
i 

 

  

 

 

Scorecard Spot Check Evaluation 

BENAZIR INCOME SUPPORT PROGRAMME 

(BISP) 

 

 

 

Payments Spot Check  

Final Report 

 

 



ii 

 

Contents 

 

LIST OF FIGURES ..................................................................................................................................... iv 

LIST OF TABLES ....................................................................................................................................... iv 

ACRONYMS ............................................................................................................................................. v 

 

EXECUTIVE SUMMARY ............................................................................................................................ 1 

INTRODUCTION ....................................................................................................................................... 8 

1. Background ................................................................................................................................. 8 

2. Understanding BISP’s Payment Cycle ......................................................................................... 9 

3. Payment Disbursement Mechanisms ....................................................................................... 10 

4. IDS’s Methodology and Sampling Strategy ............................................................................... 11 

4.1 Methodology ..................................................................................................................... 11 

4.2 Sampling ............................................................................................................................ 11 

4.2.1 Factors Influencing Selection of Districts ...................................................................... 11 

 

STATUS OF PAYMENTS .......................................................................................................................... 14 

5. Available Respondents .............................................................................................................. 14 

5.1 Reasons for Beneficiaries not available to respond .......................................................... 14 

6. Notification of Selection into the Programme .......................................................................... 15 

7. Regularity of Payments ............................................................................................................. 16 

7.1 Reasons for not collecting payments................................................................................. 17 

7.2 Attempting to Resolve Problems ...................................................................................... 18 

 

EXPERIENCES AND PROBLEMS .............................................................................................................. 21 

8. Private Cost and Outreach ........................................................................................................ 21 

9. Notification of Availability of Payments ................................................................................... 27 

9.1 Receiving Payments .......................................................................................................... 27 

 

PERCEPTIONS AND PREFERENCES ........................................................................................................ 30 

10. Preferences of Frequency of Payments ................................................................................ 30 

11. Satisfaction with Mode of Payment ...................................................................................... 30 

12. Reliability of the Mode of Payment ...................................................................................... 31 



iii 

 

 

Focus Group Discussion in the Debit Card Districts ............................................................................ 33 

Focus Group Discussion in the Smart Card Districts ........................................................................... 35 

Focus Group Discussion in the Mobile Banking Districts .................................................................... 37 

Focus Group Discussions in the Pakistan Post District ........................................................................ 39 

 

KEY RECOMMENDATIONS PAYMENTS SPOT CHECK PHASE II .............................................................. 41 

 

CONCLUSION ..................................................................................................................................... 42 

 

  



iv 

 

LIST OF FIGURES 

Figure 1: Distance to the Franchise/ ATM/ Post Office ......................................................................... 4 

Figure 2: Cost of travelling to Franchise/ ATM/Post Office .................................................................. 5 

Figure 3: Satisfaction with mode of payment ......................................................................................... 7 

Figure 4: BISP’s payment cycle ............................................................................................................. 9 

Figure 5: Distance to Franchise/ ATM/ Post Office (NP=212, NS=1807, NB=872, ND=5684) ............. 22 

Figure 6: Cost of travelling to franchise/ATM/Post Office (Np=212, Ns=1807, Nb=872, Nd=5684) ... 24 

Figure 7: Reasons for visiting franchise/ ATM/ Post Office more than once ....................................... 26 

Figure 8: Reasons for Collection of Payments by non-beneficiaries .................................................... 28 

Figure 9: Satisfaction with mode of payment ....................................................................................... 31 

Figure 10: Reliability of mode of payment ........................................................................................... 32 

 

LIST OF TABLES 

Table 1: Cases Available for Analysis .................................................................................................... 3 

Table 2: Status of Payments .................................................................................................................... 3 

Table 3: Number of Trips to the Franchise/ ATM/ Post Office .............................................................. 5 

Table 4: Charging of fees for receiving payments .................................................................................. 5 

Table 5: Preferred frequency of payments .............................................................................................. 6 

Table 6: Districts Covered In Payment Spot Check .............................................................................. 12 

Table 7: Dataset available for analysis ................................................................................................. 14 

Table 8: Reasons for beneficiaries not available to respond ................................................................. 15 

Table 9: Notification of selection as BISP beneficiary ......................................................................... 16 

Table 10: Status of payments ................................................................................................................ 17 

Table 11: Reasons for not collecting payments .................................................................................... 18 

Table 12: Lodging payments related complaints .................................................................................. 18 

Table 13: Payments collected at the post office .................................................................................... 21 

Table 14: Reasons for collecting payments at the post office ............................................................... 21 

Table 15: Mean Number of Trips to the Franchise/ ATM/ Post Office ................................................ 24 

Table 16: Number of trips to the franchise/ATM/post office ............................................................... 25 

Table 17: Notification of availability of payment ................................................................................. 27 

Table 18: Collection of payments ......................................................................................................... 28 

Table 19: Charging of fees for receiving payments .............................................................................. 29 

Table 20: Preferred frequency of payments .......................................................................................... 30 

 

  



v 

 

ACRONYMS 

 

AJK  Azad Jammu and Kashmir 

ATM  Automated Teller Machine 

BISP  Benazir Income Support Programme 

CNIC  Computerised National Identity Card 

DEO  Data Entry Organisation 

FATA  Federally Administered Tribal Areas 

GB  Gilgit-Baltistan 

GPS  Global Positioning System 

IDS  Innovative Development Strategies (Pvt.) Ltd 

IVR  Interactive Voice Response 

KPK  Khyber Pakhtunkhwa 

KPO  Key Puncher Operator 

MIS  Management Information System 

NADRA National Database and Registration Authority 

PAO  Payment Agency Official 

PIN  Personal Identification Number 

PKR  Pakistani Rupees 

PMT  Proxy Mean Test 

PO  Partner Organisation 

SC                 Spot Check 

SPSS  Statistical Package for Social Sciences  

SQL  Structured Query Language 

UBL  United Bank Limited 

UC  Union Council 



Payments Spot Check Final Report 

1 

 

EXECUTIVE SUMMARY 

 

Correct and timely disbursement of payments is a very important aspect of the BISP cash 
transfer system. Innovative Development Strategies (IDS) had been contracted by the Benazir 
Income Support Program (BISP) to assess the quality of the system by capturing experiences 
of sampled beneficiaries. This study evaluates and compares the four modes of payment 
currently prevalent. Samples of beneficiaries were interviewed and their responses were 
reported so as to identify segments in which one mode of payment is better than the other.     

Payments are made available to the beneficiaries in different stages, starting from the 
notification of selection into the programme. The payment process includes: 

1. Distribution of notification letters to “receiver women” (the female beneficiary of the 
household who will receive payment). This letter notifies the receiver women of their 
selection, the mode through which the payment is to be retrieved and location from where 
it is to be collected. The receiver woman signs and returns a detachable portion of this 
letter. Request for change of mode or location can be made on this form. 

2. Distribution of information package to receiver women. 

3. Generation of delivery lists by the BISP and delivery of lists to the payment agency, i.e. 
Post Office, Pakistan Post, and electronic payment agency/agencies. 

4. Transfer of funds from Ministry of Finance to the BISP, and from BISP to payment 
agency. 

5. Cash transfers to receiver women. This stage varies for the different modes of payment. 

6. Payment reconciliation, whereby money orders issued are reconciled against money 
orders paid. 

 

Payments are made to Beneficiaries through the following payment mechanisms: 

Payments through Pakistan Post 

Payments through Pakistan Post are imparted via money orders delivered by the postman at 
the door step of the beneficiary. This was the first method adopted by the BISP for the 
disbursement of payments. Additionally, beneficiaries may be compelled to travel to the Post 
Office in cases where the Post Office/Postman refuses to deliver payments to the doorstep of 
the beneficiary due to various reasons. Payments are made available after every two months 
as per the design of the system. 

Payments through Smart Card Payment Mechanism 

Due to innumerable complaints received about the Pakistan Post payment system, Smart Card 
payment mechanism was introduced in a few districts in 2010 as an alternative to the 
Pakistan Post system. The Smart Card is an Automatic Teller Machine (ATM) type card 
which allows the beneficiaries to collect their transferred installment from different 
franchises in the district. These franchises were authorized by the BISP and provided with the 
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required cash for payments to the beneficiaries. The beneficiary was required to collect the 
payment personally from the franchise on identification through her CNIC. A receipt was 
also signed by the beneficiary.  

Payments through Mobile Banking Payment Mechanism 

In this mode of payment beneficiaries were provided with a mobile set and a SIM card, and 
were informed on the availability of payment by an Interactive Voice Response (IVR) 
Service. The payment is then collected from a franchise using the Personal Identification 
Number (PIN) that is also sent via text message. The beneficiary was required to collect the 
payment personally from the franchise on identification through her CNIC. A receipt was 
also signed by the beneficiary. 

Payments through Debit Card Payment Mechanism 

This mode of payment is based on an ATM card which allows the beneficiary to withdraw 
payment installments through the ATM of a bank authorized by BISP. BISP transfers the 
funds to the bank who in turn distributes them to the beneficiaries. This is the latest mode of 
payment and is now being introduced in all the districts. 

Objectives 

IDS was contracted to study BISP’s payments mechanisms. The specific objectives of the 
spot check of the payments process are as follows:- 

• Re-affirm, from a sample of beneficiaries, the receipt of payment  
• Gauge perceptions and gather information regarding experiences relating to the payments 

process through Focus Group Discussions (FGDs) - (qualitative approach)  
• Ascertain the timeliness of delivery of payments. 
 

Methodology 

To achieve the objectives of the spot check of the payments process, the basic methodology 
was to administer a questionnaire to a sample of beneficiaries. Four different questionnaires 
were designed for this purpose; one for each mode of payment. An additional function of the 
questionnaires was to identify problems with the specific mode of payments, if any.  
 
FGDs were conducted with the intention of gaining the opinion of stakeholders concerning 
the payment procedures. Questions were asked in an interactive group setting where 
participants were free to respond in any way. The main stakeholders in the payments 
disbursement process, which includes the BISP operations wing, beneficiaries, payment 
agencies, franchises and IDS representative, participated in the FGDs. IDS arranged one FGD 
for each of the sampled districts in the Payment Spot Check Phase 8. 
 

Sampling 

The Payment Spot Check was carried out in two stages. Stage 1 was carried out in two phases 
which covered districts from the Test Phase Survey. Stage 2 (remaining six phases) covered 
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districts from the National Roll Out Survey. The total sample size for the Payments Spot 
Check is 11,000, covering approximately 1,375 beneficiaries in 8 phases. Thus districts are 
grouped in each phase in such a way so that they remain as close as possible to 1,375 
households. 
 
A total of 20 districts had been proposed to be covered in the Payments Processes Spot 
Check, which is 17% of the total districts in the sampling frame. This is considered a fairly 
large and statistically significant sample to represent all the provinces1. 

