cash Transfers through the Banking System in Pakistan  

(ICF-GHK Final Report)  

The participating banks are required to establish their own grievance systems to deal with delays in 
payments, balance inquiry, card blocking or unblocking, lost or captured cards, forgotten PINs, etc. These 
systems are elaborated in the signed contracts with various banks.8  Several of the contracts of the 
participating banks were reviewed to examine the provision for grievance mechanisms. The contracts with 
various banks are similar with minor differences. The agreements state that once banks receive the funds, 
they are stipulated to disburse payments to beneficiaries after two working days and complete the 
disbursement by the fifth working day. However, banks have been given a relaxation in the disbursement 
of the first instalment which they can retain up to 30 days once to cover the cost of printing the cards.  
Clauses in the agreements state that the Bank shall make all endeavours to deliver 100% cash to the 
beneficiaries within thirty (30) calendar days, provided, the funds have been duly credited to the Limited 
Mandate Account 1 (LMA) by BISP and the concerned beneficiaries approach the Bank for claiming their 
payment.  

The agreements between banks and BISP also stipulate the support that banks will provide to the safety 
net programme. Clause 4 (c) of the agreement states that UBL and other banks shall initially set up at least 
one agent or touch point per 2000 beneficiaries, and shall make their best effort to increase their numbers 

8 United Bank Limited (UBL) contract signed on 10 November, 2011. United Bank Limited (UBL) Phone to Phone banking signed on 
29 January, 2011. Bank Alfalah Limited (BAL) contract signed on 18 Oct. 2011. Tameer Microfinance Bank Limited (TMFBL) signed 
on 19 November, 2011. Summit Bank Limited signed on 4 November, 2011. Summit Bank Limited for Phone to Phone banking 
signed on 14 June, 2011. Sindh Bank Limited signed on 25 October, 2011. 
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to one agent/touch point per 1000 beneficiaries, within one year of signing this agreement.  In the field, 
however there is usually one ATM at Tehsil level and few POS agents which do not meet the criteria 
mentioned in the above clause.  Bank Alfalah Limited (BAL), Summit Bank and Sindh Bank contracts 
agreed that the banks will open at least one agent/touch point per union council within three months of the 
contract (clause 4-C). Clause 4 (j) states that UBL and other banks shall, in case of any corrupt and 
fraudulent practices by its staff or by its agents, will be solely responsible for its consequences and shall be 
bound to make arrangements for full payment to the affected beneficiaries, There is no institutional 
grievance registration mechanism for this in any branch of any bank. However, there is a complaint box in 
every bank in which people can drop their complaints. This is for the regular customers of the bank but can 
potentially be used by BISP. In practice, this may not have been ever used for this purpose.  

The Banks are required to provide real time reconciliation of accounts and provide payment data as and 
when required by BISP.  All the contracts include a clause stating that the banks shall provide real time 
disbursement and their withdrawal information in its corporate website, through a BISP hyper link button. 
The details of pending and withdrawn amounts shall be available to be searched by entering the CNIC 
number of its beneficiary by or on behalf of the beneficiaries. Access to this information is being provided 
through web services which can be accessed by anyone simply by using the CNIC number of the 
beneficiary provided she is being paid through an electronic form of payment.  This is an open and 
transparent system which allows the tracking of all deposits and withdrawals into the account of 
beneficiaries.  While most banks are able to update and reconcile the accounts at the End of the Day 
(EOD), some Banks in Punjab have considerably delayed this reconciliation leading to the BISP Tehsil 
staff’s inability to provide the correct information to the beneficiary.   

All agreements stipulate that the Banks shall establish a call centre facility for handling complaints. The 
registration of complaints and their resolution is expected to be automated and a reporting mechanism was 
also to be established. The complaint is expected to be resolved, depending on the nature of the 
complaints, in an agreed time frame which is in most cases instantly, or within two weeks in the case of 
card replacement.  In case of any fraud by its staff or by its Agent (s), the Bank will be solely responsible 
and bound to make arrangements for full payment to the affected beneficiaries. The agreements with the 
banks also stipulate that the banks will maintain strong vigilance of the disbursing process in order to 
ensure that incidents of fraud and malpractice are avoided.  According to the agreement, BISP was 
expected to arrange for customer information leaflets with collated information, for guidance of the 
recipients, regarding SIM activation, funds disbursal, claims and warranties process etc., at its own cost. In 
some special cases such as in its contract with Summit Bank, (Clause 2 (k)) regarding phone to phone 
banking, it was stated that BISP will also provide the pay-out counters for the disbursement of funds 
wherever possible. However, BISP did not provide this facility to the bank. 

Call centres have been established by the banks but there are several types of problems reported by the 
callers.  First of all, it is not clear which city code should be prefixed to the numbers given on BDC. Most 
beneficiaries do not have access to a landline and have no recourse other than using their cell phones. 
Many of the numbers are Universal Access Numbers which begin with a 111 code. Numerous calls to the 
UAN of UBL: 111 825 999 and HBL: 111 000 425 resulted in a message that no circuit channel was 
available. The required pre-fix is not indicated on the BDC leading to confusion as to the exact number to 
be dialled. Consequently numerous attempts result in the circuit not being connected.  When numbers are 
connected, some of the banks play messages designed for their normal clientele which first play in English 
(Alfalah Bank: 111 225 111 and Summit Bank: 0800024365) and only afterwards play the message in 
Urdu.  By the time the message of a bank like Summit Bank 9 has played out, the beneficiary who is using 
someone else’s phone (in 73%10 of the cases) would have incurred a cost and not gotten very far with her 
query.  The Sindh Bank system of dealing with its small beneficiary base was found to be the most 
effective in handling grievances and its messages reach the right person most efficiently.   

The Banks are also required to implement “Know Your Client (KYC)” procedures when talking to a client 

9 The recorded message says” Thank you for calling summit Bank. Our Menu has changed please listen carefully. Your call will be 
recorded for quality purposes. Thank you for your patience. You are now first in line” 

10 Grievance Survey. March 2014. SCBF-C. 
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and giving out classified information. This requires that Bank agents need to ask one or two security 
questions directly from the beneficiary before giving any classified details or accepting a request to block 
or un-block a card, issue a new PIN or report a lost PIN or card. The profile of the beneficiaries of BISP is 
such that in most cases they are unable to give this information with confidence.  Most women are not 
even used to voicing their formal names or those of their husbands or do not remember their birthdates, 
etc.  The problem is compounded by language and cultural barriers. In a few cases, the banks took the 
initiative of asking the beneficiaries a few additional KYC questions and where this has occasioned a 
mismatch between the responses and the recorded data, the Bank agent is not able to authenticate the 
identity of the caller and is, therefore, unable to register her complaint.  

2.8 Disbursement Linked Indicators 

DFID and World Bank introduced a system of results-based financing mechanism or a set of Disbursement 
Linked Indicators (DLIs).  Disbursements were to be made against achievement and after verification of 
DLIs.   While the DLIs are related to several different aspects of the BISP-SN programme, there are 
several DLIs specifically associated with how grievances are dealt with.  Both the DFID11  and the World 
Bank12  indicator with respect to grievances states that “at any point in FY2013/14, 70% of the grievances 
and appeals are attended and resolved through technology based systems.” The BISP performance 
related to this indicator was assessed based on its Case Management System (CMS), data from the 
grievance questionnaire and interviews with relevant stakeholders. Between 15 April 2012 and 30 March 
2014, BISP reported that it had lodged 2.199 million cases of grievances.  These translate into about 
92,000 grievances lodged per month or 125 per day. From these 64% of the cases lodged were related to 
discrepancy with the CNIC.  While 33% were related to ineligibility appeals. These figures eclipse the 
complaints that are not registered such as the PMT Score being above the qualifying one or those related 
to late release of payments by BISP. Complaints related to payments, once the funds are released to 
Banks and other payment agencies, are heard but there is no standard system of dealing with them. In 
some cases, the AD/AC tries to resolve them through her/his own contacts with banks. In other cases, the 
AC simply notes down the complaints in a register and forwards them to the relevant agency through the 
proper reporting channel.  However, payment grievances in cases where BISP itself has not released the 
payments to the banks, the complaints are not even noted.   

With respect to the DLI on grievances, all enrolment cases which pertain to those beneficiaries who have 
received a PMT Score within the eligible limit are now being entered in the CMS and these types of 
grievances and appeals are being attended by technology based systems.  However, the cases of those 
women who were not included in the survey or who have scored points which are above the eligible limit 
are not recorded in the CMS. In addition, most of the payment cases are also not being entered in the 
CMS at the moment.  As per table 2.2, BISP reported that it had processed 2.174 million cases.  Based on 
this information, it appears that 99% of the cases for enrolment have been processed through technology 
based system. However, if all complaints mentioned above are taken into consideration, the figures do not 
reflect the actual position. The figures merely reflect the number of complaints which were processed but 
do not indicate the number of complaints resolved during the same period. 

Table 2.2:  Complaints Lodged and Processed at BISP (March 2012-April 2014) 

 

Lodged Processed 

Number Percentage of 
the total Number Percentage of 

lodged 

Discrepancy in CNIC 1,410,229 64.12 1,391,123 99 

Ineligibility Appeal 744,368 33.85 739,366 99 

11 National Cash Transfer Programe. Business case. DFID 
12 PAD. Social Safety Net. World Bank. 2012. 
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Lodged Processed 

Number Percentage of 
the total Number Percentage of 

lodged 

Missed out households 22,186 1.01 22,186 100 

Receiver women update form 2,681 0.12 2,341 87 

Death/refusal form  1,387 0.06 1,364 98 

Re-entering form 83 0.00 1 1 

Household Suspension Form 18,341 0.83 18,007 98 

Quality of Services 65 0.00 45 69 

Total 2,199,340 100.00 2,174,433 99 

A review of the grievance cases registered by BISP in the last two years shows that overall 70% of the 
complaints which were lodged were accepted while 30% were rejected. The largest number of cases 
which were accepted were those related to rectifying the anomalies or discrepancies related to the CNIC.  
Only 4% of these cases were rejected.  However, 60% of the complaints which were related to verifying 
the eligibility appeal were rejected.  This would imply that these complainants had the poverty score in the 
narrow bandwidth of 16.17 to 25.  The third type of complaints which were rejected (9%) were those 
related to a person refusing payment or in the case of the death of a beneficiary.  The complaints of all 
households reporting that they had been missed out were accepted. It is not possible to report on the 
average time taken to resolve grievances of different types as this data has not been provided by BISP.     

Table 2.3:  Complaints Accepted and rejected at BISP (March 2012-April 2014) 

 

Accepted Rejected 

Number Percentage Number Percentage 

Discrepancy in CNIC 1,335,619 96 55,504 4 

Ineligibility Appeal 294,310 40 445,056 60 

Missed out households 22,186 100 0 0 

Receiver women update form 2,236 96 105 4 

Death/refusal form 1,241 91 123 9 

Re-entering form 1 100 0 0 

Household Suspension Form 18,005 100 2 0 

Quality of Services 45 
 

0 
 

Total 1,673,643  500,790 30 

2.9 Costs of Grievance Redress 

The cost of grievance redress is part of BISP’s overall system of administration, information provision, 
enrolment and payments.  The cost of the grievance system has not been separately estimated as it is part 
of the overall BISP budget.  There are three heads of expenditures in the BISP budget. These are 
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Administrative & Operational Expenditure; Employees Pays and Benefits and Advertisement and Publicity. 
As BISP does not have a separate cost centre for the cash transfer programme under review, these three 
types of expenditures were assigned to BISP in the same proportion as the cash transfer payments under 
the Safety Net and other programmes.  The actual cost for providing payments to a beneficiary was Rs. 
665 in 2009/10 but increased to Rs. 1233 per beneficiary in 2010/11. The main drivers of the cost at that 
time were the poverty score card survey, the rise in the establishment cost of BISP and payment to partner 
organizations.  

Table 2.4:  Allocation vs Expenditures of BISP Cash Transfer Programme (PKR)13 

 

2009/10 BISP 
Expenditure 

2010/11 Total BISP 
Allocation 

2010/11 BISP 
Cash Transfer 

Allocation 

BISP Cash 
Transfer 

Expenditure 

Cash Transfers 35,311,000,000  83,815,000,000  69,566,450,000  25,331,600,000 

Secretariat and 
Regional 
Establishments 1,116,000,000 2,768,000,000 2,297,440,000  1,079,000,000 

Service Charge 
Partner 
Organizations 841,000,000 3,187,000,000 2,645,210,000  963,214,332  

Survey Charge 0 2,660,000,000 2,207,800,000  2,207,800,000  

Total Admin Cost 1,957,000,000 8,615,000,000 7,150,450,000  4,250,014,332 

Number of 
beneficiaries 2,942,583   6,984,583  5,797,204  2,110,967  

Total Cost per 
beneficiary 665  1,233  1,233  2,013  

  

13 Source: ICF GHK FIS study. Principal Author. Maliha Hamid Hussein. 2013. 
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3.  The Spot Check on Enrolment 
Grievances: Quantitative Survey  

3.1 Overview 

This section of the report presents the results of the grievance survey related to enrolments which is based 
on a sample of 399 cases across the country.  The results show that 68% of the respondents were 
beneficiaries themselves (Annexure 1, Table 1.A.2).  Of those beneficiaries who were represented by a 
relative, 25% were husbands and the rest were sons, or brothers, etc., (Annexure 1, Table 1. A.3). The 
team was able to obtain the phone numbers and CNICs of the beneficiaries (Annexure 1, Table 1. A.4) 
and, if required, will be able to track them to assess the outcome of their grievance over time.  Only 28% of 
the beneficiaries had access to their own phone (Annexure 1, Table 1.A.9), while another 38% had access 
to a phone belonging to a family member, friend or neighbour (Annexure 1, Table 1. A.10). Of the people 
interviewed, 92% were resident in the district where the case was filed (Annexure 1, Table 1. A.5).  From 
among these, 82% had a slip which showed their PMT score indicating that this was clearly not their first 
visit (Annexure 1, Table 1.A.7).  From among those who had access to their poverty scores, 60% had 
poverty scores of under 16.17, 34.48% had a score of between 16.18 to 20 and one had a score of 
between 21 and 25.  About 5% did not remember their scores.  The survey only included those 
respondents who were eligible to enroll in the system.     

Table 3.1:  Frequency and proportion of complainants with poverty scores 

Poverty Score Category Number  Percentage 

Up to 16.17 175 60.34 

16.18 to 20.00 100 34.48 

20.01 to 25.00 1 0.34 

25.01 to above - - 

Not Remember 14 4.83 

3.2 Beneficiaries’ Interaction with BISP 

Among the beneficiaries, 14% had received payments even under the previous system in which the 
parliamentarians selected the beneficiaries.  About 86% had qualified only under the PMT (Annexure 1 
Table 1.B.1). Of the sample, 68% remembered when the survey had been conducted (Annexure 1, Table 
1.B.2). Figure 3.1 below gives the poverty score card of the respondents.   About 89% reported that their 
homes had been visited during the survey (Annexure 1, Table 1.B.4).  In terms of the information provided 
for the survey, in 41% of the cases, this was through a direct interview with the potential beneficiary, in 
47% of the cases this had been provided by a male family member or a female family member (7%).  In 
3% of the cases, the information had also been provided by a village influential.   In 95% of the cases, the 
Poverty score Card survey teams gave a receipt to the surveyed household (Annexure 1, Table 1.B.6). In 
74% of the cases, the beneficiaries were confident that they were included in the list of recipients. In 9% of 
the cases they were not included and in 18% of the cases they were not sure of their inclusion (Annexure 
1, Table 1.B.7).  
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Figure 3.1 Source of Information for Poverty Score Card Survey 
 

3.3 Understanding and Knowledge about BISP 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

About 84% of the beneficiaries stated that they knew the BISP inclusion criteria (Annexure 1, Table 1.B.9).  
when asked what they thought was the eligibility criteria, 94% replied it was poverty, 19% felt it was being 
a widow, 6% said it was related to the poverty score, 4% felt it had to do with knowing an influential, while 
2% felt it was marriage and 1% said it was disability (Annexure 1, Table 1. B.10).   There was a wide 
variety of responses with respect to the source of information about inclusion in BISP. The most frequently 
cited response was BISP staff (59%).  However, the local influential appears to have been an important 
player in the delivery of the good news to the beneficiary as they had conveyed this news in 20% of these 
cases. Only 13% of the beneficiaries claimed they had come to know about their inclusion through a letter 
from BISP. Table 3.2 below gives the details of the sources quoted - Internet café, survey team, phone call 
to BISP and others.      

Table 3.2:  Source of information about inclusion in BISP 

Source Number Percentage 

BISP staff 172 58.50 

Local influential 60 20.41 

BISP letter 39 13.27 

Internet café 28 9.52 

PSC survey team 20 6.80 

Phone to BISP 6 2.04 

Family member 5 1.70 

Political worker 4 1.36 

Other beneficiaries 3 1.02 

Postman 1 0.34 

Neighbour 1 0.34 

 

There was very little written material of any sort provided to the respondents. In order to ascertain if the 
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beneficiaries were provided with some communication material, a specific question was asked about this 
aspect to which 81% of the respondents replied that they had not received anything (Annexure 1, Table 1. 
B.13). Those who had received some material said it included flyers, pamphlets. Letter or in a few cases a 
booklet as well (Annexure 1, Table 1. B.14). Apart from this very few were provided with any other type of 
form for complaints, etc. (Annexure, Table 1.B.16).  

3.4 The Specific Grievance 

A majority of the respondents (50%) had come to update their CNICs, followed by 42% for eligibility 
appeal, 5% for missing CNICs, 5% for change of name or address, missing information, duplicate 
household and delay in issuance of BDC (Annexure 1, Table C.1).  This pattern is very similar to the type 
of complaints being recorded in the country as a whole.  About 95% of the respondents felt their complaint 
had been heard (Annexure 1, Table 1.C.2).  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

A majority of the respondents prefer to go to the BISP tehsil office to lodge their complaints (94%).  About 
10% go to the BISP divisional office probably in Quetta where there is no Tehsil office and very few go to 
other offices (Table 3.3).  

Table 3.3:  Frequency and proportion of where the complaint is lodged (based on multiple 
responses) 

  Number Percentage 

BISP Tehsil Office 374 93.73 

BISP Divisional Office 38 9.52 

NADRA 2 0.50 

BISP Head Quarter 1 0.25 

Online application/email 1 0.25 

BISP Helpline 1 0.25 

GPO 1 0.25 

BISP Provincial Office - - 

 

Figure 3.2 Specific Complaint Being Filed 
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For a majority of the respondents (93%), it was not their first visit to register their complaint. On an 
average, a complainant has tried to complain 3 times. Of the total respondents, 17% had visited the office 
once before, 44% had visited between 2 to 3 times, 35% between 4 to 6 times and 7% had visited and 
tried to register their complaint more than 7 times. (Table3.4).   However, 88% reported that their complaint 
had been registered before (Annexure 1, Table 1. C.5).  In 60% of the cases they had not received a CMS 
number (Annexure 1, Table 1.C.6). However, of the 40% that did receive the number, (Annexure 1, Table 
1.C.7), it appeared that the respondent cannot track that specific grievance and its status on the website 
using this number. When a CMS number is punched into the BISP website as a form number, the payment 
record of some random beneficiaries in other parts of the country show up indicating that there is some 
duplication in assigning CMS numbers and form numbers.  This could generate some confusion among 
those trying to ascertain the status of their complaint through the website because form number and CMS 
ID are not unique. 

Table 3.4:  Number of times the complainant has tried to complain before 

  Number Percentage Average 

Not before 29 7.27 

3 times 

Once 67 16.79 

2 to 3 times 174 43.61 

4 to 6 times 101 25.31 

7 to 10 times 21 5.26 

11 to 15 times 7 1.75 

16 times and above - - 

A large majority of grievances were related to delays in response from BISP (81%), followed by behaviour 
of NADRA staff (12%), behaviour of BISP staff (8%), refusal to accept or process the case (7%) followed 
by other types of complaints which are indicated in Figure 3.3 below. There were very few cases in which 
people complained of corruption or of charging for services.  About 3% of the respondents had no general 
complaints. (Reference Annexure 1, Table 1.C.8). 

Figure 3.3:  General Grievances 
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The respondents were asked a specific question about whether someone had charged them for services, 
to which only 5% of the respondents admitted that they had paid someone (Annexure 1, Table 1.C.9).  On 
further questioning, it emerged that from among the 5% who were being charged, 26% had paid to a 
village influential, 26% to an agent, 21% to BISP staff, 21% to NADRA staff, 11% to the postman and 5% 
to the police (Table 3.5 below). These cases would be a minuscule proportion of the total sample. 

Table 3.5:  Complainants who reported that someone was charging them by staff or agency  

  Number Percentage 

Village influential 5 26.32 

Middleman/Agent 5 26.32 

BISP Staff 4 21.05 

NADRA Staff 4 21.05 

Postman/Post Office 2 10.53 

Police 1 5.26 

Bank Staff - - 

3.5 Understanding and Knowledge about Grievance System 

There were multiple sources of information from which the beneficiaries had heard about the BISP system 
of registering and resolving complaints. The principal source of information was informal channels; other 
beneficiaries (61%), family and friends (51%), and the village influential (16%). The electronic media was 
also a source of information as 7% had heard about the system on the television and 7% on the radio.  
The implementing partners of BISP, including its own network of offices, were not a very prominent source 
of information as few people had obtained the information from this source (Annexure 1, Table 1.C.11).  

  Figure 3.4 Source of Information about Grievance Mechanism 
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The current survey examined those respondents who had come to register the complaint and found that 
70% of them were beneficiaries themselves.  Of the remaining 30% there were several reasons for 
beneficiaries not coming themselves as reported by their representatives. The reasons were cultural 
factors (32%), followed by travel costs (30%), lack of time (19%), distance (18%), language (15%), old age 
and poor health (13%), disability (12%), etc.   

Table 3.6:  Reason for not registering the complaint personally (based on multiple responses) 

  Number Percentage 

Cultural problems 38 32.20 

Cannot afford travel costs 35 29.66 

Lack of time 22 18.64 

Long Distance 21 17.80 

Language barrier 18 15.25 

Old age/Sick 15 12.71 

Disable 14 11.86 

Security problems 6 5.08 

Job problem 1 0.85 

3.6 Effectiveness of the Grievance Redress Mechanism 

Most of the complainants (92%) had filed their complaints during 2013 and 2014 whereas only 8% had 
filed their complaints prior to this period (Annexure 1, Table 1.C.14). As indicated previously, 93% of the 
complaints were lodged at BISP tehsil offices, 9% in BISP divisional offices and remaining through other 
channels (Annexure 1, Table 1. C.15). From those who had come to register their complaints, 60% had 
filed them previously. (Annexure 1, Table 1.C.16). These previous complaints had been generally filed by 
the complainants themselves (71%) or a family member (28%). About 1% were filed by others on behalf of 
the potential beneficiary (Annexure 1, Table 1.C.17). As far as frequency of visits for earlier complaints is 
concerned, about 12% of the complainants had visited the BISP office 1 to 2 times, while 31% had come 
between 2 to 3 times, whereas 13% had visited 4 to 6 times and 4% had visited more than 6 times 
(Annexure 1, Table 1.C.18). On an average, a complainant had visited an office three times previously.  

When preference for visiting a particular BISP office was enquired, 67% of respondents believed that this 
was the most relevant office. About 38% reported that someone had referred them to this office, 25% had 
come here because this was closest to their home, 2% said that the staff was helpful and 2% knew the 
staff (Annexure 1, Table 1.D.1).  In terms of the documents they had submitted with the complaint, 86% 
had deposited copies of their CNIC, 36% copy of the poverty score card slip, 16% had submitted a written 
complaint on a stamp paper, 3% had used the complaint form, 2% had submitted the CNIC of the husband 
or relative and 1% letter from BISP. About 8% had deposited no other papers (Annexure 1, Table 1.D.2). 
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Figure 3.5:  Documents submitted with the Grievance 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

From among the complainants, 73% had received an acknowledgement.  However, 84% of those who had 
received an acknowledgement had only received a verbal acknowledgement. In addition, 56% also 
received a Case Management System ID, 8% had received a slip and less than half a percentage claimed 
they had received a letter from BISP (Annexure 1, Table 1.D.3).   

3.7 Economy 

The complainants were asked about the distance of the concerned office from their residences.  For 30% 
of the respondents, it was less than 10 kms, for 15% it was between 11 kms to 20 kms, for 18% it was 
between 21 to 30 kms, for 12% it was between 31 to 40 kms, for 11% it was between 41 to 50 kms and for 
15% it was above 50 kms. In terms of the time taken to get to the office, 41% of the respondents could 
reach the place within an hour, 37% between 1 to 2 hours, 18% between 2 to 3 hours and 4% had to 
spend more than 3 hours.  In terms of their mode of transport, 84% used public transport, 19% walked, 7% 
used personal transport, 5% used a taxi and 2% used the transport belonging to a friend. (Annexure 1, 
Table 1.D.4).   

Figure 3.6:  Distance from House to Complaints Office 
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In terms of the travel costs, 6% incurred no travel costs, while 66% had paid less than Rs. 200, 12% paid 
between Rs 201 to Rs. 300, 8% paid between Rs. 301 to Rs. 400 and 8% had paid above Rs. 401 
(Annexure 1, Table 1.D.5).  These are just the travel costs per person per round trip to go from house to 
complaint office.  In 15% of the cases, the complainant had visited the complaint office only once, in 49% 
of the cases, the complainant had to visit two to three times, in 28% of the cases four to six times and in 
9% of the cases more than seven times (Annexure 1, Table 1.D.6). When the unit cost of travelling is 
multiplied by the average number of visits, the complainant can incur substantial cost even before 
receiving any financial assistance from the safety net programme.   

Table 3.7:  Travel costs per person per round trip to go from house to complaint office 

  Number Percentage Average Cost 

No Cost 22 5.51 

Rs. 149 

Less than 100 Rupees 139 34.84 

101 to 200 Rupees 126 31.58 

201 to 300 Rupees 48 12.03 

301 to 400 Rupees 30 7.52 

401 to 500 Rupees 13 3.26 

Above 500 Rupees 21 5.26 

3.8 Effectiveness   

A specific question was asked to assess the complainant’s perspective about whether their grievance had 
been resolved or not.  Only 11% of the respondents thought their grievance had been resolved, 42% 
believed it had been partially resolved whereas 47% said that it had not yet been resolved. (Annexure 1, 
Table 1.D.7). Of those who said that their grievance had been resolved, 62% remembered the time taken 
to resolve their grievance (Annexure 1, Table 1.D.9).  Of these, 50% stated that their cases had taken 
more than 6 months to resolve while the rest reported that the cases had been solved within four months 
(Annexure 1, Table 1.D.10). Of those who felt that their grievance had not yet been resolved, 95% said 
that they did not know whom to approach at the next level to pursue their case further (Annexure 1, Table 
1. D.8). Of the 5% who felt they knew who to contact, said that they would have to go either to the NADRA 
office or the divisional office of BISP (Annexure 1, Table 1.D.8). None of them reported the BISP provincial 
office or the call centre as a port of call.   

3.9 Understanding 

Two different sets of questions were asked to assess i) knowledge- and ii) understanding of the complaint 
registration mechanism. As far as knowledge of the mechanism is concerned 67% of the respondents did 
not know the mechanism (Annexure 1, Table 1.D.11).   

Regarding level of understanding of the mechanism only 4% reported that they understood it fully, 35% 
said they understood it partially and 61% did not know it at all as depicted in Figure 3.7 below.  (Annexure 
1, Table 1.D.12). 
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Figure 3.7:  Level of Understanding 

 

 

 

 

 

 

 

 

 

 

 

 

 

3.10 Level of Satisfaction 

Respondents were asked about their level of satisfaction with the grievance redress mechanism of the 
safety net programme. About 48% of the respondents were not satisfied, 2% were partially dissatisfied, 7% 
were neutral, 35% were partially satisfied whereas 8% were fully satisfied (Annexure 1, Table 1. D.13). In 
terms of the complaint resolution system, 56% were not satisfied, 2% were partially satisfied, 7% were 
neutral, 27% were partially satisfied and 8% were fully satisfied. There was a much greater degree of 
satisfaction with the attitude of the staff at the complaint office, with 19% reporting full satisfaction, 44% 
were partially satisfied, 18% were neutral, 5% were partially dissatisfied and 15% were not satisfied 
(Annexure 1, Table 1.D.15).  

Figure 3.8:  Level of Satisfaction with Complaint Registration and Resolution System 
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3.11 Transparency and System Leakages 

In order to assess the extent to which there may have been demands on the complainants to make a 
payment by any one assisting them to lodge or resolve their complaint, a set of questions were included in 
the survey.  The responses indicated that in 94% of the cases, none of the complainants were asked to 
make any kind of payment by anyone (Annexure 1, Table1.D.16).    Of the 6% who were asked for 
payment, 42% indicated that it was by middlemen, 25% by BISP staff, 21% by NADRA staff, 13% by POS 
agent, 8% by the Post office and only 4% by a police woman. Of those who were asked to pay, 75% did 
actually pay for the complaint to be resolved (Annexure 1, Table 1. D.17).  The frequency of payment by 
the 6% who did pay, was the highest to the middleman, followed by NADRA Staff, BISP staff, post 
man/post office and POS agent (Annexure 1, Table 1. D.18). However, the highest average amount paid 
was to the post man/post office (Rs. 500), followed by POS agent (Rs. 450) and the others at between Rs. 
230 and Rs. 292. The few times that the police woman has asked for a payment, the average amount has 
been around Rs.100. In 96% of cases where payment was made no complaint was lodged against the 
person demanding the payment (Annexure 1,Table 1. D.20). In the one case where a complaint was 
lodged it was not attended to. (Annexure 1, Table D.21). However, this sample is small and statistically not 
significant. 

Figure 3.9:  Proportion of complainants who were asked for any sort of payment for assistance by 
type of person who asked them 
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4.  The Spot Check on Payment 
Grievances: Quantitative Survey  

 

4.1 Overview  

This section of the report is based on an analysis of the findings from the quantitative survey of cases 
regarding payment grievances. The analysis is based on a sample size of 398 cases14 in all provinces. 
The sample size in each province is based on the proportion of beneficiaries in each province (Annexure 2, 
Table 2.A.1).  The information collected was based on the questions related to beneficiarie’s interaction 
with BISP, payment modalities, complaints processing with respect to payments and payment instruments.   

 Among the respondents, 75% were beneficiaries themselves while the remaining were their 
representatives (Annexure 2, Table 2.A.2).  From the remaining 25%, 34% were husbands while the rest 
were relatives (Annexure 2, Table 2.A.3). The beneficiaries claimed that the method through which most of 
them were informed of the change in payment modality was informal (78%), a letter from BISP (3%) while 
19% said they had not been informed (Annexure 2, Table 2.C.16).  While 27% of the complainants had 
access to a mobile phone of their own, 42% had access to a phone belonging to a family member, friend 
or a neighbour (Annexure 2, Table 2.A.5 and Table 2.A.6).  About 30% did not have access to any phone.   

4.2   Beneficiary’s Interaction with BISP 

Of the respondents included in the sample, 38% had been beneficiaries under that phase of the safety net 
programme in which the selection of the beneficiaries had been determined by the Parliamentarians 
(Annexure 2, Table 2.B.1). A large number of the respondents (71%) remembered the administration of the 
PSC survey (Annexure 2, Table 2.B.2) and 87% claimed that their homes had been visited by the survey 
team (Annex Table 2.B.4). Of the remaining 13% who said that the survey had not been done in their 
homes, 43% maintained that it had been conducted at a central place in the village, in the ‘dera’15 of a 
village influential (27%) in the ‘dera’ of the headman (12%) in school (12%), whereas 6% did not know the 
specific place where the survey was conducted (Annexure 2, Table 2.B.5). About  48% claimed that the 
information to the survey team had been provided directly by the beneficiary,  however 47% stated that the 
information had been given by a family member and for the remaining 5% the information was provided by 
others. (Annexure 2, Table 2.B.6). About 97% of the respondents had been given a receipt by the PSC 
survey team (Annexure 2, Table 2.B.7). The actual information regarding their inclusion in BISP was 
provided, in the majority of the cases by BISP staff, followed by a family member, a village influential and 
an internet café. Other sources included BISP letter, Post Office, etc. (see Figure 4.1)  

 

 
 
 
 
 

14 The original sample size of 400 was reduced to 398 due to denial of access to information and benefiaries in Uthal, Lasbella. 
15 a place where men meet and socialize in the village. 
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Figure 4.1:  Source of Information about inclusion in BISP 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

4.3 Knowledge about BISP 

The survey also elicited responses regarding the beneficiaries’ knowledge and perceptions about BISP.  
Not surprisingly, 84% of the beneficiaries said that the safety net programme was being sponsored under a 
scheme from Benazir and only 9% said it was a scheme sponsored by the Government of Pakistan or one 
which was being sponsored by the Pakistan People’s Party (4%) and another 3% did not know who was 
sponsoring it (Annexure 2, Table 2.B.9).  In terms of their source of information about the programme, 51% 
had heard about it from family and friends, 35% from other beneficiaries, 18% from the village influential, 
11% from television, 9% from the survey team, 7% from the radio and the rest from various other sources 
as reflected in Table 4.1 below.  Once they qualified in the programme, only 34% of the beneficiaries 
claimed they had received some sort of material with details of the programme (Annexure 2, Table 2.B.11 
to 2.B.13).   

Table 4.1:  Source of Information about BISP 

  Number Percentage 

 Through family and friends 202 50.75 

 Other beneficiaries 138 34.67 

 Village influential 70 17.59 

TV 44 11.06 

Survey team 35 8.79 

Radio 29 7.29 

Printed Material 10 2.51 

Newspaper 8 2.01 

 Parliamentarian 2 0.50 

Postman/Post Office 2 0.50 

BISP staff 1 0.25 

From the sample, 84% claimed they knew about the BISP eligibility criteria (Annexure 2, Table 2.B.14). 
When asked further, 95% said that the criterion was poverty, 22% said it was being a widow, 5% said it 
was linked to the poverty score and  a small number said it was knowing an influential (Annexure 2, Table 

Mott MacDonald Ltd. 29 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

2. B.15). About 66% of the beneficiaries claimed that they knew when the instalment had been transferred 
to their accounts (Annexure 2, Table 2.B.16). The source of this information varied, with 38% claiming that 
information was received by word of mouth, 30% said it was BISP Tehsil Office, 9% said it was from a 
bank official, 6% said it was from a POS agent and 6% said from family and friends. The few remaining 
beneficiaries reported that it was through a BISP letter, village influential, post man and a host of other 
sources (Annexure 2, Table 2.B.17).  In terms of their knowledge about the BISP grievance redress 
system, 84% had heard about it from family and friends while the others reported a variety of other 
sources, like other beneficiaries (6%), radio (6%), television (5%), etc. (Annexure 2, Table 2. B.18).  

4.4 The Safety Net Payments  

According to the results of the survey there were  a mix of methods through which the beneficiaries were 
receiving their payments.  The results indicated that  85% were receiving payments through BDCs, 7% 
through mobile phones, 5% through BSCs and 4% through the PP (Annexure 2, Table 2.C.13). However, 
many of the beneficiaries i.e 56% had previous experience of receiving funds through the PP (Annexure 2, 
Table 2.C.1). From those interviewed, 94% reported that they received their payment on a quarterly basis, 
2% on monthly basis, 0.75% annually while  4% had not yet received any payment after their enrolment 
(Annexure 2, Table 2.C.2). About 61% of the respondents reported that they received less than Rs 3,500 
per quarter, while 32% said they received Rs. 3,500 and only 2% said they received Rs. 3,600 (Annexure 
2, Table 2.C.6).  A quick look at the BISP website for the payment details of some of the beneficiaries in 
the sample showed a fairly erratic deposit and withdrawal behaviour.  However, this deserves further 
examination which would be undertaken during the on-going spot check exercise as it was beyond the 
scope of the current review.   

There is generally little record keeping by the beneficiaries of whether they received the full payment for a 
year or not although there is a web based data that can be accessed by any beneficiary by using her CNIC 
number.  The perception of the beneficiaries with respect to the receipt of payment indicates that 48% 
received the full payment, 45% did not receive the full payment while 7% said that they did not know 
(Annexure 2, Table 2.C.7).   For a twelve month period from February 2012 to January 2013, the 
beneficiaries should have received Rs. 12,000. About 21% did not receive any payment, 16% received 
less than Rs. 5,000, 31% received up to Rs. 10,000 and 32% reported that they received more than Rs. 
10,000 (see Figure 4.2).         

Figure 4.2:  Perceptions about how much money was received in a one year period 
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4.5 Grievances Regarding Payments through the Pakistan Post  

A few respondents in the sample were still receiving their payments through the PP (4%) (Annexure 2, 
Table 2.C.13) although more than half of the total respondents had previous experience of this modality. 
Out of current users of this modality, about 63% were receiving the payment from the postman at their 
doorstep, while 38% went to the post office to receive their payments (Annexure 2, Table 2.D.1).  For 75% 
of them, the post office was less than 10 kilometres away (Annexure 2, Table 2.D.2) and it took 69% of 
them less than an hour to get there. The types of complaints that the beneficiaries had come to lodge was 
that they had not yet received payment (69%), there was delay in payment (38%) or that the payment had 
been partial (13%) (Annexure 2, Table 2.D.3). Their general complaints were that it was difficult to file a 
payment grievance (44%), behaviour of the postman (38%) or post office staff (19%) and BISP staff (19%), 
request for payment by BISP staff, refusal to accept the grievance, corruption, lack of information when the 
grievance would be resolved and request for baksheesh by the postman.  However, the number of cases 
in the sample who were still receiving payments through the postman was small and therefore these 
findings are not statistically significant. Table 4.2 below gives the sample size and the proportion of the 
different types of grievances.  

Table 4.2:   General Complaints by those receiving payment through Pakistan Post (multiple 
responses) 

  Number Percentage 

Difficult method of filling a payment grievance 7 43.75 

Behaviour of Postman 6 37.50 

Request for payment by BISP staff 5 31.25 

Behaviour of post office staff 3 18.75 

Behaviour of BISP staff 3 18.75 

Refusal to accept or process grievance 3 18.75 

Corruption 3 18.75 

Lack of information on when the grievance will be resolved 2 12.50 

Request for baksheesh by the postman 2 12.50 

4.6 Grievances Regarding Payments through Mobile Phones 

Those receiving payments through the mobile phone (7%) had specific complaints associated with the 
payment instrument and the agencies responsible for disbursing payments.  The most significant 
grievances cited were non-payment by franchisee (42%) which occasioned repeat visits (31%), money 
illegally drawn 8%, delay in payment (8%) and partial payment (4%).  Other reasons had to do with the 
beneficiaries’ difficulty in handling the phone as the SIM was reported lost in 15% of the cases, SIM 
exchanged (12%), mobile phone was lost (12%), mobile phone damaged (4%) and payment verification 
message not received (4%).  Figure 4.3 below lists the reasons reported in the use of this modality.  It 
should be noted that as the number of cases in the sample who were receiving payments through the 
mobile phone was small, therefore these findings are not statistically significant (Annexure 2, Table 2.E.1). 
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Figure 4.3:  Grievances against mobile phone 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The users of the mobile phone were also asked about any general complaints they may have against the 
safety net programme or any of its implementing agencies. The responses received are reported in Table 
4.3 below.  Multiple responses were elicited among which the most commonly cited one was delay in the 
response from BISP (42%), no intimation of when payment will be made (38%) and difficult method of filing 
the payment grievance (38%). Other grievances reported were concerned with behaviour of POS staff, 
delay in response from Bank, etc.   

