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Targeting Process Evaluation for Sectionl
Cluster: A& B Introduction

1. Introduction

The BISP Targeting Process Evaluation (TPE) was initiated in August 2011, and extends
through to March 2013T he gener al objective of the BI SP
of the targeting process and follow up activities by monitoring the effici@img wise) and

accuracy (with respect to the Operations Management) of the project cycle stages, to provide
regular and timely feedback to BISP and recommend immediate improvements. The Process
Evaluation will also assist in identifying optionsforimpro ng t he process or t

The more specific objectives are:

1 To assess whether BISP and their Partner Organizations are implementing the Targeting
Process following the methodology described in the Targeting Manual and its respective
annexes.

1 To provide intime feedback to BISP on field operations with evidelnased advice as to
how immediate improvements can be made.

9 To assess if the targeting methodology and other operations are producing the outputs
expected from the targeting process.

1 Make recommendations for procedural adjustments, based on field observations
1 BISP mechanisms for dealing with grievances shall be evaluated at National, Provincial
and Divisional level to understand the communications, payment and grievance issues
fromthebenef i ci ari es® perspective.
The targeting of BISP beneficiaries (used i nf
Poverty Score Card (PSC) is assessed separat

assignment. This synthesis report summatisekey findings of the first phase of case work
undertaken as part of the BISP TPE. The case work component examines efficiencies in the
project cycle for possurvey activities. The report covers the easek undertaken for
Cluster A and Cluster Bfdhe TPE, and is incremental to the Case Study Reports stipulated
in the contract and submitted separately. The findings of the synthesis report were officially
shared and agreed with BISP at a presentatio@ataber 11, 2012Prior to the presentation

key findings were also shared during-gwing interaction with BISP counterparts over the
course of the cassork.

The findings cover a period of field wotkndertaken from October 200 March 2012.

Over this period, the BISP CMisad not been officially launched, and hence the cases were
identified through a manual review of papers and files in BISP offices, with broad sampling
guidelines as a basis for selection. Similarly developing the case studies involved extensive
interviews and reviews of files and paperwork in the offices of BISP and partner
organisations (largely the Post Office), as well as interviews with beneficiaries. This added
an unplanned layer of complexity to the case work, as there was no systematic filing of
materials within offices and reconstructing the processing of individual cases was an arduous
and timeconsuming process in the absence of the CMS. As agreed with BISP, the case
studiesundertaken by the TPE were based on complaints which had beenreegisith

BISP. A total of 180 grievance cases and p8Pment cases were investigated as per the
contractual requirement during the first phasehefcasevork.

This report onwards describes the methodology for the-wade in greater detajl the
findings of the payment cases (Sect®)rand the findings of the grievance cases (Se@&jon
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11

111

1.1.2

113

Approach and Methodology
Approach and Team organization for Case Work

The need for standardization of training tools, interview guidelines and training manuals, as
well as, comprehensive and standardisediining of the field teams, cannot be
overemphasized. The Operational Manual developed by BISP was used as the bawatdocu

for assessing the adherenceBI8P processesThe TPE sought both to determine deviations

from stipulated processes, as well as the appropriateness of the process itself in enabling BISP
to interface with beneficiaries and effectively resolvingaiees.

Field Teams and Quality Assurance

The Field Teams comprise five Provincial/ Regional Coordinatorsléridase Officers. In
addition to the Field Teams, tih@&F GHK coretechnicalteam members also carried out field
work, observations anal interviews, as well as provided guidance and continuous oversight.

For providing guidance and for ensuring Quality Assurance, the Provisional/ Regional
Coordinators maintained daily telephonic communication and frequent meetings with the
field teams. Tiey also reviewed 100 peent of the case studies for quality assurance.

The Payments/ Financial Specialist and Beneficiary Services Specialist maintained regular
telephonic communication with Provincial/ Regional Coordinators for guidance and quality
assurance. They also held meetings with the Provincial/ Regional Coordinators as and when
required.

Field Instruments and Training Workshop

Survey Instruments, Observation Checklists, Interview Guides and Reporting Formats were
developed for assasent ofthe myment / grievance processand preparation of Payments

and Grievance Case Studies. These werdgsted in the field and refined/ finalized. Based

on these Training modules were prepardthe casevork builds on interviews, structured
observations, and review and analysis of documentation.