Table 1 below shows the cases available for analysis for the Payments Spot Check. Details of 
the districts and the number of households to be covered in each district are provided later in 
this report. Overall, 91.7 percent of the total sample was included in the dataset for analysis. 

Table 1: Cases Available for Analysis 

 Sample Not Available to Respond Available to Respond Percentage 
Debit Card 7594 757 6837 90.00% 
Pakistan Post 452 105 347 76.80% 
Mobile Banking 930 14 916 98.50% 
Smart Card 2024 41 1983 98.00% 

Total 11000 917 10083 91.70% 
 
 

Status of Payments 

 
Table 2 below categorises the status of payments of beneficiaries receiving payments from 
the four payment mechanisms. 
 
Table 2: Status of Payments 

 
Pakistan 

Post 
 Smart 
Card 

Mobile 
Banking 

 Debit 
Card 

I am receiving payments continuously 83.9% 62.2% 60.7% 51.3% 
I have not received all payments 8.9% 28.9% 34.5% 39.2% 
I have been notified of my payments being 
available but have not collected any payments yet 

2.0% 3.5% 0.3% 1.2% 

I have not received any payments nor a 
notification 

5.2% 5.4% 4.5% 8.4% 

 
Table 2 shows a major proportion of beneficiaries of each payment mechanism have reported 
receiving continuous payments. Additionally, some beneficiaries have identified that they 
have not received all payments. This percentage is the highest for Debit Card beneficiaries 
where 39.2 percent have reported this as their status. Also, a small percentage of beneficiaries 
have been notified of their payments being available but have not collected any payments yet. 

                                                           
1
 The total sample size for the Payments Spot Check is 11,000 households, from a universe of 7.1 million 

households. This is statistically significant, as according to Krejcie and Morgan (1970) for a population size of 

10,000,000 households, for 99% confidence interval and margin of error of 2%, the sample size required is 

2,647.  
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A matter of concern is that proportions of beneficiaries of each payment mechanism have not 
been notified of their selection and have thus not received a single payment.  
 
Distance to Payment Outlet 

A reduction in distances to the payment outlets has been of significance to the BISP as it 
allows for convenient and timely collection of payments to the beneficiaries. Figure 1 shows 
distance travelled by beneficiaries to receive payments from the nearest payment outlet. 
 

Figure 1: Distance to the Franchise/ ATM/ Post Office 

 
 

Cost of Travel to Payment Outlet 

One of the measures for successful implementation of the Payments System is the 
convenience of the beneficiaries for retrieving payments. It was observed that a greater 
distance to a payment outlet results in higher costs afflicted on the beneficiary. Given that the 
selected beneficiaries are categorised as ‘ultra poor’ i.e. they have an insignificant level of 
income, this cost entails a heavy burden on beneficiary households.  Figure 2 below gives 
details of cost incurred by beneficiaries receiving payments from the different modes of 
payments. 38.7 percent of the total beneficiaries receiving payments from Pakistan Post had 
to pay more than Rs. 50 to travel to the Post Office for receiving a single payment. This 
percentage was 25.1 percent for Smart Card districts, 65.5 percent for Mobile Banking 
districts, and 73.2 percent for Debit Card districts.  
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Figure 2: Cost of travelling to Franchise/ ATM/Post Office 

 
 

Number of Trips for Collection of Payments 

Collection of payments by the beneficiaries on their first trip to a payment outlet allows 
assessment of the efficiency of the concerned Payment Agencies. However, the number of 
trips is also affected by the absence of intimation of availability of payments, as beneficiaries 
often travel to payment agencies to check for the availability of their payments. Table 3 
below shows the highest percentage of beneficiaries travelling to payment outlets more than 
once was reported for the Smart Card districts. 

Table 3: Number of Trips to the Franchise/ ATM/ Post Office 

 Pakistan Post Smart Card Mobile Banking Debit Card 
One Trip 67.00% 25.40% 55.40% 55.70% 
More than One Trip 33.00% 74.60% 44.60% 44.30% 
Number of Beneficiaries 212 1487 866 5684 
 

Charging of Fee for Receiving Payments 

Table 4 illustrates whether a fee was charged for providing assistance to the beneficiaries 
who could not retrieve payments themselves. 

Table 4: Charging of fees for receiving payments 
Pakistan Post Smart Card Debit Card 

Paid a fee to receive payments 66.70% 32.60% 14.90% 
Did not have to pay a fee to receive payments 33.30% 67.40% 85.10% 
Number of Beneficiaries 45 1807 3197 
 

As shown above in the Pakistan Post districts, 66.7 percent of the beneficiaries reported that 
they were asked to pay a fee. 33.3 percent of the beneficiaries were not asked to pay a fee for 
receiving payments. However in the Smart Card districts, 32.6 percent beneficiaries were 
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asked to pay a fee for receiving payments where as 67.4 percent reported that they did not 
have to pay a fee to receive payments. In contrast 14.9 percent of the beneficiaries in the 
Debit Card districts paid a fee to receive payments while 85.1 percent did not have to pay any 
fee. 

Preference of Frequency of Payments 

Table 5 below shows the preference of beneficiaries concerning the frequency of payments. 
84.8 percent of the beneficiaries in the Pakistan Post districts preferred to receive their 
payments on a monthly basis followed by 12.4 percent of the beneficiaries who preferred to 
receive payments bi-monthly. For the beneficiaries in the Smart Card districts, 98.2 percent 
preferred to receive payments on a monthly basis followed by 0.90 percent who wanted to 
receive payments bi-monthly. 84.5 percent 41.9 percent of the beneficiaries in the Mobile 
Banking and Debit Card districts preferred to receive payments on a monthly basis where as 
11.4 percent preferred to receive payments bi-monthly in the Mobile Banking districts and 
42.4 percent preferred to receive payments every three months in the Debit Card districts. 

Table 5: Preferred frequency of payments 
Pakistan Post Smart Card Mobile Banking Debit Card 

Every Month 84.8% 98.2% 84.5% 41.9% 
Every 2 Months 12.4% 0.9% 11.4% 14.7% 
Every 3 Months 2.5% 0.6% 2.6% 42.4% 
Every 4 Months 0.3% 0.3% 1.5% 1.0% 
Number of Beneficiaries 322 1807 872 5684 
 

Satisfaction with Mode of Payment 

Figure 3 below shows the reported satisfaction level of beneficiaries with their respective 
modes of payment. In the Pakistan Post districts, 38.8 percent of the beneficiaries were 
‘Dissatisfied’ however 30.4 percent were ‘Satisfied’. 10.3 percent of the beneficiaries in the 
Smart Card districts were ‘Dissatisfied’ and 31.0 percent were ‘Satisfied’. 25.2 percent and 
9.7 percent of the beneficiaries in the Mobile Banking and Debit Card districts respectively 
reported being ‘Dissatisfied’ while 56.1 percent and 49.0 percent were ‘Satisfied’ 
respectively.  
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Figure 3: Satisfaction with mode of payment 

 

Conclusion 

Pakistan Post was the initial mode of payment adopted by the BISP to disburse payments to 
the 4.7m households in the country. However, Pakistan Post was unable to handle such large 
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this mode of payment. For one, accessibility to payments has become an issue for the 
beneficiaries since the ATMs are not conveniently located for the beneficiaries. Due to 
unavailability of ATMs in the nearby locations, travel costs for the beneficiaries to retrieve 
these payments have also risen significantly.  Another issue with this mode of payment is that 
male household members are mostly collecting the payments, which defeats the purpose of 
women empowerment. Moreover, an alarming consequence of introducing this mode of 
payment is that the interaction between the BISP and the beneficiaries is minimal. This has 
resulted into beneficiaries selling their debit cards in PKR. 15,000-20,000. Lastly, long 
queues at ATMs have also been a cause of concern for the beneficiaries and other regular 
bank customers alike.  
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INTRODUCTION 

1. Background 

The Benazir Income Support Programme (BISP) was launched in 2008 by the Government of 
Pakistan as the country’s primary social safety net. The idea behind this initiation is to 
counter the effects of rising food and energy prices on poorer households. The BISP gives a 
cash grant of PKR 1,000 per month to deserving poor families. Since an additional purpose of 
the programme is to empower women, therefore only the adult (above 18) female(s) in a 
household are eligible to receive the cash grant. Eligibility is determined through the 
calculation of a Proxy Mean Test (PMT) score. Those falling below a predetermined cut off 
point are deemed as eligible to receive benefits through the programme. 

For this purpose households are surveyed by Partner Organizations (POs). The POs hand over 
all the collected information (T1 forms) to the National Database and Registration Authority 
(NADRA) Headquarters, Islamabad. These are scanned and sent for data entry across the 
country to the Data Entry Organizations (DEOs) contracted by NADRA. The forms are 
entered into a MIS (Management Information System) developed specifically for this 
programme which allows for entries such as names, CNIC numbers, addresses, etc. to be 
verified with NADRA’s database. The software calculates the PMT scores of households; 
those falling below the agreed PMT score are identified as the beneficiary households. 

After the selection of the beneficiaries, the next step involves ensuring that the payments are 
delivered through a safe, reliable and efficient mechanism. When the programme was 
launched, all payments were made through Pakistan Post in the form of money orders 
delivered by the postman. Overtime other methods have also been introduced. These methods 
are based on the concept of branchless banking and intend to reduce intermediaries from the 
payment process. 
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2. Understanding BISP’s Payment Cycle 

Payments are made available to the beneficiaries in different stages, starting from the 
notification of selection into the programme. See Figure 4. 

Figure 4: BISP’s payment cycle 

 
As Figure 4 above shows, the BISP’s payment cycle has the following stages:  

1. Distribution of notification letters to “receiver women” (the female beneficiary of the 
household who will receive payment). This letter notifies the receiver women of their 
selection, the mode through which the payment is to be retrieved and location from 
where it is to be collected. The receiver woman signs and returns a detachable portion 
of this letter. Request for change of mode or location can be made on this form. 

2. Distribution of information package to receiver women. 

3. Generation of delivery lists by BISP and delivery of lists to the payment agency, i.e. 
Post Office, Pakistan Post, and electronic payment agency/agencies. 

4. Transfer of funds from the Ministry of Finance to BISP, and from BISP to payment 
agency 

5. Cash transfers to receiver women. This stage varies for the different modes of 
payment. 

6. Payment reconciliation, whereby money orders issued are reconciled against money 
orders paid. 

6.Payment Reconcilation 

5.Cash transfers to reciever women 

4.Transfer of funds from Ministry of Fianace to BISP and from BISP to payment agency 

3. Generation of delievry list by BISP and transfer of lists to payment agncies 

2. Distribution of Information Packet 

1.Distribution of notification letters to"reciever women" 
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3. Payment Disbursement Mechanisms 

For the successful implementation of any cash transfer programme, it is essential that 
payments be made through a system that is swift, efficient and transparent. BISP 
experimented with a number of payment distribution mechanisms and currently, there are 
four payment disbursement mechanisms in place: 

1. Pakistan Post money orders 
2. Smart Card payment dispersal system 
3. Mobile Banking  system 
4. Debit Card  system  

Payments through Pakistan Post 

Payments through Pakistan Post are imparted via money orders delivered by the postman at 
the door step of the beneficiary. This was the first method adopted by the BISP for the 
disbursement of payments. Additionally, beneficiaries may be compelled to travel to the Post 
Office in cases where the Post Office/Postman refuses to deliver payments to the doorstep of 
the beneficiary due to various reasons. Payments are made available after every two months 
as per the design of the system. 