Table 4.3:  General nature of complaints by those getting paid through Mobile Phones  
(based on multiple responses) 

  Number Percentage 

Delays in response from BISP 11 42.31 

No intimation of when payment will be made 10 38.46 

Difficult method of filing a payment grievance 10 38.46 

Behaviour of POS staff 3 11.54 

Delay in response from bank 3 11.54 

Behaviour of BISP staff 2 7.69 

Refusal to accept or process grievance by BISP 2 7.69 

Difficult method of SIM activation 2 7.69 

Charging for services by franchisee 1 3.85 

Corruption - - 

4.7 Grievances Regarding Payments through Benazir Smart Cards (BSC) 

At the time of the survey, 5% of the respondents were still receiving their payments through BSCs. About 
16% stated that they had not been issued the BSCs. Those who had received the BSC most frequently 
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(32%) cited problems with non-payment by franchisee.  Some reported repeated visits to the POS agent 
(11%) and (5%) complained about partial payments.  No one complained about the closure or over-
crowding of POS. Many of the problems had to do with the lack of capacity of the beneficiary to look after 
the device as 32% reported that they had lost the PIN, 11% reported that it had been exchanged and 
another 11% reported that it had been lost.  The number of cases in the sample who were receiving 
payments through the BSC was small and therefore these findings are not statistically significant 
(Annexure 2, Table 2.F.1). 

Figure 4.4: Grievances Related to Smart Cards (%) 

 
 

 
 

 

 

 

 

 

 

 

 

 

 

The respondents were also asked about any general complaints they may have against the safety net 
programme.  The most frequently cited reason was delay in response from BISP (68%), followed by lack of 
informing them on when the next payment was to be made (21%), behaviour of POS agent (16%), BISP 
staff (11%) and the difficult method of filing a payment grievance (5%). Table 4.4 below outlines the 
proportion reporting each of these instances and the sample size. 

Table 4.4:  Frequency and proportion of complainants by general nature of complaint  
(based on multiple responses) 

 

Number Percentage 

Delay in response from BISP 13 68.42 

Non intimation on when payment will be made 4 21.05 

Behaviour of POS 3 15.79 

Behaviour of BISP staff 2 10.53 

Delay in response from NADRA 2 10.53 

Difficult method of filing a payment grievance 1 5.26 

Charging for services by franchisee - - 

Refusal to accept or process grievance - - 

Corruption - - 
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4.8 Grievances Regarding Payments through Benazir Debit Cards  

At the time of the survey, 85% of the respondents reported receiving their payments through the Benazir 
Debit Card (BDC).  The most frequently cited problem was due to lack of familiarity with the payment 
instrument, lack of access to information and inexperience in handling any type of documents.  In 35% of 
the cases, she had lost, misplaced or damaged the BDC. In 31% of the cases she had lost the PIN. 
Blocking of cards was reported in 23% of the cases, exchange with another card is 8% and card capture 
was reported by 5%.  A host of other reasons related to problems with the ATM, franchisee and POS were 
reported which are given in Table 4.5 below. 

Table 4.5:  Grievances reported by users of BDCs (based on multiple responses) 

  Number Percentage 

BDC lost/misplaced/damaged 118 35.01 

PIN Lost 104 30.86 

BDC Blocked 78 23.15 

BDC exchanged 28 8.31 

BDC captured by ATM 17 5.04 

Money illegally drawn 15 4.45 

Error message on the ATM 12 3.56 

Non-Payment by franchisee 6 1.78 

Repeated visits to the ATM for Payment 5 1.48 

No PIN code 4 1.19 

BDC activation problem 3 0.89 

Repeated visits to the franchisee for payment 2 0.59 

No money in the ATM 2 0.59 

POS agent runs out of money 1 0.30 

POS agent ask to buy material from his shop 1 0.30 

ATM system is down 1 0.30 

Payment was not transferred 1 0.30 

Bank issued double card 1 0.30 

Fake BDC  1 0.30 

Partial Payment - - 

The beneficiaries were asked specific questions about their interaction with the Bank staff. About 43% 
responded using BDC reported that a bank official had been nominated to deal with their complaints while 
57% reported that they were not assisted in any way by a bank staff (Annexure 2, Table 2.G.2).  Of the 
respondents, 32% had complained about the  ATM, possible reasons could include running out of cash,  
overcrowding around it,  system not functioning or inability to use the machine properly, etc16. As depicted 
in Figure 4.5 below, in a majority of the cases, 47% of the beneficiaries, who had complained about the 
ATM went to the Bank Manager. In 25% of the cases they went to the BISP Tehsil Office, in 13% of the 
cases to the bank helpline, 11% to the ATM helpline and 3% to the BISP helpline (Annexure 2, Table 

16 The possible reasons have been gleaned from survey teams field reports 
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2.G.3). In 51% of the cases, the beneficiaries felt their complaint had been registered whereas in 49% they 
felt it had not been registered (Annexure 2, Table 2.G.4).  

Figure 4.5:  Where complaints against the ATM were first lodged 
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Very few complaints were lodged against the POS agent and in 76% of the cases where such complaints 
were lodged it was in the BISP Tehsil office (Annexure 2, Table 2.G.7). Some general grievances of the 
respondents who were using the BDC were also noted.  The most frequently cited grievance was related 
to the behaviour of the POS agent (41%) followed by delay in response from BISP (35%), no intimation 
when payment was deposited into the Beneficiary LMA account (18%) and charges for services of POS 
agents or payment of baksheesh to them (18%).   Apart from this, there were a few other grievances which 
were not reported very often. Table 4.6 below gives details of the beneficiary responses during the survey. 

Table 4.6:  General Complaints Reported by Users of BDCs (based on multiple responses) 

  Number Percentage 

Behaviour of POS agent 7 41.18 

Delay in response from BISP 6 35.29 

No intimation on when payment will be made 3 17.65 

Charging for services of POS agent on demand or Baksheesh 3 17.65 

Difficult to file a payment grievance 2 11.76 

Behaviour of BISP Staff 1 5.88 

Refusal to accept or process grievance 1 5.88 

Charging for services of middle man on demand or Baksheesh - - 

Charging for services of BISP Staff on demand or Baksheesh - - 

4.9 Processing of the Complaint 

A cumulative analysis of where a majority of the complaints are filed indicates that the BISP Tehsil Office is 
the preferred choice where 84% of the complainants register their complaints followed by the Bank (24%), 
BISP divisional offices (7%), Bank helpline (6%), NADRA (5%).  A few beneficiaries reach a series of other 
locations as well, such as the post office, local administration, BISP helplines, police station, Tehsildar’s 
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office, POS agent. There was only one respondent who had sent an online application and no one 
reported going to the BISP headquarters or an MPA or MNA to lodge their complaint (Annexure 2, Table 
2.H.1).  

Figure 4.6:  Location Where the Complaint is filed 

 
In 76% of the cases, the complaint is filed by the beneficiary herself and in 20% of the cases it is filed by a 
male family member. Some also reported the filing of complaints by other female family members (3%) 
and a neighbour, political worker, social worker but these cases were negligible (Annexure 2, Table 2.H.2).  
The reasons for those respondents not lodging the complaint themselves were similar to  those stated for 
the enrolment cases. The most often cited reasons were cultural problems (43%), distance to complaint 
site (21%), travel cost (17%), lack of time (16%), language barrier (13%), disability (10%), illness (9%), old 
age (4%), security, etc., (Annexure 2, Table 2.H.3). About 78% of the complainants remembered when 
they had filed the complaint (Annexure 2, Table 2.H.4).  About 94% of the complaints had been filed in 
2013 and 2014 (Annexure 2, Table 2.H.5).  The reason for filing the complaint by beneficiary  in a 
particular office was based on the understanding that it was the relevant office to lodge that complaint 
(67%).  Others had been referred to this office (29%), some respondents cited proximity to their place of 
residence (24%), convenience of the respondent (5%) and the helpful attitude of staff (4%) (Annexure 2, 
Table 2.H.6).  In 41% of the cases the complaint was first heard by the AC, followed by the AD (35%), 
Bank manager (11%), Bank helpline (5%) as reflected in Table 4.7.  This indicates that most people are 
using the most direct channel for lodging their complaints.  There were relatively few people who were 
using the BISP helpline, BISP Naib Qasid, bank security guard, POS agent, NADRA or any other 
middleman.  

Table 4.7:  The person who first heard the complaint 

  Number Percentage 

BISP AC 165 41.46 

BISP AD 141 35.43 

Bank manager 44 11.06 
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  Number Percentage 

Bank helpline 20 5.03 

Post master 6 1.51 

BISP helpline 5 1.26 

Bank staff / Security guard 5 1.26 

POS agent 4 1.01 

NADRA 2 0.50 

BISP naib qasid 1 0.25 

Mukhtiarkar 1 0.25 

Middleman 1 0.25 

No body / No one heard 3 0.75 

In terms of the documents that were submitted with the complaint, it appeared that a copy of CNIC was the 
main one (85%).  A relatively large number were submitting a written application on a stamp paper (18%), 
some were also submitting a copy of PSC survey slip (13%). Some were also giving copies of BDC (4%), 
Case Management Form (3%) with a few reporting that they had handed over their original BDC (2%), PIN 
code slip (0.75%), etc. Some 11% were giving no documents of any type (Annexure 2, Table 2.H.8).   
About 57% of the complainants reported that they had received an acknowledgment (Annexure 2, Table 
2.H.9).  However, in 87% of these cases where an acknowledgement had been given it was purely verbal 
and in 11% they received a slip whereas receiving a complaint number was reported by only 2% of the 
beneficiaries (Annexure 2, Table 2.H.10).     

In terms of distance travelled by the respondents from their homes for filing a complaint, the data shows 
that the complainants had covered an average of 26 kms. About 33% had travelled less than 10 kms, 24% 
had travelled between 11 and 20 kms and 42% had travelled more than 21 kms (Annexure 2, Table 
2.H.11).  It took them, on average a little over an hour to travel this distance.   However, 21% had to travel 
more than 2 hours to reach the complaint office (Annexure 2, Table 2.H.11). About 82% of the respondents 
used public transport, 16% walked, 7% had personal transport, 6% used a taxi and 1% took a lift from a 
friend (Annexure 2, Table 2 H.12).  

Figure 4.7:  Distance Travelled from Home to lodge a Payment Complaint 
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On average, the cost of the travel to lodge the complaint was Rs 151 for a round trip fare for one person. 
About 6% travelled without incurring any costs, 37% paid less than Rs 100, 29% paid between Rs 101 and 
Rs 200, 28% paid above   Rs 200 (Annexure 2, Table 2.H.13).  Only 9% of the beneficiaries had to make 
one trip, 52% made between two to three trips, 24% visited the office four to six times, while 15% had 
visited more than seven times indicating that the problems were not being resolved in the first few visits. 
(Annexure 2, Table 2.H.14).  In terms of the proportion who believed that their complaints were being 
resolved as reflected in Figure 4.8, 4% considered that the complaints had been resolved, 25% reported 
that they were partially resolved and 70% said that they were not being resolved (Annexure 2, Table 
2.H.15).  From the small sample who stated that their complaints had been resolved, 33% did not 
remember when the complaint had been lodged. About 55% of those who did remember how long it took 
to resolve their complaints said that it took two months or less, 27% said it took three months and 18% 
said it had taken more than three months.  However, the sample size is not large enough to make any 
statistically significant inferences (Annexure 2, Table 2.H.16)   

Figure 4.8: The proportion of beneficiaries who felt their complaint had been resolved 

 
 

 
 
 
 
 
 
 
 
 
 
 
 

4.10 Understanding of the Complaint Redress Mechanisms 

About 36% of the respondents said that they knew about the complaint registration process while 64% said 
that they did not know.  On further probing, only 6% of those who said they knew the process believed that 
they understood it fully, while 72% considered that they understood it only partially, while 22% opined that 
they did not understand it at all, Figure 4.9 below (Annexure 2, Table 2.H.17 and Annexure 2, Table 
2.H.18).   

Figure 4.9:  Proportion of complainants who think they know and understand the complaint 
registration mechanism 
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4.11 Level of Satisfaction with the Grievance System 

Respondents were asked to comment on their level of satisfaction with the complaint registration 
mechanism of BISP. Only 6% of the respondents reported that they were fully satisfied, 21% were partially 
satisfied, 5% had no view one way or the other, 2% were partially dissatisfied while 67% were not at all 
satisfied.   Table 4.8 below presents these results.  Responses were also elicited about the complaint 
resolution mechanism.  This showed a higher frequency of those who were partially satisfied compared 
with the registration mechanism.  However, the proportion who were not satisfied was 69% (Table 4.9 
Below).  

Table 4.8:  Level of Satisfaction with the complaint registration mechanism  

  Number Percentage 

Fully Satisfied 23 5.78 

Partially Satisfied 85 21.36 

Neutral 20 5.03 

Partially Dissatisfied 9 2.26 

Not at all Satisfied 261 65.58 

Table 4.9:  Level of Satisfaction with the complaint resolution mechanism 

  Number Percentage 

Fully Satisfied 24 6.03 

Partially Satisfied 72 18.09 

Neutral 21 5.28 

Partially Dissatisfied 7 1.76 

Not at all Satisfied 274 68.84 

In terms of the respondents who are satisfied with the attitude and the treatment by the staff of the 
complaints office, it was reported that 14% were fully satisfied, 42% were partially satisfied, 11% were 
neutral, 8% were partially dissatisfied and only 24% were not at all satisfied. This information reveals that 
the problem maybe one with the system rather than with the people since respondents were much more 
satisfied with the staff attitude and treatment (Annexure 2, Table 2.H.21).  

Figure 4.10: Level of Satisfaction with the attitude of the Staff at the Complaint Office 
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A large majority (88%) of the respondents  stated that no one had asked them for any kind of payment. 
However, 12% claimed that someone had asked them for a payment to assist them (Annexure 2, Table 
2.H.22). Of this relatively small percentage, 68% claimed that they had paid someone on being asked, 
while the others (31%) had not paid despite being asked (Annexure 2, Table 2.H.23). The amount that was 
paid was averaged to Rs. 305 which represents about 10% of a quarterly payment. About 42% paid more 
than Rs 400 on being asked. Table 4.10 gives the details. 

Table 4.10: Frequency and proportion of complainants by amount paid 

  Number Percentage Average Amount Rs. 

Less than 100 Rupees - - 

305 

100 - 199 Rupees 12 36.36 

200 - 299 Rupees 5 15.15 

300 - 399 Rupees 2 6.06 

400 - 499 Rupees 1 3.03 

500 Rupees and Above 13 39.39 

In most of the cases, if a payment was made, it was given to a middleman (53%), followed by postman 
(18%), Bank staff (15%), POS agent (6%) and police/lawyer  (6%), with BISP staff being cited as receiving 
the payment in only 3% of the cases (Annexure 2, Table 2.H.25).  However, when a payment was made to 
the middleman, he appeared to charge the most amount, on average (Rs. 350), followed by the lawyer or 
police (Rs. 300), Postman (267), Bank Staff (Rs. 220) and POS agent (Rs. 175). The BISP staff was 
reported to be paid by the least number of people and was also given the least amount at an average of 
Rs. 100.   In 85% of the cases, no complaint was registered against the person who had asked for the 
payment (Annexure 2, Table 2.H.26). Complaints regarding charging of money by any person was 
generally registered at the BISP office (57%), followed by Bank (29%) and in a few cases at the POS 
agent or police (Annexure 2, Table 2.H.27).  When they did report such cases of baksheesh or side 
payments, 85% of those who reported them stated that their complaint had not been attended to 
(Annexure 2, Table 2.H.28).    

Table 4.11: Who was paid and amount paid 

  Number Percentage Amount Range Average Amount 

BISP Staff 1 2.94 100 100 

Bank Staff 5 14.71 100-500 220 

Middleman 18 52.94 100-500 350 

Lawyer/Police 2 5.88 100-500 300 

POS agent 2 5.88 150-200 175 

Post man 6 17.65 100-500 267 
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5.  The Spot Check on Grievances: A View 
from the Field 
 

5.1 Overview 

The SCBF-C field teams conducting the grievance survey were able to gain some important insights during 
their interaction with the staff of the various implementing agencies especially BISP and with beneficiaries 
in the field17.  In order not to lose this invaluable perspective, this section of the report attempts to capture 
some of this experience. The survey teams visited 65 BISP offices in the selected districts.18  This section 
of the report is based on the detailed reports by some of the Provincial Managers and core team members 
visiting the field.  A key finding from this assessment is that while the system of grievance generally 
resembles the design outlined for its operation, in some key respects the actual practice is somewhat 
different from the theoretical underpinnings of the model.  

Pakistani women face high levels of gender discrimination and have among the lowest levels of financial 
literacy and inclusion at 3% compared to almost any other country in the world.19  This generates its own 
set of issues and makes the task of ensuring that the beneficiary women are enrolled and receive their 
payments on time even more difficult. Many of the grievances are a result of the profile of the beneficiary 
population which is being served. There are some blind spots in the system, which although immediately 
apparent to an outsider, often get eclipsed by the mammoth task of dealing with a large number of 
beneficiaries, who have no or low levels of literacy, face enormous cultural and social barriers and whose 
experience with any kind of formal institutions is very proscribed.  One of these blind spots is, that the 
BISP system does not entertain some types of grievances, such as an enrolment grievance where the 
PMT is not in the eligible range, or a payment grievance in cases where the payment is late because BISP 
has not released the payment.  Some of the issues gleaned from the field by our teams are summarized in 
the sections in this chapter.   

5.2 BISP Staff Strength 

The main agency which is mainly coordinating enrolments and payment is the network of BISP Tehsil 
offices assisted by NADRA and the participating banks through its counters in the BISP offices. The core 
team met with the senior staff of BISP at the Provincial and Divisional levels to get a first-hand view of their 
impressions and views.  A common constraint witnessed in the offices and verbally stated by the officials 
at the provincial and divisional levels and by the Tehsil Ads, was the lack of personnel given the volume of 
work and the number of enquiries the offices had to deal with. The catchment areas are large, the number 
of potential beneficiaries many, and ADs and ACs are obliged to deal both with office work and go into 
communities to identify potential beneficiaries and encourage them to enrol. In some instances, the case is 
of a manageable size such as in Kalar Saidan in Punjab and Mirpur in AJK, where the offices are able to 
handle the workload due to a lower number of cases.  

 

17 To keep report objective, name of certain tehsil offices have been withheld and can be referred if required  
18 (Punjab 27, KPK 17, Sindh 12, Balochistan 5, AJK 3 and G/B 1)  
19 The Little Data Book on Financial Inclusion 2012. World Bank. 
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Balochistan does not have any offices at the Tehsil level and only has five offices at the Divisional level.   
The BDC centres were few and far between.  There is overall lack of staff at each level in Sindh where all 
Talukas do not have a BISP tehsil office and level of operational staff in the existing tehsil offices is 
inadequate. Leaving out the support staff positions of Chowkidars and Naib Qasids, there should be a total 
of 363 staff members in the 123 Tehsil Offices. However they have only 60 people in these offices.20  
Furthermore, in Sindh province, 8 out of 12 BISP Tehsil offices visited, had no NADRA or Bank staff.  In 
one of the divisions visited, the Director has been given acting charge of another division.   The situation in 
Sindh is relatively dire because there is a ban on hiring new staff and the limited number of staff working is 
on deputation.   The reports of the Provincial Managers of SCBF-C give details of the areas where some of 
these issues were observed. 

The staff situation is much better in Punjab because there was no recruitment ban in this province.  
Nevertheless, there was a shortage of staff. According to the rules, there should be one AC for every 7000 
beneficiaries but some tehsils had 37,000 to 40,000 beneficiaries21 and no extra staff was assigned in the 
tehsil offices regardless of the number of beneficiaries.    On their part, beneficiaries, tend to go to tehsil 
offices even when their complaints are related to banks. While most of BISP staff has been given some 
training, no specific training has been imparted in operations or in management.  

Special campsites and BDC centres were established at the start of the programme to distribute cards. 
However, as the distribution of BDCs is being completed, the centres are gradually being reduced. 
Currently there is only one BDC distribution centre for each district in general which causes great 
inconvenience to beneficiaries.  In Punjab province, Rawalpindi and Mianwali Tehsil offices had no 
NADRA or Bank counters. Similarly in KPK, Town IV (Peshawar) and Paharpur (DIK), the tehsil office had 
no bank or NADRA counters. However, there were five NADRA counters in Shahibagh (Peshawar).  In 
Rawalpindi, potential beneficiaries were being referred to Islamabad office at Tarlai to get their problems 
resolved. 

The situation of staff in Khyber Pakhtunkhwa seems quite adequate.  Almost all positions in each tehsil 
were filled.22  The DGs office was also well staffed and had nine staff members including a Media Officer, 
who is currently handling other assignments since there is no budget provided to the province for media 
related work.  Unlike what the BISP manual envisages, there are no separate Data Entry Operators and all 
the work is being handled by ACs. In Peshawar, Swat, Nowshera and Dagar, it was observed that field 
supervisors were associated with Tehsil offices to go into the communities and inform and assist 
beneficiaries. Technically the field supervisors should be stationed at divisional offices and provided with 
suitable transport for visiting communities. It was observed, that in reality, they do not go to the field as 
they should. However, with pressure on the Assistant Directors to meet deadlines handed down by the 
superiors to solve grievances and to increase enrolment, the ADs are making trips to the field to 
encourage eligible beneficiaries to enrol.  

5.3 Staff Attitude 
There was a wide variation in the attitude of the BISP staff in Tehsil offices.  Generally, the attitude of the 
staff was reported to be very helpful and supportive in most of the Tehsils visited.23   Beneficiaries were 
being provided proper guidance when being handed their new BDCs and lodging their complaints in most 
of the Tehsil offices such as Lahore, Kot Addu, Ali Pur Tehsils in District Muzaffargarh, Layyah and Karor 
Lal Essan and many other areas of Punjab. However, in some places, the staff attitude may not have been 
entirely appropriate especially when complainants made repeated visits (even though they had previously 
been told they were ineligible) and due to overcrowding in the offices.  In some of the Tehsil offices visited, 
entry into the office area was restricted and the staff was observed to be uncooperative or unhelpful.24    
 

20 Interview with Director General Sindh and Director Mirpurkhas.  
21 Interview with Director General Punjab.  
22 Interview with Director General KPK. 
23 Punjab Provincial Manager’s Report. 
24 Interview with KPK PM, April 2014 
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5.4 Office Facilities 

All the offices visited had lack of adequate seating to accommodate the complainants visiting them.  
However, the severity of the situation varies from place to place. At certain places the seating 
arrangements were only for senior citizens. Lack of basic facilities like availability of drinking water and 
washrooms were observed causing particular hardship for children and women. Some of the tehsil offices 
were housed in cabins and complainants were required to wait in nearby areas. Many problems also arise 
due to over-crowding in BISP offices.  Although rare, cases of over-crowding have also been reported to 
have caused the death of a beneficiary or of those accompanying her, including children. At certain places 
there was no building located for a tehsil office and the AD was sitting in the Mukhtiarkar’s office without 
appropriate equipment. Access and approach to the tehsil offices at certain locations are amongst the 
difficulties identified by SCBF-C.  There is also a lack of back-up power which hinders work due to frequent 
power outages. Whenever there were power outages, the waiting time for complainants whose status had 
to be checked on the BISP data base, or on the NADRA data base, significantly increased. Almost all the 
offices were found to be lacking the various forms for complaints, appeals or updates as mentioned in the 
CMS Manual. Some offices also have a shortage of printers and telephone lines. The ADs have not been 
given any transport but are reimbursed their travel allowance. 

Many complaints emerge because of the lack of facilities provided by the partner agencies.  Not all the 
BISP tehsil offices have the requisite NADRA or Bank counters.  Sometimes, the partner banks are not 
able to provide enough  ATMS or POS agents and hence there is extreme over-crowing as beneficiaries 
want to withdraw their instalments as soon as it is released by banks. As indicated earlier, neither BISP nor 
the Banks are abiding by the agreed staff to beneficiary ratios in assigning staff or ATMs or POS and other 
retail agents.  

5.5 Level of Awareness of Beneficiaries 

The Tehsil office is the first port of call for the overwhelming majority of women or their representatives. 
Very few go to the banks or to NADRA on first hearing about the Programme. None of the offices visited 
held any informational or promotional literature for potential or current beneficiaries. Very few offices 
displayed posters for guidance of beneficiaries. Most of the respondents coming for the appeal cases were 
not aware of the eligibility criteria. Many beneficiaries were also not aware about when the payments were 
expected and when they could get their money and as such they made repeated visits to BISP offices.25 . 
Most of the respondents informed the SCBF-C teams, that they were aware about the tehsil office location, 
the location of POS, and ATM and where they have to go in case of loss of BDC or missing PIN code. 
They had learnt about all of these from other beneficiaries. In some cases, BISP field staff have visited 
beneficiaries and guided them about whom to approach There was a degree of awareness among the 
beneficiaries on how and where to get their grievances addressed due to learning from other beneficiaries, 
from the POS agent, from the postman and from frequent visits to BISP offices. 

However many respondents stated that they had never received any written material regarding grievance 
redress process. Therefore beneficiaries lack knowledge of the Programme’s procedure and services, and 
have very limited information of where to go to launch complaints, the grievance redress mechanism or 
eligibility criteria. In one district, it was reported that complainants were getting grievance complaints 
drafted on stamp paper and posting them, even without knowing what their PMT score was. This is an 
unnecessary financial burden for them. 

During observations and interview with bank staff at the various bank counters in BISP Tehsil offices it was 
observed that there was insufficient guidance given by bank counter staff while issuing the BDC at the 
BDC Centre or the Tehsil office.  Due to the limited exposure of the beneficiary woman, her lack of 
financial or basic literacy, she does not understand the instructions that are being provided to her rather 
quickly by the bank staff. Often the men accompanying her also do not understand. Beneficiaries have 

25 Punjab Provincial  Managers Field Report from District Lahore. 
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been provided with written instructions on how to use the BDCs and operate ATMs once they get their 
cards. Some stated that they had received an information leaflet, but were unable to read it due to 
illiteracy. The leaflet given to the beneficiary at the time of handing over of card does not explain properly 
the process of withdrawal of money from ATM.  What complicates matters further is, that while the Bank 
staff and the the leaflet provided with the BDC instructs them to punch the “Default Option” at the ATM 
machine, no one really understands what this means.  The overall experience with the ATM is therefore 
quite daunting.  

5.6 Types of Grievances 
With respect to enrolments, the most frequently reported grievances relate to CNIC updates e.g. address, 
name or marital status update or change. There are also instances of the wrong CNIC number or name 
having been recorded on the form or name not matching the one on the CNIC. Many cases have also 
been reported of households who consider themselves eligible but have not been enrolled. The potential 
beneficiary was not married at the time of the survey, and now is and wants to check how she can be 
included in the safety net programme.  By far, the most common grievances are concerned with payments 
and arise because of the beneficiary profile and her inability to properly look after her card or the 
associated documents.  There were also problems associated with the design of the cards.  The design 
provided by BISP does not indicate (by an arrow), the direction in which the card should be inserted into 
the ATM, resulting in considerable confusion.  BDCs were reported to have been exchanged either with 
those of other women, since there is no name on any of the cards, or fraudulently switched by someone, 
usually agents.   According to some reports, the middlemen deliberately exchange cards or give the 
beneficiary fake cards and retain the original cards and PINs for fraudulently drawing the cash themselves. 
A lot of the grievances emerge as a result of the fact that banks do not inscribe the names of recipients on 
the cards due to considerations of costs.  This has resulted in mixing of cards, exchange of cards, people 
giving fake cards to the beneficiaries and other problems. From the perspectives of the banks, plastic 
cards are already expensive and placing individual names on them will make them more costly. It was also 
observed by the teams that in some areas, replacement BDCs were not activated for long periods of time, 
resulting in beneficiaries making repeated visits to Tehsil offices. There are reports from the field that the 
PIN numbers given to the beneficiaries are not legible as they are either faded or blacked out.  On their 
part, bank officials complain that since there is no penalty imposed for losing cards and replacement cards 
are easily obtained, the beneficiaries are irresponsible and do not take care of their BDCs.  In some cases 
cases, 3 to 4 replacement cards are being issued to the same beneficiaries.   

There are also several types of grievances which emerge because some of the implementing partners are 
not able to undertake some of the tasks as efficiently or effectively as envisaged.  In Balochistan, the card 
distribution centres are limited and located at the divisional level. All the beneficiaries have to go to the 
district offices resulting in great inconvenience and expense to beneficiaries.  Sometimes cards are sent to 
the wrong location. It was found by the team that 250 cards with their PINs meant for Hunza had been sent 
to Kot Addu by Tameer Bank. Sometimes grievances emerge because the banks do not update their 
records at the end of the day, as required, or because banks do not process grievances in time. In Quetta, 
a significant number of payments to the beneficiaries have been blocked for the last 9 months because 
Tameer has not resolved the issue of PINs.26 In Layyah, there is an additional complication because of the 
payment through the mobile banking instrument. The Ufone Company is reported to block any SIM which 
is not used for more than six months and has the right to cancel the mobile number and resell it to another 
customer leading to speculation about whether the person buying the SIM could access the payment of the 
beneficiary.27  

  

26 Report of DTL from Balochistan Field Visit. 
27 The Ufone Customer Care Team confirmed this information. 
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The field report from Nowshera is typical of the type of issues reported.28  As in other areas, in Nowshera, 
most of the cases are payment related and pertain to BDCs blocked and needing replacement or 
reactivation, PINs having been misplaced or stolen, ATMs not functioning, ATMs experiencing a heavy 
flow of customers or being empty of cash. There are also a number of cases in Nowshera where it is 
reported that the PMT survey was completed for the household but their record does not exist in BISP’s 
database. However, the percentage of such cases is stated to be very small. There are also a number of 
enrolment cases related to updating the marital status of potential beneficiaries who were unmarried at the 
time of the survey but have since got wed and want to be included in the system. In Battagram, a prevalent 
mode of payment is mobile phone banking. It also gets the most number of payment-related complaints. 
These relate to deduction of between Rs.100-200 from the payment, unavailability of agents, heavy-flow of 
customers at the agent’s office or preferential treatment for a select few.29 A very few number of cases 
relate to beneficiaries who have passed away and the heirs are waiting for the payment rights to be 
transferred to their names. 

5.7 Grievance Mechanisms 

Field reports confirm the finding that the most common mechanism to convey a grievance is through 
personally visiting the Tehsil office. There were places though, such as interior Cholistan in Bahawalpur 
where women were inhibited from coming to the Tehsil office due to cultural barriers. The numbers who 
use the helpline are insignificant. Those who had used the helpline had three major complaints regarding 
this mode, leaving aside whether it was an effective mechanism or not.  The first was, that it costs the 
beneficiary if the helpline was contacted via a mobile phone; secondly it was difficult to get through; thirdly 
the operator at the other end may not be conversant in the local languages and so communication was 
difficult as some callers could not understand or speak in Urdu; and lastly, the helpline numbers displayed 
on the card itself did not have a pre-fix denoting the city code. . Though the complaints can be addressed 
quickly through the bank helpline, generally beneficiaries consider  it complicated, given the KYC process, 
which is followed by the person at the other end to verify client ID.  Often, a woman fails to answer the 
KYC verification questions because she is unable to pronounce her name in the manner in which it is 
written on the card or that of her husband or answer the verification questions asked by the bank which 
appear on her bank account opening form. Low levels of literacy followed by lack of access to computers 
and internet connectivity prevent complainants from reporting their grievances using the BISP website. In 
Punjab, a few cases of complaints being made via the website have been reported. These complaints are 
received centrally at the headquarters in Islamabad, and from there, are forwarded to the concerned Tehsil 
office. Only in a few places, the postal service is being compulsorily used to send their complaints to the 
concerned BISP office. 

Most complaints are received by the ACs at the Tehsil Office. In most offices, the staff maintains the data 
regarding payment cases on an Excel file, in which the name, CNIC, address, contact number and nature 
of complaint is recorded.  Enrolment complaints are recorded in the CMS only in cases where the 
beneficiary has a poverty score which makes her eligible otherwise the complaint is not recorded.  The 
field teams found proper record keeping of enrolment cases both manually and electronically in most 
Tehsil offices that they visited.  There is no register or log sheet for payment cases in most offices. 
Presently the BISP CMS does not cater to payment complaints; however, a module is being developed to 
include registration and redress these complaints in the future.   

It was observed that in the CMS, complete details of the respondent are recorded with their contact details 
and the respondent is asked to contact the office to get the status of their complaint. In certain cases, if the 
issue is resolved earlier, the AD or AC contacts the respondent telephonically and guides them on what to 
do next.  In some offices it was also observed that the AD and AC have good liaison on personal basis, 
with NADRA, Bank and POS agent and in case of any minor issue they call them to get it resolved. 
However, a major problem in this regard is that when a complaint is resolved, it is not always the case that 
the complainants receive notifications letters form BISP informing them about the resolution or rejection of 

28 Provincial Manager. KPK. 
29 Field Visit Diary by KP Researchers Arshad Hayat, Fawad Khan, Neelam Tariq, April 2014 
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the complaint.  Sometimes the ADs inform them personally, telephonically, via SMS or send someone to 
inform them.  The electronic tracking numbers given is not linked to an MIS which the respondent can track 
directly to check the status of the complaint.  

5.8 Corruption and Nepotism 
The field team also observed some cases of charging the complainants a fee for both enrolment and 
payment cases. Some agents have sprung up on the promise that many respondents can enrol in the 
system by applying to BISP on a stamp paper. Thus several small enterprises have sprung up to help 
people write the application, have it typed on a stamp paper and then mailed to the BISP office. The 
process can cost anywhere from Rs 50 to Rs 1500. Another set of middle men have emerged to capitalise 
on the respondent’s illiteracy and lack of knowledge about certain processes such as operation of the ATM 
and how the system works.  It was observed in the field that in some places in Punjab and Sindh, mafia 
groups are working around ATMs and taking money from beneficiaries. Agents outside ATMs tell the 
beneficiaries that the ATM is not working and they can help them get the money from the branch.  
However, they return to tell the beneficiaries that money has not been received in the beneficiaries 
account. The bank follows normal vigilance as required for setting up of an ATM but it does not provide 
any other vigilance required around the ATM. Therefore touts moving around ATMs  indulging in fraudulent 
practices are not checked by the bank.  

In district Muzaffargarh,30 there are illegal agents operating with the title of “BISP Complaint Centers.”  Two 
such centres were noticed during the team’s field visit, one at Kasba Gujral and the other at Mehmood Kot. 
They are charging the respondents Rs.1,500 for complaint processing and in if the complaint is not 
resolved, they return Rs.1,000 to the respondent and retain Rs.500 as processing fee. They are also one 
of the sources of disinformation to the respondents. In Swat, for example, there are touts outside the 
offices who, for a fee, facilitate the complainant to gain entry to the office and be attended to.31 There have 
also been instances reported of bank and NADRA staff, and ADs taking bribes. It is reported that for 
money orders, Post Office takes Rs.100 for every Rs.1000.  Franchisees were doing the same.  They 
sometimes take Rs.500 for a quarterly payment of Rs.3500.  Net cafes used to take Rs.50 to check the 
status. Moreover different agents were also working around the offices of Muzaffargarh, Kot Addu and Ali 
Pur tehsil offices.  

There is no check on POS agents or any procedures to monitor malpractices. Taking benefit of the 
illiteracy of beneficiaries, many POS agents are also following practices which can be used to defraud the 
beneficiary of her payments. At some POS agents, money is withdrawn just by showing CNIC number of a 
beneficiary, without swiping the card in POS machine or accessing her account through a code on her 
mobile phone sent to her.    This indicates that the POS agents have access to her account at any time 
once they have knowledge of her CNIC number. It is reported that in some tehsils, licenses of POS agents 
were terminated by the banks as they were involved in embezzlement or were demanding money from 
beneficiaries. 

The team found that most respondents are extremely reluctant to lodge a complaint in case of fraud or 
anyone asking them for payment for services as they are afraid that this may jeopardize their future 
payments.  Beneficiaries are not willing to give written complaints where franchisees or post office are 
charging them. Beneficiaries are at times compelled to withdraw their complaints pressurized by relatives 
or local influentials.  Some of the BISP officials in Punjab felt strongly that corruption was taking place 
through the system and therefore no one can lift a finger at any one person.   

In districts where the prevalent mode of payment is mobile phone banking there are payment-related 
complaints of blocked SIMs, deduction of Rs.100-200 from the payment, unavailability of agents, heavy 
flow of customers at the agent’s office or preferential treatment for a select few.    Beneficiaries have to 
travel long distances to district offices of BISP for reactivation of SIMs.   Though beneficiaries do not 
register complaints against middlemen and POS agents, field reports from all over the country indicate that 

30 Punjab Provincial Managers Field Report from District Muzzafargarh. 
31 Interview with KP PM Hukum Khan, April 2014 
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POS agents charge a couple of hundred rupees for every payment.  There are also some more innovative 
ways of exploitation – POS agents at shops ask the beneficiaries to buy goods from their shops in lieu of 
the cash transfer from BISP, swapping of fake cards with original ones, asking beneficiaries to make 
photocopies from specific vendors, demanding complaints on stamp papers sold at higher rates than the 
actual cost of the stamp paper.  There are also more serious issues of staff being involved with fraud and 
embezzlement. In some cases of misuse of BDCs by staff (bank, BISP) or POS agents BISP has been 
successful in recovering the money. 

The CMM provides for registering “general complaints” against fraud, corruption, attitude but the survey 
indicates that very few complaints of this nature were actually filed with the Tehsil Offices.  Field reports 
indicate, however, that complaints of this nature are not registered because beneficiaries are told by Tehsil 
offices that complaints of fraud and corruption should be registered with the Police.   
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6.  Review of the Grievance Mechanism of 
other Safety Net Programmes  

6.1 Overview 

A literature review was also undertaken to assess the grievance mechanisms of other safety net 
programmes and how BISP compares with them.  Grievance redress mechanisms can serve as important 
outlets for improving service delivery and holding policy makers and providers accountable.  However, 
despite the potential importance of Grievance Redress Mechanisms, the literature on this subject is limited, 
particularly in developing countries. In social protection, GRMs are a common feature in cash transfer 
programs.  Grievance redress is an important element of managing a targeted program, particularly when 
cash is involved. GRMs can be important for mitigating inclusion and exclusion errors in targeting and for 
monitoring corruption. Transfer programs usually have complaints-handling systems in place for potential 
beneficiaries to raise concerns about eligibility, denial of benefits, partial payments and inclusion of 
ineligiable individuals.  

The number of beneficiaries of BISP is large and comprise close to 16% of the total households in 
Pakistan. A comparison of the size of other cash transfer programmes internationally shows a wide range 
in the number of beneficiaries and the proportion of population included.  

Table 6.1:  Comparison of Different Cash Transfer Programmes 

 

Brazil  Colombia Mexico South Africa Pakistan 

Population (Million) 193 46 109 50 173 

Programme name Bolsa 
Familia 

Familias en 
Accion Oportunidades Child Care, Old 

Age BISP 

Number of recipients 
(Million) 12.9 2.4 5.8 9 5.2 

% of population 
covered 30 11 20 30 15.8 

Source: Financial inclusion of ICF (GHK assessment 2013) 

6.2 Specific Grievance Redress Mechanisms 

Most of the conditional cash transfer (CCT) programs in Latin America, such as Bolsa Família in Brazil, 
Familias en Acción in Colombia, and Oportunidades in Mexico, have extensive grievance redress systems.  
Programme specific grievance redress mechanisms for CCTs are increasingly being built into the 
management information systems of the programmes. These systems can facilitate tracking and 
monitoring of complaints received and the ability to aggregate types of complaints to improve the 
functioning of the programme (Silva Villalobos, Blanco, and Bassett 2010). Advances in technology such 
as text-message-based systems can make the cash transfer programs function more efficiently.  In the 
Philippines, grievance redress is an important feature of the Pantawid Pamilyang Pilipino Program (known 
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as the 4Ps), a conditional cash transfer program.32 Complaints are entered into a publicly accessible 
database that tracks the nature, origin, location, and status of complaints, including targeting errors, 
payment irregularities, fraud, and corruption. The database takes in complaints from text messages, 
various websites, Facebook, Twitter, and a hotline. Like these other programmes, the BISP system has an 
integral grievance redress mechanism built into the programme design and the institutional architecture for 
lodging, recording and addressing complaints is quite extensive even if its scope does not cover the full 
range of complaints that could be lodged against the safety net programme in Pakistan.     

