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A. BACKGROUND 

The Government of Pakistan has launched the Benazir Income Support Program 
(BISP) as its main social safety net program. The objective of this nation-wide program is 
to provide Income Support to the poorest families to cushion the negative effects of 
inflation. The program provides cash transfers of Rs. 6000 quarterly to eligible BISP 
beneficiaries. BISP demonstrates the Government’s intention to increase social assistance 
spending significantly. 

BISP has developed an automated Payment Complaint Management System 
(PCMS) through which payments related complaints can be launched and resolved in an 
automated manner. It is used by the BISP’s Tehsil offices to register and resolve 
complaints of the beneficiaries. The PCMS is also being integrated with Complaint 
Resolution Mechanisms (CRMs) of BISP partner banks to further enhance the efficiency 
of complaints resolution mechanism. 

BISP is currently disbursing payments to around 5 million regular beneficiaries 
under Kafaalat Programme. The Federal Government has decided to increase the number 
of Kafaalat beneficiaries to 7 million. The number of beneficiaries is expected to be further 
increased to 8 million by end of FY 2020-21, if approved by the Federal Government. 
Further there are some other interventions i.e. Ehsaas Emergency Cash Program (EECP) 
to help poor families affected by the COVID-19 Pandemic (around 15 million beneficiary 
families were disbursed Rs. 12,000/- each, as one-time emergency cash grant and a 2nd 

phase is also expected to be launched by Govt.) and Emergency Relief Assistance to AJ&K 
Line of Control (LoC) Affectees require an additional technical resource for assistance in 
payment complaints redressal, starting from lodging, forwarding to the concerned 
service providers to redress the complaint within the agreed Turnaround Time (TAT), 
giving interim status on the complaint, conveying resolution of the complaint and if not 
resolved proposing a solution for its resolution, closing the complaint after its resolution. 
BISP requires the services of a Payment Complaints Specialist-II. 

 
B. OBJECTIVE 

The Resource will oversee the payment process on all operational levels (National, 
Regional, Divisional and Tehsil). S/he will liaise closely with partner FIs and the 
Management Information System (MIS) Wing at the Headquarter. S/he will ensure field 
implementation of tasks related to payment complaints, pursue integration of PCMS with 
the relevant service provider, ensure implementations of TATs for each complaint are 
adhered by the payment FIs, and statistical analyze the problems or payment. S/he will 
also maintain databases with help of MIS and ensure that their data are reliable 

 
C. RESPONSIBILITIES 

The Payment Complaint Specialist-II would be responsible for: 
 Development and upgradation, with the assistance of MIS, a comprehensive 

PCMS for payment related complaints related various types of complaints and 
integration 



of PCMS with the service provider. Also agreeing on the TATs with the service 
providers for resolution of the complaints. 

 Dealing with all sorts of payment related complaints related to various modes of 
payment, starting from lodging of complaints, forwarding to the concerned service 
providers to redress the complaint within the agreed Turnaround Time (TAT), giving 
interim status on the complaint, conveying resolution of the complaint and if not 
resolved proposing a solution for its resolution, closing the complaint after its 
resolution. 

 Field implementation of tasks related to payment complaints 
 Ensuring integration of PCMS with the relevant service provider. 
 Ensuring implementations of TATs for each complaint are adhered by the payment 

service provider. 
 Conveying online, the status of the complaints to the concerned stakeholders at field 

level 
 To ensure that no complaint is left unattended either through PCMS or emails. All 

complaints have to be addressed within the agreed TATs, while interim response to 
be given to the concerned stakeholders 

 To put up on file, complaints with solution which require policy decision. 
 To continuously liaise with the tehsil offices for dead cases, blocked cases, district 

blocked cases, disabled cases, amputee cases, and blocked for other reasons. 
 To suggest recommendations for improvements in the grievance redressal 

mechanism. 
 To continuously review and update the PCMS manual. 
 To suggest changes in the PCMS in coordination with MIS Wing. 
 To suggest, evaluate and calculate the penalties to be levied on the service 

providers, if they do not resolve the complaints within agreed TATs. 
 To coordinate with Media Communication and Outreach ( MCO) wing for 

awareness building related activities related to payment complaints. 
 To handle all payments related complaints received through PCP, Wafaqi Muhtasib, 

and Courts etc. 
 Any   other task   assigned   by BISP   management   i.e. DG (CT) and Director 

(CT)/Director (Payments). 

D. TIME FRAME AND SUPERVISION 
The consultancy period shall initially be for six (06) months. However, the initial 

contract will be subject to an extension based on satisfactory performance. The Consultant 
will sign non- disclosure/ no conflict of interest agreement with BISP and s/he will work and 
report to the Director General (CT). 



E. QUALIFICATIONS AND EXPERIENCE 
A Master degree (16 years of education) in Business Administration, Economics, 

other Social Sciences or MBA (IT). 
Candidate with 3-5 years of post-qualification working experience of handling of 

complaints and their redressal in the core/branchless banking and/or social sector. 
Candidate preferably having the excellent communication, report/manual writing 

and problem solving skills. Knowledge of database programming with PL SQL, SQL / 
Optimization (expert level), and Statistical Analysis Tools (SPSS/Stata/ Data Analysis R 
Language). 

Candidates having excellent organizational, communication and problem solving 
skills will further be at advantage. 

 
***** 