Payments through Smart Card Payment Mechanism 

Due to innumerable complaints received about the Pakistan Post payment system, Smart Card 
payment mechanism was introduced in a few districts in 2010 as an alternative to the 
Pakistan Post system. The Smart Card is an Automatic Teller Machine (ATM) type card 
which allows the beneficiaries to collect their transferred installment from different 
franchises in the district. These franchises were authorized by BISP and provided with the 
required cash for payment to the beneficiary. The beneficiary was required to collect the 
payment personally from the franchise on identification through her CNIC. A receipt was 
also signed by the beneficiary.  

Payments through Mobile Banking Payment Mechanism 

In this mode of payment beneficiaries are provided a mobile set and a SIM card, and are 
informed of the availability of payment by an Interactive Voice Response (IVR) Service. The 
payment is then collected from a franchise using the Personal Identification Number (PIN) 
that is also sent via text message. The beneficiary is required to collect the payment 
personally from the franchise on identification through her CNIC. A receipt is also signed by 
the beneficiary. 

Payments through Debit Card Payment Mechanism 

This mode of payment is based on an ATM card which allows the beneficiary to withdraw 
payment installments through the ATM of a bank authorized by the BISP. The BISP transfers 
the funds to the bank who in turn distributes it to the beneficiaries. This is the latest mode of 
payment and is now being introduced in all the districts. 
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Payment Interval 

The payments were initially provided to the beneficiaries after every two months. 
Subsequently with the change in the mode of payment, the interval also changed. Now with 
the Debit Card mode of payment the interval has been established at a three month interval. 

 

4. IDS’s Methodology and Sampling Strategy 

IDS has been contracted to study BISP’s payments mechanisms. The specific objectives of 
the spot check of the payments process are as follows:- 

• Re-affirm, from a sample of beneficiaries, the receipt of payment  
• Gauge perceptions and gather information regarding experiences relating to the payments 

process through Focus Group Discussions (FGDs) - (qualitative approach)  
• Ascertain the timeliness of delivery of payments  

4.1 Methodology 

To achieve the objectives of the spot check of the payments process, the basic methodology 
was to administer a questionnaire to a sample of beneficiaries. Four different questionnaires 
were designed for this purpose; one for each mode of payment. An additional function of the 
questionnaires is to identify problems with the specific mode of payments, if any. The four 
questionnaires are attached as Annex A, B, C and D respectively. 
 
FGDs were conducted with the intention of gaining the opinion of stakeholders concerning 
the payment procedures. Questions were asked in an interactive group setting where 
participants were free to respond in any way. The main stakeholders in the payments 
disbursement process - includes the BISP operations wing, beneficiaries, payment agencies, 
franchises and IDS representative  participated in the FGDs. IDS arranged one FGD for each 
of the sampled districts in all 8 phases of the Payment Spot Check. 

4.2 Sampling 

The sampling frame covered all districts in the Test Phase and the NRO Phase. A total of 
20sample districts were selected which is 17% of the total districts in the sampling frame. 
This is considered a fairly large and statistically significant sample to represent all the 
provinces2. 

4.2.1 Factors Influencing Selection of Districts 

a. All Test Phase and NRO clusters to be covered 
b. All modes of Payments to be covered 
c. Geographical spread of districts to be ensured 

                                                           
2
 The total sample size for the Payments Spot Check is 11,000 households, from a universe of 7.1 million 

households. This is statistically significant, as according to Krejcie and Morgan (1970) for a population size of 

10,000,000 households, for 99% confidence interval and margin of error of 2%, the sample size required is 

2,647.  
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d. Beneficiary population of districts 

The total sample size laid out for the Payments Spot Check was 11,000 households. This 
sample size was distributed in the selected 20 districts as per the beneficiary population of 
each district. The list of the beneficiary households was provided by BISP for the sample to 
be drawn. 

Details of the districts and the number of households to be covered in each district are 
provided in Table 6 below 
 

Table 6: Districts Covered In Payment Spot Check 

Mode of Payment Districts Sample Size Percentage 

Debit Card 

Abbottabad 385 3.50% 
Badin 576 5.20% 
Bagh 144 1.30% 
Chakwal 502 4.60% 
Faisalabad 2040 18.50% 
Gujrat 732 6.70% 
Jaffarabad 174 1.60% 
Karachi South 824 7.50% 
Khushab 389 3.50% 
Loralai 115 1.00% 
Mardan 502 4.60% 
Rahim Yar Khan 1130 10.30% 
Skardu 81 0.70% 

Total 
 

7594 69.00% 
Pakistan Post 

 
 

Karak 134 1.20% 
Khuzdar 220 2.00% 
Kurram Agency 98 0.90% 

Total 
 

452 4.10% 
Mobile Banking 

 
Layyah 469 4.30% 
Larkana 461 4.20% 

Total   930 8.50% 

Smart Card 
Sanghar 736 6.70% 
Multan 1288 11.70% 

Total 
 

2024 18.40% 
 

The Payment Spot Check, as per instructions of the BISP, has been carried out in two stages. 
Stage1 was carried out in two phases (3 months each) which covered five districts from the 
Test Phase Survey. Stage 2 (remaining six phases) covered 15 remaining districts from the 
National Rollout Survey. The total sample size for the Payments Spot Check is 11,000, 
covering approximately 1,375 beneficiaries in each of the 8 phases. Thus districts are 
grouped in each phase in such a way that they remain as close as possible to 1,375 
households. Out of the total 11,000 beneficiaries, 13 districts with a sample size of 7,594 
beneficiaries are receiving payments through the Debit Card comprising 69.0 percent of the 
total sample size. 3 districts with sample size of 452 beneficiaries are receiving payments 
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through Pakistan Post, comprising 5.1 percent of the total sample size. Additionally, 2 
districts with the sample size of 930 beneficiaries are receiving payments through Mobile 
Banking comprising 8.5 percent of the total sample size and 2 districts with the sample size 
of 2,024 beneficiaries are receiving payments through the Benazir Smart Card comprising 
18.4 percent of the total sample size. 
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STATUS OF PAYMENTS 

 

5. Available Respondents 

Table 7 shows that in the Debit Card districts, out of a sample of 7,594 beneficiaries, 757 
beneficiaries were unable to respond. Hence, data for the responses of 6,837 beneficiaries has 
been collected, which is 90.0 percent of the selected sample. For the Pakistan Post districts, 
out of a sample of 452 beneficiaries, 105 beneficiaries were unable to respond. Hence, data 
for the responses of 347 beneficiaries has been collected, which is 76.8 percent of the 
selected sample. For districts with the Mobile Banking mode of payment, 14 beneficiaries 
were unable to respond. Hence data for the responses of 916 beneficiaries has been collected, 
which is 98.5 percent of the selected sample. For the Smart Card Districts, out of a sample of 
2,024 beneficiaries 41 beneficiaries were unable to respond. Hence, data for the responses of 
1,983 or 98 percent of the sample beneficiaries has been collected.     

Table 7: Dataset available for analysis 

 Sample Not Available to Respond Available to Respond Percentage 
Debit Card 7594 757 6837 90.00% 
Pakistan Post 452 105 347 76.80% 
Mobile Banking 930 14 916 98.50% 
Smart Card 2024 41 1983 98.00% 
Total 11000 917 10083 91.70% 
 

5.1 Reasons for Beneficiaries not available to respond 

Table 8 shows that of the 757 beneficiaries in the Debit Card districts who were unable to 
respond, 68 beneficiaries had passed away, 136 beneficiaries had temporarily moved, 5 
beneficiaries were sick/ divorced/could not answer because of cultural constraints. 
Additionally, addresses for 92 were untraceable, 142 beneficiaries had migrated to other 
places and 314 beneficiaries could not be surveyed because of security compulsions. In the 
Pakistan Post districts, out of the 105 beneficiaries who were unable to respond, 1 beneficiary 
had passed away, addresses for 12 were untraceable, 35 beneficiaries had migrated and 57 
beneficiaries could not be surveyed because of security compulsions. In the Mobile Banking 
districts, out of the 14 beneficiaries who were unable to respond, 5 beneficiaries had passed 
away and addresses of 9 were untraceable. In the Smart Card districts, out of the 41 
beneficiaries who were unable to respond, 19 beneficiaries were sick/ divorced and could not 
answer because of cultural constraints, 8 beneficiaries had passed away, 6 beneficiaries had 
temporarily moved and addresses of 8 beneficiaries were untraceable. The point to note here 
is that it is the Debit Card mode of payment which provides maximum liberty to the 
beneficiary hence it is in this mode of payment that more than 10 percent beneficiaries are not 
available to respond. In some areas there are unconfirmed reports that the Debit Card is being 
sold for Rs 15,000 to Rs 20,000. However, these reports could not be confirmed. The non-
availability of respondents in the Pakistan Post mode of payment is the highest. But this is 
primarily due to seasonal migration in these districts and because of the adverse security 
situation because of which some beneficiaries could not be approached. In urban areas such 
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as Karachi most beneficiaries live in rented houses and do not have any permanent addresses. 
These beneficiaries frequently move house and as they do not have any roots in the area, no 
one knows where they have moved to. 

Table 8: Reasons for beneficiaries not available to respond 

 

Debit 
Card Pakistan Post Mobile 

Banking 
Smart 
Card 

Sick/ Divorced/ Cultural Constraints 5 0 0 19 
Beneficiary has passed away 68 1 5 8 
Beneficiary has moved temporarily 136 0 0 6 
Untraced Addresses 92 12 9 8 
Migration 142 35 0 0 
Security Compulsions 314 57 0 0 
Total 757 105 14 41 
 

6. Notification of Selection into the Programme 

The first stage of the payment process is the notification of selection to beneficiaries. This is 
a letter that informs the beneficiaries that they have been selected as recipients of the BISP 
and informs them of the mode of payment specified for the receiver woman. Table 9 shows 
the source through which the beneficiaries learnt of their inclusion into the programme. 

Among the 347 available respondents in the Pakistan Post districts, 134 beneficiaries were 
notified of their selection through the Post Office /postman. Beneficiaries also have an option 
of checking their status of selection into the program through the BISP website. This 
information is provided to beneficiaries by the BISP offices. 213 beneficiaries have reported 
to have checked their selection status online. This is done by means of internet cafes or with 
the help of someone who possess the knowledge of operating computers and the internet. 

For the Smart Card districts, 14 beneficiaries reported to have received a notification letter 
for selection, 1,011 beneficiaries checked their status online and 958 were informed by the 
Post Office/Post man of their selection.    