The literature identifies three broad categories of grievance redress mechanisms.  However, these 
categories deal with redress not just of social safety net programmes but also of a broad range of public 
sector services.  The first category is grievance redress mechanisms within government agencies. 
Within this category are hotlines, complaints offices, websites, and other channels that governments set up 
to field complaints about their programmes and services.  The second category consists of independent 
redress institutions. It includes a diverse set of institutions that operate outside the formal government 
bureaucracy, such as tribunals, ombudsmen, civil society organizations (CSOs).  Because they are 
independent of the government, these types of institutions generally have little or no public authority to 
enforce their findings, and their judgments are often advisory only. The third category is the judicial 
system, primarily the courts. Depending on local legal traditions, institutional configurations, and political 
circumstances, courts can hear complaints and requests for redress regarding the failures of agencies and 
providers to comply with their statutory and contractual obligations. Courts can also review the regulations 
that govern service delivery. While recourse to a judicial system is sought in case of service delivery, it is 
not that commonly used in case of safety net programmes.  

The grievance redress systems of Bolsa Família, Familias en Acción and Oportunidades combine redress 
mechanisms within government agencies, at the national and programme levels, with independent redress 
institutions. In Mexico, in addition to the court system, citizens have at least three channels through which 
they can register general complaints about a variety of issues. The complaints system is operated through 
the central and local offices of the program administration. Citizens can also register complaints through 
two federal government offices: the Department of Citizens Affairs in the Ministry of Civil Service, which 
handles citizens’ petitions and complaints for all public services, and the Special Prosecutor for Electoral 
Fraud, which reviews formal complaints in all issues related to electoral politics (Gruenberg and Pereyra 
Iraola 2008). BISP uses primarily the grievance redress system within Government agencies and those 
made available by its implementing partners.  The BISP system has the provision of hearing grievances 
against itself with reference to complaints about staff, corruption and negligence and NADRA which is 
handling the data management system and the payment agencies in the case of any problems with 
payments. However, the BISP system does not entertain any complaints in case a beneficiary does not 
agree with her PMT score or in case a payment has not been released by BISP on time.  The payment 
grievances relate to delays in payment by the payment agencies but not any delays in release of payments 
by BISP.  In Pakistan, there has been no recorded incidence of beneficiary seeking recourse from any 
formal independent redress institution which can bypass the BISP system of grievance redress.  A few 
cases were reported of beneficiaries approaching the offices of the Ombudsman.  

In some countries, grievance redress mechanisms are also set up within donor projects that support 
government programmes. The design of Kenya’s Hunger Safety Net Programme (HSNP) includes GRMs 
at the community level. At the district level, the HSNP is designed to have a grievance front office to 
receive complaints. Complaints that cannot be addressed by the district office are forwarded to the national 
grievances coordinator.33  The BISP system allows any individual, institution or community member to 
make complaint on behalf of a beneficiary provided they have the CNIC number of the person concerned. 
While this provision is not explicitly indicated in the manual this is implied and is the practice which is 
widely adopted in the Pakistan safety net programme. Given that the BISP complaint redress system 

32 The program supports approximately 1 million beneficiary households, and the government scaled up the program to 2.3 million 
households in 2011 

33 Hunger Safety Net Programme, “About Us.” http://www.hsnp.or.ke/HSNP%20 Web%20index_files/Page382.htm. 
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allows for complaints to be lodged by phone, e-mail or by post implies that anyone can represent the 
woman as it is unlikely that the beneficiary woman, given her lack of literacy, would be able to do so on her 
own.   However, the system of grievance redress is well established and there is no way to by-pass the 
established system. Given the history of the safety net programme in Pakistan with its heavy political 
overtones since it started by selection of beneficiaries through parliamentarians and then was given the 
name of a martyred political leader by her own party.  

In Brazil, the complaints system for Bolsa Família illustrates how grievance and information interventions 
may intersect. The system has four channels: (1) toll-free hotlines managed by the Ministry of Social 
Development (MDS) that provide information and collect complaints; (2) e-mails and letters sent to the 
Bolsa Família address, which the MDS processes; (3) complaints made to publicly constituted councils at 
the municipal level that monitor the program; and (4) a public oversight network. The program in the state 
of Piaui covers about 400,000 beneficiaries, and in the early phases of the programme, its hotline received 
as many 300,000 calls per month with complaints and requests for information. The Bolsa Família 
Secretariat examines complaints and adopts actions according to the level of complexity of each situation. 
In most cases, the MDS recommends that municipal-level program coordinators review complaints 
received at the local level. Complaints are also monitored by local social control bodies made up of civil 
society representatives and local government officials who provide oversight of the program. They have 
the mandate to follow up on processes and make sure that actions are taken and sanctions adopted, 
although no information was available about whether this happens in practice. 

6.3 Comparison with South Asia 

The Government of India’s struggle with its cash transfer programme indicates the long road that BISP has 
travelled in designing and implementing its safety net programme.  In India, the government plans to 
disburse $58 billion under the Direct Benefit Transfer (DBT) scheme.  Under the scheme, money meant for 
recipients of 29 welfare programmes will be transferred to bank accounts linked to their unique 
identification number.  Under the scheme, those living below the poverty line will receive between $542 
and $723 per year in lieu of nearly 30 welfare programmes, including scholarships and pensions. Analysts, 
however, say implementing the scheme may not be easy as only 280 million people in India have so far 
enrolled into a biometric identity scheme. This means that 800 million more cards need to be issued before 
April 2014, when the cash transfer is set to cover the entire country. Such a vast increase in the rate of 
issuing cards seems unlikely. Even if all households are able to obtain an ID card, there is no guarantee 
that the transfer can be targeted accurately to only poor households. The next step for the cash transfer to 
work is to link the national ID to a bank account which would be a major undertaking given that those who 
qualify for the welfare payment are unlikely to have an account.  Analysts are concerned that given that in 
any cash transfer scheme, there will undoubtedly be cases of non-payment, late payment, or inadequate 
payment to beneficiaries, how grievances will be addressed.  Those who have examined the system say 
that it is unclear, in the design of India's transfer, how citizens will be able to file grievances and how the 
government will redress these grievances. A similarly massive Indian social programme, the Mahatma 
Gandhi National Rural Employment Guarantee Act (MGNREGA) has seen state governments drag their 
feet on resolving complaints and fail to curb corruption due to the lack of a grievance redress mechanism. 
Those commenting on India's programme have critized its  top-down and, rushed approach which provided 
little space for weaknesses to be identified and rectified at the local level.34 

Compared to India, the Pakistan Safety net programme has several significant advantages.  BISP was 
given a head start because the National Database and Registration Authority, an independent, 
autonomous and constitutionally established institution launched the issuance of Computerized National 
Identity Card in 2000 about 8 years before the cash transfer programme was initiated and has gradually 
tried to include all citizens within its ambit.  Furthermore, despite the lowest financial inclusion rate at 10% 
of the adult population, with a mere 3% of adult females with an account, Pakistan is one of the fastest 
developing markets for branchless banking in the world. Clear regulations and a regulator who is open to 

34 Kartik Akileswaran and Arvind Nair. Guardian Professional, Monday 19 August 2013  
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new innovations has promoted a dynamic branchless banking sector. The State Bank of Pakistan issued 
the Branchless Banking Regulations in April 2008 to allow banks to offer several modes of branchless 
banking by which banks could offer services through a network of agents or mobile phones. In June 2011, 
SBP amended the Branchless Banking Regulations for Financial Institutions (FIs) and introduced Level ‘0’ 
Branchless Banking (BB) accounts to offer the low income earning segment of the society access to formal 
financial services.  These are the accounts which are being used under the cash transfer programme in 
Pakistan.  

The World Bank (WB) approved a US$ 500 million concessional credit for Bangladesh to improve the 
equity, efficiency and transparency of major social safety net programs. The Safety Net Systems for the 
Poorest (SNSP) Project aims to benefit four million households. The five safety net programs are to be 
implemented by the Ministry of Disaster Management and Relief.  They are the Employment Generation 
Program for the Poorest (EGPP), Food for Works (FFW), Test Relief (TR), Gratuitous Relief (GR) and 
Vulnerable Group Feeding (VGF) programs. The project will provide technical assistance for developing 
and administrating a transparent system of identifying the poor that would reduce the overall costs and 
errors associated with beneficiary identification. The SNSP offers a results-based financing modality, 
where 86 percent of the funds would reimburse expenditures made under safety net programs against 
specific performance indicators. These include allocating increased resources to the poorest, particularly 
poor women, and introducing an objective targeting system to better identify the poor. Further, the project 
will focus on expanding the provision of cash based transfers through the banking system.  SNSP is 
expected to introduce a modern program management information systems and grievance redress 
mechanisms. The project will ensure stronger monitoring alongwith increased beneficiary access to 
information on rules and entitlements.35  

6.4 Accessibility of the Systems 

A study of redress systems in Mexico’s Oportunidades program and Argentina’s Plan Jefes y Jefas de 
Hogar Desocupados (Program for Unemployed Male and Female Heads of Households) found that poor 
households and women were less likely than others to access complaints systems. Although women 
receive the transfers at a higher rate, some have argued that the GRMs are not accessible to women 
(Gruenberg and Pereyra Iraola 2008). These concerns do not apply in the case of the safety net 
programmes in Pakistan because the programme is targeted at poor women. However, what was found in 
the case of Pakistan was that the most easily accessible mechanism for filing complaints was the BISP 
tehsil office. Especially given that regardless of where you are resident you can apply to any BISP office.  
BISP offices are generally found in every district expect in Balochistan where BISP’s offices are not 
established at tehsil level.       

6.5 Types of Complaints 

Most complaints fielded through CCT programs have to do with benefit payments. In Colombia, 80 percent 
of complaints about Familias en Acción were related to nonpayment of benefits (Rodriguez Restrepo 
2011).  In the case of Pakistan it will be difficult to monitor the exact nature of complaints since targeting 
complaints are not registered in cases where the PMT is above a certain score, and while payment 
complaints against the payment agency are recorded and aggregated, the complaints of delay in payments 
which are caused by BISP are not entertained or recorded.  Further, given the fact that there is limited 
information available to each woman on the amount of funds which should be in her account as this is 
determined by when she joins the programme and when payment has been released by BISP, the 
complaints about payments are much less than they would otherwise be.  However, there are a large 
number of queries about payments which are handled by BISP through its payment tracking system.    

 

35 Safety Net Programmes in Bangladesh. World Bank. June 2013 
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6.6 Assessing Efficacy of Redress 

The literature also examines what constitutes redress.  Even when redress systems exist, they may not 
provide resolution. An analysis of grievance redress systems of the cash transfer programs Jefes y Jefas 
and Oportunidades found that very few of the most serious criminal complaints lodged against the 
programs actually resulted in sanctions.  Oportunidades clients submitted 28,214 claims between 2005 
and 2006, and only 7 % received sanctions. Jefes y Jefas clients submitted 12,151 claims, and 3% were 
sanctioned. Although there is no way of knowing what percentage of cases should have resulted in 
sanctions without  understanding the facts of each case, the study concludes that these low rates suggest 
that the redress mechanisms are still underdeveloped and lack the capacity to be effective within the 
programmes. (Gruenberg and Pereyra Iraola 2008). The Pantawid Pamilyang Pilipino Program more than 
80% of the complaints were related to payments. A survey of one region found that 13% of the population 
had complaints about the program (World Bank 2010). The number of complaints was not surprising given 
the rapid expansion of the program, which at that time covered approximately 20% of the poor.  

Our research has revealed that the greatest threat to the continued development of GRMs is the difficulty 
offices have in enforcing their grievance decisions. In order to provide redress for a meritorious grievance, 
there must be compliance with the decision through adequate implementation and enforcement powers.  
An analysis of a safety net system in Ethiopia concluded that Grievance offices should be independent of 
the executive, have cabinet status and report to the regional council in order to minimize politicization of 
the GRM process. In addition, grievance officers should be accorded civil servant status in order to provide 
them with protection from retaliation and thus incentivize good governance, accountability and 
conscientious administration of grievance redress mechanisms. In the Pakistan programme, BISP officers 
are treated as civil servants and often this cadre, especially at the senior level is drawn from other civil 
bureaucracy line agencies.    

6.7 Design Issues 
In practice, the typical features of a redress system include an information campaign that tells citizens 
about the functioning of the system and where to complain; dedicated staff or an automated system that 
logs complaints and monitors resolutions within a timely period; and redress, including remedial actions 
and potential sanctions. Some have argued that effective systems also monitor and track complaints to 
improve service delivery and policy and provide feedback to citizens on the outcomes of their complaints 
(Post and Agarwal 2011; Khan and Giannozzi 2011).  Redress procedures require both credibility and 
adequate physical or virtual venues where complaints can be received. If people are not convinced that 
they will get a response, they are unlikely to bother to lodge complaints. Many service users, particularly 
the most marginalized, may not believe they are entitled to complain. Physical access is another issue. 
Redress systems are increasingly providing multiple channels—including offices and opportunities to 
register complaints via text message and the Internet. Redress procedures that require clients to spend a 
great deal of time and resources to access them may not work in  practice. World Vision’s Cash and Food 
Transfer Pilot Program in Lesotho attempted to decrease travel times by setting up a traveling community 
help desk, which beneficiaries could use to voice their complaints at the locations where they were to 
receive cash transfers (Devereux and Mhlanga 2008). Nearly half of the complaints were resolved on the 
same day that they were lodged. Mexico’s Oportunidades program also included a mobile complaints-
handling service. Countries make grievance redress more accessible by providing different venues for 
lodging complaints. Centrelink, an Australian government agency tasked with the delivery of social 
benefits, increased awareness of how to complain and provided service users with multiple channels for 
complaints, including the Internet, telephone, mail, and e-mail. The number of complaints rose 27% 
between 2007 and 2008 (ANAO 2008).    

6.8 Staffing and Administration 

The effectiveness of administrative processes and institutional arrangements for grievance redress also 
influences the extent to which these systems are used and have an impact. Following the 2002 economic 
crisis in Argentina, the Ministry of Employment and Labor, with support from the World Bank, set up the 
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cash transfer and public works program, Jefes y Jefas, which included a system for handling complaints 
and accusations of fraud. In the beginning, the main types of calls coming to a toll-free hotline were 
requests for information about eligibility, questions about payment dates and delays in payments, and 
reports of ineligible beneficiaries. The system was quickly overwhelmed. The program was new, some of 
the rules were unclear, and the call center lacked adequate capacity. The government did not allow staff 
members to work in shifts, and workers received inadequate training. At peak times, especially when 
payments were being made, the system was able to respond to only 15% of the calls it received, and many 
individuals were never able to get through to an operator. These problems led to a loss of credibility that 
undermined confidence in the Jefes program.  In response, the hotline added a system of standard 
messages to answer frequently asked questions using taped responses, such as dates of payment 
according to identification numbers, and staffed the call center for 24 hours a day. A standard format for 
taking accusations of fraud was prepared to ensure that enough information was collected for following up 
on the claims, and the system was changed so that people could make these complaints through the call 
center, directly (via e-mail or personally), and through provincial offices of employment and local 
consultative councils (World Bank 2006). Colombia’s Familias en Acción CCT program is making similar 
changes to streamline its complaints-handling system. The software that is used to monitor complaints is 
incorporating a “reply-making assistant” that gives the staff standard templates for responding to common 
complaints.  This change aims to improve response quality and reduce the risk of appeals if responses are 
insufficient or of poor quality. These examples underscore the importance of having sufficient staff and 
adequate systems in place to respond in a timely and effective manner. Some systems also set 
performance standards and targets, including the average length of time expected to respond to a 
complaint. 

6.9 Comparative Assessment of BISP GRM with Best Practices 

A brief assessment of the BISP Grievance Redress System was undertaken to compare it with some of the 
best practices36 prevalent around the world with respect to grievance systems.  This comparison is 
presented in Table 6.2 below.  This shows that the BISP system has adopted many of the best practices in 
this regard and does reasonably well in its score. The strongest aspects of the system are its initiation of 
written procedures for grievances which are being tracked electronically. However, its score in this regard 
has been weakened because it does not record grievances related to exclusion and payment grievances in 
any systematic manner, so far.  BISP itself does not interfere in any of the decisions with respect to 
targeting or enrolment or payments and these decisions are taken by specialised agencies.  As such it is 
impartial in its handling of grievance cases.  It is weak in that BISP does not provide all parties the chance 
to present their own evidence or hear appeals.  

Table 6.2:  Comparison of BIS-SN with Best Practices 

Feature Best Practise BISP Rank 

(H=High,     
M= Medium, 
L=Low) 

Written Procedures Are there GRM written rules, embodied in 
statute or regulation, setting forth the 
procedures available to citizens for 
asserting grievances involving 
maladministration and obtaining redress 
when their claims are adjudged by the 
GRM to be meritorious?  

Yes H 

36 Robert C. Randolph and Buli Edjeta. Study on Strengthening Grievance Redress Mechanisms for the Protection  of the Basic 
Services (PBS) Program in Ethiopia. September 30, 2011  
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Feature Best Practise BISP Rank 

(H=High,     
M= Medium, 
L=Low) 

Administrative 
Record Keeping 
and Monitoring. 

Are there written record keeping 
processes in place for “in-taking” relevant 
information about the grievant and 
grievance, recording procedural steps 
[(receipt of complaint, receipt of 
information provided by parties, date and 
summary of decision, monitoring 
implementation, appeal (if any)], and the 
date of closing  file?  

 
Targeting: No 
Enrolment: Yes 
Payment: No 

 
M 

Right to be Heard 
and Present 
Evidence 

Do the procedures provide all parties with 
the opportunity to present their side of the 
issue and rebut adverse evidence or 
positions?  

Partial L 

Authority. Do the officials responsible for managing 
the GRM have authority to investigate 
complaints, take evidence, make a 
decision, and order remedial action?  

Forward complaints: 
Yes 
Investigate 
Complaints: No 
Make a decision: No 
Order remedial 
Action: Partially 

M 

Impartiality and 
Lack of Bias. 

Are GRM grievance officers governed by 
a code of ethics that requires grievance 
officers to be, inter alia, impartial and non-
partisan (not formal members of any 
political organization)?  

 
Yes 

 
H 

Independence of 
Grievance Office 
and Grievance 
Officers. 

Is the regional state GRM  “independent,” 
and has the status of a regional state 
bureau and, as a best Practice is it 
accountable to the legislature.  
 
The GRM should be staffed by civil 
servants with the protections accorded to 
members of the civil service.  
 
Is the GRM system independent of the 
body administering the Safety Nets 
programme?  

No 
 
Yes 
 
 
Partially 
 
 
No 

 
L 

Non-retaliation. Are citizens who file grievances with 
GRMs protected from punitive or 
retaliatory governmental action?  

 
Not Sure 

 
M 

Timely Decision 
Making. 

Does the GRM procedure provide for a 
timely written decision or response to the 
grievant concerning action taken or not 
taken on the grievance?  
 
 
 
 

Targeting:   No 
Enrolment: Yes 
Payment:   Yes 

 
M 
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Feature Best Practise BISP Rank 

(H=High,     
M= Medium, 
L=Low) 

Training. Have the relevant officials been trained in 
administrative processes, including  
managing the GRM process, monitoring 
the implementation and enforcement of 
decisions favourable to the grievant?  

 
Partially 

 
M 

Citizen Awareness Does the GRM office provide citizens with 
sufficient written information, when 
requested, and promote public awareness 
by providing information on grievance 
handling through print and electronic 
media? 

 
No 

 
M 

Appeals. Is there a GRM appeals process that the 
grievant can use if they are dissatisfied 
with the initial decision or lack thereof?  

No L 

Enforcement. Does the GRM provide for timely and 
effective enforcement of grievance officer 
decisions?  

Partially M 
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7.  Summary of Key Issues and 
Recommendations  

7.1 Overview  

This section of the report summarizes some of the most important issues based on beneficiary views about 
their grievances regarding targeting, enrolment and payments and their experience of the BISP grievance 
redress system This section also covers some of the aspects of communication and information flows 
between programme implementers and beneficiaries, aspects of accountability and transparency; 
understanding of the processes by the beneficiaries and their level of satisfaction. The performance of all 
the implementing agencies with respect to grievance redress, most notably participating banks which are 
increasingly responsible for payments under the system, and their agents was also examined.  While some 
of these aspects have been discussed in the preceding sections, this section attempts to present the most 
important findings, issues and recommendations.   

7.2 General Findings 
Some key findings from the current assessment are highlighted below: 

a) The overall BISP Cash Transfer System incorporates some of the best practices being 
followed internationally such as separation of the targeting, enrolment and payment 
functions. The grievance redress system has been gradually evolving and improving. The 
system requires modifications and refinements for further improving its performance.  

b) BISP’s role in the grievance redress process is mainly one of coordination as it does not 
directly undertake any of the processes key for the operation of the safety net 
programme. The poverty score for targeting is undertaken by NGOs and the determination of 
the score is generated automatically by NADRA, using the survey data; the enrolment and 
verification of the data is undertaken by NADRA and the payments are made by banks and their 
agents or by the post office.  The grievances related to each of these aspects must also be 
resolved by these agencies and BISP is merely a facilitator. 

c) Not all the visits to the BISP Tehsil/Divisional Offices and not all the different types of 
cases referred in the CMM or in the Case Management System are due to actual 
grievances. .  Strictly speaking, many of the enrolment cases have to do with providing 
complete and updated information for issuing a CNIC. The types of cases that are being 
generated are related to: (i) updating personal information; (ii) ascertaining eligibility; (iii) 
appealing  eligibility.  The actual grievances cases are well below the number of people who visit 
the BISP Tehsil Offices.   

d) Between 15 April 2012 and 30 March 2014, BISP reported that it had lodged 2.199 million cases 
of grievances37.  These translate into about 92,000 grievances lodged per month or 125 per day. 
From these, 64% of the cases lodged were related to discrepancy with the CNIC and 33% 
were related to ineligibility appeals. There were very few cases in other categories.  However, 
many of the complaints are not registered because the PMT score is above the qualifying one or 
complaints which arise due to late release of payments by BISP. 

37 Based on the information provided by BISP  

Mott MacDonald Ltd. 56 

                                                      



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

e) In enrolment cases, interviewed during the Grievance Survey (GS-E),a majority of the 
respondents (50%) had come to update their CNICs, followed by 42% for eligibility appeal, 
5% for missing CNICs, 5% for change of name or address, missing information, duplicate 
household and delay in issuance of BDC38.  This pattern is very similar to the type of cases 
being recorded in the country as a whole.    

f) The large majority of grievances by respondents who were interviewed during the survey 
regarding enrolment were related to delays in response from BISP (81%), followed by 
behaviour of NADRA staff (12%), behaviour of BISP staff (8%), refusal to accept or process the 
case (7%). Less than 2% of the respondents complained of corruption or of charging for 
services. 

g) One of the major issues leading to complaints and grievances is BISP’s lack of care in 
designing systems to suit the profile of the beneficiary y who has a low level of literacy, 
limited knowledge of her exact entitlement to the cash transfer, no CNIC at the time of 
identification, lack of information on the timing of disbursement of cash, limited financial literacy 
and understanding of the operation of electronic systems of payments, and a high propensity to 
lose her BDC or forget her PIN.  

h) The current assessment found that most enrolment cases which pertain to those 
beneficiaries who have received a Poverty Score within the eligible limit are being entered 
in the CMS and these types of grievances and appeals are being attended by technology 
based systems.  However, the cases of those women who were not included in the survey or 
who have scored points which are above the eligible limits are not recorded in the CMS and 
payment cases are also not being entered in the CMS at the moment.  However, there are plans 
to develop a CMS for payment grievances in the future39. 

i) The results of the Grievance Survey on Payments reveal that the mobile phone had the 
potential to be used as an instrument of communication as 27% of the complainants had 
access to a mobile phone of their own, while 42% had access to a phone belonging to a family 
member, friend or a neighbour.  Thereby indicating that 69% had access to a phone. 

7.2.1 Effectiveness 

a) The most used grievance redress system appears to be personal visits to the BISP Tehsil 
Office because this offers the chance of a face-to-face interaction and suits the profile of 
the beneficiary.  The enrolment grievance survey results show that 94% of the enrolment 
grievance cases went to the BISP Tehsil Office. The other channels of grievance redress such 
as e-mail, website and phones are not used as much.    

b) About 95% of the respondents in the Grievance Survey on Enrolments  felt that their 
complaint had been heard. However, only 11% of the respondents said their enrolment 
grievance had been resolved, 42% felt it had been partially resolved whereas 47% felt it had not 
yet been resolved.  

c) About 73% of the respondents, had received an acknowledgement.  However, out of these, 84% 
had received only a verbal acknowledgement. In addition, 56% also received a Case 
Management System ID40. 

d) In case one assumes that the grievances filed with BISP in the last two years41 as given in their 
official record were from among the same cases lodged during this period, then it appears that 
99% of the cases were processed.  From these, 70% of the complaints which were lodged were 
accepted while 30% were rejected. The largest number of cases which were accepted were 

38 The percentages are based on multiple responses. 
39 BISP Headquarter Staff 
40 Based on multiple responses 
41 Between 15 April 2012 and 30 March 2014, 
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those related to rectifying the anomalies or discrepancies related to the CNIC.   

e) There is generally little record keeping by the beneficiaries of whether they received the 
full payment for a year or not although there is a web based data base that each beneficiary 
can access by using her CNIC.  The results of the grievance  survey on perception of the 
beneficiaries with respect to the receipt of payment indicates that 48% of the beneficiaries said 
they received the full payment, 46% felt they did not receive the full payment while 7% 
said they did not know. 

f) For those receiving payments through the post office, the types of complaints that the 
beneficiaries had come to lodge were that they had not yet received payment (70%), there was 
delay in payment (38%) or payment had been partial (13%). 

g) Those receiving payments through the mobile phone had a set of specific complaints 
associated with the payment instrument and the agencies responsible for disbursing 
payments.  Some of the most significant reasons cited were non-payment by franchisee (42%) 
which occasioned repeat visits (31%), money illegally drawn (8%), delay in payment (8%) and 
partial payment (4%).  Other reasons had to do with the beneficiaries’ difficulty in handling the 
phone as the SIM was reported lost (15%) or the mobile phone was lost (12%) or damaged (4%) 
or payment verification message not received (4%). 

h) At the time of the survey, 5% were still receiving their payments through BSC. Of these, 16% 
stated that they had not been issued the BSC. Those who had received the BSC cited that the 
most frequent problem was non-payment by franchise (32%).  Some reported repeated visits to 
the POS agent (11%) and partial payments (5%).  No one from those who were surveyed said 
that the POS was closed or over-crowded. Many of the problems had to do with the lack of 
capacity of the beneficiary to look after the card as 32% reported that they had lost the PIN, 11% 
reported that card had been exchanged and another 11% reported that card  had been lost .  

i) At the time of the survey, 85% of the respondents reported receiving their payments through the 
BDC.  The most frequently cited problem was related to the poor handling of the payment 
instrument by the beneficiary.  In 35% of the cases, she had lost, misplaced or damaged the 
BDC. In 31% of the cases she had lost the PIN. Blocking of cards was reported in 23% of the 
cases, exchange with another card in 8% and card capture by ATM  was reported by 5%.   

7.2.2 Efficiency 

a) The Grievance survey indicates that a majority of the respondents (93%) had to visit the 
BISP Tehsil Office more than once to register their enrolment complaint or get an update 
on its status. The average number of times that a respondent had to visit was 3 times. In 60% 
of the cases they had not received a CMS number probably because these were cases where 
the beneficiary did not qualify under the BISP poverty score card criteria.    

b) The CMMl states that the complaint will be entered in the MIS within 7 days but does not specify 
a timeframe in which the grievance will be resolved.  From the data base of BISP provided to 
SCBF-C, it is difficult to gauge the time frame within which each case was resolved or the 
average length of time taken to resolve each grievance, or grievances of different types, it  
is therefore difficult to provide any indicator to gauge the efficiency with which the system is 
processing the complaints from official records.  The GS-E reported that the average time to 
solve the enrolment grievances took about twelve and a half months (383 days) and a 
case related to payment grievance took on average 77 days to resolve.  

c) The results of the Grievance Survey of Payments cases (GS-P) showed that most of them 
(77%) had been informed of the payment modality through informal means and only 4% had 
been informed through a letter from BISP while 18% said they had not been informed at all.  

d) About 66% of the beneficiaries interviewed during the GS-P claimed that they knew when the 
instalment had been transferred to their accounts. The source of this information varied, with 
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38% claiming it was by word of mouth, 30% said it was BISP Tehsil Office, 9% said it was bank 
official, 6% POS agent and 6% family and friends. 

e) The beneficiaries interviewed in the GS-P were asked specific questions about their interaction 
with the Bank and the ATM. From those using the BDC, 43% reported that a bank official had 
been nominated to deal with their complaints, while 57% reported that they were not assisted in 
any way by a bank staff.  Of the respondents, 32% had complained regarding the ATM running 
out of cash and being overcrowded or the system not functioning or inability to use the machine 
properly, etc42. 

7.2.3 Economy  

a) The filing of the grievance or making an enquiry in case of enrolment entailed a cost in 
terms of both time and out of pocket costs.  For 30% of the respondents, the BISP office was 
less than 10 kms away, and for 55% it was more than 20 kms away. The average distance that 
the respondents in the survey had to travel was 28 kms.  In terms of the time taken to get to the 
office, 41% of the respondents could reach the place within an hour, 37% between two to three 
hours, and 5% had to spend more than 3 hours.  On average, the respondents had to travel 
about an hour and a half to get to the Tehsil office at an average cost of Rs. 150.  Given the 
average of three trips to check on updates, this meant an overall cost of Rs. 450 per respondent. 
In terms of their mode of transport, a majority used public transport.  

b) The results of the GS-P shows that the respondents had travelled  an average of 26 kms. About 
33% had travelled less than 10 kms, 24% had travelled between 11 and 20 kms and 42% had 
travelled more than 21 kms. On average, the cost of travelling was Rs 151 for a round trip per 
person. About 6% paid no cost, 37% paid less than Rs 100, 29% paid between Rs 101 and Rs 
200, and 28% paid above  Rs 200.  

c) For BISP, the establishment of a grievance system also entails a significant cost in terms 
of maintaining a network of offices and mechanisms to hear and resolve grievances. The 
cost of grievance redress is part of BISP’s overall system of administration, information 
provision, enrolment and payments.  The cost of the grievance system has not been separately 
estimated as it is part of the overall BISP budget.  The cost of targeting, enrolling and organizing 
the system of payments cost the Government Rs. 665 in 2009/10 and increased to Rs. 1233 per 
beneficiary in 2010/11. 

7.2.4 Understanding: 

a) About 84% of the beneficiaries claimed they knew the criteria for inclusion in BISP and 
they were right in citing that poverty was the criterion (GS-E).   

b) There were multiple sources of information from which the beneficiaries had heard about the 
BISP system of registering and resolving complaints. The principal source of information 
were informal channels in which other beneficiaries (61%), family and friends (51%), and 
the village influential (16%) were key. The electronic media including both radio and television 
was also a source of information for14% of the respondents.  

c) About 4% of the respondents of the GS-E reported that they felt they understood the grievance 
system fully, 35% said they understood it partially and 61% felt they did not know it.  

d) About 36% of the respondents of the GS-P said that they felt they knew about the complaint 
registration process while 64% said that they did not.  On further probing, only 6% of those who 
said they knew it felt that they understood it fully, while 72% felt that they understood it only 
partially, and 23% confided that they did not understand it 

42 Observed by the field teams 
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7.2.5 Corruption 

a) In the case of the GS-E, only 5% of the respondents reported that they had paid someone for 
processing their enrolment complaint.  On further questioning it emerged that among the 5% 
who were being charged, 26% of the payment was to a village influential, 26% to an agent, 21% 
to BISP staff, 21% to NADRA staff, 11% to the postman and 5% to the police.  

b) A large majority (88%) of the respondents of the GS-P stated that no one had asked them for 
any kind of payment. However, 12% claimed that someone had asked them for a payment for  
assistance. Of this relatively small percentage, 68% claimed that they had paid someone on 
being asked, while the others (31%) had not paid despite being asked.   The amount that was 
paid was averaged to Rs. 305 which represents about 10% of the quarterly payment. About 42% 
paid more than Rs 400 on being asked. 

c) The results of the GS-P shows that from those who paid, 52% was to the middleman, followed 
by postman (18%), bank staff (15%), POS agent (6%), lawyer/police (6%) and BISP staff (3%). 
However, when a payment was made to the middleman, he appeared to charge the highest 
amount on average (Rs. 350), followed by the lawyer or police (Rs. 300), Postman (267), bank 
staff (Rs. 220) and POS agent (Rs. 175). The BISP staff was reported to be paid by the least 
number of people and was also given the least amount at an average of Rs. 100.    

d) In 85% of the GS-P cases, no complaint was registered against the person who had asked for 
the payment. Complaints regarding the charging by any person was generally registered at the 
BISP office (57%), followed by Bank agent (29%) and in a few cases at the POS agent (14%) or 
police (14%).   When they did report such cases of Baksheesh or side payments, 14% of those 
who reported such complaints felt they had been attended to. As the number of cases is very 
few, any inference in this respect should be drawn with caution. 

7.2.6 Satisfaction  

a) There was great variation in the respondent’s level of satisfaction with the grievance 
registration system for enrolment.  While 48% of the respondents were not satisfied, the 
others expressed various levels of partial satisfaction and only 8% were fully satisfied with the 
system for enrolment grievances.  A larger proportion was not satisfied with the complaint 
resolution system (56%), with the others at various levels of satisfaction and with 8% fully 
satisfied.  

b) There was a much greater degree of satisfaction with the attitude of the staff at the 
complaint office, with 19% fully satisfied, 44% partially satisfied, 18% neutral, 5% partially 
dissatisfied and 15% not satisfied. It can therefore be inferred that respondents were able to 
distinguish between the system and the concerned officials running the system and did 
not appear to blame the BISP staff.  

c) Respondents of the GS-P were asked to comment on their level of satisfaction with complaint 
registration mechanism of BISP for payment grievances. Only 6% of the respondents reported 
that they were fully satisfied, 21% were partially satisfied, 5% were neutral, 2% were partially 
dissatisfied while 67% were not at all satisfied.   Responses were also elicited about the 
complaint resolution mechanism for payment grievances. These showed a higher frequency 
(18%) of those who were partially satisfied compared with the registration mechanism.  
However, the proportion who were not satisfied was 69%. 

d) Regarding the attitude and treatment by the staff of relevant offices in the case of payment 
grievances, it was reported that 14% were fully satisfied, 42% were partially satisfied, 11% were 
neutral, 8% were partially dissatisfied and only 24% were not at all satisfied. This information 
reveals that the problem maybe with the system rather than with the relevant staff since the 
respondents are much more satisfied with the staff attitude and treatment. 

Mott MacDonald Ltd. 60 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

7.2.7 Empowerment  

a) As a first step towards potential for empowerment of beneficiaries, one can use the indicator of 
the number of women who are coming themselves to report the grievance case or update their 
information as it brings women into public spaces and increases their exposure. . The GS-E 
found that 70% of the respondents were the potential women beneficiaries themselves.  Of the 
30% who had not come themselves, the principal reasons were cultural factors (32%), followed 
by travel costs (30%), lack of time (19%), distance (18%), language (15%), ill health, 13%), 
disability (12%), etc.  The results of the GS-P showed that in 76% of the cases, the complaint is 
filed by the beneficiary herself and in 20% of the cases it is filed by a male family member.  

b) There is, however, a whole set of challenges beneficiaries face which stem from gender 
discrimination and social exclusion: the most frequently cited problem was due to beneficiaries 
lack of familiarity with the payment instrument, lack of access to information and inexperience in 
handling documents.  In 35% of the cases, she had lost, misplaced or damaged the BDC. In 
31% of the cases she had lost the PIN. In 23% her card had been blocked and in 8% of the 
cases, it had been exchanged with another card and in 5% the card had been captured.   

7.3 Key Issues and Recommendations   

7.3.1 Conceptual and Design Issues 
Key Issue 1: A programme that is meant to empower women has not designed information collection 
systems, payment instruments, communication systems and tools and physical spaces based on principles 
that would  enable non-literate beneficiaries to use these systems effectively. 

Key Recommendation 1: Women who are the primary beneficiaries of BISP face high degrees of 
discrimination and social exclusion on account of their gender, their poverty and their illiteracy in society 
and, therefore, require systems to be carefully designed to cater to their needs. CGAP has developed “A 
Design Guide for Communicating with BISP Recipients in Pakistan”. BISP should use the principles to 
redesign its systems. 

Key Issues 2: There is a basic difference in potential and actual beneficiaries’ perspective about 
what constitutes grievances and how BISP views grievances: For potential beneficiaries, grievances 
generally stem from their exclusion by the Safety Nets Programme. For identified beneficiaries, it is due to 
delay in enrolment and for enrolled beneficiaries it stems from delay in payments,  lack of information on 
when payments will be made and any additional transactions cost they have to pay to collect the payment.  
For BISP, grievances stem from incomplete information which hinders the enrolment of beneficiaries and 
delay in payments by banks once the payment has been released by them for disbursement to the 
beneficiaries.  Naturally, BISP’s definition of grievances is the one that has been used to design the 
grievance redress system and its operations manual.   

Key Recommendation 2: i) BISP should consider enlarging its scope including the mandate of 
grievance redress to address some of the most common grievances identified by beneficiaries with 
respect to targeting; ii) The grievance redress system should allow for the registration of 
grievances regarding payments; iii). BISP grievance redress mechanism should allow registration 
of complaints regarding delays in payments to the beneficiaries stemming from BISP’s own 
internal system or for intra-government reasons.  

 Key Issue 3: The inability of the Grievance redress system to address complaints related to the 
poverty score have to wait a resurvey which has not been undertaken and therefore such 
grievances have not been resolved. . While the BISP targeting strategy is generally accurate in 
capturing poor households, a lot of poor households who feel they should have been included are 
excluded.   BISP does not register the grievances of those who feel they have been wrongfully excluded 
from the programme due to an error in the poverty survey if their score is above the appeal range or who 
were otherwise missed out for any reason. This policy appears wise given that this would lead to a long 
line of grievances and also generate expectations of inclusion.  However, in some offices it was seen that 

Mott MacDonald Ltd. 61 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

the AC did not clearly tell the complainants that they were ineligible. Often they would say that they were 
not eligible “at the current time”. This led to complainants making repeated visits to enquire if their eligibility 
status had changed.   

Key Recommendation 3: BISP should consider (i) training of  BISP staff in how to send a clear 
message to the complainants that they were not eligible; (ii) Give a standard slip to those not 
eligible which clearly states that they are not eligible; and (iii) Schedule poverty surveys where 
there are more than a certain number of appeal cases waiting to be resolved as stipulated in the 
Operations Manual.  

Key Issue 4: The CMM is outdated and does not reflect the changes in the payment mechanisms or 
give any details of how payment grievances should be handled as a result of which ADs use different 
methods to record   complaints either verbally, in registers or in hand written or typed forms as well as on 
excel sheets.  The grievance process is not uniformly adopted as many of the forms indicated in the 
manual are not available in the field offices.  In addition, ADs do not currently have a way to track the 
complaint. 

Key Recommendation 4: The CMM needs to be updated to reflect the changes in the payment 
mechanisms, standardize the processes of registering complaints related to payments, provide 
complainants a written acknowledgement, include grievances related to BISP’s partners and 
enable tracking of the complaints.  BISP is currently reported to be updating the manual to reflect these 
changes. It is recommended that i) BISP adopt a participatory approach by involving field staff, and taking 
their views to develop a system which is practical, takes into account the low literacy levels of the 
beneficiaries and is responsive to their requirements; ii) Improve the system capacity to provide ADs and 
complainants access to track the complaint which would avoid repeated client visits to the BISP Tehsil 
Offices.   