An intensive threeglay training event for the entire Field Team (Provincial/ Regional
Coordinators and Case Officers) was held during the first we@ktober 2011n Islamabad.

The Training was imparted in close coordination with BISP senior mana@asthe first

day, representatives from BISP provided training and guidance to the participants by
informing them about the prescribed Payments ané ®&siagement Processes according to

the BISP Manual. The Team Leader, Deputy Team Leader and relevant members of the core
team provided trainingn research methodologies, lines of questioning and mechanisms for
carrying outthe actual field work fothe case work.

BISP mechanisms for addressing grievances at all tiers, national, provincial, divisional and
tehsil were evaluated. The cases were allocated by relevant specialists after analysing the
data available in BISP manual records / files, as wethasystems present at Headquarters.
Case Officers were allocated pending andgoimg cases in relevant regions through
Regional Coordinators. Figure 1 below describes the roles played by the TPE team at various
levels.

‘ G HK ’ GHK Consulting Ltd.
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AAnalysing the data

Aldentification of the case

AAllocation the case to regional coordinator

AFinalising the case studies after receiving it from Regional Coordinators
APreparing quarterly report

AAllocating the case to relevant Case Officer

AReceiving back the case study

ASending back to case officer after identifying gaps
Ameeting with BISP officials at division and provincial level
AForwarding the case study to relevant specialist
APreparing regional quarterly reports

Avisiting case for interviews

AFurther investigations and meetings with stakeholders
AReporting back to regional coordinator

APreparing quarterly reports

1.2  Approach and Methodology br Assessment of Payment Cases

This section gives an overview of the stakeholders of the payment process, purpose of the
payments cases assessment and approach and methodology.

1.2.1 Stakeholders in the Payment Process

The payment cycle of BISBNinvolves five main stakeholders:

PN

5.

Ministry of Finance;

BISP Operations Wing;

BISP Finance Department

Payment Agencies such as (a) Pakistan Post; (b) Banks for payment through smart card in
the four test phase districts; and (c) Banks and mobile phone companies for mobile phone
banking, etc; and

Receiver Women.

1.2.2 Purpose of Assessment of BISP PaymeRtocesses

The entire payments system has been established by BISP to ensure that the receiver women
get regular and timely payments at their doorsteps. The system has been in practice for about
two years and the present assignment is being undertakssdss the payment system and to
suggest improvements. The purpose of the assessment of the BISP Payment Process is:

)l
il
T

To assess whether the Payment Process is being followed according to the methodology
described in ABI SP Payments Manual 0.

To assess if thexisting Payment Process is producing the expected results (timely
payment to receiver woman).

To review different Payment Modes and provide eviddrased advice for improvement

of payment system.

‘ G HK ’ GHK Consulting Ltd.
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The Payment Cases envisaged in the BISP Case Managktaenal include (a) Payment

not received by receiver women; (b) Payment undelivered as Receiver Woman refused to
accept payment or has died; (c) Partial Payments; (d) Payment Warningsm{Rie

actior!). Section B of the Case Management Manual detai)s Tggpe of Case; (b)
Identification; (c) Time Line; (d) Mechanisms; (e) Resources; (f) Preparation Activities; and

(9) Protocols for addressing the diff ent t ypes of fAPayment Caseso

1.2.3 Key Questions Addressed
The key questions which were investigatedarding payments include:

1 Were anticipated communications received, understood and appropriately acted upon by

the potential receiver women?

What concerns emerge around payments?

Did receiver women understand their rights and see the potential ofssiddreéheir

concerns?

9 Tracking of payment cycle to suggest improvements for efficiency, transparency and ease
for the receiver women.

1
1

1.2.4 Information Gathering/ Field Work and Feedback
Information gathering and field work for the assignment inclsilectured observations of
Payment Process, -ihepth key informant interviews of key persons, and Interviews with
Receiver Women. The feedback for course correction was provided to BISP in our fortnightly
/ monthly meetings.

1.2.5 Interaction with Key Stakeholders

In order to assess the payments process the Core team members and the Field Team have a
continuous interaction with the key stakeholders.