For the Mobile Banking districts, 152 beneficiaries reported receiving a notification letter for 
selection, 654 beneficiaries checked their status online and 110 beneficiaries were informed 
by the Post Office/Post man of their selection.  

For the Debit Card districts, 473 beneficiaries reported receiving a notification letter for 
selection, 871 beneficiaries checked their status online, 5,476 beneficiaries were informed by 
the Post Office/Post man of their beneficiary selection, 14 beneficiaries’ reported to have 
received a phone call from BISP, 3 beneficiaries inquired form the BISP Office themselves. 

 

 



Payments Spot Check Final Report 

16 

 

Table 9: Notification of selection as BISP beneficiary 

 
Pakistan 

Post 
Smart 
Card 

Mobile 
Banking 

Debit 
Card Total 

I received a notification letter 
for selection to receive payment 

0 14 152 473 639 

I checked my status online 213 1011 654 871 2749 
The Post office/man told me 134 958 110 5476 6677 
Received a Phone Call from 
BISP 

0 0 0 14 14 

Inquired from BISP Office 
myself 

0 0 0 3 3 

Notification of selection in the program was issued initially when most districts were 
following the Pakistan Post mode of payment. It should be a matter of concern why letters 
dispatched by BISP have reached only 7 percent households. This aspect can partially be 
explained by the fact that the majority of households (65 percent) claimed that the 
postman/office informed them.  It shows that the postal method of communication in the 
hinterland of Pakistan is not very reliable and the BISP will have to find some more reliable 
means for communicating with the beneficiaries.     

7. Regularity of Payments 

Table 10 below shows the status of payments of beneficiaries in the four modes of payment 
currently prevalent in the districts. In the Pakistan Post districts, out of a total of 347 
beneficiaries, 92.8 percent beneficiaries were receiving continuous or partial payments. 
Additionally, 2.0 percent of the beneficiaries were notified on the availability of their 
payments but did not collect any payments while 5.2 percent of the beneficiaries did not 
receive any payments or notification.  

In the Smart Card districts, out of a total of 1,983 beneficiaries, 91.1 percent beneficiaries 
were receiving payments continuously or received some payments. Additionally, 3.5 percent 
of the beneficiaries were notified on the availability of their payments but did not collect any 
payments while 5.4 percent of the beneficiaries neither received any payments nor 
notification. 

In the Mobile Banking districts, out of a total of 916 beneficiaries, 95.2 percent beneficiaries 
were receiving continuous or partial payments. Additionally, 0.3 percent of the beneficiaries 
were notified on the availability of their payments but did not collect any payments while 4.5 
percent of the beneficiaries did not receive any payments or notification. 

In the Debit Card districts, out of a total of 6,837 beneficiaries, 90.5 percent beneficiaries 
were receiving continuous or partial payments. In addition, 1.2 percent of the beneficiaries 
were notified on the availability of their payment but did not collect any payments, while 8.4 
percent of the beneficiaries neither received any payments nor notification.  
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Table 10: Status of payments 

 
Pakistan 

Post 
 Smart 
Card 

Mobile 
Banking 

Debit 
Card 

I am receiving payments continuously 83.90% 62.20% 60.70% 51.30% 
I have not received all payments 8.90% 28.90% 34.50% 39.20% 
I have been notified of my payments being 
available but have not collected any payments yet 

2.00% 3.50% 0.30% 1.20% 

I have not received any payments nor a 
notification 

5.20% 5.40% 4.50% 8.40% 

 

In the Pakistan Post mode of payment, the percentage of beneficiaries who have reported to 
be receiving payments continuously is the highest at 83.9 percent. This shows that this mode 
of payment has improved and is now more streamlined as compared to the other modes. The 
Debit Card mode fares the worst in this indicator. 

Another point of concern is those beneficiaries who have not received any payment or a 
notification of payments. This category is present in all modes of payment being highest at 
8.4 percent in the Debit Card mode of payment.  

7.1 Reasons for not collecting payments 
Table 11 below shows the reasons for the beneficiaries not having collected their payments. 
Out of the 38 beneficiaries from the Pakistan Post districts, 7.9 percent reported that they 
could go alone to the Post Office. The problem of postman asking for a delivery fees for the 
payment was reported by 13.2 percent. 7.9 percent reported that the Post Office was too far 
from their home. 13.2 percent reported that they were not at home when the postman came to 
deliver the payment. Additionally, 57.9 percent of the beneficiaries were unaware of the 
reason for not collecting payments. 

In the Smart Card districts, 52.2 percent reported that they lost their smart card/PIN, 1.4 
percent reported that they could go alone to the franchise. 1.4 percent reported that the 
franchisee asked for a fee for the payment. 37.7 percent of the beneficiaries did not receive 
the smart card. 7.2 percent of the beneficiaries were unaware of the reason for which they did 
not collect their payments. 

In the Mobile Banking districts, 0.3 percent of the beneficiaries forgot/misplaced PIN, 5.3 
percent of the beneficiaries complained that the franchisee asked for a payment fee, 2.2 
percent and 0.6 percent respectively reported that they did not receive mobile set and had a 
CNIC related issue. 91.6 percent of the beneficiaries were unaware of their non-collection of 
payments. 

In the Debit Card districts, 22.1 percent reported that they lost their debit card/PIN, 4.7 
percent reported that they cannot go alone to the ATM/ franchise, 3.6 percent reported that 
ATM is too far from their home. 2.8 percent reported that franchisee asks for fees for 
payment, 0.5 percent reported that they did not receive the debit card and 66.0 percent were 
unaware of the reason of their non-collection of payments. 
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Table 11: Reasons for not collecting payments 

 

Pakistan 
Post 

Smart 
Card 

Mobile 
Banking 

Debit 
Card 

I have lost my Debit Card/ Smart Card/ PIN 0.0% 52.2% 0.3% 22.1% 
I cannot go alone to the ATM/ Franchise/ Post Office 7.9% 1.4% 0.0% 4.7% 
The ATM/ Franchise/ Post Office is too far from my 
home 

7.9% 0.0% 0.0% 3.6% 

The Franchisee/ Postman asks for fees for payment 13.0% 1.4% 5.3% 2.8% 
I do not know 57.9% 7.2% 91.6% 66.0% 
Did not get the Debit Card/ Smart Card/ Mobile Set 0.0% 37.0% 2.2% 0.50% 
I was not at home when the Postman came for 
delivering payment 

13.2% 0.0% 0.0% 0.0% 

CNIC Issue 0.0% 0.0% 0.6% 0.0% 

Most of the beneficiaries did not know the reason why their payments were not regular. This 
implies that the onus falls on the BISP to evaluate and address the reasons for which this 
category of the beneficiaries does not receive all payments. 

Loss of card and loss of PIN are problems pertinent to the Smart Card and Debit Card modes 
of payments. These problems are likely to increase with the passage of time and will become 
a strain on the BISP case Management system. 

7.2 Attempting to Resolve Problems 
Beneficiaries have the facility of lodging complaints through different methods. The BISP 
operations wings have set up a network of tehsil, divisional and regional offices to 
accommodate the beneficiaries. Table 12 shows that in the Pakistan Post districts, 44.4 
percent attempted to resolve their problem by lodging complaints with the BISP offices. 55.6 
percent of the beneficiaries did not enquire BISP about the status of their payments. 

In the Smart Card districts, 72.2 percent attempted to resolve their problem by lodging 
complaints with BISP offices. 27.8 percent of the beneficiaries did not enquire BISP about 
the status of their payments. 

The percentage of beneficiaries attempting to resolve issues was comparatively low for the 
Mobile Banking districts. Only 19.9 percent attempted to resolve their problem by lodging 
complaints with the BISP offices. 80.1 percent of the beneficiaries did not enquire BISP 
about the status of their payments. 

In the Debit Card districts, 54.3 percent attempted to resolve their problem by lodging 
complaints with BISP offices. 45.7 percent of the beneficiaries did not enquire BISP about 
the status of their payments. 

Table 12: Lodging payments related complaints 
Pakistan Post Smart Card Mobile Banking Debit Card 

Lodged a Complaint 44.4% 72.2% 19.9% 54.3% 
Did not Lodge a Complaint 55.6% 27.8% 80.1% 45.7% 
Number of Beneficiaries 45 176 352 3102 
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Box 1.1: Checking the Status of Payments of Beneficiaries-Pakistan Post Districts 

IDS checked, from the BISP database, the status of payments of beneficiaries that claimed that they 

were notified of the availability of their payments but were unable to collect them and those that 

had not received any intimation regarding the availability of their payments in the Pakistan Post 

districts. Comparison to the BISP database shows that of the total households falling in these two 

categories 40.0 percent had already received payments. These beneficiaries were possibly unaware 

of their payments being collected by someone else on their behalf. 

 

Table 1.1: Checking the Status of Payments of Beneficiaries-Pakistan Post districts 

 Number of 

Households 

Number of 

Households 

that have 

received at 

least one 

payment 

Percentage% 

I have been notified of my payments 

being available but have not collected 

any payments yet 

7 2 28.6 

I have not received any payments nor 

a notification 

18 8 44.4 

Total 25 10 40.0 

 

Box 1.2: Checking the Status of Payments of Beneficiaries-Smart Card Districts 

IDS checked, from the BISP database, the status of payments of beneficiaries that claimed that they 

were notified of the availability of their payments but were unable to collect them and those that 

had not received any intimation regarding the availability of their payments in the Smart Card 

districts. Comparison to the BISP database shows that of the total households falling in these two 

categories 51.7 percent had already received payments. These beneficiaries were possibly unaware 

of their payments being collected by someone else on their behalf. 

 

Table 1.1: Checking the Status of Payments of Beneficiaries-Smart Card districts 

 Number of 

Households 

Number of 

Households 

that have 

received at 

least one 

payment 

Percentage% 

I have been notified of my payments 

being available but have not collected 

any payments yet 

69 42 60.9 

I have not received any payments nor 

a notification 

107 49 45.8 

Total 176 91 51.7 
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Box 1.4: Checking the Status of Payments of Beneficiaries-Debit Card Districts 

IDS checked, from the BISP database, the status of payments of beneficiaries that claimed that they 

were notified of the availability of their payments but were unable to collect them and those that 

had not received any intimation regarding the availability of their payments in the Debit Card 

districts. Comparison to the BISP database shows that of the total households falling in these two 

categories 48.1 percent had already received payments. These beneficiaries were possibly unaware 

of their payments being collected by someone else on their behalf. 

 

Table 1.1: Checking the Status of Payments of Beneficiaries-Debit Card districts 

 Number of 

Households 

Number of 

Households 

that have 

received at 

least one 

payment 

Percentage% 

I have been notified of my payments 

being available but have not collected 

any payments yet 

79 36 45.6 

I have not received any payments nor 

a notification 

572 277 48.4 

Total 651 313 48.1 

 

Box 1.3: Checking the Status of Payments of Beneficiaries-Mobile Banking Districts 

IDS checked, from the BISP database, the status of payments of beneficiaries that claimed that they 

were notified of the availability of their payments but were unable to collect them and those that 

had not received any intimation regarding the availability of their payments in the Debit Card 

districts. Comparison to the BISP database shows that of the total households falling in these two 

categories 52.3 percent had already received payments. These beneficiaries were possibly unaware 

of their payments being collected by someone else on their behalf. 