7.3.2 Operational Aspects  

Key Issue 5:  There is an inordinate amount of burden placed on the BISP offices in the Tehsil,  and 
where these do not exist, on the BISP Divisional Offices, due to the preference of beneficiaries to 
come in person.  The issue is further complicated by the inadequate staffing, ban on staff 
recruitments, poor accommodation and lack of facilities at these offices. Capacity to handle and 
lodge grievances is impacted by location of BISP Tehsil Offices, staff deployment, facilities at the Tehsil 
Offices and the number of registered cases:  

Key Recommendation 5: There should be a more rational allocation for assigning staff in BISP 
offices as originally envisaged: i) There is a need to make a more rational allocation of staff and offices 
based on the number of registered beneficiaries in each location; ii) Training of staff in managing 
beneficiaries by grouping them on the basis of their complaints is likely to improve the flow of 
complainants, reduce waiting time and increase the efficiency with which cases are handled; iii) A 
management consultant skilled in organizing such a system should be recruited to provide assistance and 
develop a training module for BISP Tehsil Offices; iv) The acute issues faced by the beneficiaries of 
Balochistan should be addressed and special strategies devised to address their grievances.    
Innovative solutions may have to be devised for them or consider improving delivery through the post 
office for far flung areas.    

Key Issue 6: Partial implementation of the agreements by banks is leading to overcrowding at 
machines and inconvenience in accessing payments. A review of the agreements between BISP and 
its partner banks, indicates that, a number of responsibilities which the banks agreed to undertake, have 
not been fulfilled, leading to inconvenience for the beneficiaries, as well as generating grievances, which 
could be avoided. The ratio of touch points to beneficiaries is inadequate and does not follow the stipulated 
agreements. , The system to retrieve captured cards and to issue new PIN numbers is cumbersome; 
There were many cases of cards having been swapped as the cards are not personalised and it is too 
expensive to print personalized cards.  
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Key Recommendation 6: The banks and BISP need to institute a system which can reduce the 
grievances that are emerging as a result of inadequacies in the performance of the payment 
agencies and come up with a joint strategy. As such it is better to come up with a mutually acceptable 
plan of improving the system that include  i) Constituting joint committees of relevant staff of bank and 
BISP at divisional level to resolve local issues in a decentralized manner ii) Improve delivery system of 
BDCs to beneficiaries by authorizing ADs in the relevant tehsils; iii) Immediate retrieval of captured cards 
by bank branch where appropriate; iv) Ensure the PIN numbers are legible v) for PIN number verification, 
in case of lost of PINs, the method should be simplified and handled by the local bank or the bank counter 
in tehsil office; vi) Improve helpline accessibility; vii) Impose a nominal charge for replacing a BDC and for 
issuing a new PIN code.    

Key issue 7: The current assessment recognises that the LMA-2 accounts which the banks have 
opened has significantly increased the number of accounts which banks have to manage43 and 
these are zero level accounts with little or no returns for the banks. It is believed however that the 
banks are making significant profits out of transactions with BISP and beneficiaries; from the 3% 
commission they charge BISP, from the interest on float prior to disbursements of instalments to the 
beneficiaries and from non-withdrawn amounts, which more than off-sets any losses they may incur in 
managing the large numbers of accounts holders. 

Key Recommendation 7: Since the banks are benefiting from this programme, it is advisable for BISP to 
conduct a cost benefit analysis of its business model with banks and insist on redesigning the BDCs, 
notwithstanding the plea of the banks that personalizing the card is an expensive proposition. While re-
negotiating the contracts with banks, BISP should ensure the following (i) Rationalize the commission (ii) 
Redesign personalized Debit Cards with name and CNIC number of the beneficiary; (iii) Provide helplines 
numbers with prefix wherever necessary and (iv)  Imprint arrow on the card to indicate correct direction of 
insertion of card in ATM. 

7.3.3 Awareness and Communication 

Key Issue 8: Many of the complaints emerge from the inability of the beneficiaries to operate the 
electronic system of payments due to low levels of literacy and even lower levels of financial 
literacy and inclusion.  The electronic system of payments requires a certain amount of familiarity with 
handling Debits Cards, operating ATMs, remembering and safe keeping of PINS and SIMs and being able 
to satisfy the verification system associated with the KYC procedures. It does not help that the options to 
get the money out of the machine under BISP is not straightforward.44 Further, it was observed in many 
Tehsil offices that the bank staff gives a briefing about the use of the BDC in a very perfunctory manner.  
There is no visual material and no printed material available in tehsil offices.  

Key Recommendation 8:  A host of different options and innovative solutions could be tried to improve 
the beneficiaries’ familiarity and confidence in operating the ATMs. This could include  (i) Authorizing BISP 
officials to inscribe the name of the beneficiary by hand on their cards as soon as the envelope is opened, 
by arranging  some indelible pens at the Tehsil Office to assist with this process; (ii) Requesting banks  as 
the first touch point in the use of the card to give better instructions and demonstrate the use of the card; 
(ii) Displaying video/pictorial description on operating ATMs at the BDC Centres; (iv) Discussing with banks 
about  the possibility of placing an ATM at the Tehsil offices which host BDC centres/camp offices where 
the beneficiaries can draw cash for the first time (v) Making beneficiaries aware that they can draw cash 
from any ATM with the 1-Link logo and not just from the particular bank which has issued them the BDC; 
(vi) Partnering with NGOs, Community Based Organizations (CBOs) and creating a network of trusted 
volunteers to assist beneficiaries as is happening in one or two Tehsils in KPK; (vii) Training of BISP and 
bank staff to effectively communicate with the beneficiaries on all aspects.  

43 The adult population of Pakistan has currently about 10 million accounts with all formal sector banks. BISP currently has about 5 
million beneficiaries which means that these banks have effectively increased their accounts by 50% to a 100% on account of BISP.  

44 It requires pressing the Default option under the choice for accounts.   
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7.3.4 Registration of Potential and Actual Beneficiaries  

Key Issue 9:  A fundamental requirement of enrolling in the Safety Net Programme is registration 
with NADRA and acquiring a CNIC.  A majority of grievances for enrolment relate to the application 
for a new CNIC, updating the old one or renewing it.  NADRA has been facilitating the process by 
establishing separate counters in BISP Tehsil Offices and using dedicated staff for the purpose.. Given 
that processing of the CNIC is the principal reason for the delay in enrolments, there may be more that 
needs to be done by NADRA.  There are many cases which relate to the application of a CNIC on reaching 
18 years of age, or applying for new CNICs on expiry of the previous one or updating of information on 
CNICs. There are cases where CNICs have expired for over two years and even though a woman has the 
appropriate score, she has not enrolled because she did not have the monetary means to apply for a new 
CNIC. There are also instances of the wrong CNIC number or name having been recorded on the Poverty 
Score Card survey form or a name not matching the one on the CNIC.  

Key Recommendation 9: NADRA should further facilitate the acquisition of the CNIC to potential 
BISP beneficiaries through mobile vans or extra counters to issue CNICs to targeted tehsils with 
the largest number of pending beneficiaries which can be identified from the NADRA database as it is 
also the custodian of all data related to Poverty Score Cards.  The fee for duplicate CNICs, renewal of 
CNICs should be either waived for them or should be fixed at a nominal rate for BISP beneficiaries. Their 
applications should be processed on an urgent basis to facilitate their enrolment or expedite their 
payments. 

7.3.5 Use of Technology in Grievance Redress 

Key Issue 10: Technology can become a powerful tool for use in grievance redress systems and is 
becoming increasingly important in collecting, aggregating, and facilitating redress, but it is not a 
solution on its own. Effective use of technology requires adequate processes, staffing as well as a 
carefully laid out plan on messaging which is appropriate for the profile of the client or users.  The 
electronic systems in use by BISP such as its web based grievance system is in some cases extremely 
efficient in providing information on payments but it is not very user friendly in terms of lodging a complaint 
or responding to the complaints.  It is also clear that thereare not enough dedicated staff answering the 
phone lines of HBL, UBL and Alfallah Bank.  Even when one gets through to one of the banks like the 
Summit Bank for instance, the recorded messages are not easy to comprehend.  The helplines of most 
banks are not designed to take calls by BISP beneficiaries and are more suited for the educated high net 
worth individual.  However, some banks like the Sindh bank are exceptional in the way they have designed 
their helpline and their interaction with clients.45   

Key Recommendation 10: There is need for i) A careful review of the various electronic channels 
for grievance redress, by an IT specialist to make the BISP website more user friendly; ii) A 
directive to participating banks to make their helplines more user friendly appropriate for BISP 
beneficiaries, emulating the example of Sindh Bank; iii) Clear indication of the prefix to be used while 
calling helplines, and iv) Clear directions on whether mobiles can be used to call the numbers indicated.   

 

  

45 This may be due to the fact that they have only one district and 20,000 clients. 
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Annexure 1: Data Tables on Enrolment 
Grievances 

A. Basic Information 

Table 1.A.1: Number of cases surveyed by location 

District 
Sample Size Sample percentage (within region) 

Number Region/Province Overall 

AJK / GB  8 100 2.01 

Muzaffarabad 3 37.50 0.75 

Mirpur 2 25.00 0.50 

Gilgit 3 37.50 0.75 

KPK 88 100 22.06 

Peshawer 15 17.05 3.76 

Mansehra 10 11.36 2.51 

DI Khan 12 13.64 3.01 

Bannu 5 5.68 1.25 

Naushera 6 6.82 1.50 

Batagram 2 2.27 0.50 

Mardan 14 15.91 3.51 

Buner 8 9.09 2.01 

Kohat 5 5.68 1.25 

Swat 11 12.50 2.76 

Punjab 152 100 38.10 

Rawalpindi 7 4.61 1.75 

Gujrat 4 2.63 1.00 

Pakpattan 9 5.92 2.26 

Sargodha 10 6.58 2.51 

Narowal 3 1.97 0.75 

Lahore 14 9.21 3.51 

Bahwalpur 20 13.16 5.01 

Muzaffargarh 40 26.32 10.03 

Rajanpur 23 15.13 5.76 

Liyyah 11 7.24 2.76 
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District 
Sample Size Sample percentage (within region) 

Number Region/Province Overall 

Mianwali 7 4.61 1.75 

TT. Singh 4 2.63 1.00 

Sindh 136 100 34.09 

Larkana 18 13.24 4.51 

Umerkot 15 11.03 3.76 

Khairpur 26 19.12 6.52 

TM Khan 9 6.62 2.26 

Tharparkar 13 9.56 3.26 

Thatta 32 23.53 8.02 

Nawabshah 23 16.91 5.76 

Baluchistan 15 100 3.76 

Quetta 1 6.67 0.25 

Jafferabad 3 20.00 0.75 

Zhob 9 60.00 2.26 

Lasbela 1 6.67 0.25 

Gawader 1 6.67 0.25 

Overall 399 
 

100 
 

Table 1.A.2:  Frequency and percentage of respondents who were beneficiaries of BISP  

 
Number Percentage 

Beneficiaries 270 67.67 

Respondent 129 32.33 

Overall 399 100 
 

Table 1.A.3: Frequency and percentage of respondents with reference to their relations with the 
beneficiaries 

  Number Percentage 

Husband 32 24.81 

Relative 97 75.19 

Overall 129 100 
 

Table 1.A.4: CNIC number, CMS IDs and contact numbers of the surveyed beneficiaries. 

Note: This table is provided at the end of this annex due to its length of details 
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Table 1.A.5:    Frequency and percentage of beneficiaries who were resident of the district in which the 
complaint was filed 

  Number Percentage 

Resident 366 91.73 

Non-Resident 33 8.27 

Overall 399 100 
 

Table 1.A.6: Frequency and percentage of beneficiaries having a slip indicating their PMT score 

  Number Percentage 

Yes 290 72.68 

No 109 27.32 

Overall 399 100 
 

Table 1.A.7: Frequency and percentage of complainants who reported that their PMT scores were shared 
by BISP 

  Number Percentage 

Shared 328 82.21 

Not shared by BISP 71 17.79 

Overall 399 100 
 

Table 1.A.8: Frequency and percentage of complainants with respect to different threshold of PMT Score 

Poverty Score Category Number Percentage 

Up to 16.17 175 60.34 

16.18 to 20.00 100 34.48 

20.01 to 25.00 1 0.34 

25.01 and above - - 

Not Remember 14 4.83 
 

Table 1.A.9: Frequency and percentage of complainants who were having their own mobile number 

  Number Percentage 

Yes 113 28.32 

No 286 71.68 

Overall 399 100 
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Table 1.A.10: Frequency and percentage: Categories of other persons on whose mobile numbers, the 
beneficiaries can be contacted 

  Number Percentage 

Family member 140 48.95 

Friend 5 1.75 

Neighbour 8 2.80 

Cannot give 101 35.31 

No Contact Number 32 11.19 

Overall 286 100 
 
B. Beneficiary’s Interaction with BISP 

Table 1.B.1: Frequency and percentage of complainant beneficiaries selected earlier under the 
Parliamentarian Phase of BISP 

  Number Percentage 

Yes 56 14.04 

No 343 85.96 

Overall 399 100 
 

Table 1.B.2: Frequency and percentage of complainants who remembered when the poverty survey for 
(PSC) was held 

  Number Percentage 

Yes 271 67.92 

Don't know 128 32.08 

Overall 399 100 

 

Table 1.B.3: Frequency and percentage of the beneficiaries with respect to the time period when the PSC 
survey was conducted 

  Number Percentage 

2008 1 0.37 

2009 27 9.96 

2010 154 56.83 

2011 89 32.84 

Overall 271 100 
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Table 1.B.4: Frequency and percentage of complainants who reported that their homes were visited by 
PSC survey team during the survey 

  Number Percentage 

Yes 355 88.97 

No 44 11.03 

Overall 399 100 
 

Table 1.B.5 Frequency and percentage of different types of persons that provided the information to PSCV 
survey team 

  Number Percentage 

Self (Beneficiary) 162 40.60 

Male family member 186 46.62 

Female family member 31 7.77 

Other trusted party 1 0.25 

Social worker 3 0.75 

Village influential 12 3.01 

Don't know 4 1.00 

Overall 399 100 
 

Table 1.B.6: Frequency and percentage of complainants who were given a receipt by the PSC survey 
team 

  Number Percentage 

Yes 377 94.49 

No 19 4.76 

Don't know 3 0.75 

Overall 399 100 
 

Table 1.B.7: Frequency and percentage: Level of awareness of complainants regarding their inclusion in 
the BISP beneficiary list  

  Number Percentage 

Yes 294 73.68 

No 35 8.77 

Don't know 70 17.54 

Overall 399 100 
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Table 1.B.8: Frequency and percentage of complainants by the source of information about their inclusion 
in the BISP beneficiary list. (Based on multiple response) 

  Relevant Sample Total Sample 

 Source Number Percentage Number Percentage 

BISP staff 172 58.50 172 43.11 

Local influential 60 20.41 60 15.04 

BISP letter 39 13.27 39 9.77 

Internet cafe 28 9.52 28 7.02 

PSC survey team 20 6.80 20 5.01 

Phone to BISP 6 2.04 6 1.50 

Family member 5 1.70 5 1.25 

Political worker 4 1.36 4 1.00 

Other beneficiaries 3 1.02 3 0.75 

Postman 1 0.34 1 0.25 

Neighbour 1 0.34 1 0.25 
 

Table 1.B.9: Frequency and percentage of complainants who think that they know the BISP eligibility 
criterion 

  Number Percentage 

Yes 334 83.71 

No 65 16.29 

Overall 399 100 
 

Table 1.B.10: Frequency and percentage of complainants with respect to their perception about eligibility 
criterion (Base on multiple response) 

  Relevant Sample Total Sample 

  Number Percentage Number Percentage 

Poverty 314 94.01 314 78.70 

Widow 64 19.16 64 16.04 

Poverty Score 21 6.29 21 5.26 

Knowing someone influential 14 4.19 14 3.51 

Women/Married women 5 1.50 5 1.25 

Disable 4 1.20 4 1.00 

Don’t Know - - 65 16.29 
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Table 1.B.11: Frequency and percentage of complainants who believe that they know about the revised 
eligibility criterion 

  Number Percentage 

Yes 25 6.27 

No 374 93.73 
 

Table 1.B.12: Frequency and percentage of complainants with respect to their understanding about the 
revised eligibility criterion (Base on multiple response) 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Poverty Score 18 72.00 18 4.51 

Additional criterion 8 32.00 8 2.01 

Don’t know - - 374 93.73 
 

Table 1.B.13: Frequency and percentage of complainants who were provided with IEC material 

  Number Percentage 

Yes 77 19.30 

No 322 80.70 

Overall 399 100 
 

Table 1.B.14: Frequency and percentage of complainants by type of IEC material provided (Based on 
multiple responses) 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Flyer 38 49.35 38 9.52 

Pamphlet 35 45.45 35 8.77 

Letter 18 23.38 18 4.51 

Booklet 5 6.49 5 1.25 

No Material provided - - 322 80.70 
 

Table 1.B.15: Frequency and percentage of complainants who reported that they were provided by any 
Case Management Form?  

  Number Percentage 

Yes 51 12.78 

No 348 87.22 

Overall 399 100 
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Table 1.B.16: Frequency and percentage of complainants by the type of form they were provided. (Base 
on multiple responses) 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Form for updates 18 35.29 18 4.51 

Notification letter for eligibility 18 35.29 18 4.51 

Form for appeals 13 25.49 13 3.26 

Notification  for pending 
cases 6 11.76 6 1.50 

Form for complaints 3 5.88 3 0.75 

No Forms provided - - 348 87.22 

C. The Grievance 

Table 1.C.1: Frequency and percentage of the specific grievance against which complaint were being 
registered (Based on multiple responses) 

  Number Percentage 

CNIC updates 198 49.62 

Eligibility appeal 168 42.11 

Missing CNIC 22 5.51 

Name/address change 20 5.01 

Update missing information 14 3.51 

Duplicate household 12 3.01 

BDC not issued 9 2.26 

Update marital status 1 0.75 

Update disability status 2 0.5 

Migration 2 0.5 

Missing household 1 0.25 

 

Table 1.C. 2: Frequency and percentage of beneficiaries who reported that BISP staff has heard their 
complaint 

  Number Percentage 

Yes 379 94.99 

No 20 5.01 

Overall 399 100 
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Table 1.C.3: Frequency and percentage: Offices/Methods for lodging complaints 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

BISP Tehsil Office 374 93.73 374 93.73 

BISP Divisional Office 38 9.52 38 9.52 

NADRA 2 0.50 2 0.50 

BISP Head Quarter 1 0.25 1 0.25 

Online application/email 1 0.25 1 0.25 

BISP Helpline 1 0.25 1 0.25 

GPO 1 0.25 1 0.25 

BISP Provincial Office - - - - 

No one heard - - 20 5.01 
 

Table 1.C.4: Frequency and percentage of the number of attempts the beneficiary were made to lodge the 
complaint before 

  Number Percentage Average 

Not before 29 7.27 

3 times 

First Time 67 16.79 

2 to 3 times 174 43.61 

4 to 6 times 101 25.31 

7 to 10 times 21 5.26 

11 to 15 times 7 1.75 

16 times and above - - 

Overall 399 100 
 

Table 1.C. 5: Frequency and percentage by whether the staff registered the complaint 

  Number Percentage 

Yes 350 87.72 

No 49 12.28 

Overall 399 100 
 

Table 1.C.6: Frequency and percentage by whether the complainant was given a CMS Number 

  Number Percentage 

Yes 161 40.35 

No 238 59.65 

Overall 399 100 
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Table 1.C. 8: Frequency and percentage of grievances by type (Base on multiple responses) 

  Number Percentage 

Delays in response from BISP 322 80.70 

Behaviour of NADRA staff 47 11.78 

Behaviour of BISP staff 32 8.02 

Refusal to accept or process grievance 27 6.77 

Delay in response from NADRA 25 6.27 

No proper guidance 13 3.26 

No Complaint 12 3.01 

Delay in response from Bank 9 2.25 

Behaviour of Bank staff 8 2.01 

Corruption 4 1.00 

Charging for services 3 0.75 
 

Table 1.C.9: Frequency and percentage of complainants who reported that someone was charging them 
for? 

  Number Percentage 

Yes 19 4.76 

No 380 95.24 

Overall 399 100 
 

Table 1.C.10: Frequency and percentage: Staff/individual, reported by complainants, who were charging 
for assistance (Based on multiple responses) 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Village influential 5 26.32 5 1.25 

Middleman/Agent 5 26.32 5 1.25 

BISP Staff 4 21.05 4 1.00 

NADRA Staff 4 21.05 4 1.00 

Postman/Post Office 2 10.53 2 0.50 

Police 1 5.26 1 0.25 

Bank Staff - - - - 

No one Charged - - 380 95.24 
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Table 1.C.11: Frequency and percentage: Source of information through which the beneficiaries get 
awareness that they can register/resolve their complaints in BISP Tehsil office (Base on 
multiple responses) 

  Number Percentage 

 Other beneficiaries 244 61.15 

 Family & Friends 204 51.13 

 Village influential 62 15.54 

 TV 29 7.27 

 Radio 26 6.52 

 Printed/IEC material 10 2.51 

 NGO worker 8 2.01 

BISP Office/Staff 6 1.50 

 Newspaper 2 0.50 

Bank Staff 1 0.25 

Postman 1 0.25 

POS agent 1 0.25 

DCO Office 1 0.25 

 Internet - - 
 

Table 1.C.12: Frequency and percentage of complainants with respect to their relationship to BISP 
Beneficiary 

  Number Percentage 

Self (Beneficiary) 281 70.43 

Family member 113 28.32 

Neighbour 3 0.75 

Village influential 2 0.50 

Other Beneficiary - - 

Social worker - - 

Overall 399 100 
 

Table 1.C.13: Frequency and percentage: Types of reasons provided by respondent for representing the 
beneficiaries (Base on multiple responses) 

  Number Percentage 

Cultural problems 38 32.20 

Cannot afford travel costs 35 29.66 

Lack of time 22 18.64 

Long Distance 21 17.80 
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  Number Percentage 

Language barrier 18 15.25 

Old age/Sick 15 12.71 

Disable 14 11.86 

Security problems 6 5.08 

Job problem 1 0.85 
 
 

Table 1.C.14: Frequency and percentage of the time period when the complaint was filed 

  Number Percentage 

2010 1 0.34 

2011 3 1.01 

2012 21 7.09 

2013 107 36.15 

2014 164 55.41 

Overall 296 100 
 

Table 1.C.15: Frequency and percentage of complaints by the location where the complaint was filed. 
(Based on multiple responses) 

  Number Percentage 

BISP Tehsil office 370 92.73 

BISP Divisional office 36 9.02 

NADRA 4 1.00 

Bank 1 0.25 

GPO 1 0.25 

BISP Provincial office - - 

BISP Head Quarters - - 

Online application/Email - - 

BISP helpline - - 

By post - - 

Still not registered 3 0.75 
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Table 1.C.16: Frequency and percentage of complainants who had filed the complaint about this issue 
earlier 

  Number Percentage 

Yes 239 59.90 

No 160 40.10 

Overall 399 100 
 

Table 1.C.17: Frequency and percentage of complainants with respect to the person through whom they 
had field this complaint earlier  

  Number Percentage 

Self (Beneficiary) 170 71.13 

Family member 66 27.62 

Social worker 2 0.84 

Political representative 1 0.42 

By village notable on her behalf - - 
 

Table 1.C.18: Frequency and percentage of the number of times that the complaint had been filed earlier.  

  Number Percentage Average 

Not before 160 40.10  

First time 47 11.78 

3 times 

2 to 3 times 124 31.08 

4 to 6 times 51 12.78 

7 to 10 times 11 2.76 

11 to 15 times 4 1.00 

16 times and above 2 0.50 
 

D. Processing of the Complaint 

Table 1.D.1:   Frequency and percentage: The reason to visit the particular office for registering complaint 
(Based on multiple responses) 

  Number Percentage 

This is the relevant office 268 67.17 

Someone referred me here 151 37.84 

Nearest to my house 98 24.56 

Staff is helpful 7 1.75 

I know the staff 6 1.5 
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Table 1.D.2:   Frequency and percentage of complainants by the type of documents submitted with your 
complaint (Based on multiple responses) 

  Number Percentage 

Copy of CNIC 342 85.71 

Copy of PSC survey slip 145 36.34 

Written complaint/application/Stamp paper 64 16.04 

Nothing 31 7.77 

Complaint Management form 13 3.26 

Husband/Relative CNIC 7 1.75 

Any letter from BISP 5 1.25 
 
 

Table 1.D.3: Frequency and percentage of complainants with respect to receipt and type of 
acknowledgment 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Yes 289 72.43 289 72.43 

No 110 27.57 110 27.57 

Overall 399 100 399 100 

Type of acknowledgment (Based on 
multiple responses)     
Verbal 242 83.74 242 60.65 

CMSID 161 55.71 22 5.51 

Slip 22 7.61 161 40.35 

Letter 1 0.35 1 0.25 

Complaint Number - - - - 

No Acknowledgment - - 110 27.57 
 

Table 1.D.4:   Frequency and percentage with respect to their residence, traveling time, distance and 
mode of transportation for reaching the office of registering complaint  

  Number Percentage Average 

Distance 
   

Less than 9.99 kms 119 29.82 

28 Kms 

Between 10 kms to 19.99 kms 58 14.54 

Between 20 kms to 29.99 kms 72 18.05 

Between 30 kms to 39.99 kms 47 11.78 

Between 40 kms to 49.99 kms 42 10.53 
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  Number Percentage Average 

Above 500 kms 61 15.29 

Time 
   

Less 59.99 mins 165 41.35 

73 min (1 hour and 
13 mins) 

Between 60.00 mins to 119.99 mins 146 36.59 

Between 120.00 mins to 179.99 mins 71 17.79 

Between 180.00 mins to 239.99 mins 11 2.76 

Above 240 mins 6 1.50 

Mode of transport (Based on multiple responses) 

  Number Percentage 

Public Transport 334 83.71 

Walked 77 19.30 

Personal Transport 27 6.77 

Taxi 19 4.76 

Friends Transport 7 1.75 
 

Table 1.D.5:   Frequency and percentage: Responses with respect to the round trip travel costs per person 
to reach the office to file the complaint 

  Number Percentage Average Cost 

No Cost 22 5.51 

Rs. 149 

Less than Rs. 99.99 139 34.84 

Between Rs. 100 to Rs.199.99 126 31.58 

Between Rs. 200 to Rs. 299.99 48 12.03 

Between Rs. 300 to Rs. 399.99 30 7.52 

Between Rs. 400 to Rs. 499.99 13 3.26 

Above Rs. 500  21 5.26 
 

Table 1.D.6: Frequency and percentage of complainants by the number of trips they had to make to 
pursue their complaint 

  Number Percentage 

Once 58 14.54 

Two to three times 196 49.12 

Four to six times 111 27.82 

More than seven times 34 8.52 
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Table 1.D.7: Frequency and percentage of complainants who felt their complaint had been resolved  

  Number Percentage 

Yes 45 11.28 

Partially 168 42.11 

No 186 46.62 

Overall 399 100 
 

Table 1.D.8: Frequency and percentage of respondent who were aware of the next level where they can 
approach if the complaint is not resolved 

  Number Percentage 

Yes 10 5.38 

No 176 94.62 

Overall 186 100 

Whom to approach at next level    

  
  

Relevant Sample Total Sample 

Number Percentag
e Number Percentage 

BISP Divisional Office 5 50 5 2.69 

NADRA 5 50 5 2.69 

BISP Provincial Office - - - - 

Call center of BISP - - - - 

Don’t know - - 176 94.62 
 

Table 1.D.9: Frequency and percentage of complainants who remembered the time taken between filing 
and decision of their complaints? 

  Number Percentage 

Yes 28 62.22 

No 17 37.78 
 

Table 1.D.10: Frequency and percentage of complainants whose complaints were resolved by the length 
of time it took between filing and resolution of complaint 

  Number Percentage Average Time 

Less than 0.99 months 2 7.14 

12.61 months 
Between 1 month to 1.99 months 7 25.00 

Between 2 months to 2.99 months 2 7.14 

Between 3 months to 3.99 months 3 10.71 
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  Number Percentage Average Time 

Between 4 months to 4.99 months - - 

Between 5 months to 5.99 months - - 

Above 6 months 14 50.00 
 

Table 1.D.11: Frequency and percentage of complainants who think they know the complaint registration 
mechanism 

  Number Percentage 

Yes 132 33.08 

No 267 66.92 

Overall 399 100 
 

Table 1.D.12: Frequency and percentage of complainants who thought they understand the complaint 
registration mechanism by the level of understanding 

  Number Percentage 

Fully 15 3.76 

Partially 141 35.34 

Don't know 243 60.90 

Overall 399 100 
 

Table 1.D.13: Frequency and percentage of complainants with respect to their level of satisfaction with the 
complaint registration mechanism 

  Number Percentage 

Fully Satisfied 30 7.52 

Partially Satisfied 139 34.84 

Neutral 28 7.02 

Partially Dissatisfied 9 2.26 

Not Satisfied 193 48.37 

Overall 399 100 
 

Table 1.D.14: Frequency and percentage of complainants with respect to their level of satisfaction with the 
complaint resolution mechanism 

  Number Percentage 

Fully satisfied 32 8.02 

Partially Satisfied 107 26.82 

Neutral 28 7.02 

Partially Dissatisfied 8 2.01 
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  Number Percentage 

Not Satisfied 224 56.14 

Overall 399 100 
 

Table 1.D.15: Frequency and percentage of complainants with respect to their level of satisfaction with the 
attitude of and treatment by the staff of the Complaints Office 

  Number Percentage 

Fully Satisfied 76 19.05 

Partially Satisfied 174 43.61 

Neutral 70 17.54 

Partially Dissatisfied 20 5.01 

Not Satisfied 59 14.79 

Overall 399 100 

Table 1.D.16: Frequency and percentage of complainants who were asked for any sort of payment for 
assistance by type of person who asked them 

  Number Percentage 

Yes 24 6.02 

No 375 93.98 

Overall 399 100 

Category of staff or person who demanded payment for assistance (Based on multiple responses) 

  
  

Relevant Sample Total Sample 

Number Percentag
e Number Percentage 

Middleman 10 41.67 10 2.51 

BISP Staff 6 25.00 6 1.50 

NADRA Staff 5 20.83 5 1.25 

POS agent 3 12.50 3 0.75 

Post Office 2 8.33 2 0.50 

Police women 1 4.17 1 0.25 

Local Influential - - - - 

Political Worker - - - - 

No one - - 375 93.98 
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Table 1.D.17: Frequency and percentage of complainants who claimed that they have resolution of 
complaint 

 Relevant Sample Total Sample 

Did you pay? Number Percentage Number Percentage 

Yes 18 75.00 18 4.51 

No 6 25.00 6 1.50 

Not demanded for payment - - 375 93.98 
 

Table 1.D.18: Frequency and percentage: Category of staff/person to whom payments were made by the 
beneficiary and the average amount paid (Base on multiple responses) 

  
  

Relevant Sample Total Sample 
Average 

Amount paid Number Percentage Number Percenta
ge 

Middleman 7 38.89 7 1.75 286 

NADRA Staff 5 27.78 5 1.25 292 

BISP Staff 4 22.22 4 1.00 230 

Postman / Post Office 2 11.11 2 0.50 500 

POS Agent 1 5.56 1 0.25 450 

Police Women 1 5.56 1 0.25 100 

Local Influential - - - - - 

Political Worker - - - - - 

Not paid - - 6 1.50 
 

No Ask any payment - - 375 93.98 
  

Table 1.D.19: Frequency and percentage of complainants by the type of person they paid. (Based on 
multiple response) 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Middleman 7 38.89 7 1.75 

NADRA Staff 5 27.78 5 1.25 

BISP Staff 4 22.22 4 1.00 

Postman / Post Office 2 11.11 2 0.50 

POS Agent 1 5.56 1 0.25 

Police Women 1 5.56 1 0.25 

Local Influential - - - - 

Political Worker - - - - 

Not paid - - 6 1.50 

No Ask any payment - - 375 93.98 
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Table 1.D.20: Frequency and percentage of complainants who registered a complaint against a person 
who demanded payment for assisting them 

 Relevant Sample Total Sample 

 

Number Percentage Number Percentage 

Yes 1 4.17 1 0.25 

No 23 95.83 23 5.76 

Not Applicable - - 375 93.98 
 

Table 1.D.21: Frequency and percentage of complainants by the location where they registered the 
complaint regarding demand for payment  

  Relevant Sample Total Sample 

  Number Percentage Number Percentage 

BISP Tehsil Office 1 100 1 0.25 

BISP Divisional Office - - - - 

BISP Provincial Office - - - - 

BISP Head Quarter Office - - - - 

Post office - - - - 

NADRA - - - - 

Bank - - - - 

Local Administration - - - - 

MPA/MNA - - - - 

No Complaint Registered - - 23 5.76 

Not Applicable - - 375 93.98 
 

Table 1.D.22: Frequency and percentage of complainants who feel their complaint regarding demand for 
payment from them was attended to 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Yes - - - - 

No 1 100 1 0.25 

No Complaint Registered - - 23 5.76 

Not Applicable - - 375 93.98 
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Table 1.A.4: CNIC number, CMS IDs and contact numbers of the surveyed beneficiaries 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

AJK/GB Muzaffarabad Hatian Raji 82202-8260261-4 - 03446759518 

AJK/GB Muzaffarabad Muzaffarabad Saleema Bibi 82203-9552858-8 - 03229412975 

AJK/GB Muzaffarabad Muzafarabad Jamila Bibi   03443635690 - 

AJK/GB Mirpur Mirpur Khalidha Parveen  81302-6751671-0 - 03478219520 

AJK/GB Mirpur Dadyal Nazma Khurum 81301-1407276-8 03410529975 - 

AJK/GB Gilgit Gilgit Bareen 71501-9111161-4 - - 

AJK/GB Gilgit Gilgit Gul Sambar 71501-0210013-2 03554137094 - 

AJK/GB Gilgit Gilgit Momina 71501-5903869-0 - 03131010907 

KPK Peshawar Peshawar Gul Bibi 17301-6831713-0 03239558137 - 

KPK Peshawar Peshawar Shakeela 17301-8348263-6 - - 

KPK Peshawer Peshawar Husan Pari 17301-7552609-8 - - 

KPK Peshawer Landi Kotal Pero Khela 21203-0428353-8 - - 

KPK Peshawer Peshawar Gul Basro 17201-943588-6 - 03077529381 

KPK Peshawer Peshawar Shakeela Bibi 17301-3099881-4 03235272933 - 

KPK Peshawer Landi Kotal Mawarar Bibi 21203-5037970-2 - - 

KPK Peshawer Tehsil Roshan Zari 17034-581847-2 030215954612 - 

KPK Peshawer Peshawar Lal Bibi 16101-1185869-0 03078327305 - 

KPK Peshawer Tehsil Naheeda 17037-231340-8 - - 

KPK Peshawer Peshawar Afsana Bibi 17301-9414040-8 - 03018882578 

KPK Peshawer Peshawar Jamila Bibi 17301-9270168-4 - - 

KPK Peshawer Peshawar Shania Bibi 17301-5080962-0 - - 
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Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

KPK Peshawer Peshawar Khatoon Bibi 17301-3543654-6 - - 

KPK Peshawer peshawar Firasata 17301-5182206-8 - 03005891996 

KPK Mansehra Oogi Haleema Banu 13504-4191251-0 03462697110 - 

KPK Mansehra Mansehra Bibi Sakeena 13503-9608519-6 - 03125955509 

KPK Mansehra Bala Kot Bibi Noor un Nisa 13501-1267456-2 - 0342-9425329 

KPK Mansehra Oogi Naseeb Saoon 13504-8026425-6 - 03429691156 

KPK Mansehra Mansehra Riffat Shaheen 13503-0515287-0 03025632991 - 

KPK Mansehra Mansehra Gul Nargas 13503-8475531-0 03015593934 - 

KPK Mansehra Mansehra Bibi Roshan Jan 13503-0594917-6 - 03449544323 

KPK Mansehra Mansehra Sahib Gee 13503-0495600-8 - - 

KPK Mansehra Mansehra Gul Marjan Bibi 13503-0539382-4 - 03469618869 

KPK Mansehra Mansehra Mehraj un Nisa 13501-5575246-8 - - 

KPK DI Khan Kulachi Sir Taj Babi 12102-2742281-18 - 03468996374 

KPK DI Khan Pahar Pur Wazira Babe 12103-692661-0 03317244917 - 

KPK DI Khan Pahar Pur Sanam Iqbal 12103-7794932-1 03412382542 - 

KPK DI Khan Pahar Pur Taj Bebe 12103-7223560-0 - - 

KPK DI Khan Pahar Pur Farhat Babi 12103-7418189-6 03438898031 - 

KPK DI Khan Pahar Pur Jug Sabhai 12101-1458545-5 03139124891 - 

KPK DI Khan Pahar Pur Farzana Babi 12103-6691251-8 03139124891 - 

KPK DI Khan Pahar Pur Sameena Bebe  12103-7667925-4 031449393550 - 

KPK DI Khan Pahar Pur Kaniza Babi 12103-4469520 - - 

KPK DI Khan DI Khan Imran Babi 12101-0210647-8 031391224891 - 

KPK DI Khan Pahar pur Zarina Babi 12103-8168631-8 03415558055 - 
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Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

KPK DI Khan Pahar pur Angora Babi 12103-4736868-0 03116943643 - 

KPK Bannu Bannu Basmoona Bebe  11101-4561249-8 03049908775 - 

KPK Bannu Bannu Shagufta 11101-3445012-6 03088085585 - 

KPK Bannu Do mail Jamila Babi 11102-0574142-2 - - 

KPK Bannu FR bannu Mehmooda 22201-1066125-6 03049399102 - 

KPK Bannu Domail Noor am Zada 11101-6013667-8 03065734010 - 

KPK Naushera Tehsil Fazeelat Bibi 17201-9711484-2 - - 

KPK Naushera Naushehra Gulfam Ihktiar 17201-2051453-2 - - 

KPK Naushera Pabbi Basmina 17201-3307176-8 03009342104 - 

KPK Naushera Naushera Lal Pari Jan 17201-9781589-4 - - 

KPK Naushera Naushera Zaib un  Nisa 17201-8210519-6 - - 

KPK Naushera Naushera Angreza Bibi 17201-6430298-0 - 03024121532 

KPK Batagram Alli Gul Zar Taja 13101-8414238-4 - 03469530970 

KPK Batagram Alli Zartaja 13201-1763949-4 - 03449559418 

KPK Mardan Mardan Tahira 16101-2298344-8 - 03319320857 

KPK Mardan Mardan Shahjan Bibi 16101-4741020-2 - 03419041204 

KPK Mardan Mardan Saeeda 16101-0444311-5 03089022332 - 

KPK Mardan Mardan Akhtar Begum 161012-940145-6 03348434095 - 

KPK Mardan Mardan Gul Naz 16101-0391009-8 - 03369842433 

KPK Mardan Mardan Hina Bibi 16101-7229764-6 - - 

KPK Mardan Mardan Bibi Haleema 16101-3011835-8 - 03341963869 

KPK Mardan Mardan Neelam Jejan 16101-5213095-0 03018181679 - 

KPK Mardan Mardan Zaitoon Bibi 16101-6842936-0 03159027403 - 
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Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