A. Structured Interviews

Structured Interviews were conducted with the stakeholders regarding the pagroests.
Following is a list of stakeholders who were interviewed;

i.  Benazir Income Support Programme

DG (Operations) and key Officers/ Staff of this department

DG (Finance) and key Officers/ Staff of this department

Officers/ Staff of other departmentsBISP

BISP Call Centre

Key Officers/ Staff of Provincial/ Regional, Divisional and Tehsil Offices of BISP

= =4 =8 =8 =9

ii.  Payment Agencies

1 Pakistan Post:
0 Assistant Deputy Director General, Money Remittances (key person for BISP at
Pakistan Post Head Quartdsdamabad)

1Receiver Woman has not received two consecutive payments, due to operational or non operational reasons.

‘ G HK ’ GHK Consulting Ltd.
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o Officers of Post Office Foundation, Islamabad; Officers and staff of their Printing
Press at Lahore

Mail Sorting and Transportation Department of Pakistan Post.

Post Master General and relevant officers/ staff at Circle Post Offices (at
Provincil level)

Chief Post Master and relevant staff at General Post Office (at District level)
Post Master and relevant staff of Departmental Delivery Post Offices

Post Master and relevant staff of Exbapartmental Delivery Post Offices

Money Order Delivery &st Men

o o

O O O0OOo

iii. Receiver Women
N/A

B. Structured Observations

To ensure that the Payment Process detailed in BISP Payments Manual are being strictly
adhered to, structured observation of payment processes at various levels were conducted.

The following processewere examined:
i.  Offices of Benazir Income Support Programme:

Generation of Payments List and Delivery List

Release of funds from MoF to BISP and from BISP to Payment Agencies

Receipt and recording of complaints regarding payments at the BISP Call Centre

Handling of payment related complaints/ cases at the Head Office, Provincial/

Regional, Divisional and Tehsil Offices of BISP.

1 Process of Joint Enquiry in case of complaints against Pakistan Post regarding non
payment, partial payment, late payment orlitpaf service, etc.

1 Reconciliation of Payments with Pakistan Post and other Payment Agencies

= =4 =4 =9

i.  Payment Agencies Pakistan Post:

91 Assistant Deputy Director General, (key person in Head Quarters of Pakistan Post, at
Islamabad): Receipt of Delivery List anf@unds; instructions to the GPOs for
payment, and process of reconciliation

9 Pakistan Post Foundation, Printing Press, at Lahore: Printing of BISP Forms, sorting
and transportation to GPOs

1 Central Post Offices (at Provincial level): reconciliation of payiseat their level,
handling of complaints regarding npayment, partial payment, delayed payments
and quality of service, etc

1 General Post Office (at District level): receipt of money orders from printing press,
sorting and distribution to the relevarglidery post offices; receipt of paid (as well
as unpaid) money orders after the payment cycle; scanning of paid money orders;
reconciliation of payments at their level, handling of complaints regarding non
payment, partial payment, delayed payments aatitguf service, etc

1 Departmental Delivery Post Offices and Exrapartmental Delivery Post Offices:
receipt of money orders from district GPO, sorting and distribution to relevant
postman; receipt of paid (as well as unpaid) money orders after the riagyate;
reconciliation of payments at their level, handling of complaints regarding non
payment, partial payment, delayed payments and quality of service, etc.

‘ G HK ’ GHK Consulting Ltd.
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1 Money Order Delivery Post Men: receipt of money orders and cash; routine beat for
delivery ofpost; delivery of money orders to receiver women; delivery of information
to receiver women as required by BISP; return of paid money orders (and unpaid
money orders/cash) to the delivery post office; and, handling of complaints, etc.

iii. Payment Agencies Smart Cards (and in future, Benazir Cards):
T Rel evant Sections in Banksd® Regional// Ci |
Funds from BISP; reconciliation of payments; and handling of complaints.
1 NADRA: Issue of smart cards to beneficiaries after veaifon of CNIC and
biometric verification at NADRA service centres.
1 Franchisees: Payments to beneficiaries; handling of complaints, etc

iv.  Payment Agencies Mobile Phone Banking:

T Rel evant Sections in Banksd® Regi oagfal / Ci
beneficiaries; Receipt of Delivery List and Funds from BISP; reconciliation of
payments; and handling of complaints.

1 NADRA: Verification of CNIC and biometric verification of beneficiaries at
NADRA desk.

1 Mobile Company: Issue of mobile phone and SIMbémeficiaries.

1 Franchisees: Payments to beneficiaries; handling of complaints, etc.

V. Receiver Women:

1 Observation at various stages as earlier detailed in this section e.g. payment by
postman; payment through franchisee; complaint through postman, femcbi
BISP offices at all levels, etc.