 

Table 1.1: Checking the Status of Payments of Beneficiaries-Mobile Banking districts 

 Number of 

Households 

Number of 

Households 

that have 

received at 

least one 

payment 

Percentage% 

I have been notified of my payments 

being available but have not collected 

any payments yet 

3 3 100.0 

I have not received any payments nor 

a notification 

41 20 48.8 

Total 44 23 52.3 
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EXPERIENCES AND PROBLEMS 

 
In the Pakistan Post mode of payment, money was supposed to be delivered at the door step 
of the beneficiary. However, due to the inefficiencies in this payment disbursal system, other 
modes of payment were adopted. In these modes of payment, the beneficiary had to incur 
transportation expenses in order to travel to the payment outlet/ agency to collect their 
payments. 

8. Private Cost and Outreach 

The different payment mechanisms are meant to improve the installment distribution system 
and decrease private costs3 that the beneficiaries incur in order to collect payments. Hence, in 
the assessment of a payment mechanism it is important to gauge the distance to payment 
outlet, cost of travelling and number of trips to collect one payment. 

In the Pakistan Post mode of payment districts, money orders were supposed to be delivered 
at the doorstep of the beneficiary. However, table 13 shows that 65.8 percent of the 
beneficiaries collected money orders from the Post Office. 34.2 percent of the beneficiaries 
reported that the money order was being delivered by the postman to the beneficiary at her 
doorstep. 

Table 13: Payments collected at the post office 

 
Number of Beneficiaries Percentage 

Yes 212 65.8% 
No 110 34.2% 
Total 322 100.0% 
 

For the 212 beneficiaries who collected payments from the Post Office, 7.1 percent reported 
that the postman asked for a delivery fee, 5.7 percent of the beneficiaries reported that they 
worked and mostly were unavailable at home, 71.7 percent of the beneficiaries were of the 
view that the postman did not deliver money orders at their doorstep and they had to collect 
payments at the Post Office themselves. Moreover, 0.5 percent reported that they changed 
their residence address and 15.1 percent reported that they did not want their family members 
to know that they are receiving support. See Table 14 below. 

Table 14: Reasons for collecting payments at the post office 
Number of Beneficiaries Percentage 

The Postman asks for money for home delivery 15 7.10% 
I work and mostly not available at home 12 5.70% 
The Postman does not deliver money orders- we are 
expected to collect them from the Post Office 

152 71.70% 

I have changed my residence address 1 0.50% 
I do not want my family to know I am receiving support 32 15.10% 
Total 212 100.00% 
 

                                                           
3
 These are all costs that beneficiaries incur in order to receive benefits of the programme. 
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Distance to Payment Outlet 

One of the features that distinguish this mode of payment from receiving money orders is that 
the beneficiary is required to travel to the Payment Outlet to collect payments. Figure 5 
shows the distance beneficiaries had to travel to the nearest Payment Outlet.  
 
Figure 5: Distance to Franchise/ ATM/ Post Office (NP=212, NS=1807, NB=872, ND=5684) 

 

For the Pakistan Post districts, the distance to the nearest Post Office was up to 2 kms 
(walking distance) travelled by 49.1 percent of the beneficiaries, while 27.4 percent had to 
travel 3-5 kms and 18.9 percent had to travel 6-10 kms to reach the nearest payment Outlet. A 
distance of more than 10 kms was travelled by 4.7 percent of the beneficiaries. 

For the Smart Card districts, the distance to the nearest payment outlet was up to 2 kms 
(walking distance) travelled by 25.5 percent of the beneficiaries, while  45.8 percent had to 
travel 3-5 kms and 18.5 percent had to travel 6-10 kms to reach the nearest Payment Outlet. 
10.2 percent of the beneficiaries travelled a distance of over 10 kms to get to the payment 
outlet. 

For the Mobile Banking districts, the distance to the nearest payment outlet was up to 2 kms 
(walking distance) travelled by 10.7 percent of the beneficiaries, 21.6 percent had to travel 3-
5 kms and 33.5 percent had to travel 6-10 kms to reach the nearest Payment Outlet. A 
distance of more than 10 kms was travelled by 34.6 percent of the beneficiaries. 

For the Debit Card districts, the distance to the nearest payment outlet was up to 2 kms 
(walking distance) travelled by 4.8 percent of the beneficiaries, 14.9 percent had to travel 3-5 
kms and 22.1 percent had to travel 6-10 kms to reach the nearest Payment Outlet. A distance 
of more than 10 kms was travelled by 58.3 percent of the beneficiaries. 

Beneficiaries had to travel the least distance to the payment outlet in the case of Pakistan Post 
where 76.5 percent had to travel less than 5 kms to reach the Post Office. This is because 
Pakistan Post has the largest outreach in the country. In the Debit Card mode of payment 
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more than 81 percent beneficiaries have to travel more than 5 kms to reach a payment outlet. 
This entails high personal cost for collection of an installment.  

Cost of travelling Payment Outlet 

In these payment disbursal systems, there are transportation costs associated with the retrieval 
of payments. Additionally, it may not to be possible to walk to the Payment Outlet even in 
cases where the franchise is within a walking distance from the house of the beneficiary. 
Figure 6 shows that in the Pakistan Post districts, 38.7 percent beneficiaries had to pay more 
than Rs.50 while 14.2 percent of the beneficiaries paid betweenRs.26-50 as transportation 
cost to travel to the Payment Outlet and back. The minimum range for this expenditure was 
Rs.10-25, which was incurred by 25.5 percent of the sample beneficiaries. 21.7 percent of the 
beneficiaries did not incur any costs of travelling to the nearest Payment Outlet to receive 
their payments. 

In the Smart Card districts 25.1 percent beneficiaries had to pay more than Rs.50 while 28.1 
percent of the beneficiaries paid betweenRs.26-50 as transportation cost to travel to the 
Payment Outlet and back. The minimum range for this expenditure was Rs.10-25, which was 
incurred by 27.6 percent of the sample beneficiaries. 19.1 percent of the beneficiaries did not 
incur any costs of travelling to the nearest Payment Outlet to receive their payments. 

In the Mobile Banking districts 65.5 percent beneficiaries had to pay more than Rs.50 while 
21.4 percent of the beneficiaries paid betweenRs.26-50 as transportation cost to travel to the 
Payment Outlet and back. The minimum range for this expenditure was Rs.10-25, which was 
incurred by 7.0 percent of the sample beneficiaries. 6.1 percent of the beneficiaries did not 
incur any costs of travelling to the nearest Payment Outlet to receive their payments. 

In the Debit Card districts 73.2 percent beneficiaries had to pay more than Rs.50 while 17.3 
percent of the beneficiaries paid betweenRs.26-50 as transportation cost to travel to the 
Payment Outlet and back. The minimum range for this expenditure was Rs.10-25, which was 
incurred by 6.5 percent of the sample beneficiaries. 3.0 percent of the beneficiaries did not 
incur any costs of travelling to the nearest Payment Outlet to receive their payments 
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Figure 6: Cost of travelling to franchise/ATM/Post Office (Np=212, Ns=1807, Nb=872, Nd=5684) 

 

 

Number of Visits 

The more the visits made to the Payment Outlets, the higher the cost of travelling. In the 
Pakistan Post districts, beneficiaries reported to have re-visited the Post Office on an average 
of 1.7 times to collect one payment, while the maximum number of trips was 6. See Table 15 
below. 

In the Smart Card districts, beneficiaries reported to have re-visited the franchise on an 
average of 1.9 times to collect one payment, while the maximum number of trips was 6.  

In the Mobile Banking districts, beneficiaries reported to have re-visited the franchise on an 
average of 1.7 times to collect one payment, while the maximum number of trips was 7.  

In the Debit Card districts, beneficiaries reported to have re-visited the franchise on an 
average of 1.8 times to collect one payment, while the maximum number of trips was 8.  

Table 15: Mean Number of Trips to the Franchise/ ATM/ Post Office 
Pakistan Post Smart Card Mobile Banking Debit Card 

Minimum 1 1 1 1 
Maximum 6 6 7 8 

Mean 1.7 1.9 1.7 1.8 
 

Table 16 details the number of trips a beneficiary had to travel to a payment outlet for 
collection of her payments. 33.0 percent (70) of the beneficiaries in the Pakistan Post districts 
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had to visit the Post Office more than once to collect one installment. 67.0 percent (140) 
reported to have collected their payment in a single trip to the Post Office. 

In the Smart Card districts74.6 percent (1,110) of the beneficiaries had to visit the franchise 
more than once to collect one installment. 25.4 percent (377) reported to have collected their 
payment in a single trip to the franchise. 

In the Mobile Banking districts 44.6 percent (386) of the beneficiaries had to visit the 
franchise more than once to collect one installment. 55.4 percent (480) reported to have 
collected their payment in a single trip to the franchise. 

In the Debit Card districts 44.3 percent (2,517) of the beneficiaries had to visit the franchise 
more than once to collect one installment. 55.7 percent (3,167) reported to have collected 
their payment in a single trip to the franchise. 

Table 16: Number of trips to the franchise/ATM/post office 
Pakistan Post Smart Card Mobile Banking Debit Card 

One Trip 67.00% 25.40% 55.40% 55.70% 
More than One Trip 33.00% 74.60% 44.60% 44.30% 
Number of Beneficiaries 212 1487 866 5684 
 

The Smart Card mode of payment was the worst where 75 percent of the beneficiaries 
reported that they had to visit more than once to receive their installment. The Mobile 
Banking mode is the only mode where intimation about the availability of their installment is 
provided through an SMS. In this mode revisits were the result of lack of mobile service 
coverage in rural areas.   

Figure 7 shows the different reasons why the beneficiaries had to travel to the franchise more 
than once to collect a single installment. Since this was a multiple response questions, a 
beneficiary may have chosen more than one option as her reason(s). 
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Figure 7: Reasons for visiting franchise/ ATM/ Post Office more than once 

 

 

As shown above, in the Pakistan Post districts 55.7percent of the beneficiaries re-visited a 
franchise as their payment had not been transferred. Another reason for more than one trip to 
the franchise was due to long queues. This reason was reported in 74.3 percent of the cases. 
Additionally, 10.0 percent of the beneficiaries reported the reason for making more than one 
trip was a result of forgetting their CNIC at home. 

In the Smart Card districts, 58.4 percent reported that they had to make more than one trip to 
the Payment Outlet as they had to wait in long queues and thus were unsuccessful in 
retrieving their payments. 83.0 percent beneficiaries claimed that they had to visit the nearest 
Payment Outlet more than once as their payments were not transferred in their initial visit. 
Additionally, 36.6 percent reported that the ATM/ franchise ran out of cash while 7.5 percent 
reported that they forgot their PINs. 7.4 percent reported the reason of more than one trip as a 
result of forgetting their CNIC at home. 