KPK Mardan Mardan Nasia Begum 16102-0528807-8 03110948695 - 

KPK Mardan Takht Bhai Mansha Begum 16102-4845708-4 - - 

KPK Mardan Takhtbhai' Karachi Falak Naz 42401-9301153-4 - - 

KPK Mardan Mardan Irshad Begum 16101-6047553-8 - 03444034855 

KPK Mardan Takht Bhai Zar Bibi 15305-1661597-2 - - 

KPK Buner Daggar Begum Jan 15101-1158805-2 - - 

KPK Buner Daggar Qadarmana 15101-9459111-6 - - 

KPK Buner Daggar Bakht Sherina 15101-1528852-2 - - 

KPK Buner Daggar Hasan Zari 15101-7749734-4 - - 

KPK Buner Daggar Gul Bakhta 15101-0320395-0 - - 

KPK Buner Daggar Tahina 15101-1366106-2 - - 

KPK Buner Daggar Bacha Bibi 42401-8357554-4 - - 

KPK Buner Daggar Jamna 15101-6632345-4 - 03416930489 

KPK Kohat Lachi Iran Bebe 14302-0168837-4 0922210957 - 

KPK Kohat Kohat Mashali Gul 14301-1981549-8 03417932182 - 

KPK Kohat Kohat Tutia Gula 14301-9337141-8 03449237783 - 

KPK Kohat Kohat Samina Babi 14301-4535160-8 03459812779 - 

KPK Kohat Kohat Fihmeeda Begum 14301-4395643-8 03339640589 - 

KPK Swat Kabal Bakht e Saliha 15602-5845517-2 03439189756 - 

KPK Swat Matta Noor Nabia 15601-5899650-0 - 03142294693 

KPK Swat Barikot Parizada Begum 15602-0240693-8 03465593819, 
03429866061 

- 

KPK Swat Babozai Bacha Jahan  15602-0334411-4 - 03429621531 
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Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

KPK Swat Babozai Pasham Bibi 15602-8606246-6 - 03462037738 

KPK Swat Babozai Naseem Begum 15602-0819451-0 - 03469425419 

KPK Swat Babozai Pashmina 15602-0496065-2 03439634751 - 

KPK Swat Babozai Fahmida Bibi 15607-0575389-6 - 03462707886 

KPK Swat Matta Nazia Bibi 15601-0444362-6 - - 

KPK Swat Matta Bibi Grana 15601-6515398-6 - - 

KPK Swat Matta Naheed 15601-1584334-2 - 03463601142 

Punjab Rawalpindi Kaler Saidan Kashmiran Bibi 37407-0579429-4 - - 

Punjab Rawalpindi kaler Saidan Hafiz Unasa 37402-0926923-2 - 03225128054 

Punjab Rawalpindi Kaler Saidan Nisar Bibi 37402-1762949-6 - 0332 5100781 

Punjab Rawalpindi Rawalpindi Nabeela Shaheen 37405-4304388-0 - 03444699707 

Punjab Rawalpindi Rawalpindi Abida Parveen 37405-7876384-4 03315244806 - 

Punjab Rawalpindi Rawalpindi Naheeda Akram 17301-794470-6 03075322579 - 

Punjab Rawalpindi Rawalpindi Nasreen Bibi 32304-5374510-6 0301_5631151 - 

Punjab Gujrat Gujrat Fatima Bibi 34201-8303320-0 03446234515 - 

Punjab Gujrat Gujrat Raiz Bibi 34201-2974935-4 03236926982 - 

Punjab Gujrat Gujrat Suryia Bibi 34201-0341907-8 034165174505 - 

Punjab Gujrat Gujrat Shugfta Bibi 34201-1679802-0 0302_6290292 - 

Punjab Pakpattan Arifwala Kaneez bb 36401-0142252-0 - - 

Punjab Pakpattan Arifwala Sajida Bibi 36401-7802922-6 - - 

Punjab Pakpattan Arifwala Shahnaz Bibi 36401-7459431-0 - - 

Punjab Pakpattan Arifwala Irshad Begum 36601-3533859-2 - - 

Punjab Pakpattan Arifwala Sajida Bibi 36401-5743897-8 - - 
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Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Punjab Pakpattan Pakpattan Rabia  36402-7842735-2 - 03027241565 

Punjab Pakpattan Pakpattan Nazeeran Bibi 36402-4594007-6 - 03427301994 

Punjab Pakpattan Pakpattan waziran Bibi 36402-1050300-2 03464886678 - 

Punjab Pakpattan Pakpattan Ishrat Bibi 36402-2131112-6 - - 

Punjab Sargodha Sargodha Imtiaz Shaheen 38403-6900992-0 - 0308 6394468 

Punjab Sargodha Sargodha Abida Pervin 38403-1598219-4 - 03347557267 

Punjab Sargodha Sargofha  Farzana 38403-2136174-6 03037923085 - 

Punjab Sargodha Sargodha  Mataa Bibi 38403-4323626-4 - 03413264678 

Punjab Sargodha Kot Moman Nasim Bibi 38406-0680565-2 - 03037103190 

Punjab Sargodha Kot Moman Uziz Fatima 38406-0629683-4 - - 

Punjab Sargodha Kot Moman Mistooran Bibi 38406-0601821-8 - 0344 7437220 

Punjab Sargodha Kot Moman Izra Noor 38406-0599459-2 - - 

Punjab Sargodha Bhalwal Kaniz Fatima 38401-5272303-0 - - 

Punjab Sargodha Bhalwal Bashiran Bibi 38401-3774228-2 0342 5995130 - 

Punjab Narowal Narowal Farzana Kosar 34501-7711190-8 03016479023 - 

Punjab Narowal Narowal Shomaila Pervin 34501-4153602-4 0306 9600378 - 

Punjab Narowal Narowal Tahirah Bibi 34501-5307494-0 0341 6459256 - 

Punjab Lahore Shalimar Nazia Bibi 35201-8593344-6 - 0320 8414112 

Punjab Lahore Lahore Cant shahnaz Bagam 35201-1622619-4 - 03212919573 

Punjab Lahore lahore Cant Robina 35201-4675474-4 03460435107 - 

Punjab Lahore Samnabad Town Allah Rukhi   03084547373 - 

Punjab Lahore Lahore Jeevan bb 35202-4996250-4 030578489022 - 

Punjab Lahore Lahore Asiya   - 03466833365 
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Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Punjab Lahore Lahore Sumaira bb 35202-3538870-8 03014569053 - 

Punjab Lahore Lahore city Nasreen 35202-0632236-2 03110041149 - 

Punjab Lahore Lahor city Kosar Bibi 35202-3185226-6 - 03024575628 

Punjab Lahore Lahore Kalsoom bb 33776-50788-4 - 03234839108 

Punjab Lahore Lahore Kausar bb 35402-8027441-4 03016829431 - 

Punjab Lahore Pattoki  Mariam bb 35103-1235918-4 03054910318 - 

Punjab Lahore Lahore Nusrat   03414956390 - 

Punjab Lahore Lahore Saiqa Saleem 35202-9719446-0 03349794470 - 

Punjab Bahwalpur Khairpur tamewali Hajra bb 31202-7290211-6 03006806445 - 

Punjab Bahwalpur Hasilpur Yasmeen Akhtar 31203-1670428-2 03012465241 - 

Punjab Bahwalpur Khairpur tamewali Maqsood Mai 31204-631385-6 03082330081 - 

Punjab Bahwalpur Yazman Rubina Qausar 31205-3597760-0 03354280537 - 

Punjab Bahwalpur Yazman  Meeran Devi 31205-1387387-2 03427162341 - 

Punjab Bahwalpur Yazman  Razia  35201-8049566-6 03436991168 - 

Punjab Bahwalpur Ahmadpur Ghulam Sakina 31201-7131513-0 - 03017738633 

Punjab Bahwalpur Ahmadpur East Naseem bb 31201-2824310-2 03059200132 - 

Punjab Bahwalpur Ahmadpur East Nazir Mai 31201-4691771-0 - 03018787293 

Punjab Bahwalpur Ahmadpur East Nusrat Mai 31201-9842804-2 - 03018787293 

Punjab Bahwalpur Ahmadpur Nasreen Mai 31201-5486682-4 03027774990 - 

Punjab Bahwalpur Bhawalpur Samina bb 31202-3749010-6 0300462207924 - 

Punjab Bahwalpur Bhawalpur Razia bb 31202-5908447-2 - 03076119812 

Punjab Bahwalpur Bhawalpur Bushra Mai 31202-1985299-4 - - 

Punjab Bahwalpur Bhawalpur Sarwar Mai 31202-6033785-2 - - 
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Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Punjab Bahwalpur Ahmadpur Nasreen Mai 31201-5344856-0 - 03023367188 

Punjab Bahwalpur bhawalpur Umat ul Raheem 31202-4005180-4 03216813480 - 

Punjab Bahwalpur bhawalpur Ayesha 31202-0236472-8 03056244155 - 

Punjab Bahwalpur Ahmadpur east Zainab Khatoon 31201-0271924-0 03027714460 - 

Punjab Bahwalpur Bhawalpur City Sonia bb 36303-1434551-0 03027825213 - 

Punjab Muzaffargarh Muzafarghar Kosar  Bibi 32304-5086808-4 - - 

Punjab Muzaffargarh M.garh Nagina Mai 32304-1533870-0 - - 

Punjab Muzaffargarh Muzafrgr Kalsoom Bibi 32304-8432172-2 - 03417410319 

Punjab Muzaffargarh M.garh Azima 36304-7414042-8 - - 

Punjab Muzaffargarh Muzafrghar Hameeda Mai  32304-8874854-8 03086376743 - 

Punjab Muzaffargarh Mizafrghar Shahnaz Mai 32304-4053717-8 - 03047793025 

Punjab Muzaffargarh Jatoi Naseem Bibi 32302-0550658-4 - 03008950076 

Punjab Muzaffargarh M.garh Samina Mai 32304-6174526-2 - 0308.5191307 

Punjab Muzaffargarh Jatoe Zakia Mai 32302-8051879-6 - - 

Punjab Muzaffargarh Jatoi Pareen Bibi 32302-0110190-0 - 03004795503 

Punjab Muzaffargarh Jatie Sugran Mai  32302-966541-2 - - 

Punjab Muzaffargarh Kot Addu Balquess 32303-1474132-2 - - 

Punjab Muzaffargarh Jatoi Azra Mai 32302-1992291-6 - 034183433141 

Punjab Muzaffargarh Kot Adu Zarina Bibi  32303-8272776-6 - - 

Punjab Muzaffargarh Kot Aduu Sumaira Mai 32303-3420510-6 - - 

Punjab Muzaffargarh Kot Addu Zareena Mai 32303-5416588-0 - - 

Punjab Muzaffargarh Kot Addu Dano Bibi   - 03461517882 

Punjab Muzaffargarh M.garh Noshaba Bibi 32302-2807068-4 - 0343.7489700 
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Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Punjab Muzaffargarh Kot Ado Kalsoom Bibi 32303-0779285-7 03066271325 - 

Punjab Muzaffargarh Ali Pur  Manzoor  Khatoon  32301-8629754-2 - 03015067317 

Punjab Muzaffargarh Ali Pur Ruqaya Bibi  32301-5022792-4 03346181743  - 

Punjab Muzaffargarh Ali Pur  Zakiya  Mai 32302-9824735-6 - 03058646077 

Punjab Muzaffargarh Ali Pur Gulan Mai 32301-6266338-4 03032822626 - 

Punjab Muzaffargarh Ali Pur Zahra Mai 32301-5499505-6 - - 

Punjab Muzaffargarh Ali Pur Sugra Bibi   - 03017934712 

Punjab Muzaffargarh Ali Pur Shaheen Bibi 32301-0105996-2 0332.6485979 - 

Punjab Muzaffargarh Kot Addu Bilques Bibi 32303-1474132-2 - - 

Punjab Muzaffargarh Ali Pur Sakina Bibi 32301-6240820-6 03062709474 - 

Punjab Muzaffargarh Ali Pur Izat Mai 32301-186281-0 - - 

Punjab Muzaffargarh Jam Pur Shamim Bibi 32304-6018834-4 - 03006865195 

Punjab Muzaffargarh Muzafrghr Shaheena Mai 32304-9915359-0 - - 

Punjab Muzaffargarh Jatoi Shraf Mai 32302-1668650-8 - - 

Punjab Muzaffargarh Muzafar Garh Sumira Bibi 32304-2123042-2 034668816630 - 

Punjab Muzaffargarh Muzafar Garh Kaniz Mai 32304-3499527-0 0343.7090219 - 

Punjab Muzaffargarh Jatoi Parveen  Mai 32302-0117060-8 - 03054050255 

Punjab Muzaffargarh Muzafrgar  Saira Bibi 32304-5460082-6 - 03077256485 

Punjab Muzaffargarh Rajan Pur Amina Mai 32403-1170211-4 - 03366175675 

Punjab Muzaffargarh Jatoi Fiyaz Mai 32302-0805935-2 - - 

Punjab Muzaffargarh Muzfarghar Shazia  Mai 32304-4058602-4 - - 

Punjab Muzaffargarh Jatoi Shakeela Bibi 32302-6338782-0 - 03426633346 

Punjab Rajanpur Rajan Pur Laila Khan    - 03336116802 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Punjab Rajanpur Rajan Pur Batool Bibi 32403-8940745-0 -  

Punjab Rajanpur Rajan Pur Zakia Bibi 32403-3234818-0 - 03326193594 

Punjab Rajanpur Rajan Pur Aqeela Bibi   - 03337294503 

Punjab Rajanpur Rajan Pur Chanu Mai 32403-5804523-2 - 03361681689 

Punjab Rajanpur Rajan Pur Manzoir Mai 32403-6359150-6 - 03366190967 

Punjab Rajanpur Rajan Pur Sheedan Mai 32403-3776481-2 - 03338831480 

Punjab Rajanpur Rajan Pur Asifa  Pareen  32403-3431953-4 - 03319727459 

Punjab Rajanpur Rajan Pur Haleena  Bibi 32403-2674910-6 - 03325485134 

Punjab Rajanpur Rajan pur Shamim Mai 32403-1021323-2 - - 

Punjab Rajanpur Rajan pur Rukhsana Perveen 32403-2901259-0 03024360701 - 

Punjab Rajanpur Rajan Pur Maqcood Bibi 36403-5124937-6 - - 

Punjab Rajanpur Rajan Pur Pairthi Mai 32304-5357845-2 - 0332.6295872 

Punjab Rajanpur Rajan Pur Kalsoom Vibi 32403-8898502-8 0334.6407172 - 

Punjab Rajanpur Rajan Pur Taj Mai 32403-8936702-6 - - 

Punjab Rajanpur Rajan Pur Abida Bibi 32403-2566562-8 03321765621 - 

Punjab Rajanpur Rajan pur Manan Mai 32303-8062924-2 0336.6189405 - 

Punjab Rajanpur Rajan pur Sadikan Bibi 32403-5877110-4 03032320832 - 

Punjab Rajanpur Jam pur Shakeela Begum 45403-5742985-4 03o8588343 - 

Punjab Rajanpur Jam pur Saleema Mai 32402-3079135-6 03338568755 - 

Punjab Rajanpur Jam pur Sardar Mai 32402-5070366-4 - 03331728362 

Punjab Rajanpur Jam pur Shazia Bibi 32402-1537713-2 - 03327099692 

Punjab Rajanpur Seekharr Salma  45403-6321455-4 - 03340223661 

Punjab Liyyah Layya Rukhsana Basheer 32203-1480452-0 - 03216832184 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Punjab Liyyah Layya  Shamim Bibi 32203-2277337-6 033168172231 - 

Punjab Liyyah Layya Laly Bibi 32203-4764994-6 - 03247519009 

Punjab Liyyah Layya  Mughasaah Bibi 32203-4524913-2 - 03338904344 

Punjab Liyyah Layya Saira Bano 32203-5091898-8 - - 

Punjab Liyyah Karor Lal Essan Perven Bibi 32202-4800475-0 0305.866396.0 - 

Punjab Liyyah Karor Lal Essan Yasmin Bibi 32202-3950289-6 0301.7590578 - 

Punjab Liyyah Karor Lal Essan Nasreenbibi  32202-1750868-2 - 03049335767 

Punjab Liyyah Karor Lal Essan Abda Bibi 32202-6904256-2 - 0341.4818278 

Punjab Liyyah Karor Lal Essan Razia Bibi   - 0344.8544405 

Punjab Liyyah Karor Lal Essan Sajda Bibi 32202-4572340-4 0341.4818278 - 

Punjab Mianwali Mianwali Kineezan 38302-4495912-6 - 03447545980 

Punjab Mianwali Mianwali Suriya bibi 38303-6695562-8 - 03037512006 

Punjab Mianwali Piplan Bilqis Bibi 38303-0927640-4 - 0306 5309381 

Punjab Mianwali Piplan Nasim Begam 38303-3032655-6 - 03015975223 

Punjab Mianwali Piplan Saifel Bibi 38303-9204620-0 - 03016359492  

Punjab Mianwali Mianwali Bilqis Bibi 38302-2259142-2 - 03077741637 

Punjab Mianwali Mianwali Sahab Khatoon 38302-1158422-4 - 0306 6359337 

Punjab TT. Singh Tobah tak sang Akhtar Bibi 33303-2903563-8 - 03415954895 

Punjab TT. Singh Gojra Rehana Kosar 33301-8491106-0 - - 

Punjab TT. Singh Tehsil Tobah Maqboolan Bibi 33303-7446158-0 - 0305 2496963 

Punjab TT. Singh Tobah Mumtaz Bibi 33302-0317548-8 - 0342 3910184 

Sindh Larkana Baqrani Kazbano 43206-0713842-4 - - 

Sindh Larkana Bqrani Shazadi 43206-4159378-4 - - 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Sindh Larkana Baqrani Sairah 43206-3515476-0 - 03412655191 

Sindh Larkana Ratto Dero Jaamul Khatoon w/o 
Ali Bux Kharos 

43205-0435273-6 - - 

Sindh Larkana Baqrani Aisha Zuhrani 43206-7825144-4 - - 

Sindh Larkana Larkana Kaamori Khatoon w/o 
Faqeer Mohammad 
Sheikh 

43203-9435923-0 - - 

Sindh Larkana Larkana Sehat Khatoon w/o 
Allah Dino Chandio 

43205-7491412-8 0300-3428934 - 

Sindh Larkana Dokri Parveen w/o Anwar 
Ali Araen 

43201-8143109-2 - 0342-9595897 

Sindh Larkana Larkana Hawwa Khatoon w/o 
Riyaz Hussain 
Kalhoro 

43203-1170214-8 - - 

Sindh Larkana Larkana Mst Bhalee 43203-2583803-4 - - 

Sindh Larkana Larkana Ameena 43203-8929575-0 - - 

Sindh Larkana Larkana Shahzia w/o Sudheer 
Ahmed Sheikh 

43203-4760403-6 0343-3878945 - 

Sindh Larkana Ratto Dero Ikhtiar Khatoon w/o 
Mukhtiar Ali Channa 

43205-3838000-0 - 0345-6418799 

Sindh Larkana Bakrani Razia Khatoon w/o 
Abdul Khalique Sehro 

43206-9492014-0 - - 

Sindh Larkana Bakrani Sameena w/o Zahid 
Ali Sehro 

43206-5572658-2 - - 

Sindh Larkana Baqrani Hawa Khatoon 43206-5989243-8 - - 

Sindh Larkana Bakrani Haneefan w/o Abdul 
Sattar Jalbani 

43206-9855082-0 - - 

Mott MacDonald Ltd. 96 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Sindh Larkana Larkana Irshad Khatoon 43203-5434247-6 - - 

Sindh Umerkot Kunri Gulsher 44202-4811189-5 - - 

Sindh Umerkot Pithoro Lachmi  w/o Harchand 44403-7988423-2 - - 

Sindh Umerkot Samaro Waliyan w/o Raichand 44404-8737879-4 - - 

Sindh Umerkot Samara Mohan 44106-5490808-5 - - 

Sindh Umerkot Kunri Nomaan 44104-1194089-9 - - 

Sindh Umerkot Samara Lakhoo 44102-8223480-7 - - 

Sindh Umerkot Samaro Khalil Ahmed 44106-1908183-1 03083911784 - 

Sindh Umerkot Pithoro Veenjho S/O Heero 44105-8783597-9 0343-2830635 - 

Sindh Umerkot Pithoro Bhoro S/O Veenjho 44105-8783692-9 - 0342-3065906 

Sindh Umerkot Umerkot Wahida w/o Jeean 
Khan 

44401-7033712-4 - 0331-3884385 

Sindh Umerkot Pithoro Veero s/o Hemo 44402-8685187-1 - - 

Sindh Umerkot Umerkot Wai w/o Gango 44107-1306422-4 - 0344-4705919 

Sindh Umerkot Umerkot Seeta w/d Aasandas 44107-8095971-8 - 0344-3508934 

Sindh Umerkot Umerkot Jasoo w/d Dulho 44401-7544630-4 - 0333-2643109 

Sindh Umerkot Umerkot Zenab 44107-5461029-4 - 03413115812 

Sindh Khairpur Khairpur Hameedah 45203-7444797-8 03042389741 - 

Sindh Khairpur Khairpur Mst. Durnaz 45203-6301239-0 - - 

Sindh Khairpur Kingri Allahwasai 45203-6688167-0 - 03033215806 

Sindh Khairpur Khairpur Zahidan w/o Attta 
Mohamad Shaikh  

45203-9438514-0 - - 

Sindh Khairpur Kingri Habeeban 45204-698536-5 - - 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Sindh Khairpur Khairpur sobia khatoon w/o 
mohammad yousif 
abro 

45203-0717848-2 - 0313-1345945 

Sindh Khairpur Kingri nazeeran khatoon w/o 
mohammad alam 
jalbani 

45204-9613705-4 - - 

Sindh Khairpur Kingri Moomal Khatoon 45204-957591-0 - 03068258664 

Sindh Khairpur Kingri Sasui Khatoon 45204-7518635-6 - 03063257750 

Sindh Khairpur Khairpur Shumaila w/o Ghulam 
Mustafa Jamali 

45203-1252766-6 - 0305-3062475 

Sindh Khairpur Kingri Ashraf Khatoon w/o 
Mohammad Rafique 
Mathelo 

45204-1559375-2 - 0302-3289059 

Sindh Khairpur Khairpur Basheeran w/o Gulzar 
Channa 

45203-4010448-8 - 0312-3295590 

Sindh Khairpur Khairpur Hajra Khatoon w/o 
Ameer Bux Mangi 

45202-6803031-8 - 0308-3628474 

Sindh Khairpur Ghambat Razia Khatoon w/o 
Abdul Ghafoor 
Soomro 

45202-2207530-0 - 0346-3411899 

Sindh Khairpur Gambat Ambreen 45202-3259962-6 03412733889 - 

Sindh Khairpur Gambat Pathani Khatoon 45202-4882047-0 03073613831 - 

Sindh Khairpur Ghambat Zahidan Khatoon w/o 
Mumtaz Ali Ghilaal 

45202-0964401-0 - 0303-3220130 

Sindh Khairpur Gambat Badshah zadi 45202-786645-6 - 03073115300 

Sindh Khairpur Ghambat Mariam Khatoon w/o 
Roshan Junejo 

43206-2347734-8 - - 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Sindh Khairpur Kot Diji Sughar w/o Yaar 
Mohammad Gilaal 

45205-4089663-8 - 0304-3071758 

Sindh Khairpur Thari Mir Wah Fatima w/o Kamil 
Jaamro 

45205-3482647-8 - - 

Sindh Khairpur Ghambat Nooran Khatoon w/o 
Sahib Dino Katber 

45202-0724608-6 - 0303-3714899 

Sindh Khairpur Khairpur Khadeja w/o Asif Ali 
Rind 

45203-6964428-0 - - 

Sindh Khairpur Khairpur Mukhtiar Khatoon w/o 
Shahnawaz Phulpoto 

45203-3556806-4 - - 

Sindh Khairpur Khairpur Basheeran W/O 
Ghulam Hussain 
Phulpoto 

45203-8125631-6 - 0304-0913316 

Sindh Khairpur Khairpur Farzana W/O Nawab 
Ali Mahar 

45203-1625224-0 - - 

Sindh TM Khan Bulri Shah Karim Samina 41602-0614677-2 03340281109 - 

Sindh TM Khan Tando Muhammad 
Khan 

Roshan  41601-0585145-0 - - 

Sindh TM Khan Tando Mohammed 
Khan 

Babee 41601-0582591-6 03122801114 - 

Sindh TM Khan Tando muhammad 
khan 

Zareena 41601-0616395-0 - - 

Sindh TM Khan Tando Mohammed 
Khan 

Zubaida 41601-0615573-4 - - 

Sindh TM Khan Bulri Shah Kreem Sheezadi  41602-0609713-4 - 03342051752 

Sindh TM Khan Bulri Shah Karim Rehana 41602-0626588-0 03332645414 - 

Sindh TM Khan Bulree Shah Karem Rukhsana 41602-0611677-0 - 03342051752 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Sindh TM Khan Tando Mohammed 
Khan 

Najma Khaskheli 41601-0624925-4 03313346765 - 

Sindh Tharparkar Islamkot Naru Mal 44303-9941172-7 03473597445 - 

Sindh Tharparkar Islamkot Lakho s/o Bhugro 44303-5126248-7 - 0343-8300812 

Sindh Tharparkar Diplo Bag Chand 44302-8073055-3 03443751910 - 

Sindh Tharparkar Diplo Mithi Long s/o Allah Dino 44303-5525223-1 - - 

Sindh Tharparkar Mithi Pari 44303-4842545-6 - - 

Sindh Tharparkar Diplo Sikiladho 44302-3310107-7 - 03458560602 

Sindh Tharparkar Islamkot Samdan W/d Sanbho 
Singh 

44303-9986679-6 - - 

Sindh Tharparkar Diplo Aleem 44302-7755353-3 03458560602 - 

Sindh Tharparkar Islamkot Rehana W/O Hakim 44402-4243283-6 - 0345-4080516 

Sindh Tharparkar Diplo M.Qasim 44302-2747903-5 - 0345-8560602 

Sindh Tharparkar Diplo Manro 44302-6960915-1 - - 

Sindh Tharparkar Diplo Chando 44302-8124549-5 - - 

Sindh Tharparkar Islamkot Akhji 44303-7700418-1 - - 

Sindh Thatta Sijawal Shareefan 41405-4344113-2 - 03055879454 

Sindh Thatta Golarchi Raheema 41102-811778-2 - - 

Sindh Thatta Sujawal Mumtaz 41408-0508510-2 03336758392 - 

Sindh Thatta Mirpur Sakro Raheema 41406-9842863-6 - - 

Sindh Thatta Mir Pur Sakro Wilayat Jokhiyo 41406-0767417-4 - 03052275724 

Sindh Thatta Mir Pur Sakro Sakeena 42101-8551645-6 - 03333078033 

Sindh Thatta Mirpur Sakro Rukhsana 41406-8772684-2 03072275509 - 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Sindh Thatta Mir Pur Sakro Nazia 41406-1586495-8 03213902610 - 

Sindh Thatta Mir Pur Sakro Rozeena 41406-4216332-8 - - 

Sindh Thatta Mirpur Sakro Ali Murad 41406-4060253-0 - - 

Sindh Thatta Mirpur Sakro Tasleem Bibi 15602-0315743-8 - 03419403120 

Sindh Thatta Mispur Sakro Wali Mohammed 
Bukero 

41406-9368489-4 03213288561 - 

Sindh Thatta Mirpur Sakro Saindiny 41406-2320573-2 - 03233886931 

Sindh Thatta Thata Zeenat Bano 41409-2480468-4 - 03212830354 

Sindh Thatta Shah Bander Marium Memon 41407-8741198-8 030226615003 - 

Sindh Thatta Daro Shahidan 41405-9490084-6 - - 

Sindh Thatta Mirpur bethoro Hanifan 41405-0441597-2 - - 

Sindh Thatta Sajawal Shahidan 41408-7983478-8 - 03332565701 

Sindh Thatta Mirpur Sakro Saran 41406-9731644-0 - - 

Sindh Thatta Dadu Nawab Khatoon 41201-0559230-4 03412820919 - 

Sindh Thatta Mir Pur Sakro Noori 41406-6211414-4 - - 

Sindh Thatta Ghora Bari Azizan 41408-8681649-8 - - 

Sindh Thatta Mir Pur Sakro Noor Khatoon 41406-3862533-0 - - 

Sindh Thatta Mirpur Sakro Chothan 41406-6374049-4 - - 

Sindh Thatta Mirpur Sakro Fatima 41406-7781850-0 - - 

Sindh Thatta Mirpur Sakro Khursheedan 41406-9667780-6 - - 

Sindh Thatta Mirpur Sakro Nathee 41406-7645696-6 - - 

Sindh Thatta Mirpur Sakro Zaibunnisa 41406-9434562-2 - - 

Sindh Thatta Mirpur Sakro Hakeeman 41406-454605-2 - - 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Sindh Thatta Mirpur Sakro Ameena 41406-4474198-2 - - 

Sindh Thatta Mirpur Sakro Haleema 41406-0298234-8 - - 

Sindh Thatta Mir pur sakro Mehrbano 41406-7954037-2 - - 

Sindh Nawabshah Nawab shah Fishan zadee 45402-9805551-4 - - 

Sindh Nawabshah Qazi Ahmed Musmat Shah 
Khatoon  

45401-0976270-2 03023014474 - 

Sindh Nawabshah Qazi Ahmed Zaibunnisa 45401-5101375-6 - - 

Sindh Nawabshah Duar Amal Rani 45402-9962405-0 03003737035 - 

Sindh Nawabshah Qazi Ahmed Musmat Rizwana 45403-1529343-6 - - 

Sindh Nawabshah Sakrand Hajran 45403-2216812-6 - 03083051743 

Sindh Nawabshah Doure Shareefan 45404-0682324-2 - - 

Sindh Nawabshah Duar Mithan 45402-7902509-6 - - 

Sindh Nawabshah NawabshaH Nazoo 45402-3890760-8 - - 

Sindh Nawabshah Nawabshah Zareena 45402-8031103-8 - - 

Sindh Nawabshah Nawabshah Hajran 45402-1917578-4 - 03013819822 

Sindh Nawabshah Sakrand Sharbano 45403-0478111-2 - - 

Sindh Nawabshah Dure Musmat Mithi 45402-6857935-8 - 03022867891 

Sindh Nawabshah Duar Taj Bibi 45404-0576062-6 - 03041031668 

Sindh Nawabshah Dure Musmat Hayat 
Khatoon 

45402-8017100-8 - 03012879454 

Sindh Nawabshah Qazi Ahmed Subhan Khatoon 45401-483862-6 - - 

Sindh Nawabshah Nawabshah Gul Pari 45402-4165130-4 - 03062470563 

Sindh Nawabshah Nawabshah Sakeena 45304-7683422-2 - 03443454757 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Beneficiary Name CNIC No Contact Number PP Number 

Sindh Nawabshah Dure Fathe Khatoon  45404-0647752-2 - 03064968674 

Sindh Nawabshah Dure Shah Khatoon 45404-0625033-8 - 03012907156 

Sindh Nawabshah Sakrand Hidayatan Khatoon 45403-3631337-6 - - 

Sindh Nawabshah Sakrand Hajjran  45403-7053890-2 - - 

Sindh Nawabshah Duar Noorunisa  45402-3438875-4 - - 

Baluchistan Quetta Quetta Bi Bi Gulmina 54302-3523970-8 - 03138290691 

Baluchistan Jafferabad Usta Muhammd Ajiba Katon 53204-1020380-4 - 03352334395 

Baluchistan Jafferabad Usta Muhammd Rima Bibi 53204-10255716-6 - 03063948131 

Baluchistan Jafferabad Osta Mohammad Danal khatoon 53404-0760505-2 - 0315-1366552 

Baluchistan Zhob Boori Bibi Nora 56302-8453446-4 - 03148136698 

Baluchistan Zhob Boori Zulfi Bibi 56303-9425581-0 - 03418078092 

Baluchistan Zhob Boori Walahat Bibi 56302-6423808-6 - 03088256176 

Baluchistan Zhob Boori Bibi Zakira 56302-7861813-8 - 03335637235 

Baluchistan Zhob Boori Taj Bibi 56302-0639194-8 - 03347307933 

Baluchistan Zhob Boori Barat Bibi 56302-0804440-6 - 03328096087 

Baluchistan Zhob Boori Bakht Bibi 56302-8346342-4 - 0343-8198173 

Baluchistan Zhob Boori Zobara Bibi 56302-9762085-8 - 0343-8226437 

Baluchistan Zhob Boori Parween Bi bi 56302-7536251-8 - 0341-8003001 

Baluchistan Lasbela Othal Abdulah 51505-9625455-1 - 03343114067 

Baluchistan Gawader Turbat Zulaikha 52203-7850709-4 - 0321-3491217 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Table 1.C. 7: List of CMS numbers 

Province District Tehsil Union Council Village Beneficiaries Name CMS ID 

AJK/GB Mirpur Mirpur Naugran Raipur Khalidha Parveen  12303422 

KPK Mansehra Oogi Darband Tarmang Haleema Banu 13903803 

KPK DI Khan paharpur paharpur dhala taj bebe 9 

KPK DI Khan Pharpur Belot Dhok Hayt Wali Belot Paka Kaniza babi 13 

KPK DI Khan Pahar pur Paharpur Khano Khail Zarina babi 30669090 

KPK Mardan Mardan Gari DaulatZai Gari Daulat Zai Tahira 4755138 

KPK Buner Dagar jowr Nanseer Bacha Bibi 6680816 

Punjab Rawalpindi Kaler Saidan Derkali Dhamali Kashmiran Bibi 12145452 

Punjab Rawalpindi Kaler Saidan Derkali Dhok Gohar Nisar Bibi 12287002 

Punjab Rawalpindi Rawalpindi Safeer(ckak behli) Safeer Nabeela Shaheen 10006724 

Punjab Rawalpindi Rawalpindi Basali Safeer Abida Parveen 12287187 

Punjab Rawalpindi Rawalpindi Rawalpindi Cantt Chor Chock Naheeda Akram 12287360 

Punjab Rawalpindi Rawalpindi Rawalpindi Cantt Chamnabad Nasreen Bibi 12287644 

Punjab Gujrat Gujrat 0 Gujrati Darwaza  Fatima Bibi 11704583 

Punjab Gujrat Gujrat Gujrat UC45 Tabi Gorya Raiz Bibi 10186230 

Punjab Gujrat Gujrat 63/4 Jalajpur Jata Suryia bibi 11704572 

Punjab Pakpattan Arifwala Arifwala Muzafarabad City Sajida Bibi A-14-04-0192 

Punjab Pakpattan Arifwala 83 EB Chak 91 EB Shahnaz Bibi A-14-040160 

Punjab Pakpattan Arifwala 173 EB Chak 169 EB Irshad Begum A-14-04-0157 

Punjab Pakpattan Arifwala 83 E B 113 EB Sajida Bibi U-14-04-01268 

Punjab Pakpattan Pakpattan Sofia Abad Peer Ghani Road Rabia  10449832 

Punjab Pakpattan Pakpattan Behrampur Behrampur Nazeeran Bibi 12288913 
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Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Union Council Village Beneficiaries Name CMS ID 

Punjab Pakpattan Pakpattan Pakpattan Sami Colony Ishrat Bibi 12226347 

Punjab Sargodha Kotmoman Kotmoman MATIlah Uziz Fatima 11742459 

Punjab Sargodha Kotmoman Kotmoman Upi Izra Noor 11614609 

Punjab Sargodha Bhalwal Rato Kala Rato Kala Kaniz Fatima 12228729 

Punjab Sargodha Bhalwal 10NB 11NB Bashiran Bibi 12196687 

Punjab Narowal Narowal Bhanian Bhanian Farzana Kosar 12299357 

Punjab Narowal Narowal Bhanian Ganj Husain Abad Shomaila Pervin 12299337 

Punjab Narowal Narowal Boobak Mirali Sikhuan Tahirah Bibi 11886870 

Punjab Lahore Shalimar 0 Mahalah Muhammad 
Hussain 

Nazia Bibi 7097 

Punjab Lahore Lahore Saltan Kay Pai Kot Jeevan bb 12279881 

Punjab Lahore Lahore 42 Qaisar Park 
Gulshan Ravi 

Manga Mandi Sumaira bb 12280065 

Punjab Lahore Pattoki  Chong Thokar Chong Mariam bb 121738 

Punjab Lahore Lahore Davis Road 0 Saiqa saleem 25431881 

Punjab Bahwalpur Khairpur 
tamewali 

Bastilal Chak 38 Bc Hajra bb 12326302 

Punjab Bahwalpur Hasilpur Rangeela Shah Gareeb Ward Yasmeen Akhtar 11248449 

Punjab Bahwalpur Khairpur 
Tamewali 

Sirani Chah Sheran Maqsood mai 12326342 

Punjab Bahwalpur Yazman 17 DN b Chak 14 D N Rubina Qausar 12232737 

Punjab Bahwalpur Yazman  Chak 47 DNP Chak 108 DNP Meeran Devi 12231469 

Punjab Bahwalpur Yazman  Chak 68 DB Chak 68 DB Razia  10795383 

Punjab Bahwalpur Ahmadpur Ahmadpur Shirkiya Janduchanar Ghulam Sakina 12188519 
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Province District Tehsil Union Council Village Beneficiaries Name CMS ID 

Punjab Bahwalpur Ahmadpur east Jhangra Garbi Basti Balochan Naseem bb 12148879 

Punjab Bahwalpur Ahmadpur Mubarakpur Jandu Channar Nasreen mai 12334989 

Punjab Bahwalpur bhawalpur 9 City Aziz Town Samina bb 14312179 

Punjab Bahwalpur bhawalpur 10 Shahdra Chowk Razia bb 10447720 

Punjab Bahwalpur Bhawalpur Bharianwala Bharianwala Post Office 
Sharif 

Bushra mai 12313628 

Punjab Bahwalpur Bhawalpur Khanpur Hassan Chanar Sarwar mai 12335836 

Punjab Bahwalpur Ahmadpur 10 Chak Norang Post Office 
Loharan 

Nasreen mai 12301950 

Punjab Bahwalpur Bhawalpur bhawalpur city Basti Mastan umat ul raheem 12122499 

Punjab Bahwalpur Bhawalpur tiba hayati Basti Bagh Wali Post 
Office Sama Satta 

Ayesha 12131293 

Punjab Bahwalpur Ahmadpur East basti haji ahmad Basti Haji Ahmad Zainab khatoon 12301188 

Punjab Bahwalpur Bhawalpur City 05 Tent House Model Town C Sonia bb 12321625 

Punjab Muzaffargarh M.Garh Ibrahim Wali Khander Nagina Mai 17541466 

Punjab Muzaffargarh Muzafrgr shah jamal Usman Koria  Kalsoom bibi 11280082 

Punjab Muzaffargarh Muzafrghar Teraly  Nowab town Hameeda Mai  11761308 

Punjab Muzaffargarh Mizafrghar Muzafrghr  Mulah tiba  Shahnaz Mai 11092178 

Punjab Muzaffargarh Jatoe Shar Sultan  Kachpak  Zakia Mai 11772847 

Punjab Muzaffargarh Jatoi Damra wala  Jaal Wala  Pareen Bibi 12140865 

Punjab Muzaffargarh Jatoi Shah sultan  Jahbila  Sugran Mai  11769152 

Punjab Muzaffargarh Kot Addu Shah sultan  Chah tibe Balquess 12298185 

Punjab Muzaffargarh Jatoi  Bait Hazara  Bait Hazara Azra Mai 12298429 

Punjab Muzaffargarh Kot Addu Gazi gate Bait Soni  Zarina Bibi  12298721 
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Province District Tehsil Union Council Village Beneficiaries Name CMS ID 