In the Mobile Banking districts, 91.2 percent reported that they had to make more than one 
trip to the Payment Outlet as they had to wait in long queues and thus were unsuccessful in 
retrieving their payments. 35.5 percent beneficiaries claimed that they had to visit the nearest 
Payment Outlet more than once as their payments were not transferred in their initial visit. 
Additionally, 30.1 percent reported that the ATM/ franchise ran out of cash while 1.3 percent 
reported that they forgot their PINs. 1.6 percent and 0.3 percent reported the reason of more 
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than one trip was due to having forgotten their CNIC at home and the franchise demanding a 
fee respectively. 

In the Debit Card districts, 46.5 percent reported that they had to make more than one trip to 
the Payment Outlet as they had to wait in long queues and thus were unsuccessful in 
retrieving their payments. 58.8 percent beneficiaries claimed that they had to visit the nearest 
Payment Outlet more than once as their payments were not transferred in their initial visit. 
Additionally, 42.8 percent reported that the ATM/ franchise ran out of cash while 15.5percent 
reported that they forgot their PINs. 4.4 percent reported the reason of more than one trip was 
due to having forgotten their CNIC at home. 

9. Notification of Availability of Payments 

In the case of the Pakistan Post, Smart Card and Debit Card districts, the beneficiary does not 
receive a notification concerning the availability of her payments. The beneficiary visits the 
Post Office/ Franchise to check if her installment is available.  

Table 17 shows that, in the Smart Card districts, 29.8 percent of the total beneficiaries 
receiving payments through Smart Card may have been notified regarding the availability of 
their payment through an informal system. Even though an informal system of notification 
prevails in the districts, it may not always be reliable. However in the Debit Card districts, 
45.6 percent of the beneficiaries may have been notified regarding the availability of their 
payment through an informal system. 

Table 17: Notification of availability of payment 
Smart Card Debit Card 

I can find out when my payment is available 29.80% 45.60% 
I cannot find out when my payment is available 70.20% 54.40% 
Number of Beneficiaries 1487 5684 

 

9.1 Receiving Payments 

As per the programme design, the payments are to be collected by the beneficiary herself. 
This ensures the achievement of the objective of empowering women, as the benefits 
received by family, friends or relatives may not reach the selected beneficiary.  

Table 18 shows that 4.7 percent of the beneficiaries in the Pakistan Post districts did not 
collect their payments themselves. However 95.3 percent of the beneficiaries reported to have 
collected their payments themselves. 

In the Smart Card districts 12.2 percent of the beneficiaries did not collect their payments 
themselves. However, 83.9 percent of the beneficiaries reported to have collected their 
payments themselves. 

In the Mobile Banking districts 7.5 percent of the beneficiaries did not collect their payments 
themselves. However, 92.5 percent of the beneficiaries reported to have collected their 
payments themselves. 
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In the Debit Card districts 38.7 percent of the beneficiaries did not collect their payments 
themselves. However, 61.3 percent of the beneficiaries reported to have collected their 
payments themselves. 

Table 18: Collection of payments 

 

Pakistan 
Post 

Smart 
Card 

Mobile 
Banking 

Debit 
Card 

Collection of Payments by Non 
Beneficiary 

4.70% 12.20% 7.50% 38.70% 

Collection of Payments by Beneficiary 95.30% 83.90% 92.50% 61.30% 
Number of Beneficiaries 322 1880 872 5684 

This is an important aspect of women empowerment. In our society if money is handed over 
to the male members of the family, it is very likely that the female beneficiary will not get 
that money and hence the goal of women empowerment will not be fully achieved. Pakistan 
Post mode of payments fares the best in this where in 95.3 percent of the cases the payment 
was handed over to the female beneficiary. The Debit Card mode of payment fares the worst 
where only in 61.3 percent cases the payment was handed over to the female beneficiary. 

Possible reasons for beneficiaries not having collect payments themselves are shown below in 
Figure 8. There may be multiple reasons why a beneficiary was unable to collect payments 
herself. 

Figure 8: Reasons for Collection of Payments by non-beneficiaries 
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The information revealed that of the 15 beneficiaries in the Pakistan Post who did not collect 
payments themselves, 13.3 percent reported that they were too old and sick to travel. 80.0 
percent reported they did not collect the payments themselves because they could not travel 
alone and they had no one to accompany them while 6.7 percent reported that it was too 
costly for them to travel.  

Of the 210 beneficiaries in the Smart Card districts who did not collect payments themselves, 
14.8 percent reported that they were too old and sick to travel.23.3percent reported they did 
not collect the payments themselves because they could not travel alone and they had no one 
to accompany them while 37.6 percent reported that it was too costly for them to travel. 25.2 
percent of the beneficiaries reported that they went with a friend/ relative but could not 
collect payments themselves. 

Of the 65 beneficiaries in the Mobile Banking districts who did not collect payments 
themselves, 66.2 percent reported that they were too old and sick to travel. 15.4 percent 
reported they did not collect the payments themselves because they could not travel alone and 
they had no one to accompany them while 15.4 percent reported that it was too costly for 
them to travel. 9.2 percent of the beneficiaries reported that they went with a friend/ relative 
but could not collect payments themselves. 

Of the 2,198 beneficiaries who did not collect payments themselves in Debit Card districts, 
19.1 percent reported that they were too old and sick to travel. 24.0 percent reported they did 
not collect the payments themselves because they could not travel alone and they had no one 
to accompany them while 24.2 percent reported that it was too costly for them to travel.60.5 
percent of the beneficiaries reported that they could not operate the ATM themselves. 

9.1.1 Charging of Fee for Receiving Payments 

Tables 19 illustrate whether a fee was charged for providing assistance to beneficiaries who 
could not retrieve payments themselves. 

Table 19: Charging of fees for receiving payments 
Pakistan Post Smart Card Debit Card 

Paid a fee to receive payments 66.70% 32.60% 14.90% 
Did not have to pay a fee to receive payments 33.30% 67.40% 85.10% 
Number of Beneficiaries 45 1807 3197 
 

As shown above in the Pakistan Post districts, 66.7 percent of the beneficiaries reported that 
they were asked to pay a fee. 33.3 percent of the beneficiaries were not asked to pay a fee for 
receiving payments. However in Smart Card districts, 32.6 percent beneficiaries were asked 
to pay a fee for receiving payments where as 67.4 percent reported that they did not have to 
pay a fee to receive payments. In contrast 14.9 percent of the beneficiaries in the Debit Card 
districts paid a fee to receive payments while 85.1 percent did not have to pay any fee. 
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PERCEPTIONS AND PREFERENCES 

10. Preferences of Frequency of Payments 

Table 20 below shows the preference of beneficiaries concerning the frequency of payments. 
84.8 percent of the beneficiaries in the Pakistan Post districts preferred to receive payments 
on a monthly basis. 12.4 percent expressed a desire to receive bi monthly installments while 
2.5 percent and 0.3 percent of the beneficiaries desired to receive their installments every 
three months and every four months respectively.  

In the Smart Card districts, 98.2 percent of the beneficiaries preferred to receive payments on 
a monthly basis. 0.9 percent expressed a desire to receive bi monthly installments while 0.6 
percent and 0.3 percent of the beneficiaries desired to receive their installments every three 
months and every four months respectively.  

In the Mobile Banking districts, 84.5 percent of the beneficiaries preferred to receive 
payments on a monthly basis. 11.4 percent expressed a desire to receive bi monthly 
installments while 2.6 percent and 1.5 percent of the beneficiaries desire to receive their 
installments every three months and every four months respectively.  

In the Debit Card districts, 41.9 percent of the beneficiaries prefer to receive payments on a 
monthly basis. 14.7 percent expressed a desire to receive bi monthly installments while 42.4 
percent and 1.0 percent of the beneficiaries desire to receive their installments every three 
months and every four months respectively.  

In the Pakistan Post, Smart Card and Mobile Banking systems, the preferred interval of 
payment is the monthly payment. Over 85 percent beneficiaries showed of preference for 
monthly interval. Only in the Debit Card mode do we see an acceptance of the quarterly 
interval where 42.4 percent preferred quarterly payments while 41.9 percent still indicated a 
desire for monthly payments. 

Table 20: Preferred frequency of payments 
Pakistan Post Smart Card Mobile Banking Debit Card 

Every Month 84.80% 98.20% 84.50% 41.90% 
Every 2 Months 12.40% 0.90% 11.40% 14.70% 
Every 3 Months 2.50% 0.60% 2.60% 42.40% 
Every 4 Months 0.30% 0.30% 1.50% 1.00% 
Number of Beneficiaries 322 1807 872 5684 
 

11.  Satisfaction with Mode of Payment 

Figure 9 below shows the reported satisfaction level of the beneficiaries with their respective 
mode of payment. Of the beneficiaries receiving payments through the Pakistan Post, 30.4 
percent reported being ‘Satisfied’ with this mode of payments while 27.0 percent reported 
being ‘Partially Satisfied’. Additionally, 3.7 percent beneficiaries reported being ‘Very 
Satisfied’ and 38.8 percent of the beneficiaries reported being ‘Dissatisfied’ with their mode 
of payment. 
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Of the beneficiaries receiving payments through the Smart Card, 31.0 percent reported being 
‘Satisfied’ with this mode of payments while 56.2 percent reported being ‘Partially Satisfied’. 
Additionally, 2.5 percent beneficiaries reported being ‘Very Satisfied’ and 10.3 percent of the 
beneficiaries reported being ‘Dissatisfied’ with their mode of payment. 

Of the beneficiaries receiving payments through Mobile Banking, 56.1 percent reported being 
‘Satisfied’ with this mode of payments while 14.7 percent reported being ‘Partially Satisfied’. 
Additionally, 4.0 percent beneficiaries reported being ‘Very Satisfied’ and 25.2 percent of the 
beneficiaries reported being ‘Dissatisfied’ with their mode of payment. 

Of the beneficiaries receiving payments through the Benazir Debit Card, 49.0 percent 
reported being ‘Satisfied’ with this mode of payments while 27.7 percent reported being 
‘Partially Satisfied’. Additionally, 13.6 percent beneficiaries reported being ‘Very Satisfied’ 
and 9.7 percent of the beneficiaries reported being ‘Dissatisfied’ with their mode of payment. 

Figure 9: Satisfaction with mode of payment  
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40.4 percent rated the reliability as ‘Poor’. Also, 3.7 percent of the beneficiaries considered 
the reliability ‘Excellent’. 

Of the beneficiaries in the Smart Card districts, 29.9 percent rated the reliability of this mode 
of payment as ‘Good’. 59.5 percent rated it as ‘Fair’ while 6.9 percent rated the reliability as 
‘Poor’. Also, 3.7 percent of the beneficiaries considered the reliability ‘Excellent’. 

Of the beneficiaries in the Mobile Banking districts, 35.9 percent rated the reliability of this 
mode of payment as ‘Good’. 34.5 percent rated it as ‘Fair’ while 25.1 percent rated the 
reliability as ‘Poor’. Also, 4.5 percent of the beneficiaries considered the reliability 
‘Excellent’. 

Of the beneficiaries in the Debit Card districts, 42.5 percent rated the reliability of this mode 
of payment as ‘Good’. 34.0 percent rated it as ‘Fair’ while 8.9 percent rated the reliability as 
‘Poor’. Also, 14.6 percent of the beneficiaries considered the reliability ‘Excellent’. 

Figure 10: Reliability of mode of payment 
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Focus Group Discussion in the Debit Card Districts 

Focus Group Discussions (FGDs) were held in 13 districts to acquire the beneficiaries’ 
insight in reference to the Debit Card mode of payment i.e. the Benazir Debit Card. The main 
stakeholders involved in this mode of payments system included the beneficiaries, the 
payment agencies, the payment franchises and the local BISP staff. All the stakeholders and 
IDS representatives participated in the FGDs. The objective was to obtain the perspective of 
all the stakeholders involved in the payment process. The beneficiaries were asked numerous 
questions on the subject of payments to identify difficulties, grievances and problems in the 
payment mechanism.   

Debit Card 

A recurring theme among the majority of the Debit Card districts was the beneficiaries’ 
inability to successfully operate an ATM to withdraw their payments. Essentially this was 
case since most of the ATMs are located in urban areas, as a result of which the beneficiaries 
residing in rural areas were unable to have access to them or were unfamiliar with how to 
operate them. In light of such obstacles, franchises were set up with the intention of 
facilitating the beneficiaries with the payment collection process. The staff at these franchises 
was tasked with swiping the beneficiary’s ATM card using the Debit Card Swipe Machine 
(DCSM) in order to extract information with regards to the payment installments.  

It is imperative to note that despite having set up franchises the beneficiaries still faced some 
obstacles when attempting to retrieve their payments. With the aim to retract information on 
the beneficiaries, their Debit Cards and PINs are required, however more often than not, the 
cards are misplaced and the PINs are forgotten rendering it difficult to the DCMS. 
Additionally, beneficiaries who are not well versed in operating an ATM tend to ask for the 
staff’s assistance which ends up costing them as the staff charges them for this service. 
Furthermore, the beneficiaries had complained that there is no effective system by which they 
are notified of the availability of payments. 

Collection of Payments 

Although there is a clause that requires the beneficiaries to collect their payments in person, 
yet it is common practice for non-beneficiaries to collect payments on their behalf. As a 
result, there is no guarantee that the full payments are delivered to the beneficiaries. As per 
the BISP officials, as a result of this practice, numerous complaints of not receiving complete 
payments were launched by such beneficiaries. To prevent such cases occurrences, officials 
at some of the payment agencies attempted to verify the beneficiaries by asking for proof of 
identity such as CNICs before retrieval of payments. When asked why the beneficiaries send 
friends or family to collect payments on their behalf, some claimed that due to old age and 
sick health they were unable to do so themselves. Others stated that due to cultural constraints 
they were unable to travel long distances unaccompanied by a male member of the household 
coupled with frequent visits to the payment agencies as they were not effectively notified of 
any delays in payments. Furthermore the beneficiaries asserted that they did not have the 
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proper knowledge to operate the ATM machine as a result of which a trusted or educated 
person from a village was given the responsibility of collecting installments on behalf of the 
beneficiaries residing in the respective village. Additionally, the beneficiaries reported that 
the bank’s network was usually down and that there were only two ATMs available.   

Advantages and Disadvantages of Receiving Payments through Debit Cards 

Although the Debit Card mode of payments eliminates intermediaries from the payment 
process, the inability to use the ATM stands as a major obstacle in the efficiency of this 
system. Additionally, as compared to the Pakistan Post mode of payment where delivery of 
payments at the doorstep was to take place; in the Debit Card mode of payment beneficiaries 
have to travel to the ATMs themselves. Also, losing Debit Cards and PINs adds to the list of 
issues. Collecting payments and registering complaints regarding loss of Debit Card/PINs 
entails a considerable cost on a beneficiary household’s income. In the postal payment system 
there was no responsibility on the beneficiary to safely keep a Debit Card and remember its 
PIN.  

However, beneficiaries rate this Debit Card mode of payment as secure and flexible in terms 
of collecting payments whenever they want. 

Beneficiaries are overall convinced and satisfied with this mode of payment suggesting that 
this method is more secure and beneficiaries can withdraw their money any time and from 
anywhere. Also there is no intervention by the franchise and thus no deduction of money as 
was in some cases with the Post Office and other modes of payment. 

Suggestions to improve the processes in both districts include provision of training to use 
ATMs and opening an additional number of franchises. Additionally, the appointment of a 
bank official at the payment outlet should be directed. This will allow the official to rectify 
minor problems of the beneficiaries at spot and reduce the burden on the Payment Agency 
Officials. 
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Focus Group Discussion in the Smart Card Districts 

Focus Group Discussions (FGDs) were held in 2 districts to acquire the beneficiaries’ insight 
in reference to the Smart Card mode of payment i.e. Benazir Smart Card. The main 
stakeholders involved in this mode of payments system included the beneficiaries, the 
payment agencies, the payment franchises and the local BISP staff. All the stakeholders and 
IDS representatives participated in the FGDs. The objective was to obtain the perspective of 
all the stakeholders involved in the payment process. The beneficiaries were asked numerous 
questions on the subject of payments to identify difficulties, grievances and problems in the 
payment mechanism.   

Smart Card 

Under the previous mode of payments i.e. Pakistan Post, beneficiaries were being charged a 
delivery fee by the postman. As a result, the method of payment was upgraded to the Smart 
Card system. Franchises were set up with the intention of facilitating the beneficiaries with 
the process of collecting payments. The officials at these franchises were tasked with swiping 
the beneficiaries’ ATM cards using the Debit Card Swipe Machine (DCSM) in order to 
extract information with regards to the payment instalments.  

A major problem in relation to receiving payments through the Benazir Smart Card is the fact 
that no effective system of notifying the beneficiaries was set in place to inform them on the 
availability of their payments. As a result, multiple visits were made to the franchise in order 
to enquire about and collect their payments which is a costly and time consuming task. 
Additionally, the beneficiaries indicated sentiments of dissatisfaction with the frequency of 
installments i.e. they prefer monthly instalments rather than a quarterly instalment of 
payments. 
 
Moreover, when enquiring from officials at the franchise or BISP tehsil office with regards to 
availability of payments, the beneficiaries were not provided with any useful information as 
the staff was not aware of any updates themselves. Instead, the beneficiaries were redirected 
to the BISP district office or divisional office.  
 
Collection of Payments 

Although there is a clause that requires the beneficiaries to collect their payments in person, 
yet it is common practice for non-beneficiaries to collect payments on their behalf. However, 
the beneficiaries’ immediate family members i.e. father/mother, husband, son/daughter, 
brother are issued the payments under the provision that they provide the officials with the 
beneficiaries’ CNIC and their Smart Card.  

Furthermore, the beneficiaries are unaware of how to use their Smart Card despite having 
received a letter with the Smart Card which provided information and instructions on the use 
of this card. Since a majority of the beneficiaries are illiterate, as a result they were unable to 
fully comprehend and benefit from the instructions. Remembering their PINs was also a 
problem for most beneficiaries; without which they could not use the Smart Card and access 



Payments Spot Check Final Report 

36 

 

their payments. Additionally, the beneficiaries often forgot to bring their CNICs. In such a 
situation verification is carried based on the picture on the Smart Card, but were given a 
warning that they would not be issued their payments in the event that they cannot provide 
their CNIC at the next instalment.  
 
Advantages and Disadvantages of Receiving Payments through Debit Cards 

Beneficiaries are overall satisfied with this mode of payment as compared to the Pakistan 
Post; suggesting that this method is more secured and they are able to purchase household 
items themselves when they collect their instalments in person. Also, an advantage of this 
system is that the picture of the beneficiary on the Smart Card can be used for verification in 
case the beneficiary forgets her CNIC. There are times when the card does not work or the 
franchise runs out of cash; with the Pakistan Post system the payments are delivered at the 
doorstep of the beneficiaries. This saved the beneficiaries the cost of travelling to and from 
the franchise.  
 
However, since not all the beneficiaries collect payments in person and send friends or family 
to do so instead, there is a possibility that the payments do not reach the beneficiary. In 
addition, the beneficiaries are not literate and do not understand the procedure, hence the 
franchise charges a standard amount of Rs. 200 as an assistance fee.  
 

It was suggested that improvements can be made in this system by increasing the number of 
payment agencies/franchises in the area to allow for a reduction in the number of trips the 
beneficiaries make to collect their payments. Also, an effective system of notification should 
be put in place where the payment agencies are informed about the generation of payments in 
order for them to notify or guide the beneficiaries on the availability of their payments. 
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Focus Group Discussion in the Mobile Banking Districts 

Focus Group Discussions (FGDs) were held in 2 districts to acquire the beneficiaries’ insight 
in reference to the Mobile Banking mode of payment. The main stakeholders involved in this 
mode of payments system included the beneficiaries, the payment agencies, the payment 
franchises and the local BISP staff. All the stakeholders and IDS representatives participated 
in the FGDs. The objective was to obtain the perspective of all the stakeholders involved in 
the payment process. The beneficiaries were asked numerous questions on the subject of 
payments to identify difficulties, grievances and problems in the payment mechanism.   

Mobile Banking 

Once the payments are available at the franchise, the beneficiaries are sent a notification 
through a Short Text Message (SMS). They are then able to collect their respective 
instalments from the payment agency officials by presenting proof of notification and identity 
such as the SMS and their CNIC. 

Amongst the various tribulations with the Mobile Banking mode of payment, limited network 
coverage stands as the biggest obstacle in the retrieval of timely payments. Lack of network 
coverage in rural areas causes a delay in receiving a notification on their phones by means of 
a text message. Additionally, due to high levels of illiteracy amid the beneficiaries, most are 
unable to use their mobile phones, or read the text messages. As a result, they place call or 
travel to the payment agency repeatedly to check for updates on the availability of their 
instalment.  

Other issues include loss of mobile phones, dysfunctional mobile phones and mobile phones 
being switched off for an indefinite period of time. These problems also add up to non-timely 
payments to the beneficiaries. 

The Payment Agency Officials complained with regards to the communication gaps that exist 
between BISP Officials and themselves. Beneficiaries that visit their nearest franchise or 
BISP tehsil office to lodge complaints are redirected to the BISP district office since all 
payments related complaints are dealt with at the BISP district office. It was suggested by 
these officials that information regarding delays in payments should be regularly passed on to 
them, which otherwise results in crowds of beneficiaries assembling outside payment 
agencies enquiring about their instalments. 