Punjab Muzaffargarh Kot Addu Khai dum Chah Wala Sumaira Mai 12298531 

Punjab Muzaffargarh Kot Addu Petal sharqi Chah Paki Wala Zareena Mai 12298466 

Punjab Muzaffargarh Kot Addu Darjhan  Chah Lal Dano Bibi 12300282 

Punjab Muzaffargarh Ali Pur  Seel Pur Kandrala Manzoor  Khatoon  10809652 

Punjab Muzaffargarh Ali Pur Azmat Pura Bahary Wala Ruqaya Bibi  10544927 

Punjab Muzaffargarh Ali Pur Jahralan  Basti Deena  Zakiya  Mai 11769961 

Punjab Muzaffargarh Ali Pur Khair Pur Sadat Chah Jantal Wala Gulan Mai 10874092 

Punjab Muzaffargarh Ali Pur Gulwan 2 Mubhain Wala Zahra Mai 12230207 

Punjab Muzaffargarh Ali Pur Ghalwan Tibi Ghalwan  Sugra Bibi 12230047 

Punjab Muzaffargarh Kot Addu Shah Sultan Tibbi shah sultan Bilques Bibi 12298185 

Punjab Muzaffargarh Ali Pur Fathe Pur South Basti Sameeja Sakina Bibi 10687634 

Punjab Muzaffargarh Ali Pur Dilhwan Basti Masin Wala Izat Mai 11027328 

Punjab Muzaffargarh Jam Pur Tery  Tery Shamim Bibi 11188049 

Punjab Muzaffargarh Muzafrghr Dewala Mekain Shaheena Mai 12199258 

Punjab Muzaffargarh Jatoi Qasir Gazalini  Basti Khikar Parveen  Mai 12247152 

Punjab Muzaffargarh Muzafrgar  Baseera Jangi Saira Bibi 10731506 

Punjab Muzaffargarh Rajan Pur Kotla Esain Rakhi Eanan Amina Mai 12318551 

Punjab Muzaffargarh Jatoi Jhalarain  kamal  wala Fiyaz Mai 11850569 

Punjab Muzaffargarh Muzfarghar Muhammad por Peer wala Shazia  Mai 12308473 

Punjab Muzaffargarh Jatoi Dammar wala Damra shumali Shakeela Bibi 12264321 

Punjab Rajanpur Rajan Pur Kot mittan Word no. 2 Laila Khan  12318637 

Punjab Rajanpur Rajan Pur Gazi Word no.2 Batool Bibi 12318698 

Punjab Rajanpur Rajan Pur Kotlah  Naseer Abad  Chah Bear Wala  Zakia Bibi 12319054 
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Province District Tehsil Union Council Village Beneficiaries Name CMS ID 

Punjab Rajanpur Rajan Bibi Tahty Colony  Aseena  Aqeela Bibi 12083549 

Punjab Rajanpur Rajan Pur Sheekar pur Randan Chanu Mai 12319194 

Punjab Rajanpur Rajan Pur Seekhani Kotla Sheer Manzoir Mai 12126764 

Punjab Rajanpur Rajan Pur Kotla Essain  Mochi wala basti Sheedan Mai 12319669 

Punjab Rajanpur Rajan Pur Fazal Pur Mulah sadat Asifa  Pareen  1039o16 

Punjab Rajanpur Rajan Pur Fazil Shah  Basti Phali Haleena  Bibi 12135121 

Punjab Rajanpur Rajan Pur Kot Mihan Fazil Shah Abida Bibi 12126248 

Punjab Rajanpur Rajan Pur Fazil Pur Garib Abad Coloni Manan Mai 12130300 

Punjab Rajanpur Jam Pur Allahbad Rasool Pur Shakeela Begum 12331408 

Punjab Rajanpur Jam Pur Bukhara Muhamad Pur Saleema Mai 12250900 

Punjab Rajanpur Jam Pur Bukhara Ada Chirgh Wala  Sardar Mai 11232757 

Punjab Rajanpur Jam Pur Bukhara Chak Ahmad Pur Shazia Bibi 12332230 

Punjab Rajanpur Seekharr Kahramm Marri Guhtt Mushakh Salma  12331864 

Punjab Liyyah Layya Tail Indus Chak No 121 Rukhsana Basheer 12338441 

Punjab Liyyah Layya  3 Eid Gha Shamim Bibi 12212558 

Punjab Liyyah Layya No.3 Chungi No. 3 Laly Bibi 2415360 

Punjab Liyyah Layya  No. 3  Word No. 3 Mughasaah Bibi 122339424 

Punjab Liyyah Layya Mandi town Yosaf abad Saira Bano 12341342 

Punjab Liyyah Karor lal essan Chak 90.ml Chak.77.tda Sajda Bibi 12244581 

Punjab Mianwali Mianwali Mianwali2 Qadrabad Suriya Bibi 10354745 

Punjab Mianwali Mianwali Mianwali  Mian mohammad akbar 
nai abadi 

Sahab Khatoon 11760892 

Punjab TT. Singh Gojra 367 jb 366jb Rehana Kosar 11933189 
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Province District Tehsil Union Council Village Beneficiaries Name CMS ID 

Punjab TT. Singh Tehsil tobah Mahmood abad wd 29 295gb Maqboolan Bibi 12304933 

Punjab TT. Singh Tobah 189gb 188gb Mumtaz Bibi 12341815 

Sindh Larkana Larkana Rasheed waghan Village Kunb Gaajri, 
Nandhero, Mohallah 
Rasheed Waghan 

Kaamori Khatoon w/o 
Faqeer Mohammad 
Sheikh 

11432029 

Sindh Larkana Larkana Larkana 06 Village Allahbad Sehat Khatoon W/O 
Allah Dino Chandio 

12324651 

Sindh Larkana Larkana New Nazar New Nazar Mst Bhalee 12326429 

Sindh Larkana Ratto dero Pir Bux Bhutto Khokhar, Pir Bux Bhutto Ikhtiar Khatoon W/O 
Mukhtiar Ali Channa 

1232637 

Sindh Larkana Larkana Beero Chandio Sayed Sardar Shah Irshad Khatoon 10238572 

Sindh Umerkot Samaro Padhrio Farm Khardaro Lakhoo 08323208 

Sindh Khairpur Khairpur U.C Shah Latif Osta Gaahi Near Primary 
School 

Zahidan w/o Attta 
Mohamad Shaikh  

12046149 

Sindh Khairpur Kingri Aadal Shah Goth Shahan Khan Lashari Habeeban 12042270 

Sindh Khairpur Khairpur Wadda Maachiyun Village Chattan Shah Sobia Khatoon w/o 
Mohammad Yousif 
Abro 

12286175 

Sindh Khairpur Kingri Pir Jo Goth Village Shahan Lashari Nazeeran Khatoon 
w/o Mohammad 
Alam Jalbani 

12101125 

Sindh Khairpur Kingri Kot Mir Muhammad Jamra Sasui Khatoon 1213312 

Sindh Khairpur Khairpur Bukhari Village Sanwalo Khan 
Jamali 

Shumaila w/o 
Ghulam Mustafa 
Jamali 

12212124 

Sindh Khairpur Kingri Noorpur Village Gaabar Mathelo Ashraf Khatoon w/o 
Mohammad Rafique 

12127903 
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Province District Tehsil Union Council Village Beneficiaries Name CMS ID 
Mathelo 

Sindh Khairpur Khairpur Bukhari Luqman , Mohallah 
Soomra Near Hockey 
Ground 

Basheeran w/o 
Gulzar Channa 

12187761 

Sindh Khairpur Khairpur Shah Latif D.o office taalpur colony Hajra Khatoon w/o 
Ameer Bux mangi 

11039663 

Sindh Khairpur Ghambat U.C Ghambat 1 Peer Gujhro Razia Khatoon w/o 
Abdul Ghafoor 
Soomro 

11660135 

Sindh Khairpur Gambat Agra Kot Mia Jan Mahmd 
Abbasi 

Ambreen 12240977 

Sindh Khairpur Gambat Khura Fori Pathani Khatoon 12171067 

Sindh Khairpur Ghambat Khaimtiya Baharo pakko Zahidan Khatoon 
W/O Mumtaz Ali 
Ghilaal 

102603655 

Sindh Khairpur Gambat Jamra Haji Dur Muhammad 
Jamro 

Badshah zadi 12292396 

Sindh Khairpur Ghambat Khora Village Mubarak Abro Mariam Khatoon w/o 
Roshan Junejo 

12291833 

Sindh Khairpur Kot diji Kunb Village Wali Mohammad 
Bhatti, Jiskani 

Sughar w/o Yaar 
Mohammad Gilaal 

12164322 

Sindh Khairpur Thari mir wah Sitharja Mohammad Bachal 
Jaamro 

Fatima w/o Kamil 
Jaamro 

11380722 

Sindh Khairpur Ghambat Khora Mohallah Khawaja, Khora. Nooran Khatoon w/o 
Sahib Dino Katber 

11722924 

Sindh Khairpur Khairpur Nizamani Village Mohammad Shoib 
Rind, Nizamani 

Khadeja w/o Asif Ali 
Rind 

10826849 

Sindh Khairpur Khairpur Thehri Village Bhaaoo Thehri Mukhtiar Khatoon 12345886 
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Province District Tehsil Union Council Village Beneficiaries Name CMS ID 
w/o Shahnawaz 
Phulpoto 

Sindh Khairpur Khairpur Nizamani Village Faat Basheeran w/o 
Ghulam Hussain 
Phulpoto 

12346221 

Sindh Khairpur Khairpur Gaarhi Mmori Mahar Banda, Mori Farzana w/o Nawab 
Ali Mahar 

12346378 

Sindh TM Khan Tando 
Mohammed 
Khan 

Tando Mohammed 
Khan 2 

Peoples Najma Khaskheli 12264453 

Sindh Thatta Sujawal Belo Daim Pareri Mumtaz 10800586 

Sindh Thatta Mirpur Sakro Gharo Ismail Sheikh  Raheema 12285824 

Sindh Thatta Mir Pur Sakro Haji garano Hado jokhiyo Wilayat Jokhiyo 12286241 

Sindh Thatta Mir Pur Sakro Gharo  Golaee Sakeena 12286541 

Sindh Thatta Mir Pur Sakro Gharo Mohala Qazi Rukhsana 09520247 

Sindh Thatta Mir Pur Sakro Chobandi Haji Suleman Mehree Nazia 11100326 

Sindh Thatta Mir Pur Sakro Gharo Khalifa Paro Rozeena 12286899 

Sindh Thatta Mir Pur Sakro Bhanero Changal Khaskheli Ali Murad 12068571 

Sindh Thatta Mir Pur Sakro Dabheji Zareena Colony Tasleem Bibi 11581303 

Sindh Thatta Mir Pur Sakro Gharo 2 Goth Hashim Bakero Wali Mohammed 
Bukero 

12286374 

Sindh Thatta Thata jhark Rajo Nizamani Zeenat Bano 11055126 

Sindh Thatta Shah Bander Char Jamali Memon Mohala Marium Memon 10672172 

Sindh Thatta Mirpur sakro Dabijee Ismail Jokhiyo Saran 12293741 

Sindh Thatta Mirpur Sakro Gharo Ali Mohammed Jokhio Khursheedan 10304274 
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Province District Tehsil Union Council Village Beneficiaries Name CMS ID 

Sindh Thatta Mirpur Sakro Gujjo Illyas Babro Zaibunnisa 12292822 

Sindh Thatta Mirpur Sakro Gharo Niazi ghora Hakeeman 12291713 

Sindh Nawabshah Sakrand Manhar Misri Mangsi Hidayatan Khatoon 10343140 

Baluchistan Zhob Boore Babu Mola Babu Mola Bakht Bibi 12305278 

Baluchistan Zhob Boore Babu Mola Babu Mola Zobara Bibi 12304299 
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Annexure 2: Data Tables on Payment 
Grievances 

A. Basic Information 

Table 2.A.1: Number of cases surveyed by location 

Selected District. Sample Size 
Sample percentage (within region) 

Region/Province Overall 

AJK / GB  8 100 2.01 

Muzaffarabad 3 37.50 0.75 

Mirpur 2 25.00 0.50 

Gilgit 3 37.50 0.75 

KPK 88 100 22.11 

Peshawer 15 17.05 3.77 

Mansehra 10 11.36 2.51 

DI Khan 12 13.64 3.02 

Bannu 5 5.68 1.26 

Naushera 6 6.82 1.51 

Batagram 2 2.27 0.50 

Mardan 14 15.91 3.52 

Buner 8 9.09 2.01 

Kohat 5 5.68 1.26 

Swat 11 12.50 2.76 

Punjab 152 100 38.19 

Rawalpindi 7 4.61 1.76 

Gujrat 4 2.63 1.01 

Pakpattan 9 5.92 2.26 

Sargodha 10 6.58 2.51 

Narowal 3 1.97 0.75 

Lahore 14 9.21 3.52 

Bahwalpur 20 13.16 5.03 

Muzaffargarh 40 26.32 10.05 

Rajanpur 23 15.13 5.78 

Liyyah 11 7.24 2.76 
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Selected District. Sample Size Sample percentage (within region) 

Mianwali 7 4.61 1.76 

TT. Singh 4 2.63 1.01 

Sindh 136 100 34.17 

Larkana 18 13.24 4.52 

Umerkot 15 11.03 3.77 

Khairpur 26 19.12 6.53 

TM Khan 9 6.62 2.26 

Tharparkar 13 9.56 3.27 

Thatta 32 23.53 8.04 

Nawabshah 23 16.91 5.78 

Baluchistan 14 100 3.52 

Quetta 1 7.14 0.25 

Jafferabad 3 21.43 0.75 

Zhob 9 64.29 2.26 

Lasbela 0 - - 

Gawader 1 7.14 0.25 

Overall 398 
 

100 

 

Table 2.A.2: The Frequency and percentage of respondents who were the beneficiary 

  Number Percentage 

Beneficiaries 298 74.87 

Respondent 100 25.13 

Overall 398 100 
 

Table 2.A.3: Frequency and percentage of respondents with respect to their relations with the beneficiaries 

 

Number Percentage 

Husband 34 34.00 

Relative 66 66.00 

Overall 100 100 
 

Table 2.A.4: CNIC number and contact numbers of he surveyed beneficiaries 

Note: This table is provided at s length of details the end of this annex due to it 
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Table 2. A.5 Frequency and percentage of complainants who were having their own mobile number 

  Number Percentage 

Yes 108 27.14 

No 290 72.86 

Overall 398 100 
 

Table 2.A.6: Frequency and percentage: Categories of other persons, on whose mobile numbers the 
beneficiaries can be contacted  

  Number Percentage 

Family member 157 54.14 

Friend 5 1.72 

Neighbour 7 2.41 

Cannot give 61 21.03 

No Contact number 60 20.69 
 
B. Beneficiary’s Interaction with BISP 

Table 2. B.1: Frequency and percentage of complainant beneficiaries selected earlier under the 
Parliamentarian Phase of BISP 

  Number Percentage 

Yes 152 38.19 

No 246 61.81 

Overall 398 100 
 

Table 2.B.2: Frequency and percentage of complainants who remembered when the poverty survey for 
(PSC) was held 

  Number Percentage 

Yes 281 70.60 
Don't know 117 29.40 
Overall 398 100 

 

Table 2.B.3: Frequency and percentage of the beneficiaries with respect to the time period, when the PSC 
survey was conducted 

  Number Percentage 

2008 3 1.07 

2009 29 10.32 

2010 159 56.58 

2011 90 32.03 

Overall 281 100 
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Table 2.B.4: Frequency and percentage of complainants who reported that their homes were visited by 
PSC survey team during the survey 

  Number Percentage 

Yes 347 87.19 

No 51 12.81 

Overall 398 100 
 

Table 2.B.5: Frequency and percentage of complainants by location of the PSC Survey held. 

  Number Percentage 

Village headman's dera 6 11.76 

Central place in the village 22 43.14 

Village influential' Dera 14 27.45 

Mosque/Madrassa - - 

School 6 11.76 

Don't know 3 5.88 
 

Table 2.B.6 Frequency and percentage: Different types of person’s that provided, the information to PSC 
survey team 

  Number Percentage 

Self (Beneficiary) 191 47.99 

Family member 185 46.48 

Local influential 14 3.52 

Political worker - - 

Survey organization 1 0.25 

Don't know 7 1.76 

Overall 398 100 
 

Table 2. B.7: Frequency and percentage of complainants who were given a receipt by the PSC survey 
team 

  Number Percentage 

Yes 385 96.73 

No 13 3.27 

Overall 398 100 
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Table 2.B.8: Frequency and percentage of complainants by the source of information about their inclusion 
in the BISP beneficiary list (Based on multiple responses) 

  Number Percentage 

BISP Staff 134 33.67 

Family Member 111 27.89 

Local influential 59 14.82 

Internet Café 58 14.57 

BISP Letter 35 8.79 

Postman/Post Office 34 8.54 

 Social Worker 16 4.02 

Other Beneficiaries 4 1.01 

Survey team 3 0.75 

BISP Helpline 2 0.50 

NADRA Office 2 0.50 

Villagers 1 0.25 
 

Table 2.B. 9: Frequency and percentage: Complainant’s perception about sponsor of BISP 

  Number Percentage 

Benazir scheme 334 83.92 

Government scheme 36 9.05 

PPP scheme 15 3.77 

Don't know 13 3.27 

NGO scheme - - 

Overall 398 100 
 

Table 2.B.10: Frequency and percentage of complainants by how they heard about BISP (Based on 
multiple responses) 

  Number Percentage 

 Through family and friends 202 50.75 

 Other beneficiaries 138 34.67 

 Village influential 70 17.59 

TV 44 11.06 

Survey team 35 8.79 

Radio 29 7.29 

Printed Material 10 2.51 

Newspaper 8 2.01 
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  Number Percentage 

Parliamentarian 2 0.50 

Postman/Post Office 2 0.50 

BISP staff 1 0.25 
 

Table 2.B.11: Frequency and percentage of complainants by type of IEC material provided. (Based on 
multiple responses) 

  Number Percentage 

Flyer 78 58.21 

Pamphlet 95 70.90 

Booklet 26 19.40 

Nothing 264 66.33 
 

Table 2. B.12: Frequency and percentage of complainants who were provided with a Notification Letter 
Package by BISP  

  Number Percentage 

Yes 91 22.86 

No 307 77.14 

Overall 398 100 
 

Table 2.B.13: Frequency and percentage of complainants by the type of forms they were provided with the 
initial Notification package. (Multiple Response) 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

 Forms for updates 7 7.69 7 1.76 

 Forms for appeals 3 3.30 3 0.75 

 Form for complaint 2 2.20 2 0.50 

 Notification Letter 85 93.41 85 21.36 

Receiver women guideline 53 58.24 53 13.32 

No Package provided - - 307 77.14 

Table 2.B.14: Frequency and percentage of complainants who think that they know about the BISP 
eligibility criterion 

  Number Percentage 

Yes 336 84.42 

No 62 15.58 

Overall 398 100 
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Table 2.B.15: Frequency and percentage of complainants with respect to their perception about eligibility 
criterion. (Based on multiple responses) 

  Relevant Sample Total Sample 

  Number Percentage Number Percentage 

Poverty 318 94.64 318 79.90 

Widow 73 21.73 73 18.34 

Poverty Score 15 4.46 15 3.77 

Knowing someone influential 12 3.57 12 3.02 

Married women / women 2 0.60 2 0.50 

Disables 2 0.60 2 0.50 

Aged persons 1 0.30 1 0.25 

 Don't know - - 62 15.58 

Frequency and percentage of complainants who believe that they know about the revised eligibility 
criterion 

  Number Percentage 

Yes 14 3.52 

No 384 96.48 

Overall 398 100 

Frequency and percentage of complainants with respect to their understanding about the revised eligibility 
criterion.  

  Relevant Sample Total Sample 

  Number Percentage Number Percentage 

Poverty Score 10 71.43 10 2.51 

Additional Criterion 4 28.57 4 1.01 

Don't know - - 384 96.48 
 

Table 2.B.16: Frequency and percentage of complainants who get prior information about transfer of 
instalments in their account 

  Number Percentage 

Yes 264 66.33 

No 134 33.67 

Overall 398 100 
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Table 2. B.17: Frequency and percentage of complainants by the source through which they were 
informed about their payments (Multiple Response) 

  Relevant Sample Total Sample 

  Number Percentage Number Percentage 

By word of mouth 100 37.88 100 25.13 

By BISP Tehsil Office 80 30.30 80 20.10 

By Bank official 24 9.09 24 6.03 

By POS Agent 17 6.44 17 4.27 

Friends and Family 17 6.44 17 4.27 

By BISP Letter 14 5.30 14 3.52 

Village influential 11 4.17 11 2.76 

Post man 9 3.41 9 2.26 

Other beneficiary 6 2.27 6 1.51 

Radio/TV 2 0.76 2 0.50 

Internet 2 0.76 2 0.50 

SMS 2 0.76 2 0.50 

ATM are crowded 1 0.38 1 0.25 

Bank helpline 1 0.38 1 0.25 

Not Informed - - 134 33.67 
 

Table 2.B.18: Frequency and percentage of complainant’s source of information through which they learnt 
about the BISP complaint system. (Based on multiple responses) 

  Number Percentage 

Family and friends 335 84.17 

Radio 25 6.28 

Other beneficiary 22 5.53 

TV 19 4.77 

Bank staff 10 2.51 

Printed/IEC material 9 2.26 

BISP office 6 1.51 

POS agent 6 1.51 

Village influential 3 0.75 

Internet 1 0.25 

BISP helpline 1 0.25 

Newspaper - - 
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C. Payment Modality  

Table 2.C.1: Frequency and percentage of complainants by the instrument through which they should 
receive the payments (Based on multiple responses) 

  Number Percentage 

Pakistan Post 222 55.78 

Mobile Banking 30 7.54 

BDC 337 84.67 

BSC 14 3.52 
 

Table 2. C.2: Different frequency of payments received by complainants  

  Number Percentage 

Monthly 6 1.51 

Quarterly 373 93.72 

Annually 3 0.75 

Not received yet 16 4.02 

Overall 398 100 
 

Table 2.C.3:  Frequency and percentage:  Complainants who know how much payment they should be 
received each month 

  Number Percentage 

Yes 308 77.39 

No 90 22.61 

Overall 398 100 
 

Table 2.C.4: Frequency and percentage of complainants with different understanding of amount they 
should receive each month 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Less than 1000 14 4.55 14 3.52 

1000 199 64.61 199 50.00 

1100-1150 5 1.62 5 1.26 

1200 90 29.22 90 22.61 

Don’t know - - 90 22.61 
 
  

Mott MacDonald Ltd. 121 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Table 2.C.5: Frequency and percentage of complainants with different understanding of the amount they 
should receive each quarter? 

 
Number Percentage 

Less than 3000 28 7.04 

3000 173 43.47 

3000 – 3500 4 1.01 

3500 149 37.44 

3600 15 3.77 

Don't know 29 7.29 

Overall 398 100 
 

Table 2.C.6: Frequency and percentage of complainants by the amount they actually receive each quarter 

  Number Percentage 

Less than 3500 244 61.31 

3500 129 32.41 

3600 9 2.26 

Not received yet 16 4.02 

Overall 398 100 
 

Table 2.C.7: Frequency and percentage of complainants who received full payment for one year 

  Number Percentage 

Yes 190 47.74 

No 181 45.48 

Don't know 27 6.78 

Overall 398 100 
 

Table 2.C.8: Frequency and percentage of complainants by the amount they have received from Feb 2012 
to Jan 2013 

  Number Percentage 

No Amount Received 84 21.11 

Rs. 1 to Rs. 1000 3 0.75 

Rs. 1001 to Rs. 5000 60 15.08 

Rs. 5001 to Rs. 10000 124 31.16 

Rs. 10001 to Rs. 15000 119 29.90 

Above Rs. 15000 8 2.01 
Overall 398 100 
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Table 2.C.9: Frequency and percentage of complainants who remembered that when they received their 
first payment  

  Number Percentage 

Yes 228 57.29 

No 170 42.71 

Overall 398 100 
 

Table 2. C.10: Frequency and percentage of complainants who remembered the year when they have 
received their first payment  

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

2008 1 0.44 1 0.25 

2009 10 4.39 10 2.51 

2010 47 20.61 47 11.81 

2011 63 27.63 63 15.83 

2012 65 28.51 65 16.33 

2013 37 16.23 37 9.30 

2014 5 2.19 5 1.26 

Don’t know - - 170 42.71 
 

Table 2.C.11: Frequency and percentage of complainants who remembered when they have received their 
last BISP payment  

  Number Percentage 

Yes 325 81.66 
No 73 18.34 
Overall 398 100 

 

Table 2.C.12: Frequency and percentage of complainants who remember in which year they have received 
their last BISP payment    

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

2009 2 0.62 2 0.50 

2010 5 1.54 5 1.26 

2011 7 2.15 7 1.76 

2012 30 9.23 30 7.54 

2013 226 69.54 226 56.78 

2014 55 16.92 55 13.82 

Don’t know - - 73 18.34 
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Table 2.C.13: Frequency and percentage of complainants by the current instrument through which they 
should receive the payments 

  Number Percentage 

Pakistan Post 16 4.02 

Mobile Banking 26 6.53 

Benazir Debit Card (BDC) 337 84.67 

Benazir Smart Card (BSC) 19 4.77 
 

Table 2.C.14: Frequency and percentage of complainants by who remembered when they were shifted 
from Pakistan Post to any other payment instruments  

  Number Percentage 

Yes 208 52.26 

No 15 3.77 

Not applicable 175 43.97 
 

Table 2.C.15: Frequency and percentage of complainants who remembered the year when they were 
shifted to current mode of payment 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Not Remember 15 7.21 15 3.77 

2010 4 1.92 4 1.01 

2011 10 4.81 10 2.51 

2012 106 50.96 106 26.63 

2013 71 34.13 71 17.84 

2014 2 0.96 2 0.50 

Not applicable - - 190 47.74 
 

Table 2.C.16: Frequency and percentage of complainants source of information of change in payment 
modality 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Not informed 39 18.75 39 9.80 

Informally 162 77.88 162 40.70 

Letter from BISP 7 3.37 7 1.76 

Not Applicable - - 190 47.74 
 

Mott MacDonald Ltd. 124 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

D. By Payments Through Post Office 

Table 2.D.1:   Frequency and percentage: Complainants receiving payments from Postman vs. Post office 

  Number Percentage 

From postman at the door 10 62.50 

Go to the Post Office 6 37.50 

Mix of the two - - 
 

Table 2.D.2: Frequency and percentage: Travelling time, distance for reaching the office of registering 
complaint 

  Number Percentage Average 

Distance 

Less than 9.99 kms 12 75 

10 kms 

Between 10 kms to 19.99 kms 1 6.25 

Between 20 kms to 29.99 kms 1 6.25 

Between 30 kms to 39.99 kms - - 

Between 40 kms to 49.99 kms 1 6.25 

Above 50 kms 1 6.25 

Time 

Less than 59.99 mins 11 68.75 

39 mins 

Between 60 mins to 119.99 mins 4 25 

Between 120 mins to 179.99 mins 1 6.25 

Between 180 mins to 239.99 mins - - 

Above 240 mins - - 

 

Table 2.D.3: Frequency and percentage of complainants with different types of complaint (Based on 
multiple responses) 

  Number Percentage 

No Payment received 11 68.75 

Delay in Payment 6 37.50 

Partial Payment 2 12.50 

Money given to wrong person - - 

Beneficiary refused to receive money - - 

Beneficiary was not available to receive money 
for two consecutive payments - - 
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Table 2.D.4:   Frequency and percentage of different complaints of general nature (Based on multiple 
responses) 

  Number Percentage 

Difficult method of filling a payment grievance 7 43.75 

Behaviour of Postman 6 37.50 

Demand of money from BISP staff 5 31.25 

Behaviour of post office staff 3 18.75 

Behaviour of BISP staff 3 18.75 

Refusal to accept or process grievance 3 18.75 

Corruption 3 18.75 

Lack of information on when the grievance will be 
resolved 2 12.50 

Request for baksheesh by the postman 2 12.50 
 
E. By Payments Through Mobile Phones 

Table 2.E.1:    Frequency and percentage of complainants with specific nature of complaint (Multiple 
Response) 

  Number Percentage 

Non-payment by franchisee 11 42.31 

Repeated visits to the franchisee for payment 8 30.77 

SIM Lost 4 15.38 

Mobile phone lost 3 11.54 

SIM exchange 3 11.54 

Money illegally drawn. 2 7.69 

Delay 2 7.69 

Partial Payment 1 3.85 

Mobile phone damaged 1 3.85 

Payment verification massage was not received 1 3.85 

SIM block 1 3.85 

Payment verification message deleted - - 
 

Table 2.E.2:   Frequency and percentage of complainants who called the telephone helpline to register the 
complaint free of cost 

  Number Percentage 

Not Used 23 88.46 

Free 1 3.85 

Not Free 2 7.69 
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Table 2.E.3: Frequency and percentage of complainants with respect to the amount they were paid for 
making the call.  

  Number Percentage 

5 Rupees 1 50.00 

10 Rupees 1 50.00 

Table 2. E.4: Frequency and percentage of complainant’s having general nature of complaint (Based on 
multiple responses) 

  Number Percentage 

Delays in response from BISP 11 42.31 

No intimation of when payment will be made 10 38.46 

Difficult method of filling a payment grievance 10 38.46 

Behaviour of POS staff 3 11.54 

Delay in response from bank 3 11.54 

Behaviour of BISP staff 2 7.69 

Refusal to accept or process grievance by BISP 2 7.69 

Difficult method of SIM activation 2 7.69 

Charging for services by franchisee 1 3.85 

Corruption - - 
 
F. By Payments Through Benazir Smart Cards 

Table 2.F.1: Frequency and percentage of complainants with different types of complaint (Based on 
multiple responses) 

  Number Percentage 

Non-payment by franchisee 6 31.58 

PIN Lost 6 31.58 

BSC not issued 3 15.79 

Repeated visits to the Franchisee for payment 2 10.53 

BSC exchange 2 10.53 

BSC lost/damaged 2 10.53 

Partial Payment 1 5.26 

Money illegally drawn - - 

POS is closed - - 

POS agent is overcrowded - - 
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Table 2.F.2: Frequency and percentage of complainants who called the telephone helpline to register the 
complaint free of cost 

  Number Percentage 

Not used 16 84.21 

Free 2 10.53 

Not Free 1 5.26 
 

Table 2.F.3: Frequency and percentage of complainants with respect to the amount they were paid for 
making the call. 

  Number Percentage 

99 Rupees 1 100 
 

Table 2.F.4: Frequency and percentage of complainant’s having general nature of complaint (Based on 
multiple responses) 

  Number Percentage 

Delay in response from BISP 13 68.42 

Non intimation on when payment will be made 4 21.05 

Behaviour of POS 3 15.79 

Behaviour of BISP staff 2 10.53 

Delay in response from NADRA 2 10.53 

Difficult method of filing a payment grievance 1 5.26 

Charging for services by franchisee - - 

Refusal to accept or process grievance - - 

Corruption - - 
 

G. By Payments Through Benazir Debit Cards 

Table 2.G.1: Frequency and percentage of complainants with different types of complaint (Based on 
multiple responses) 

  Number Percentage 

BDC lost/misplaced/damaged 118 35.01 

PIN Lost 104 30.86 

BDC Blocked 78 23.15 

BDC exchanged 28 8.31 

BDC captured by ATM 17 5.04 

Money illegally drawn 15 4.45 

Error message on the ATM 12 3.56 

Non-Payment by franchisee 6 1.78 
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  Number Percentage 

Repeated visits to the ATM for Payment 5 1.48 

No PIN code 4 1.19 

BDC activation problem 3 0.89 

Repeated visits to the franchisee for payment 2 0.59 

No money in the ATM 2 0.59 

POS agent runs out money 1 0.30 

POS agent ask to buy material from his shop 1 0.30 

ATM system is down 1 0.30 

Payment was not transferred 1 0.30 

Bank issued double card 1 0.30 

Fake BDC issued 1 0.30 

Partial Payment - - 

Table 2. G.2:  Frequency and percentage of complainants by whether any bank staffs were nominated to 
deal with the beneficiary complaints 

  Number Percentage 

Yes 144 42.73 

No 193 57.27 
Did you complain regarding ATM? 

  Number Percentage 

Yes 108 32.05 

No 229 67.95 
 

Table 2.G.3: Frequency and percentage of complainants by where they first went to complain about the 
ATM if they had any specific issues with the ATM 

  Relevant Sample Total Sample 

  Number Percentage Number Percentage 

Bank manager 51 47.22 51 15.13 

BISP Tehsil Office 27 25.00 27 8.01 

Bank helpline 14 12.96 14 4.15 

ATM helpline 12 11.11 12 3.56 

BISP helpline 4 3.70 4 1.19 

No Complaint - - 229 67.95 
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Table 2.G.4: Frequency and percentage of complainants by whether their complaint was registered? 

  Relevant Sample Total Sample 

  Number Percentage Number Percentage 

Yes 55 50.93 55 16.32 

No 53 49.07 53 15.73 

Not Applicable - - 229 67.95 
 

Table 2.G.5: Frequency and percentage of complainants by whether the call to the bank helpline to 
register the complaint was free of cost 

  Relevant Sample Total Sample 

  Number Percentage Number Percentage 

Yes 16 14.81 16 4.75 

No 11 10.19 11 3.26 

Not use 81 75.00 81 24.04 

Not Applicable - - 229 67.95 
 

Table 2. G.6: Frequency and percentage of complainants by the amount they paid for the call.  

  Number Percentage Average Cost 

Less than Rs. 49.99 4 36.36 

62 Rupees Between Rs. 50 to Rs. 99.99  6 54.55 

Above Rs. 100 1 9.09 
 
Did you complain regarding POS Agent? 

  Number Percentage 

Yes 17 5.04 
No 320 94.96 

 

Table 2.G.7: Frequency and percentage of complainants by where they first went to complain about the 
POS if they had any specific issues with the POS  

  
  

Relevant Sample Total Sample 

Number Percenta
ge Number Percentag

e 

BISP Tehsil Office 13 76.47 13 3.86 

BISP helpline 2 11.76 2 0.59 

Bank 1 5.88 1 0.30 

BISP Divisional Office 1 5.88 1 0.30 

No Complaint - - 320 94.96 
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Table 2.G.8:   Frequency and percentage of complainant’s having general nature of complaint (Based on 
multiple responses) 

  
  

Relevant Sample Total Sample 

Number Percenta
ge Number Percenta

ge 

Behaviour of POS agent 7 41.18 7 2.08 

Delay Response from BISP 6 35.29 6 1.78 

No intimation on when payment will be made 3 17.65 3 0.89 

Charging for services of POS agent on demand or 
Baksheesh 3 17.65 3 0.89 

Difficult to file a payment grievance 2 11.76 2 0.59 

Behaviour of BISP Staff 1 5.88 1 0.30 

Refusal to accept or process grievance 1 5.88 1 0.30 

Charging for services of middle man on demand or 
Baksheesh - - - - 

Charging for services of BISP Staff on demand or 
Baksheesh - - - - 

No Complaint - - 320 94.96 

H. Processing of the Complaint 

Table 2. H.1:  Frequency and percentage complainants by the location where the complaint was filed. 
(Multiple Response) 

  Number Percentage 

BISP Tehsil Office 336 84.42 

Bank 97 24.37 

BISP Divisional  Office 27 6.78 

Bank Helpline 22 5.53 

NADRA 21 5.28 

Post office 6 1.51 

Local Administration 6 1.51 

BISP helpline 6 1.51 

Police Station 4 1.01 

Mukhtiakar/Tehsildar Office 4 1.01 

POS 4 1.01 

BISP Provincial  Office 2 0.50 

By post 1 0.25 

Email/Online application 1 0.25 

BISP Head Quarter - - 

MPA/MNA - - 
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Table 2. H.2: Frequency and percentage of complainants by the type of respondent registering the 
complaint 

  Number Percentage 

Self (Beneficiary) 304 76.38 

Male family member 80 20.10 

Female family member 11 2.76 

Neighbour 1 0.25 

Political worker 1 0.25 

Social worker 1 0.25 

Village influential - - 

Overall 398 100 
 

Table 2.H.3:   Frequency and percentage of respondent with respect to the reason, the beneficiary did not 
submit the complaint personally. (Based on multiple responses) 

  Number Percentage 

Cultural Problem 40 42.55 

Long distance to complaint site 20 21.28 

Cannot afford travel cost 16 17.02 

Lack of time 15 15.96 

Language Barrier 12 12.77 

Disable 9 9.57 

Illness 8 8.51 

Old age 4 4.26 

Security Problem 2 2.13 

Out of city 1 1.06 
 

Table 2. H.4: Frequency and percentage of complainants remembering when the complaint was filed. 

  Number Percentage 

Yes 310 77.89 

No 88 22.11 

Overall 398 100 
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Annex Table 2. H.5: Frequency and percentage: complainants who remember with respect to the year of 
filing the complaint 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

2011 2 0.65 2 0.50 

2012 16 5.16 16 4.02 

2013 121 39.03 121 30.40 

2014 171 55.16 171 42.96 

Don’t remember - - 88 22.11 
 
Table 2. H.6: Frequency and percentage: complainants by reason for filing the complaint in the specific 

location (Based on multiple responses) 

  Number Percentage 

This is a relevant office 268 67.34 

Someone referred me here 116 29.15 

Nearest to my house 96 24.12 

Most convenient 18 4.52 

Staff is helpful 16 4.02 
 

Table 2. H.7: Frequency and percentage: the person who first heard the complaint 

  Number Percentage 

BISP AC 165 41.46 

BISP AD 141 35.43 

Bank manager 44 11.06 

Bank helpline 20 5.03 

Post master 6 1.51 

BISP helpline 5 1.26 

Bank staff / Security guard 5 1.26 

POS agent 4 1.01 

NADRA 2 0.50 

BISP peon 1 0.25 

Mukhtiarkar 1 0.25 

Middleman 1 0.25 

No body / No one hear 3 0.75 
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Table 2.H.8:   Frequency and percentage: by the type of documents submitted with your complaint. (Base 
on multiple responses) 

  Number Percentage 

Copy of CNIC 337 84.67 

Written complaint/application/Stamp paper 70 17.59 

Copy of PSC survey slip 53 13.32 

Copy of BDC / Copy of ATM 15 3.77 

Case management form 12 3.02 

Original BDC 6 1.51 

Payment Record/Payment 3 0.75 

PIN code slip 3 0.75 

Any letter from BISP 2 0.5 

Husband CNIC copy 1 0.25 

No document 42 10.55 
 

Table 2.H. 9:  Frequency and percentage of complainants who received some acknowledgment for filing 
the Complaint  

  Number Percentage 

Yes 225 56.53 

No 173 43.47 
 

Table 2. H.10: Frequency and percentage of complainants by type of acknowledgement they received 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Verbal 196 87.11 196 49.25 

Slip 25 11.11 25 6.28 

Complaint Number 4 1.78 4 1.01 

No Acknowledgement - - 173 43.47 
 

Table 2.H.11: Frequency and percentage: Travelling time, distance for reaching the office of registering 
complaint 

  Number Percentage Average 

Distance 
   

Less than 9.99 kms 111 33.43 

25.51 Kms Between 10 kms  to 19.99 kms 81 24.40 

Between 20 kms  to 29.99 kms 69 20.78 
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  Number Percentage Average 

Between 30 kms  to 39.99 kms 35 10.54 

Between 40 kms  to 49.99 kms 36 10.84 

Above 50 kms - - 

Time  
   

Less than 59.99 mins 158 39.70 

69 Mins 

Between 60 mins to 119.99 mins 156 39.20 

Between 120 mins to 179.99 mins 72 18.09 

Between 180 mins to 239.99 mins 8 2.01 

Above 240 mins 4 1.01 
 

Table 2.H.12: Frequency and percentage of complainants by their mode of travel to the Complaints Office 
(Multiple Response) 

  Number Percentage 

Public Transport 326 81.91 

Walk to the place 65 16.33 

Personal transport 26 6.53 

Taxi 23 5.78 

Lift by a friend 4 1.01 
 

Table 2.H.13: Responses with respect to the round trip travel cost per person to reach the office to file the 
complaint 

  Number Percentage Average Cost 

No Cost 24 6.03 

Rs. 151  

Less than Rs.  99.99 147 36.93 

Between Rs. 100 to Rs. 199.99 116 29.15 

Between Rs. 200 to Rs. 299.99 53 13.32 

Between Rs. 300 to Rs. 399.99 26 6.53 

Between Rs. 400 to Rs. 499.99 9 2.26 

Above Rs. 500 23 5.78 
 

Table 2.H.14: Frequency and percentage of complainants by the number of trips they had to make to 
pursue their complaint 

  Number Percentage 

Once 36 9.05 

Two to three times 205 51.51 
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  Number Percentage 

Four to six times 96 24.12 

More than seven times 61 15.33 
 

Table 2.H.15: Frequency and percentage of complainants who felt their complaint had been resolved  

  Number Percentage 

Yes 17 4.27 

Partially 101 25.38 

No 280 70.35 
 

Table 2. H.16: Frequency and percentage of complainants whose complaints were resolved by the length 
of time it took between filing and resolution of complaint 

Complainants (who complaints were resolved) with respect to their recollection and time taken to resolve 
the complaint 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Yes 11 64.71 11 2.76 

No 6 35.29 6 1.51 

Not decided yet - - 381 95.73 
 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Less than one month 2 18.18 2 0.50 

One month 2 18.18 2 0.50 

Two months 2 18.18 2 0.50 

Three months 3 27.27 3 0.75 

Above Three months 2 18.18 2 0.50 

Not remember 
  

6 1.51 

Not decided yet 
  

381 95.73 
 
 
Table 2.H.17: Frequency and percentage of complainants who think they know about the complaint 

registration mechanism 

  Number Percentage 

Yes 144 36.18 

No 254 63.82 

Overall 398 100 
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Table 2. H.18: Frequency and percentage of complainants who thought they understand the complaint 
registration mechanism 

  Number Percentage 

Fully 9 6.25 

Partially 104 72.22 

Don't know 31 21.53 
 

Table 2.H.19: Frequency and percentage of complainants with respect to their level of satisfaction with the 
complaint registration mechanism 

  Number Percentage 

Fully Satisfied 23 5.78 

Partially Satisfied 85 21.36 

Neutral 20 5.03 

Partially Dissatisfied 9 2.26 

Not at all Satisfied 261 65.58 

Overall 398 100 
 

Table 2.H.20: Frequency and percentage of complainants with respect to their level of satisfaction with the 
complaint resolution mechanism  

  Number Percentage 

Fully Satisfied 24 6.03 

Partially Satisfied 72 18.09 

Neutral 21 5.28 

Partially Dissatisfied 7 1.76 

Not at all Satisfied 274 68.84 

Overall 398 100 
 

Table 2.H.21: Frequency and percentage of complainants with respect to their level of satisfaction with the 
attitude of and treatment by the staff of the Complaints Office 

  Number Percentage 

Fully Satisfied 57 14.32 

Partially Satisfied 167 41.96 

Neutral 45 11.31 

Partially Dissatisfied 31 7.79 

Not at all satisfied 98 24.62 

Overall 398 100 
 

Mott MacDonald Ltd. 137 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Table 2.H.22: Frequency and percentage of complainants who were you asked for any sort of payment for 
assistance by type of person who asked them 

  Number Percentage 

Yes 48 12.06 

No 350 87.94 

Overall 398 100 
 

Table 2. H.23: Respondents who claimed that they have paid for the resolution of complaint 

 Relevant Sample Total Sample 

 Do you Pay? Number Percentage Number Percentage 

Yes 33 68.75 33 8.29 

No 15 31.25 15 3.77 

Not demanded for payment - - 350 87.94 
 

Table 2. H.24: Frequency and percentage of complainants by amount paid  

  Number Percentage Average Amount 

Less than Rs. 99.99 - - 

Rs. 305 

Between Rs. 100 to Rs. 199.99 12 36.36 

Between Rs. 200 to Rs. 299.99 5 15.15 

Between Rs. 300 to Rs. 399.99 2 6.06 

Between Rs. 400 to Rs. 499.99 1 3.03 

Above Rs. 500 13 39.39 
 

Table 2. Category of staff/persons to whom payments were made by the beneficiary and the average 
amount paid. 

  Number Percentage Amount Range Average Amount 

BISP Staff 1 2.94 100 100 

Bank Staff 5 14.71 100-500 220 

Middleman 18 52.94 100-500 350 

Lawyer/Police 2 5.88 100-500 300 

POS Agent 2 5.88 150-200 175 

Post man 6 17.65 100-500 267 
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Table 2.H.26: Frequency and percentage of complainants by whether they registered a complaint against 
the person who demanded payment for assisting them 

  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

Yes 7 14.58 7 1.76 

No 41 85.42 41 10.30 

NA - - 350 87.94 
 

Table 2.H.27: Frequency and percentage of complainants by where they registered this complaint. 
(Multiple Response) 

  
  

Relevant Sample Total Sample 

Number Percentage Number Percentage 

BISP Tehsil Office 4 57.14 4 1.01 

Bank 2 28.57 2 0.50 

POS Agent 1 14.29 1 0.25 

Police Station 1 14.29 1 0.25 

BISP Divisional Office - - - - 

BISP Provincial Office - - - - 

BISP Head Quarter - - - - 

Post Office - - - - 

NADRA - - - - 

Local Administration - - - - 

MNA/MPA - - - - 

No Complaint Register - - 41 10.30 

Not Applicable - - 350 87.94 
 

Table 2.H.28: Frequency and percentage of complainants who feel their complaint regarding demand for 
payment was attended 

  Number Percentage 

Yes 1 14.29 

No 6 85.71 
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Table 2.A.4: CNIC number and contact numbers of the surveyed beneficiaries 

Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

AJK/GB Muzaffarabad Muzafar Abad Zahra Khatoon 82203-5133259-0 0343185523 0 

AJK/GB Muzaffarabad Muzafar Abad Sherina Bibi 82203-6082238-2 0 03435178191 

AJK/GB Muzaffarabad Muzafar Abad Bhapi 82203-1154959-2 0 03465374346 

AJK/GB Mirpur Mirpur Jan Bibi 81302-6816213-4 03459600840 0 

AJK/GB Mirpur Dudyal Fatima 81301-6016718-8 03415336098 0 

AJK/GB Gilgit Gilgit Hawa Noor 71501-7630990-0 03465101365 0 

AJK/GB Gilgit Gilgit Rabia 71501-8984650-4 0 03225000210 

AJK/GB Gilgit Gilgit Gul Shah Begum 71501-6011887-0 03111275565 0 

KPK Peshawer Peshawar Tabana 17301-7199203-6 03038365152 0 

KPK Peshawer Landi Kotal Jan Zari 21203-4518927-2 0 03444924757 

KPK Peshawer Peshawar Wahida 17301-3555091-6 0 03340954474 

KPK Peshawer Jarood Shahi Khela 21202-8945007-8 0 0 

KPK Peshawer Peshawar Zubaida 17301-2406792-6 0 03469183307 

KPK Peshawer Landi Kotal Minhas Begum 21203-5619806-2 0 03469126855 

KPK Peshawer Peshawar Razia Bibi 17301-2512374-4 0 0 

KPK Peshawer PeshawR Gulshad Begum 17301-1434090-4 0 0 

KPK Peshawer Peshawar Sarko Bibi 17301-1220676-2 0 0 

KPK Peshawer Bara Jan Saida 21201-6621496-4 0 0 

KPK Peshawer Peshawar Fiirasata Bibi 17301-9174839 0 0 

KPK Peshawer Town III Nasrat 17301-0664695-0 03429095267 0 
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Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

KPK Peshawer FR Prshawar Taj Bibi 21202-8471087-2 0 0 

KPK Peshawer Bara Paroosha 21201-0436303-4 0 0 

KPK Peshawer Bara Bus Bibi 21201-7916121-8 0 0 

KPK Mansehra Oghi Gulzar Jana 13504-7986553-8 0 03419459169 

KPK Mansehra Alai Hussan Zari 13201-0151465-8 03368417180 0 

KPK Mansehra Mansehra Bibi Maryam 13503-0544080-6 03340597673 0 

KPK Mansehra Manshra Bibi Naseera 13504-0376029-6 03315367551 0 

KPK Mansehra Mansehra Zakia 13503-3405686-4 0 03315367551 

KPK Mansehra Mansehra Meza Jan 13503-0598471-0 0 03341502750 

KPK Mansehra Mansehra Resham Jan 13503-2721856-8 0 03423727295 

KPK Mansehra Mansehra Mehnaz Bibi 13503-8206598-4 0 03462315786 

KPK Mansehra Mansehra Resham Jan 13503-3104251-4 0 03219675939 

KPK Mansehra Mansehra Sami un Nisa 13503-3109089-0 0 0 

KPK DI Khan DI Khan Arshad Mai 12101-3773618-6 03467868547 0 

KPK DI Khan Phar Pur Abida Babi 12103-8913636-8 03459836808 0 

KPK DI Khan Phar Pur Taslima Babi 12103-9061091-0 03413602663 0 

KPK DI Khan Pahar Pur haseena Bebe 12103-5003744-1 0 0 

KPK DI Khan Pahar Pur  Gholam Babi 12103-7386523-8 03449393550 0 

KPK DI Khan Draban Seraj Babi 12104-7450891-0 0 0 

KPK DI Khan Taank Yasmeen Bebe  12201-0720691-8 0 0 

KPK DI Khan DI Khan Amna Babi 12101-0912155-8 03429366185 0 
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KPK DI Khan D I Khan  Wazir Babi 12101-9028028-4 03449377704 0 

KPK DI Khan D I khan Bakhto Babi 12101-3264948-8 0 0 

KPK DI Khan Draban  Zenat Bebe 12104-8687960 034449494555 0 

KPK DI Khan D I Khan Bashira Babi 12101-1788638-4 0 0 

KPK Bannu Bannu Hasina Bagam 11101-1430240-8 03018076283 0 

KPK Bannu Bannu Gawar Jana 11101-7788788-6 0 0 

KPK Bannu Bannu Miharzada 11101-1497389-0 03357713724 0 

KPK Bannu Bannu Naznina 11101-2956791-4 03328367040 0 

KPK Bannu Domail Mali zara 11101-5691617-2 03369721337 0 

KPK Naushera Naushers Shakeela 17201-5669825 0 0 

KPK Naushera Naushera Wahid Bibi 17201-0775007-8 0 0 

KPK Naushera Naushera Nausheen Bibi 17201-0178283-0 03439139664 0 

KPK Naushera Har Basmina 21103-7655918-2 0 03449136707 

KPK Naushera Naushera Naheed Begum 17201-4978802-8 0 0 

KPK Naushera Naushera Noreen Begum 17201-0802568-9 0 0 

KPK Batagram Batagram Husan Taja 13202-2480762-2 0 03439528463 

KPK Batagram Batagram Taj Baro 13201-9520257-2 0 03420985446 

KPK Mardan Mardan Mohsina Bibi 16101-7725799-6 0 03065680174 

KPK Mardan Mardan Rubina Begum 16101-1187153-2 03018369401 0 

KPK Mardan Mardan Khalida 16101-2667190 0 0 

KPK Mardan Charsadda Gul Naz Begum 17101-5979402-4 0 03232532582 
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KPK Mardan Mardan Qomat Baha 17301-1424113-8 03479041003 0 

KPK Mardan Mardan Gul Raja 16101-9044219-2 0 03009840482 

KPK Mardan Mardan Asia 16101-5613444-6 0 03144527606 

KPK Mardan Takhtbhai Rooh Afza 16102-5430856-2 03451504080 0 

KPK Mardan TakhtBhai Majabina 16102-9682679-2 0 03075243799 

KPK Mardan Mardan Jana Begum 16101-1146890-0 0 03059423715 

KPK Mardan Takht Bhai Qamro Bibi 16102-6762221-6 0 0 

KPK Mardan Takht bhai Rayat Bibi 16102-5218137-4 0 03419637387 

KPK Mardan Takht Bhai Kinkhab Zari 16102-7268601-0 0 03477190162 

KPK Mardan Takht Bhai Niaz Parwara 16102-2217019-0 0 03468985352 

KPK Buner Gagra Jamala 15102-0573065-2 0 0 

KPK Buner Daggar Bakhti Raza 15101-7207031-2 0 0 

KPK Buner Dagar Musliha 15101-4655303-6 0 0 

KPK Buner Daggar Nazmina 15101-0333791-8 03429430135 0 

KPK Buner Daggar Shamida 15101-5500602-0 0 0 

KPK Buner Daggar Haro 15101-0350585-2 0 0 

KPK Buner Dagar Wilayat 15101-8428321-2 03416930489 0 

KPK Buner Dagar Bakht Safi 15101-9218609-2 0 03329693570 

KPK Kohat Kohat Tarin Jan 42401-0844430-4 09222213234 0 

KPK Kohat Kohat Peran Chaka 21604-0179655-8 0922551333 0 

KPK Kohat Kohat Ma Mena 21604-3843697 03369394868 0 
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KPK Kohat Kohat Hewa Jan 21604-91526357-8 03348390265 0 

KPK Kohat Kohat Noor Bebe 14301-7218370-8 03339615212 0 

KPK Swat Babozau Iqbal Jehan 15602-0239073-4 0 03479679402 

KPK Swat Swat Farzana 15602-0861562-6 0 0 

KPK Swat Mingora Sakina 15602-0820802-8 03422121833 0 

KPK Swat Babozai Nasreen 15602-3912940-6 0 03448056069 

KPK Swat Barikot Bibi Ameena 15602-0626381-2 0 03449631925 

KPK Swat Babozai Farzana 15602-3868215-8 0 03453985647 

KPK Swat Barikot Basirat 15602-8983998-0 
03429866061, 
0346*5590819 0 

KPK Swat Saidu Sharif Azra Bibi 15602-0268319-7 0 03088501884 

KPK Swat Swat Shaheen 15602-5830347-8 0 0 

KPK Swat Babozai Jan Siraja 15602-6210289-2 0 0 

KPK Swat Babozai Shaheen 0 0 03119252162 

Punjab Rawalpindi Rawalpindi Taj Begum 37405-0246827-4 03335336453 0 

Punjab Rawalpindi Kaler Siadan Ruksana 37402-8159822-8 03361593560 0 

Punjab Rawalpindi Kaler Saidan Zahida Shahin 37402-0949339-2 03315340902 0 

Punjab Rawalpindi Kaler Saidan Razwana Shahin 37402-0955248-8 03315185247 0 

Punjab Rawalpindi Kaler Saidan Uzma Bibi 37407-0592006-8 0 0 

Punjab Rawalpindi Rawalpindi Bil Nishta 37405-4225602-6 03435301963 0 

Punjab Rawalpindi Rawalpindi Kousar Bibi 37405-0272073-4 03115440105 0 

Punjab Gujrat Gujrat Rahat Begum 34201-7264865-6 03369218142 0 
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Punjab Gujrat Gujrat Nazia Bibi 34201-58447248-8 03073327279 0 

Punjab Gujrat Gujrat Rashida Bibi 34201-0441909-8 03431545322 0 

Punjab Gujrat Gujrat Shahnaz Begum 34201-3148554-2 03143174101 0 

Punjab Pakpattan Pakpattan Najma bb 36402-6964021-6 0 03046908433 

Punjab Pakpattan Arifwala Tajan 36401-8971910-8 0 0 

Punjab Pakpattan Pakpattan Farzana bb 36402-2893143-6 03426983589 0 

Punjab Pakpattan Arifwala Amina bb 36401-0786642-8 03448330801 0 

Punjab Pakpattan Pakpattan Bano Balqees 36401-0850377-2 03084477383 0 

Punjab Pakpattan Arifwala Tasleem Fatima 36401-7555796-4 03446877327 0 

Punjab Pakpattan Arifwala Shareefan 36401-5236682-4 0 03005285905 

Punjab Pakpattan Pakpattan Haleema Bibi 36402-2421686-0 0 03317185866 

Punjab Pakpattan pakpattan Nabeela Begum 36402-6339580-4 0 03006944456 

Punjab Sargodha Sargodha Raisa Bibi 38403-7972685-4 0341 7706831 0 

Punjab Sargodha Sargodha Kosar Bibi 38405-6176611-0 0 0 

Punjab Sargodha Sargodha Kaniz Fatima 38403-6712315-8 0 0 

Punjab Sargodha Sargodhs Nasrin Akhtar 38403-5661668-0 0 0 

Punjab Sargodha Kotmoman Kosar Pervin  38406-0600515-2 0 0 

Punjab Sargodha Kotmoman Satan Bibi 38401-0223082-2 0 0344 7517761 

Punjab Sargodha Nhalwal Shamim 38406-0671468-6 03037103190 0 

Punjab Sargodha Bhalwal Fozia 38401-6158510-8 0 03430707562 

Punjab Sargodha Bhalwal Fatimabibi 38401-8249085-8 0 0 
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Punjab Sargodha Bhalwal Ijan Bibi 38401-1002145-6 0 03084639500 

Punjab Narowal Narowal Nusrat Shahad 34501-4059209-4 0 0342 6486276 

Punjab Narowal Narowal Robina Bibi 34501-5565867-8 0344 0499505 0 

Punjab Narowal Narowal Rehana 34501-3617047-0 0 0 

Punjab Lahore Lahore Cantt Bait Ul Haram 35202-0898288-8 03014822895 0 

Punjab Lahore lahore City Nasreen 35202-5739012-0 03459036362 0 

Punjab Lahore lahore Cantt Rukhsana 35201-0772185-6 03074137525 0 

Punjab Lahore Lahore Razia bb 35202-1179668-6 03024170113 0 

Punjab Lahore Lahore Kausar Parveen 33105-5556282-8 03457944861 0 

Punjab Lahore Lajore Qasoor Sakeena bb 35102-7241700-8 0 0 

Punjab Lahore Lahore City Aqlima Khatoon 35202-3583903-4 0 03226379470 

Punjab Lahore Lahore Khadija bb 35202-1518400-0 03334062207 0 

Punjab Lahore Lahore Parveen bb 35202-2813204-8 0 03215474902 

Punjab Lahore Lahore Sabiran bb 35201-7876519-8 03110022865 0 

Punjab Lahore Lahore Cantt Yasmeen bb 35201-1224234-8 03476780718 0 

Punjab Lahore Lahore City Fareeda bb 35201-6433891-2 03074257540 0 

Punjab Lahore Lahore Cantt Humaira Liaqat 35201-9470182-6 0 03008125285 

Punjab Lahore Lahore City Rehana Karamat 35202-0951412-4 03026285707 0 

Punjab Bahwalpur Khairpur Zahoor Mai 31204-1005612-8 0 0 

Punjab Bahwalpur Khairpur Bakhan bb 31204-0164037-8 03024366187 0 

Punjab Bahwalpur Khairpur Zaiban Mai 31204-5442165-4 03016595058 0 
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Punjab Bahwalpur Khairpur Tamewali Shahnaz bb 31204-3980886-0 03476691866 0 

Punjab Bahwalpur Khairpur Tamewali Qusar Mai 31204-0168751-0 0 03059633994 

Punjab Bahwalpur Hasilpur Allah Wasai 31203-8905684-8 03016590503 0 

Punjab Bahwalpur Yazman Mariam bb 31205-0677494-8 03423826364 0 

Punjab Bahwalpur Yazman Zahida bb 31205-1419034-0 03466359957 0 

Punjab Bahwalpur Ahmadpur East Shameem Mai 31201-2028794-2 0 03066244151 

Punjab Bahwalpur Ahmadpur East Mumtaz bb 31201-5200583-6 03002217546 0 

Punjab Bahwalpur Bhawalpur Zareena bb 31202-1455105-4 03056806196 0 

Punjab Bahwalpur Bhawalpur Haseena Begum 31202-2132863-4 0 03059182767 

Punjab Bahwalpur Bhawalpur Rasheeda bb 31202-6662196-4 03006830706 0 

Punjab Bahwalpur Ahmadpur East Bakhtan 31201-0303003-6 0 03137825741 

Punjab Bahwalpur Bhawalpur Matloob Mai 31302-5053556-8 0 0 

Punjab Bahwalpur Bhawalpur Nazir Begum 31202-2505456-6 0306632767 0 

Punjab Bahwalpur Ahmadpur Faiz Mai 31201-9286622-8 0 0 

Punjab Bahwalpur Khanuwali Nazir Mai 31202-5771331-0 03014678571 0 

Punjab Bahwalpur Bhawalpur Sadar Rashida bb 31202-1529622-0 03037743307 0 

Punjab Bahwalpur Bhawalpur Zahida Mai 31202-2585560 03012557685 0 

Punjab Muzaffargarh Muzafargahr nasreen Bibi 32304-9132184-8 0 03056830804 

Punjab Muzaffargarh Muzafar Garh naseem Bibi 32304-1331350-8 0 0 

Punjab Muzaffargarh Muzafargar Zubeeda  Mai 32304-3609140-0 0 03417257123 

Punjab Muzaffargarh Muzafarghar Naseem Mai 32304-8669537-2 0 03023721855 
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Punjab Muzaffargarh Muzafar Garh Rashida Bibi 36304-1490438-6 0 0 

Punjab Muzaffargarh Muzafrghar  Sakeena Mai 32304-8775687-4 0 03144979350 

Punjab Muzaffargarh Muzafarghar Sugran Bibi  32304-3152966-0 0 03475551207 

Punjab Muzaffargarh M.Garh Fatima Mai 32304-1706187-8 0 03012469654 

Punjab Muzaffargarh M.Garh Siyda Zahra Khaton 32304-1520179-4 0 0305.2267805 

Punjab Muzaffargarh Muzafrghr  Lal Mai 32304-2114682-8 0 03062887913 

Punjab Muzaffargarh Muzafrghr  Hassena Bibi 32304-0689233-0 0 0 

Punjab Muzaffargarh M.Garh Nasreen Mai 32304-2375380-4 0 03023729194 

Punjab Muzaffargarh M.Garh Basra Mai 32304-1317033-6 0 0344.7109414 

Punjab Muzaffargarh Kot Addu Sakeena  Bibi 32303-1969732-2 0 03217365721 

Punjab Muzaffargarh Kot Addu Nasreen  Bibi 32303-2832857-0 0 03056544657 

Punjab Muzaffargarh Kot Addu Sakeena Bibi 32303-7445477-4 0 0 

Punjab Muzaffargarh Kot Addu Nazeeran Bibi 32303-7541205-6 0 03469553439 

Punjab Muzaffargarh Kot Addu Abida Mai 32303-0705758-8 0 03451656177 

Punjab Muzaffargarh Kot Addu Saeeda Bibi 32303-0340795-6 0 03017887543 

Punjab Muzaffargarh Kot Addu Sugran  Mai 32303-328487-1 0 03467052863 

Punjab Muzaffargarh Kot Addu Bhiranwan Mai 32303-4073112-8 0 0308.6753397 

Punjab Muzaffargarh Kot Addu Zubida Bibi 32303-4539071-8 03428815949 0 

Punjab Muzaffargarh Kot Addu Wazirain Bibi 32303-1134258-6 0 0 

Punjab Muzaffargarh Kot Addu Hakim Bibi 32303-2135312-0 0 0 

Punjab Muzaffargarh Ali Pur Azra Bibi 32301-8693513-8 0 03088599538 
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Punjab Muzaffargarh Ali Pur Ruqaya  Mai 32301-8673776-2 0 03057527400 

Punjab Muzaffargarh Ali Pur Nagina Bibi 32301-5811787-4 0 0 

Punjab Muzaffargarh Ali Pur Shamim Masi 32301-9285421-6 0 0 

Punjab Muzaffargarh Ali Pur Chiraghan   Mai 32301-6418309-8 0 0 

Punjab Muzaffargarh Ali Pur Perveen Bibi 32301-3939195-8 0 0 

Punjab Muzaffargarh Ali Pur Aishi Mai 32301-0313178-6 0 0 

Punjab Muzaffargarh Ali Pur Razia Mai 32301-6761818-8 0 03057527900 

Punjab Muzaffargarh Ali Pur Naseem Bibi 32301-8617322-6 0 0 

Punjab Muzaffargarh Ali Pur Jindo Mai 32301-4123919-4 0 03335392864 

Punjab Muzaffargarh Ali Pur Faiz Mai 32301-3071901-0 03057544162 0 

Punjab Muzaffargarh Ali Pur Mumtaz Mai 32301-0867147-5 0304.8601505 0 

Punjab Muzaffargarh Ali Pur Naseem Mai 32301-3694572-0 0306.7477740 0 

Punjab Muzaffargarh Muzafrghar Sakeena  Mai 32304-1487306-4 0 03006372707 

Punjab Muzaffargarh Muzafrghr Zakia Begum  32304-8390381 0 03067725614 

Punjab Muzaffargarh Muzafrghar Zareena Mai 32304-8763092-2 0 0 

Punjab Rajanpur Rajan Pur Shamshad Mai 32403-9411615 0 033194116158 

Punjab Rajanpur Jam Pur Shahnaz Mai 32402-4931592-0 0 03340063153 

Punjab Rajanpur Rajan Pur Zakia Bibi 32403-5476700-4 03366035050 0 

Punjab Rajanpur Rojhan  Channan Mai 32404-9024516-2 0 03366194934 

Punjab Rajanpur Rajan Pur Noor Mai 32403-6806132-4 0 03465541363 

Punjab Rajanpur Rajan Pur  Asima Mai 32403-4557255-2 0 03016321383 
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Punjab Rajanpur Rojhan Marvi Mai 32404-7862341-2 0 03027652033 

Punjab Rajanpur Rojhan Aziz Khatoon 32404-7734597-2 0 0 

Punjab Rajanpur Rojhan Hasin Mai 32404-8621874-4 0 0345.8830833 

Punjab Rajanpur Rojhan Balqis 32404-2706411-8 0 03315417761 

Punjab Rajanpur Rojhan Khalida Pervin 32404-1085396-0 03315417761 0 

Punjab Rajanpur Rajan Pur Mumtaz Mai 32403-7413711-2 0 03347877261 

Punjab Rajanpur Rojhan Gul Khatoon 32404-3500940-4 0303.2641230 0 

Punjab Rajanpur Raganpur Zarina Bibi 32403-3878089-8 0 0336.6186297 

Punjab Rajanpur Rajanpur Ameer Mai 32403-2889735-6 0323.6260301 0 

Punjab Rajanpur Rajanpur Fatima Mai 32403-7277007-8 0 0336.7145870 

Punjab Rajanpur Jam Pur Taj Mai 32402-6335542-8 0 0 

Punjab Rajanpur Rajan Pur Subia  Rasheed  32403-7220435-8 0 03366922300 

Punjab Rajanpur Jam Pur Aziz Mai 32402-6033821-8 0337.7317831 0 

Punjab Rajanpur Jam Pur Jivan Mai 32402-6150895-4 0334.1824989 0 

Punjab Rajanpur Jam Pur Anwar Mai 03364051539 0 0 

Punjab Rajanpur Jam Pur Perven Bibi 32402-1590936-8 03366206342 0 

Punjab Rajanpur Jam Pur Hasina Bibi 32402-2413720-8 0 0341.4881052 

Punjab Liyyah Layya  Balqees Mai 32203-4179028-0 0 03320792332 

Punjab Liyyah Layya  Zatoon Bibi 32203-3376608-6 0 03077993457 

Punjab Liyyah Layya Fatima Bibi  32203-2352409-2 0307993457 0 

Punjab Liyyah Layya Abida Bibi 32203-8302793-2 0 03326976462 
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Punjab Liyyah Layya  Sugran Bibi 32203-1276323-8 0 03037433895 

Punjab Liyyah Layya  Sadan Mai 32203-8996264-4 0 03065280895 

Punjab Liyyah Karor Lal Essan Sahnaz Bibi 02202-9209265-8 0 0304.4229813 

Punjab Liyyah Karor Lal Essan Azizain Bibi 32202-1009752-2 0332.0720125 0 

Punjab Liyyah Karor Lal Essan Musarat Bibi 32202-0376994-8 0  0332.1693716 

Punjab Liyyah Karor Lal Essan Srafin Bibi 32202-7550797-6 0 03320720661 

Punjab Liyyah Karor Lal Essan Bashir Mai 32202-2452320-2 0 03321691575 

Punjab Mianwali Pipllan Nasreen Akhtar 38303-0948464-8 0 03446889782 

Punjab Mianwali Mainwali Amna Bibi 38302-3275417-6 0 03056482702 

Punjab Mianwali Mianwali Hamidan Bibi 38302-8733162-2 0 03064173305 

Punjab Mianwali Mianwali Tasleem 38302-1160579-6 0 03036706012 

Punjab Mianwali Piplan Noor Khatoon 38103-2145104-0 0 03016359160 

Punjab Mianwali Piplan Muridan Bibi 38303-0974082-8 0 03336491481 

Punjab Mianwali Piplan Fozia Bibi 38303-1581974-4 0 03065724238 

Punjab TT. Singh Tobah Mumtaz Begam 33303-1035003-6 0 0 

Punjab TT. Singh Tobah TT Sajidah Pervin 33303-6425172-4 03066521245 0 

Punjab TT. Singh Gojra Nusrat Pervin 33301-3279577-8 0 0 

Punjab TT. Singh Gojra Sultana Kosar 33301-1381038-0 0 0 

Sindh Larkana Baqrani Wazeer Khatoon 43201-1802070-0 0 0 

Sindh Larkana Bakrani 
Naseeb Khatoon w/o 
Abdul Majeed Brohi 43206-8582481-8 0 0 

Sindh Larkana Baqrani Hooran 43206-4475400 0 0 
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Sindh Larkana Bakrani 
Zareena w/o Himmat 
Ali Bhaagat 43206-7233642-0 0 0 

Sindh Larkana Baqrani Gull Zadi 43206-5385877-0 0 03343438405 

Sindh Larkana Bakrani 

Haseena Khatoon w/o 
Mohammad Ishaque 
Unhar 43301-8374830-0 0 0 

Sindh Larkana Larkana 
Gul Bibi w/o Paar Ul 
Din Brohi Ameer Zai 43203-4452322-0 0 0 

Sindh Larkana Bakrani 

Sardar Khatoon w/o 
Mohammad Ayub 
Unhar 43206-8210161-2 0 0 

Sindh Larkana Larkana 
Gullan w/o Abdul 
Ghafoor Sheikh 43206-2625352-2 0 0 

Sindh Larkana Larkana Aktiar Khatoon 43204-2805002-4 0 03003254475 

Sindh Larkana Larkana Khorsheed Begum 43203-7866839-4 03443917113 0 

Sindh Larkana Larkana 
Zameeran w/o Abdul 
Ghaffar Tunio 41205-9267063-6 0331-3906592 0 

Sindh Larkana Dokri Mst Marvi 43201-9735051 0 0 

Sindh Larkana Dokri Mst Khatoon 43201-1692743-0 0 0 

Sindh Larkana Larkana Saeeda Begum 43204-9974977-6 03337575876 0 

Sindh Larkana Baqrani Rabia Khatoon 43206-4992904-0 0 0 

Sindh Larkana Baqrani Mst Wazeer Khatoon 43201-1802070-0 0 03413774873 

Sindh Larkana Larkana 
Yasmeen Beghum w/o 
Abid Hussain Qureshi 43203-8646167-6 0311-3429227 0 
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Sindh Umerkot Umerkot Mariam W/d Sarang 44401-1773112-2 0 0343-8161178 

Sindh Umerkot Umerkot Mithan W/d M.Hussain 44401-8193925-0 0 0 

Sindh Umerkot Umerkot 
Bismillah Begum W/d 
M.Usman 44104-7998738-8 0 0346-3914329 

Sindh Umerkot Umerkot Indran W/O Sanwal 44107-5300934-4 0 0 

Sindh Umerkot Umerkot Jajiran W/O Tariq Ali 44105-4040013-6 0 0 

Sindh Umerkot Kunri 
Javaidan W/d 
M.Shareef 44106-3424746-2 0 0346-3914329 

Sindh Umerkot Kunri Bhagi W/O Jumoon 44104-5986469-4 0313-0313359 0 

Sindh Umerkot Kunri Soomri W/d Manghal 44404-7242822-8 0346-3467119 0 

Sindh Umerkot Umerkot Sindh Bai 44401-0695180-8 0 0347-3364250 

Sindh Umerkot Pithoro Dhani W/O Chanessar 44402-8476422-8 0 0345-3719664 

Sindh Umerkot Umerkot Zarina 44104-9445281-8 03463353251 0 

Sindh Umerkot Umerkot Satbai W/d Nihal 44107-5832869-4 0 0341-3961013 

Sindh Umerkot Samaro Jami W/O Moolchand 44402-2222608-6 0 0301-3145467 

Sindh Umerkot Umerkot Durga 44401-0391773-0 0 03443593551 

Sindh Umerkot Pithoro Ajonti 44107-5158513-4 0 03421351811 

Sindh Khairpur Khairpur Wadhul 45203-9132457-4 0 0 

Sindh Khairpur Khairpur 
Rubeena Khatoon w/o 
Manzoor Ali Jatoi 45203-8992080-2 0 0 

Sindh Khairpur Khairpur Noor Jhan Bhatti 45203-2939886-6 0 0 

Sindh Khairpur Khairpur Khair B B 45203-3176795-8 03023683419 0 
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Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

Sindh Khairpur Khairpur 
Khan Bibi w/o Sultan 
Murri 45203-9070458-2 0 0302-3668762 

Sindh Khairpur Kot Diji 

Musmaat Noorjahan 
w/o Ghulam Baqir 
Lashari Baloch 45205-8920779-8 0 0302-2331992 

Sindh Khairpur Gambat Shareefan 45202-96416771-2 03073729422 0 

Sindh Khairpur Khairpur 

Nishad Khatoon w/o 
Shams Ul Din 
Ghanbheer 45203-1927487-8 0 0302-3214993 

Sindh Khairpur Khairpur Rajul Khatoon 45203-9316818-0 0 0 

Sindh Khairpur Kingri 
Kalsoom w/o Irshad 
Ali Bhutto 45204-6091449-2 0 0 

Sindh Khairpur Kingri Sutana 45204-0104864-8 0 0 

Sindh Khairpur Kingri 
Naseeban Khatoon 
w/o Lal Dino Burdi 45204-8132625-8 0 0304-3629192 

Sindh Khairpur Kingri 
Musmaat Baharan w/o 
Shamsul Din Korkani  45204-5649378-2 0 0300-3457786 

Sindh Khairpur Kotdeji Hameedan 45205-3506980-8 0 03083657614 

Sindh Khairpur Ghambat 

Tehmeena Khatoon 
w/o Zahid Hussain 
Sarohi 45202-8275578-8 0 0308-2729105 

Sindh Khairpur Gambat Maryam Khatoon 45202-2194719-2 0 03363168602 

Sindh Khairpur Khairpur 
Wazeeran Khatoon 
w/o Saahib Dino Jogi 45203-7640887-0 0 0 

Sindh Khairpur Kingri Sakeena Khatoon 45204-1675868-6 0 03007099608 
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Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

Sindh Khairpur Gambat Shazadi Khatoon 45203-6797423-6 0 0 

Sindh Khairpur Ghambat 
Rubeena w/o Pyar Ali 
Kalhoro 45202-8784215-8 0 0303-9798016 

Sindh Khairpur Ghambat 
Pari Khatoon w/o Illahi 
Bux Bhatti  45202-5609097-6 0 0346-3609542 

Sindh Khairpur Kot Deji Sutana 45205-2933053-8 0 0 

Sindh Khairpur Gambat Saforan 45202-6060240-0 0 0 

Sindh Khairpur Kot Diji 

Afroz/ Feroz Khatoon 
w/o Noor Mohammad 
Mahar 45205-5048920-6 0 0302-2246462 

Sindh Khairpur Gambat Hakim Zadi 45202-9793166-4 0 03456268657 

Sindh Khairpur Sobho Dero 
Shahzia w/o Sajan Ali 
Lashari 45208-5660573-0 0 0 

Sindh TM Khan 
Bulri Shah 
Kareem Shaneela  41602-0571241-2 0 0 

Sindh TM Khan 0 Khairee Hajano 41602-0598309-6 0 0 

Sindh TM Khan 
Bulri Shah 
Kareem  Yasmeen Eisa Lashari 41303-7234464-8 0 03223049652 

Sindh TM Khan Tando Mohd Khan Qamarzadi 41308-2546853 0 03413802849 

Sindh TM Khan 
Tando 
Muhammad Khan Ameena 41601-0617003-0 0 03433712234 

Sindh TM Khan Sheikh Bhirkio Kami Bai 41601-0580544-8 0 0 

Sindh TM Khan 
Tando Gulam 
Hyder  Dhnyani 41603-0587697-8 0 03412883931 
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Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

Sindh TM Khan 
Bulri Shah 
Kareem Meer Zadi  41602-0590203-8 0 03471323598 

Sindh TM Khan 
Tando 
Mohammed Khan Shabiran 41601-0579828-6 0 0 

Sindh Tharparkar Mithi Sat Bai 44303-2147083-0 0 0 

Sindh Tharparkar Mithi Sahiban w/o Walji 44303-4246532-0 0 0 

Sindh Tharparkar Mithi Inayat 44303-2632728-2 0 0 

Sindh Tharparkar Mithi Khandoo w/o Rano 44303-5787121-2 0 0 

Sindh Tharparkar Chachro Fatima w/o Anwer 44301-2948765-8 0 0 

Sindh Tharparkar Mithi Lachhmi 44303-0255790-4 0 0 

Sindh Tharparkar Mithi Gulaban 44303-2429546-2 0 03478614241 

Sindh Tharparkar Diplo Zeenat 44302-3584335-4 0 0345-8687338 

Sindh Tharparkar Diplo 
Naseema w/o Khan 
Muhammad  44302-1106115-0 0 0346-2567751 

Sindh Tharparkar Chhachro Ladaan 44301-9551247-6 0 03362584854 

Sindh Tharparkar Diplo Jeeandi w/o Rano 44302-9365260-2 0 0346-7545501 

Sindh Tharparkar Diplo Lachhman 44302-1842215-4 0 03473214299 

Sindh Tharparkar Mithi Sodhi W/d Bhago 44101-7015131-0 0 0 

Sindh Thatta Mirpur Sakro Aisha Jatoi 41406-5393255-4 03100031043 0 

Sindh Thatta Mirpur Sakro Nimal 41406-7843827-0 0 0 

Sindh Thatta Mirpur Sakro Shehla 41406-8214358-2 0 0 

Sindh Thatta Mirpur Sakro Razia Begum 41406-9473908-2 0 0 
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Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