The BISP office claimed that due to lack of a proper management system, records of all 
complaints cannot be computed. However, all the complaints - including the complaints on 
the failure of receiving a notification message - are ratified at the BISP Tehsil Office or BISP 
District Office. 

Collection of Payments 

Although there is a clause that requires the beneficiaries to collect their payments in person, 
yet it is common practice for non-beneficiaries to collect payments on their behalf. 



Payments Spot Check Final Report 

38 

 

Conversely, payment officials disagreed with the statement claiming that payments are not 
handed over to non-beneficiaries as CNICs and thumb impressions are mandatory for a 
payment to be distributed. 

Moreover, since there is not effective system of notification, the beneficiaries travel to the 
payment franchise in person for enquiry as a result of which they have wait their turn in long 
queues. Due to the long queues and crowd, there are times where the beneficiaries make 
multiple trips to the franchise in order to collect their payments. These multiple trips 
resultantly raise the total cost of travel faced by the beneficiaries.   

Advantages and Disadvantages of Receiving Payments through Mobile Banking 

Receiving notice regarding the availability of payments proves advantageous to beneficiaries, 
reducing regular trips to the franchise to seek information regarding their payments. 
However, this may be an issue for beneficiaries who reside in areas with low network 
coverage. Additionally, the beneficiaries stated that collecting payment themselves allowed 
them to freely purchase household related items of their choice.  

On the one hand, some beneficiaries are unable to travel long distances and wait in long 
queues. Thus they prefer the Pakistan Post mode of payment, as earlier payments were 
delivered to their residences. However, others preferred the Mobile Banking mode of 
payment in comparison to receiving their payments via the Pakistan Post system. This was 
essentially because the postman would charge them a delivery fee which is not charged using 
the Mobile Banking method.  

With respect to improvements in the current system, it was mutually suggested by all the 
stakeholders that more franchises should be established in the district which will reduce 
distances, and thus cost of travelling to the franchise. Also, BISP Officials feel that an 
increased number of staff members and trainings for the staff members are necessary for an 
efficient workflow. A lack of financial resources is also a cause of discouragement among the 
staff. 
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Focus Group Discussions in the Pakistan Post District 

Focus Group Discussions (FGDs) were held to acquire the beneficiaries’ insight in reference 
to the current mode of payment i.e. the Pakistan Post. The main stakeholders involved in this 
mode of payments system included the beneficiaries, the payment agencies, the payment 
franchises and the local BISP staff. All the stakeholders and IDS representatives participated 
in the FGDs. The objective was to obtain the perspective of all the stakeholders involved in 
the payment process. The beneficiaries were asked numerous questions on the subject of 
payments to identify difficulties, grievances and problems in the payment mechanism.   

Delay in payments was the main issue brought out by the beneficiaries. This complaint was 
supported and reiterated by the Pakistan Post authorities as they claimed that it was difficult 
for the staff to distribute payments in rural areas that require travelling long distances and are 
difficult to reach. The BISP offices dispatched the money orders to the Post Offices which 
stated that delays in distribution were caused since it took up to three days to locate some of 
the beneficiaries’ place of residence. These difficulties could be attributed to the beneficiaries 
not having registered their updated addresses after moving. The tehsil office claimed to keep 
a record of all beneficiaries making it easy for them to track payments; however they may not 
necessarily be updated records. Additionally, bad weather conditions and security issues play 
a key role in delays of distributing payments. 
 
Collection of Payments  
Pakistan Post officials reported that often beneficiaries do not collect their payment in person 
but send non beneficiaries such as a friend or a relative to the Post Office in order to collect 
the payments. Staff at the Post Office would hand over the payments to the beneficiaries 
themselves upon showing proof of identity such as a CNIC. This also led to delays in 
disbursal of payments. 
 
Advantages and Disadvantages of Receiving Payments through the Post Office  
Since some of the beneficiaries were not allowed to leave their homes unaccompanied by a 
male household member due to cultural constraints, the Pakistan Post mode of payment was 
beneficial and advantageous as the postman conveniently delivers the payments at their door 
step. This allows for reducing the number of cases where male member of the family 
pressurises the staff at the Post Office to provide the payment on behalf of the beneficiary and 
thus negating the possibility of the money orders not reaching the rightful beneficiaries.  
On the other hand, delays in payments due to reasons pertaining to weather conditions, long 
distances, lack of suitable transportation, shortage of available staff at the Post Office and 
adverse security environment may be considered a disadvantageous trait of the Pakistan Post 
mode of payment. Staff from the Post Office suggested however that the delays in 
distribution can be decreased significantly if more staff is hired at the Post Offices. The main 
disadvantage of the system is that the postal staff especially postmen started charging a 
standard fee of Rs.200 for delivery of a payment installment. When questioned on this subject 
matter, the BISP staff responded that official complaints against such charges are not made in 
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writing by the beneficiaries, as a result of which they are unable to take any corrective 
measures against officials at the Post Office.  
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KEY RECOMMENDATIONS PAYMENTS SPOT CHECK PHASE II 

 

These recommendations are based on the conclusive study of the Payment Spot Check 
conducted in 20 districts. The recommendations are as under 

1. Payment Related Complaints should be entered in the Management Information 

System (MIS) of the BISP Case Management System 

2. The transition of the  mode of payment from Pakistan Post & Smart Card to Debit 

Card should be expedited and completed as soon as possible 

3. The number of ATMs/franchises should be increased in Debit Card districts with a 

view to reducing the distance a beneficiary has to travel to collect her payments 

4. Bank officials/ franchisees must ensure availability of cash and adequate staff to deal 

with the beneficiaries. Long queues should not be allowed to develop and 

beneficiaries must collect their installment in one visit 

5. Measures should be put in place to reduce delays in all modes of payments. The 

payment installment must be made available by a specified date of the quarter 

6. The BISP Tehsil Staff must make efforts to eliminate the charging of Fees by 

franchise or ‘Bakshish’ by the post man 

7. Post Offices should be encouraged to deliver the money order timely to beneficiary’s 

door step 

8. Beneficiary receiving payments through the Debit Card mode should be trained in 

using the ATM. This training can be co-opted with other segments of BISP like 

Waseela-e-Taleem trainings. 

9. The system for replacement of lost cards and PINs should be streamlined and time lag 

reduced.  

In the Debit Card and the Pakistan Postal System are the two best methods of delivery of 
payment installment. Pakistan Post with an all Pakistan outreach and door to door 
delivery system is more suited to the BISP mandate of women empowerment. It also 
reduces the burden on the beneficiary of safeguarding the card & the PIN and reduces 
load on the Case Management System for replacing lost cards and PINs. The Postal 
System also allows for physical contact to be made with the beneficiary. 
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CONCLUSION 

Disbursal of payments to the correct beneficiaries is a very important aspect of the BISP 
social safety network. At the outset, BISP adopted the Pakistan Post mode of payment as it 
was the most convenient and readily available system for disbursement to 4.7 million 
households throughout Pakistan. Due to certain inherent problems with Pakistan Postal 
System, BISP started experimenting with other possible modes of payments. The Smart Card 
mode of payment was implemented in a few districts but this mode also did not prove 
satisfactory. The next change brought the Mobile Banking system. This system was 
introduced in a few districts and free mobile phones were provided to beneficiaries. However, 
this system too did not come up to the expectations of the BISP authorities. The latest system 
is the Debit Card mode of payment which has been designed to overcome the weaknesses of 
all the previous three systems. 

A qualitative and quantitative analysis of these four systems reveals that the two best systems 
are the Pakistan Postal money order system and the Debit Card mode of payment 

The Pakistan Post mode of payment was the first adopted mode of payment. It had capacity 
issues and could not suddenly handle such large amounts of cash transfers and deal with 4.7 
million money orders every two months. The Pakistan Post was going through teething 
problems when the BISP decided to experiment with new methods of payments. The option 
of enhancing the capacity and improving service delivery were not explored by BISP and the 
system was superseded by alternative payment methodologies.  

The Pakistan Postal system had the largest outreach as it was present in the entire country and 
at convenient distances to the rural and urban beneficiaries. The Pakistan Post also provides 
the safest mode of payment as deliveries are supposed to be at the doorstep of the beneficiary. 
The system also ensures maximum women empowerment, as the payment is delivered 
directly to the female beneficiary. The main problems with the system were capacity issue 
that caused delays in payment which led to frustration amongst beneficiaries. Capacity issue 
of Pakistan Post and impatience of the beneficiaries also caused money orders to be collected 
from the post office as against being delivered at home. Postmen started charging 
beneficiaries Rs 200/- (10% of the Rs 2000/- bimonthly installment) as a delivery service 
charge. Reportedly some money orders were not delivered and misappropriated by the 
postmen. For this reason most beneficiaries do not consider the system as reliable. 

The Debit Card mode of payment is the final mode and is to be implemented in all the 
districts. This system was designed to overcome the weaknesses and problems of the other 
three systems. By incorporating banks in the payment system the capacity issue has been 
addressed. However, outreach has been affected as ATMs are few and distantly located in 
rural areas. The service charge has mostly been eliminated and beneficiaries are more content 
with this mode because they consider their money safe in the bank and the ability to draw 
when convenient. 
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However, this mode of payment has transferred a number of responsibilities onto the 
beneficiary. The system warrants that the beneficiary has to travel to the payment outlet to 
collect her installment. This has created a cost for the beneficiaries which in most cases are 
significant. It has also passed on the responsibility of safekeeping the debit card and the pin 
to the beneficiary. This will put a strain on the BISP Case Management system as debit cards 
and PINs will be frequently lost and BISP will have to frequently refurbish them.  

The Debit Card mode has also adversely affected BISPs aim of women empowerment. The 
card allows anyone to collect the payment from the ATM. The result is that in more and more 
cases persons other than the beneficiary mostly males are collecting the payment. The 
beneficiary has less control over this resource as household males are reluctant to impart it to 
the female beneficiary. The debit card has also estranged the beneficiary from BISP. There is 
very little interaction between the beneficiary and BISP. Beneficiaries are difficult to locate 
and other BISP programs based on the prime cash transfer program are facing difficulties. 
This estrangement has also led to the practice of selling cards. Some beneficiaries, due to 
financial compulsions, sell the Debit Card and PIN for Rs 15,000- 20,000.  Not much can be 
done to stop this practice. This partially defeats the purpose of the BISP social safety net. 
Beneficiaries have requested that some identification be provided on the card to allow them 
to distinguish their cards.  

Long queues at ATMs have been reported in most districts during installment collection days. 
Bank staff are also concerned that normal customer operations are not possible during such 
days.  BISP should endeavor to provide training to beneficiaries on how to operate the ATM. 
This training can be co-opted with other BISP initiatives like Waseela e Taleem trainings. 

In geographically spread districts like Skardu etc. there are very few ATM outlets. Cost and 
effort associated with retrieving payments are therefore very high. The Debit Card mode of 
payment in such districts causes inconvenience to the beneficiaries.  

 