Sindh Thatta Mirpur Sakro Azizan 41406-0681684-4 0 03212558916 

Sindh Thatta Mirpur Sakro Jameela 41406-0882888-4 03223913069 0 

Sindh Thatta Mirpur Sakro Jameelan 41407-5518141-8 03113293096 0 

Sindh Thatta Mirpur Sakro Zahidan 41406-8586378-6 03116350660 0 

Sindh Thatta Mirpur Sakro Malokan Baee 41406-4800660-8 0 0 

Sindh Thatta Mirpur Sakro Farzana 41406-4175830-6 0 0 

Sindh Thatta Mirpur Sakro Mumtaz Bagam 41409-4372763-4 03123177401 0 

Sindh Thatta Sijawal Sajan 41408-6822659-6 0 03113741239 

Sindh Thatta Mirpur Bathro Amna 0 03143566204 0 

Sindh Thatta Mir Pur Bathoro Haleema 41405-7468942 0 0 

Sindh Thatta Sejawal Hussna  41408-4909212-0 0 03113322377 

Sindh Thatta Jatee Sanghar 41402-4233163-2 0 0 

Sindh Thatta Sujawal Saleha Mallah 41408-2093681-2 03103012630 0 

Sindh Thatta Sejawal Hajyani 41408-8340340 0 03013141331 

Sindh Thatta Sejawal Khatejan 41408-2152957-6 0 03113355602 

Sindh Thatta Thatta Sakina 41409-2008524-4 0 03233431821 

Sindh Thatta Mirpur Sakro Baigi 41406-3433201-0 0 0 

Sindh Thatta Mirpur Bethoro Nazeeran 41405-0180646-8 03123882861 0 

Sindh Thatta Thatta Zareena 41409-1776204-2 0 0 

Sindh Thatta Sajawal Aasi 41408-8740559-2 0 0 

Sindh Thatta Sajawal Aami 41408-9205425-2 0 0 

Mott MacDonald Ltd. 157 



Grievance Redress Report (GRR-1) - Spot checks and beneficiary feedback 

Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

Sindh Thatta Sajawal Zareena 41408-4376295 0 0 

Sindh Thatta Sajawal Ameena 41408-4407122-2 0 0 

Sindh Thatta Taluka Adan Abro 41402-8227097-2 0 03312809339 

Sindh Thatta Sajawal Ameena 41408-4407122-2 0 0 

Sindh Thatta Sajawal Razia 41408-8837498-4 0 03003036116 

Sindh Thatta Sajawal Jena 41408-3945761-4 0 03242834816 

Sindh Thatta Mirpur Bethoro Najma 41405-3942679-6 0 03430346549 

Sindh Nawabshah qazi Ahmed Zulekhan 45401-3061752-8 03013702523 0 

Sindh Nawabshah Sakrand Suriya 45403-1603956-6 0 03022679840 

Sindh Nawabshah qazi Ahmed Subhan Khatoon 45401-4428677-0 0 03003219817 

Sindh Nawabshah Dolatpur Reshman 45401-7108080-8 0 03056817251 

Sindh Nawabshah qazi Ahmed Goni 45401-7726239-2 0 03033074071 

Sindh Nawabshah Qazi Ahmed Musmat Rehmat  45401-5877314-6 0 0 

Sindh Nawabshah Nawabshah Musmat Lal Khatoon 45402-8766242-0 0 0 

Sindh Nawabshah Nawabshah Waziran 45402-6499299-4 0 0 

Sindh Nawabshah Doulat Pur Ghulam Sughra 45401-6324896-2 0 03002375089 

Sindh Nawabshah Qazi Ahmed Nusrat Bibi 45401-5668360-4 03075510619 0 

Sindh Nawabshah Dolatpur Wazeeran 45401-4706044-8 0 0 

Sindh Nawabshah Qazi Ahmed Momal 45401-5059844-0 0 0 

Sindh Nawabshah Sakrand Zeenat 45403-8322529 0 03083079364 

Sindh Nawabshah Dolatpur Nasiban 45401-7996336-8 0 0 
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Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

Sindh Nawabshah Nawabshah Guffrana 45402-7587949-8 0 0 

Sindh Nawabshah Nawabshah Amna 45402-2348160-4 0 03045645421 

Sindh Nawabshah Duar Ameena 45404-0648034-6 0 03083956453 

Sindh Nawabshah Nawabshah Musamat Rajul 45402-4296729-8 0 03113125829 

Sindh Nawabshah Dure Nik Bekht 45404-0651061-2 0 03443724514 

Sindh Nawabshah Nawabshah Nazaan Khatoon 45402-0857921-4 0 0 

Sindh Nawabshah Nawabshah Zulikhan 45402-9219657-0 0 0 

Sindh Nawabshah Sakrand Porhi 45403-5557395-4 0 03033664243 

Sindh Nawabshah Sakrand Aisha  41303-6477927-8 0 03453712919 

Baluchistan Quetta Quetta Bibi Aisha 54401-7055864-2 0 0 

Baluchistan Jafferabad Usta.Muhamd Iqbal Katon 53202-3987625-2 0 03342006692 

Baluchistan Jafferabad Osta Mohammad Baktawer 53202-6657594 03049530130 0 

Baluchistan Jafferabad Usta.Muhammd Hanifa  53202-8824175-4 0 0303-3740773 

Baluchistan Zhob Boori Sakeena Bibi  56302-6031812-8 0 0334-2408238 

Baluchistan Zhob Boori Meer Bibi 56302-7842932-6 0 0342-8041097 

Baluchistan Zhob Boori Mehbooba Bibi 56302-1371147-8 0 0345-1244292 

Baluchistan Zhob Boori Gull Bibi 56301-8477500 0 0344-8139810 

Baluchistan Zhob Boori Tamam Bibi 56302-1431754-4 0 03347307933 

Baluchistan Zhob Boori Sadia 56302-0813395-2 0 03333212229 

Baluchistan Zhob Boori Paindi Bibi 56302-2857688-4 0 0347-2750397 

Baluchistan Zhob Boori Aktar Bibi 56201-9087635-6 0 0321-8070408 
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Province District Tehsil Name of Beneficiary CNIC number Contact Cell Number 
of Beneficiary 

Relative Contact 
Number 

Baluchistan Zhob Boori Murad Bakht 56201-4051997-0 0 0303-3845124 

Baluchistan Gawader Turbat Noor Bibi 52203-0621784-6 0 0323-3341904 
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Annexure 3: List of Key Indicators for 
Grievance Redress  

 
Sr. 
No Indicators Source/Concept Instruments Question 

Numbers Tablet No 

1 Percentage of 
Grievances redress 
claims settled within 
three months of 
application 

 GC- Enrolment 
case and 
Payment cases 

Enrolment (Q47, 
48, 50, 55, 62, 65, 
66) Payment (Q 
78,79,83,91, 92)  

Enrolment (88, 
89,90,91,96,108, 
118,124,125) 
Payment (Q160, 
161, 162, 163, 
174, 188, 189 

2 Percentage of 
Grievances and 
appeal attended 

 GC- Enrolment 
case  

Enrolment (Q 
37,38) 

Enrolment (Q65, 
66) 

3 Percentage of 
grievances and 
appeal resolved 

 GC- Enrolment 
case and 
Payment cases 

Enrolment (Q 62, 
65, 66), Payment 
(Q 90, 91, 92) 

Enrolment (Q  
118, 124, 125) 
Payment (Q 187, 
188, 189 

4 Percentage of 
Grievances and 
appeal attended and 
resolved through 
technology based 
system during FY 
2013-14 

DLIs GC- Enrolment 
case and 
Payment cases 

Enrolment (Q 
38,39) Payment 
(Q 83, 57a* 
61a*69a*) 

Enrolment (Q 66, 
67) Payment (Q 
83, 109, 120, 
135) 

5 Percentage of 
beneficiaries who 
received every 
quarter 

Efficiency GC – Payment 
Cases 

Payment (Q 36, 
39, 40) 

Payment (Q 69, 
74, 76) 

6 Percentage of 
beneficiaries received 
full payment during 
each financial year 

Efficiency GC – Payment 
Cases 

Payment (Q 41, 
42) 

Payment (Q78, 
79) 

7 Average time (days) 
taken in resolving 
grievance   

Efficiency GC- Enrolment 
case and 
Payment 
Cases 

Enrolment (Q66) 
Payment (Q91,92) 

Enrolment (Q 
125) Payment (Q 
188, 189) 

8 Percentage of 
beneficiaries shifted 
from other 
mechanisms to BDC 

Effectiveness GC- Payment 
case 

Payment (Q35, 
47,50) 

Payment (Q 68, 
88, 93) 

9 Percentage of 
beneficiaries having 
knowledge of 
payment mechanism 

Effectiveness GC – Payment Payment ( Q 
35,50) 

Payment (Q 35, 
93) 
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Sr. 
No Indicators Source/Concept Instruments Question 

Numbers Tablet No 

10 Percentage of 
beneficiaries 
receiving payment by 
BDC method 

Effectiveness GC - Payment Payment (Q 50) Payment (Q 93) 

11 Average cost 
incurred by 
beneficiaries 
(Rs/round trip) – 
Travelling  cost, 
Assistance cost 

Economy GC- Enrolment 
case and 
Payment 
Cases 

Enrolment (Q60, 
78) Payment 
(Q88, 103) 

Enrolment (Q 
116, 78) Payment 
( 185, 208) 

12 Frequency and 
proportion of 
complainants by the 
number of trips they 
had to make to 
pursue their 
complaints 

Economy GC- Enrolment 
case and 
Payment 
Cases 

Enrolment (Q 61) 
Payment (Q 89) 

Enrolment (Q 
117) Payment (Q 
186) 

13 Percentage of 
beneficiaries 
registering 
complaints throw 
helpline  

Economy  GC – Payment 
Cases 

Payment (Q57, 
61, 68) 

Payment (Q  109, 
120,134)  

14 Average cost 
incurred on 
registering complaint 
on helpline by 
beneficiaries (Rs) 

Economy GC – Payment 
Cases 

Payment (Q 58, 
62, 70) 

Payment (Q 111, 
122, 136) 

15 Percentage of 
beneficiaries who 
were asked for 
payments for 
Assistance 

Transparency  GC- Enrolment 
cases and 
Payment cases 

Enrolment (Q 74, 
75) Payment 
(Q100, 101) 

Enrolment (Q 
133, 134) 
Payment (Q197, 
198) 

16 Percentage of 
beneficiaries who 
paid for assistance 

Transparency GC – 
Enrolment 
cases and 
Payment 
Cases 

Enrolment (Q 77) 
Payment (Q102) 

Enrolment 
(Q139) Payment 
(Q 199) 

17 Average cost paid by 
beneficiary for 
assistance (Rs.) 

Transparency GC - Enrolment 
Case and 
Payment 
Cases  

Enrolment (Q 77) 
Payment (Q 103) 

Enrolment (Q 
139) Payment (Q 
200 to 208)  

18 Percentage of 
beneficiaries 
registering 
complaints in case of 
any payment for 

Transparency GC – 
Enrolment 
cases and 
Payment Case  

Enrolment (Q78 to 
Q80) Payment 
(Q100 to Q105) 

Enrolment (Q152 
to 156) Payment 
(Q (197 to 210) 
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Sr. 
No Indicators Source/Concept Instruments Question 

Numbers Tablet No 

Assistance 

19 Percentage of 
beneficiaries having 
awareness about the 
eligibility criteria 

Understanding GC – 
Enrolment case 
and Payment 
Cases 

Enrolment (Q26, 
27,28,29) 
Payment 
(Q28,29,30,31) 

Enrolment (Q39, 
40, 44, 45) 
Payment (Q (52, 
53, 57, 58) 

20 Percentage of 
beneficiaries having 
perception of BISP 
sponsorship? 

Understanding GC - Payment Payment (Q22, 
23, 24,25) 

Payment (36, 38, 
42, 43) 

21 Percentage of 
beneficiaries having 
awareness about 
complaint processing 
system 

Understanding GC - Enrolment Enrolment (Q 44 Enrolment (Q 78) 

22 Percentage of 
beneficiaries satisfied 
with complaint 
registration 
mechanism  

Satisfaction GC – 
Enrolment 
cases and 
Payment 
Cases 

Enrolment (Q 
67,68, 69, 70) 
Payment (Q 93, 
94,95,96) 

Enrolment (Q 
126, 127, 128, 
129) Payment (Q 
190, 191, 192, 
193) 

23 Percentage of 
beneficiaries satisfied 
with complaint 
resolution 
mechanism 

Satisfaction GC – 
Enrolment 
Cases and 
Payment Case 

Enrolment (Q 71, 
72) Payment (Q 
97,98) 

Enrolment (Q 
130, 131) 
Payment (Q 194, 
195) 

24 Percentage of 
beneficiaries satisfied 
with attitude of 
complaint staff 

Satisfaction GC – 
Enrolment 
Cases and 
Payment 
Cases 

Enrolment (Q 73) 
Payment (Q 99) 

Enrolment (Q 
132) Payment (Q 
196) 

25 Percentage of 
beneficiaries filling 
PSC form by herself 

Empowerment GC – 
Enrolment 
Cases and 
Payment 
Cases 

Enrolment (Q 22) 
Payment (Q 19) 

Enrolment (Q 31) 
Payment (Q 29) 

26 Percentage of 
beneficiaries filling 
complaint by herself 

Empowerment GC – 
Enrolment 
Cases And 
Payment 
Cases 

Enrolment (Q 45) 
Payment (Q 76) 

Enrolment (Q 82) 
Payment (Q 154) 
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Annexure 4: Questionnaire on Enrolment 
Grievances 

Grievance Cases: Enrollment & Registration Process  

Section A – Overview  

 
Date of Interview 
 
Completed by 

 
(dd-mm-yy) 
 
 
 

 
Survey Form Number 

 

 
 
 
 

1. Province 2. District 3. Tehsil 4. Union Council 5. Village  

6. Is the respondent the beneficiary Yes=1 No=2 

7. Name of Beneficiary ___________________________ 

8. Name of Respondent ___________________________ 

9. Relationship of Respondent with Beneficiary Husband =1 Relative = 2 

10. CNIC number of beneficiary   

11. Is the beneficiary resident of the district in which the complaint has 
been filed?  Yes=1 No=2 

12. Whether Poverty Score is given on the slip, the beneficiary carries? Yes=1   No=2 

13. If yes, note the Poverty Score ____________________________ 

14. Did BISP Office share the Poverty Score Number?  Yes=1 No=2 

15. Does the beneficiary have a phone? Yes=1  No=2  

16. Contact Cell Number of Beneficiary ________________________ 

17. If beneficiary does not have a phone 
please give contact number of where 
the beneficiary can be contacted   

 

Phone Number 

 

 

Relationship of contact to 
Beneficiary 

 

 

 

Family member= 1, Friend =2, 
neighbour= 3, Cannot give=4 

Section B - Beneficiary’s Interaction with BISP 

18.  Were you a beneficiary under BISP Phase I 
(Parliamentarian Phase)  

Yes=1  No=2  

19. Do you remember when the poverty score 
card (PSC) was held? 

Yes=1 Don’t know=2 

20.  When was the Poverty Score Card survey 
held?  

Date__________        Month__________          Year 
__________ 

21.  Did PSC survey team/enumerator visit your Yes=1 No=2 
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house during the survey?  

22. . Who gave the maximum information to fill out your PSC form?  

Self    
(Beneficiary) = 1  

Male Family 
member=2 

Female Family 
member=3 

Other Trusted 
Party = 4 

Social 
worker = 5  

Village 
influential = 6 

Don’t 
know= 7 

Any Other=8 If Other, Please Specify _________________________________________ 

23.  Did the PSC survey team give you a receipt?  Yes=1  No=2 Don’t Know = 3 

24. Have you been included in the BISP beneficiary list?  Yes=1  No=2  Don’t Know = 3 

25.  If yes, who informed you that you are a BISP beneficiary?  

PSC Survey 
Team =1 

BISP Letter= 
2 

BISP Staff = 
3 

Phone to 
BISP= 4 

Internet Café= 
5 

Local 
influential= 6 

Political worker= 7 

Other =8 If Other, please specify ________________________________________ 

26. Do you know about the BISP beneficiary eligibility 
criterion?  

Yes=1  No=2  

27.  If yes, what do you think is 
the eligibility criterion?  

Poverty Score =1  Poverty =2  Widow = 3 

Knowing someone 
influential = 4 

Don’t know = 5 Other, specify = 6 
_________________ 

28. Do you know about the revised eligibility criterion? Yes =1 No=2 

29. If yes, what do you think is the 
revised eligibility criterion? Poverty Score =1 Additional criterion =2 Don’t know =3 

30.  Was some material flyer provided to you?  Yes=1 No=2 

31. Please specify what material was provided?  Flyer=1 Pamphlet=2 Letter=3 Other, specify = 4 
_____________ 

32. Did BISP provide you any Case Management Form? Yes=1 No=2 

33. If yes, which form was provided? Form for updates =1 Form for appeals =2 Form for complaints 
=3 

Notification letter for 
eligibility = 4 

Notification for pending 
case = 5 Any Other =6 

If Any other, please specify _______________________________________________ 

 

Section C – The Grievance 

34.  What was the specific nature of the enrollment grievance? 

Missing CNIC =1  CNIC update =2  Eligibility appeal =3  Name/ address change = 4  

Duplicate household =5  Missing household 
=6  

Others, specify = 7  If Others, Please specify: 
____________________________ 

35. Did someone hear your grievance?  Yes = 1 No = 2 

36. Where did you go to complain? 

BISP Tehsil Office = 1 BISP Divisional Office =2 BISP Provincial Office 
=3 

BISP Head Quarters =4  
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Online application/email 
=5 

BISP Helpline =6 Any Other = 7 If Other Please Specify 
__________________ 

37. How many times did you try to complain about this 
before? (Numbers) 

________________________________________ 

38. Did someone register your grievance?  Yes = 1 No = 2 

39. Did you get a CMS Number? Yes = 1 No = 2 

40. If yes, what is the CMS Number? __________________________________________ 

41.  Please specify your complaint with respect to following 

Delays in response from 
BISP = 1 

Behaviour of NADRA staff 
= 2 

Behaviour of BISP staff = 3   Behaviour of Bank Staff = 4 

Charging for services =5  Refusal to accept or 
process grievance =6 

Corruption =7 Other Specify = 8 

If Others, Please specify: _________________________________________ 

42. Did someone charge you? Yes=1 No=2 

43. If someone charged you 
please specify 

BISP staff =1 NADRA Staff =2 Bank Staff =  3 Any other = 4 

If Others, Please specify: _________________________________________ 

44. How did you know that your complaint can be registered/ resolved in BISP Office?  

Newspaper=1 TV=2 Radio=3 Printed/IEC material=4 Family and friends =5 

Other beneficiaries = 6 Village influential= 
7 

NGO worker = 
8 

Internet= 9 Other =10 

If Others, Please specify: _________________________________________ 

45.  Who came to file the complaint 

Self (Beneficiary) = 
1 

Family Member=2 Neighbour 
= 3 

Other 
Beneficiary = 
4 

Village 
influential = 5 

Social 
worker= 6 

Others, 
specify=7 

________ 

46. If complainant is not the beneficiary, why did she not register the complaint personally?  

Cultural problems=1  Security problems = 2 Language barrier = 3 Lack of time = 4 

Handicapped= 5 Cannot afford travel costs =  
6 

Long distance= 7 Others=8 

If Others, Please specify: _________________________________________ 

47. Do you remember when the complaint was filed? Yes=1 Don’t know=2 

48.  When was the complaint filed?           Date__________             Month________                      Year____________ 

49.  Where did you file the Complaint?  

BISP Tehsil Office=1  BISP Divisional Office=2  BISP Provincial BISP Head Quarters =4  
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Office=3  

Online application/email = 5 BISP Helpline = 6 By post =7 Any other = 8 

If Others, Please give detail __________________________________________________ 

50. Did you file complaint about this issue earlier? Yes=1 No=2 

51.  If yes, through whom?  

Self  
(Beneficiary)=   
1  

Family 
member =2  

By village notable 
on her behalf=3  

Social Worker = 4 Political 
representative =5 

Other = 6 

If case of “by other means”, Please give details _________________________________________ 

52. How many times have you filed this complaint before? (Nos) ______________________________ 

SECTION D – Processing of the Complaint  

53.  What was the reason to file your complaint in this particular complaint office?  

Nearest to my house = 1  This is the relevant office  = 2  Staff is helpful = 3 

I know the staff = 4 Someone referred me here = 5 Other =6 

If Others, Please give details _________________________________________________ 

54. What documents did you submit with your complaint?  

Complaint 
Management 
Form =1 

Written Complaint/ 
application/ Stamp 
Paper=2 

Copy of 
CNIC=3  

Copy of PSC 
survey slip=4 

Any letter from BISP =5 Any Others =6 

If Others, Give detail: ______________________________________________________________ 

55. Did you receive some acknowledgment for filing the 
Complaint?  

Yes=1  No = 2  

56. If yes, what type of acknowledgement?  

Verbal = 1 Slip = 2 CMS ID=3 Letter = 4 Complaint Number=5 

Others = 5 If Others, please give detail ___________________________________________ 

57. How far from your house is the Complaints Office where you filed your 
complaint?  

________Kms 

58. How much time did you spend to reach the complaints office?  ___________Minutes 

59. How did you go to the 
Complaints Office? 

Public 
transport=1 

Taxi=2 Friends 
Transport=3 

Personal 
transport=4 

Walked=5 

60. Approximately what does it cost per person per round trip?  Rs.________________ 

61. How many trips did you have to make so far 
or before resolution of your complaint? 

Once = 1, two to three 
times = 2, 

four to six 
times =  3 

more than seven 
times = 4 

62. Was your complaint resolved? Yes = 1 Partially = 2 No=3 

63. If no, do you know whom to approach at next level? Yes =1 No =2 
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64. If yes, to whom  BISP Divisional Office = 1 BISP Provincial Office =2 Call center of BISP =3 

Any Other =4 If Other Please Specify 
_______________________ 

65. Do you remember what time was taken between filing and decision of your 
complaint?  

Yes =1 No =2 

66. If yes, please specify the time No of Months _______________________________ 

67. Do you know the complaint registration mechanism? Yes =1 No = 2 

68. Do you understand the complaint registration mechanism? Fully =1 Partially =2 Don’t know =3 

69. Are you satisfied with the complaint registration mechanism? Yes=1 No.= 2 

70. If, yes indicate level of satisfaction. Fully Satisfied =1 Partly Satisfied=2 Neutral =3 Partly 
Dissatisfied=4 

71. Are you satisfied with the complaint resolution mechanism? Yes = 1, No = 2 

72. If yes indicate level of satisfaction.  Fully Satisfied =1 Partially Satisfied=2 Neutral =3 Partially 
Dissatisfied=4  

73. Are you satisfied with the 
attitude of/ and treatment by 
the staff of the Complaints 
Office?  

Fully Satisfied =1 Partially 
Satisfied=2 

Neutral =3 Partially 
Dissatisfied=4  

Not 
Satisfied=5 

74. Were you asked for any sort of payment for assistance?  Yes = 1 No = 2 

75. If yes, specify 
by whom 

Local 
Influential= 1 

Political worker= 2 NADRA Staff = 
3 

BISP 
staff = 4 

Middle 
man=5 

Others=6 

If Others, please specify: ______________________________________________________________ 

76. If yes, did you pay?  Yes=1  No=2  

77.  If yes, what amount was paid and to whom? 

To whom  Local 
Influential= 1 

Political 
worker= 2 

NADRA Staff = 
3 

BISP staff = 
4 

Middle Man 
=5 

Others, specify=5 
__________  

Amount 
(Rs.) 

      

78. Did you register a complaint against a person who demanded payment for 
assisting you? 

Yes =1  No=2 

79. If yes, where did you register? 

BISP Tehsil 
Office = 1 

BISP Divisional 
Office=2 

BISP Provincial Office =3 BISP Head Quarter =4 Post Office =5 

NADRA =6 Bank =7 Local Administration= 8 MNA/MPA =9 Any Other = 10 

If Other Please Specify  ______________________________________________________ 

80. Was your complaint regarding demand for payment attended? Yes=1 No=2 
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Annexure 5: Questionnaire on Payment 
Grievances 

Grievance Cases: Payment Case  

Section A – Overview 

Date of Interview Dd/mm/yyyy 
 Survey Form Number Completed By 

1. Province  2. District 3. Tehsil 4. Union Council 5. Village 

6. Is the respondent the beneficiary Yes =1 No =2 

7. Name of beneficiary  

8. Name of respondent, if other than beneficiary  

9. Relationship of respondent with beneficiary Husband =1 Relative = 2 

10. CNIC number of beneficiary   

11. Does the beneficiary have a phone? Yes=1 No=2 

12. Contact number of beneficiary   

13. If Beneficiary does not have a 
phone please give contact number 
of where the beneficiary can be 
contacted 

 

Phone Number 

 

Relationship of contact number to 
Beneficiary 

 

Code: Family member= 1, Friend =2, 
neighbour= 3, Cannot Give = 4 

Section B - Beneficiary’s Interaction with BISP 

14. Were you a beneficiary under BISP Phase I (Parliamentarian Phase)  Yes=1 No=2 

15. Do you remember when the Poverty Score Card (PSC) survey was 
held? Yes=1 Don’t know=2 

16. When was the Poverty Score Card (PSC) survey held?  Date________       Month__________      
Year_________ 

17. Did PSC survey team/ enumerator come to visit your place?  Yes=1 No=2 

18.  If no, where was the 
PSC Survey Held? 

Village Headman’s Dera 
= 1 

Central Place in the village = 
2 

Village influential’ Dera = 3 

 Mosque/Madrassa = 4 School = 5 
Any other= 6 
Specify________________
_ 

19. Who gave you the maximum information to fill out your Poverty Score form? 

Self 
(Beneficiary)=
1 

Family 
member=2 

Local 
influential=3  

Political worker=4  Survey 
Organization =5  

Don’t 
know=6  

Any 
Other=7  

If any other, please specify _________________________________________________________________ 
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20. Did you get your PSC survey form receipt?  Yes=1  No=2  

21. Who informed you that you are a BISP beneficiary?  

BISP 
Letter=1  

BISP Staff =2  Family 
member=3  

Internet 
Café=4  

Local 
influential=5  

Social 
worker=6  

Any Others =7 

If others please specify _____________________________________________ 

22. Who do you think is sponsoring BISP? 

Government scheme=1  NGO scheme=2  PPP scheme=3  Benazir scheme=4  

Others=5, please specify: ________________________________ 

23. How did you hear about BISP? 

Newspaper=1 TV=2  Radio=3  Printed material=4  Through family and friends =5  

Other beneficiaries = 6 Village influential = 7 Parliamentarian = 8 Any Others= 9  

If others please specify: ________________________________ 

24. Was some material/flyer provided to you?  Yes=1 No=2 

25. If Yes, Please specify what material 
was provided  Flyer=1 Pamphlet=2 Booklet=3 Any other=4 Specify 

___________ 

26. Did BISP provide you Notification Letter Package? Yes=1 No=2 

27. If yes, which forms were 
provided? 

Form for updates =1 Form for appeals =2 Form for complaint 
=3 

Notification letter =4 Receiver women guideline =5 Any Other =6 

If any other, please specify ________________________________________________________ 

28. Do you know about the BISP beneficiary eligibility criterion?  Yes=1 No=2 

29. If yes, what do you think is the 
eligibility criterion?  

Poverty score=1  Poverty =2  Widow = 3 

Knowing someone influential = 
4 

Don’t know = 5 Other, specify = 6 

If Others Please Specify ________________________________ 

30. Do you know about the revised eligibility criterion? Yes =1 No =2 

31. If yes, what do you think is the revised eligibility criterion? Poverty 
Score =1 

Additional 
Criterion =2 Don’t know =3 

32. Were you informed that your installment has been transferred in your account? Yes =1 No =2 

33. How were you 
informed? 

By BISP Letter =1 By BISP Tehsil Office =2 By word of mouth =3 By POS agent =4 

By Bank Official =5 Any Other= 6 Any Other (Specify) _____________ 

34. How did you learn about BISP complaint system? 

Newspaper=1  TV=2  Radio=3  Printed/IEC material=4  Family friends =5  Internet=6  Other=7 
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Others=9, Please specify: ______________________________ 

Section C – Payment Modality 

35. Indicate the methods by which you have 
received payments Pakistan Post = 1 Mobile Banking = 

2 BDC = 3 BSC = 4 

 

36. Do you receive payment? Monthly =1 Quarterly =2 Annually =3 Any Other 
=4 

If any other please specify ______________________________________________________________ 

37. Do you know how much payment you should receive each month?  Yes =1 No=2 

38. If Yes, How much you receive each month? Less Than 1000 =1 1000 =2 1200 =3 Any Other 
=4 

If any other please specify ______________________________________________________________ 

39. Do you know how much payment you should receive each quarter? 

Less than 3000 =1 3000 =2 3500 =3 Don’t know =4 Any Other =5 

If any other please specify ______________________________________________________________ 

40. How much do you actually receive in each quarter? Less than 3500 =1 3500 =2 Any other =4 

If any other please specify ______________________________________________________________ 

41. Did you receive full payment for one year? Yes =1 No=2 Don’t know =3 

42. How much did you receive from Feb 2012 to Jan 2013? (Rs.) 
_____________________________________________  

43. Do you remember when did you get your first BISP payment? Yes =1 No =2 

44. When did you get your first BISP payment? Date___________        Month__________           
Year__________ 

45. Do you remember when did you get your last BISP Payment? Yes =1 No=2 

46. When did you get your last BISP payment? Date___________        Month__________           
Year__________ 

47. Have you shifted from Pakistan Post to your current mode of payment? Yes =1 No=2 

48. In case of change in payment modality when were you 
shifted from Pakistan Post to current mode of 
payment?  

Date___________  Month__________      

Year__________ 

49.  How were you informed about change in 
payment modality? Not informed = 1 Informally = 2 Letter from BISP = 3 

50. What is your current Mode of Payment?  Pakistan Post = 1 Mobile Banking = 2 BDC = 3 BSC = 4 

Section D – For Payments through Post Office 

51. How do you receive your payment?  From the postman at Go to the Post Mix of the two = 3 
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the door? =1 Office= 2  

52. How far is the Post Office from your house? 
________km  

53. How much time is spent to reach there?_______ 
Mins 

54. What was the specific nature of the payment complaint filed by you? 

 Delay in 
payment = 
1 

Partial 
Payment = 
2 

No 
Payment 
Received 
= 3  

Money given 
to wrong 
person = 4 

Beneficiary 
refused to 
receive 
money = 5 

Beneficiary was not 
available to receive 
money for two 
consecutive payments = 
6 

Any other 
reason = 7 

If any other reasons please specify _______________________________________ 

55. Please specify your complaint with respect to following 

Difficult method of filing a 
payment grievance = 1 

Lack of information on when the 
grievance will be resolved =  2 

Behaviour of Postman 
=3 

Request for baksheesh by 
the postman = 4 

Behaviour of post office 
staff = 5 

Behaviour of BISP staff = 6 Refusal to accept or 
process grievance =7 

Request for payment by 
BISP staff = 8 

Corruption = 9 Other, specify = 10 If others Please 
Specify___________________________ 

Section E – The Complaint regarding Mobile Phones 

56. What was the specific nature of the payment complaint filed by you?  

Non-Payment by 
franchisee =1  Partial Payment = 2  Repeated visits to the 

Franchisee for payment  
= 3  

SIM lost=4  Payment Verification 
Message Deleted=5  

Money illegally drawn=6  Mobile Phone damaged=7  Mobile Phone lost=8  Any Others=9  

If other complaint please specify___________________________________________ 

57. (a) Did you use a telephone helpline to register the complaint? Yes = 1 No = 2 

57. (b) Was call to the helpline of franchiser free? Yes = 1 No = 2 

58. If no how much money you spent to make call(s)? Rupees Rs.______________________ 

59. Please specify your complaint with respect to following 

Delays in response from 
BISP = 1 

No intimation of when 
payment will be made = 2 

Behaviour of BISP 
staff = 3 

Behaviour of POS Staff = 4 

Charging for services by 
franchisee = 5 

Refusal to accept or process 
grievance by BISP = 6 Corruption = 7 Difficult method of filing a 

payment grievance = 8 

Any other, = 9  If any other complaint please specify___________________________________ 

Section F – The Complaint regarding Smart Card 

60. What was the specific nature of the payment complaint filed by you?  

Non-Payment by franchisee =1  Partial Payment = 2  Repeated visits to the PIN lost=4  
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Franchisee for payment  = 3  

Money illegally drawn= 5 POS is closed = 6 POS agent is overcrowded = 7 Any other= 8 

If Any other complaints, Please Specify ______________________________________ 

61. (a) Did you use a telephone helpline to register the complaint? Yes = 1 No = 2 

61. (b) Was call to the helpline of franchiser free?  Yes = 1 No = 2 

62.  If no how much money you spent to make call(s) ? Rupees Rs._________________ 

63. Please specify your complaint with respect to following 

Delays in response from 
BISP = 1 

No intimation on when 
payment will be made = 2 

Behaviour of BISP 
staff = 3 

Behaviour of POS staff = 4 

Charging for services by 
franchisee = 5 

Refusal to accept or process 
grievance = 6 

Corruption = 7 Difficult method of filing a 
payment grievance = 8 

Any other=9  If Any Other Please Specify__________________________________ 

Section G – The Complaint regarding Benazir Debit Card 

64. What was the nature of the payment complaint filed by you?  

Non-Payment by franchisee 
(POS Agent)=1  

Partial Payment by 
franchisee (POS Agent) = 2  

Repeated visits to the 
Franchisee (POS Agent) for 
payment  = 3  

PIN Lost = 4 

POS agent runs out money 
=5 

Money illegally drawn= 6 POS agent ask to buy material 
from his shop =7 

No money in the 
ATM = 8 

Error message on the ATM 
= 9 

Repeated visits to the ATM  
for payment  = 10 

ATM System is down =  
11 

BDC blocked= 12 

BDC captured by ATM = 13 BDC lost/misplaced/ 
damaged = 14 

Any Other = 15 If any other please specify 
_________________________ 

65. Was there any bank staff nominated to deal with your complaints Yes =1 No =2 

66. Did you complain regarding ATM? Yes =1 No =2 

67. If yes, where did you go first to complaint regarding ATM? 

ATM Helpline =1 Bank Manager =2 Bank Helpline =3 BISP helpline =4 

BISP Tehsil Office =5  Any Other =6 If any other please specify 
___________________________ 

68. Was your complaint registered?  Yes =1 No =2 

69. If Bank helpline was used to register the complaint, was call to the helpline of Bank free? Yes = 1 No = 2 

70. If no, how much money you spent to make call(s)? Rupees Rs._______________ 

71. (a) Do you have any complaint relating to resolution of your above mentioned grievance 
against ATM? Yes = 1 No = 2 
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71. (b) What is your complaint relating to resolution of your above mentioned grievance against ATM? 

Delays in response 
from Bank = 1 

No intimation on when 
payment will be made = 2 

Delays in response 
from BISP = 3 

Behaviour of 
BISP staff = 4 

Behaviour of Bank 
Staff = 5 

Charging for services of 
Middleman on demand 
or Bakhsheesh =6 

Charging for services by 
bank staff on demand or 
bakhsheesh =7 

Refusal to accept 
or process 
grievance = 8 

Charging for 
services of BISP 
staff on demand or 
bakhsheesh = 9 

Difficult to file a 
payment grievance 
= 10 

Any other = 11  If any others please specify __________________________________ 

72. Did you complain regarding POS Agent? Yes =1 No =2 

73. If yes, where did you go first to complaint regarding POS? 

BISP helpline =1 BISP Tehsil Office =2 Any Other =3 

If any other please specify 
___________________________________________________________________________ 

74. (a) Do you have any complaint relating to resolution of your above mentioned grievance 
against POS? 

Yes 
=1 

No=2 

74. (b) What is your complaint relating to resolution of your above mentioned grievance against POS? 

No intimation on 
when payment 
will be made = 1 

Delays in 
response from 
BISP = 2 

Behaviour of 
BISP staff = 3 

Behaviour of POS Agent  
= 4 

Charging for services of 
Middleman on demand or 
Bakhsheesh =5 

Charging for services by 
POS Agent on demand or 
bakhsheesh =6 

refusal to accept or 
process grievance = 7 

Charging for services of BISP 
staff on demand or 
bakhsheesh = 8 

Difficult to file a payment 
grievance = 9 

Any other = 10 If any others please specify __________________________________ 

Section H – The  Complaint Processing 

75. Where did you file the complaint?  

BISP Tehsil Office= 
1 

BISP Divisional 
Office= 2 

BISP Provincial Office= 
3 

BISP Head Quarter = 
4 

Post Office = 5 

NADRA = 6 Bank = 7 Bank 
Helpline 
=8 

Local administration = 
9 

MNA/MPA = 10 BISP helpline = 11 

By Post = 12 E-mail/Online 
application=13 

Any Others=14 If Others, Please give detail 
______________ 

76. Who registered the 
complaint?  Self (Beneficiary) =1 Male Family 

Member=2 
Female Family 
Member=3 

Neighbour =4 

 Village influential =5 Political worker=6 
Social worker=7 Any Others=8 

Specify__________ 

77. In case complainant was not the beneficiary why did she not register the complaint personally?  

Cultural problems=1  Security problems = 2 Language barrier = 3 Lack of time = 4 

Handicapped= 5 Long distance to complaint site= 
6 

Cannot afford travel costs =  7 Any other=8 
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If Any Other Please Specify: _____________________________________________________ 

78. Do you remember when was the complaint filed? Yes=1 No=2 

79. When was the complaint filed? Date ____________          Month______________         Year _____________ 

80.  What was the reason to file your complaint in this particular complaint office?  

Nearest to my house = 1  This is the relevant office  = 2  Staff is helpful = 3 

Someone referred me here = 4 Most convenient = 5 Any Other=6 

If Others, Please give details _____________________________________ 

81. Who first heard the complaint?  

Post master = 1 BISP AC= 2 BISP AD= 
3 

BISP helpline= 
4 

Bank 
helpline=5 

Bank Manger 
=6 

Any 
Others=7 

If Others, Please give details ___________________________________ 

82. What documents did you submit with your complaint?  

Case Management 
Form =1 

Written Complaint/ application/ 
Stamp Paper =2 

Copy of CNIC =3 Copy of PSC survey slip =4 

Payment Record/ 
Payment =5  

Any letter from BISP =6  Any Others=7 If Others, Give detail: 
____________________________ 

83. Did you receive some acknowledgment for filing the Complaint?  Yes=1  No = 2  

84.  If yes, what type of acknowledgement?  Verbal = 1 Slip = 2 Complaint Number =3 Any Others=4 

If Others, please give detail ______________________________________________________ 

85. How far from your house is the 
Complaints Office where you filed your 
complaint?  

________km 
86. How much time is spent to 

reach the Complaint Office? ______ 
Minutes 

87. How did you go to the Complaints Office? 

Public 
transport=1 

Taxi=2 Lift by a friend=3 Walk to the 
place=4 

Personal 
transport = 5 

Any Other=6 

Any Other Please Specify____________________________________________ 

88. Approximately what does it cost per person per round 
trip?  Rs.__________________________ 

89. How many times did you visit the BISP office 
so far? 

Once = 1 two to three 
times = 2 

four to six 
times =  3 

more than seven 
times = 4 

90. Has your complaint been resolved? Yes = 1 Partially = 2 No= 3 

91. Do you remember how many days it took between filing and decision of your complaint? Yes = 1 No= 2 

92. If resolved, approximately how many days it took between filing and decision 
of your complaint? Days________________ 

93. Do you know about the complaint registration mechanism? Yes =1 No =2 
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94. If yes, do you understand the complaint registration 
mechanism? Fully =1 Partially =2 Don’t know =3 

95. Are you satisfied with the complaint registration mechanism? Yes = 1 No.= 2 

96.  If yes, indicate level of 
satisfaction  

Fully Satisfied =1 Partially 
Satisfied=2 

Neutral =3 Partially 
Dissatisfied=4 

97. Are you satisfied with the complaint resolution mechanism? Yes =1 No =2 

98. If yes, indicate level of 
satisfaction 

Fully Satisfied =1 Partially 
Satisfied=2 

Neutral =3 Partially 
Dissatisfied=4 

99. Are you satisfied with the attitude 
of/ and treatment by the staff of 
the Complaints Office/Bank?  

Fully 
Satisfied =1 

Partially 
Satisfied=2 

Neutral =3 Partially 
Dissatisfied=
4 

Not at all 
satisfied = 4 

100. Were you asked for any sort of payment for assistance? Yes=1 No=2 

101. If yes, did you pay? Yes=1 No=2 

102.  If yes, to whom BISP staff =  1 Bank staff= 2 Middle Man 
Any Other= 3 
Specify_____________ 

103. If yes, amount paid     

104. Did you register a complaint against the person who demanded payment for assisting you? Yes =1  No=2 

105. If yes, where did you register? 

BISP Tehsil Office = 1 BISP Divisional 
Office=2 

BISP Provincial Office 
=3 

BISP Head 
Quarter =4 

Post Office =5 

NADRA =6 Bank =7 Local Administration= 
8 

MNA/MPA =9 Any Other = 10 

If Other Please Specify  ______________________________________________________ 

106. Was your complaint regarding demand for payment attended? Yes=1 No=2 
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Annexure 6: Pictorial Record 
 
 
  

Meeting with BISP officials and field survey - KPK 
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Field Survey - Punjab 
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Field Survey - Punjab 
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Field Survey and meetings with BISP Officials - Sindh 
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   Beneficiaries waiting for their turns - Sindh 
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Training of field teams and beneficiaries from Balochistan 
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