1.2.6 Samplingand approach for selection of Payment Cases

For the Quarter 1 (Q1), report 180 Payment Case Studies, 90 each from Clusters A and B,
were developed.

The total number of cases which were investigatedach province/region was determined

on the basis of the population of all the districts (under each BISP divisional office) in
different provinces/ regions, and, criteria for selection of cases. The sample covered almost all
the divisional offices in edn province/region.

Each province/ region and each BISP division was covered during Q1 for the investigation of
payments cases. The area covered by a divisional office of BISP was sampled purposively, to
generate sufficient case studies to draw usefutlcisions.

For payment cases, initially the existing record of complaints/ cases being maintained by
BISP and the Pakistan Post was used.

A. According to the reasons for nompayment:

Non availability of receiver woman at the time of visit;
Change otddress;

Refusal by receiver woman; and

Death of receiver woman.

=A =4 =4 =4
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B. According to Payment Agency:

T
T
T

Pakistan Post
Smart Cards
Mobile Phone Banking

C. According to Accessibility:

T
T
T
T

Near BISP regional/divisional office town or remotely located
Near district head quter town or remotely located

Road network main road, village road, rough track, no road
Availability of public transport easily available or otherwise

D. Urban/ Peri-urban/ Rural area and Population:

=A =4 =8 =8 =9

High density urban centre
City centre or perurban area
Small town

Village

Scattered population

E. According to Geographical Characteristics of the area:

1
)l
)l

Mountainous, plains, desert, coastal
Irrigated, nonAirrigated
Agricultural, nonagricultural

F. According to means of lodging payment complaint:

E R N

1.3  Approach and Methodology for Assessment of a Grievance Cases

Sectionl
Introduction

By visit to Tehsil/ Divisional/ Regional/ Provincial/ Head Office of BISP

By visit to Payment Agency

By telephone

By Letter

Through email/ internet
Through elected representatives
Through Ombudsmen

Through BISP Case Management System after it completes its Hase @mnd

becomes operational.

During meetings held with the relevant BISP officials, five broad categories of grievance
cases (were agreed to be analysed and reported on in the first gliiréeassignment.

These categories are:

i. Eligibility Appeals: Appeals to include those from an ineligible beneficiary regarding
eligibility, incomplete forms, declined interviews, Missed out/Excluded households, Re
interviews.

ii. CNIC: CNIC update, duplicate CNIC, Token etc.

iii. Update: Change of name/gender/address etc.

iv. General: General complaints about negligence, mistreatment and corruption.

5 ]x]
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v. Others: These complaints include ineligibility complaints requesting to declare an
eligible bereficiary to ineligible beneficiary (inclusion errors) other nature of
complaints.

1.3.1 Development of Case Studies

Detailed case histories were developed by interviewing the beneficiary/complainant and
concerned stakeholders to explore the causegrieffances and the routes followed for
redressal, as well as outcomes. By adopting this methodology, complaints/grievances were
tracked, case studies were developed and suggestions were made to improve efficiency,
transparency and further facilitation betBISP beneficiary.

Issues were explored at different levels, with beneficiaries/potential beneficiaries and with
relevant staff at BISP and other Partner Organisations.

1.3.2 Interviews at beneficiary level

A checklist and a questionnaire wesveloped to interview aggrieved beneficiaries. The
following areas were explored in detail;

Information of PSC survey: Was the PSC survey conducted and how was it administered.

Perception of BISP:What is the perception of the beneficiary about BiisBeneral and the
safety net programme in particular.

Communication received and understanding of grievanceAnticipated communications
received, understood and appropriately acted upon by the potential beneficiaries. How the
beneficiary/aggrieved penso obtained information and the knowledge to register a
complaint/grievance.

How the grievance emergedWhat kind of grievances emerged and how did the potential
beneficiary proceed. What were the reasons and circumstances behind the emergence of a
complant/grievance?

What was the response by BISP staff at different levels:When was the
complaint/grievance registered at any level, and what was the response by the complaint
handling officer? What treatment did they receive and was it timely, appropriate, and
satisfactory?

Awareness of Rights:Was a beneficiary/complainant ave of her rights to register a
complaint/grievance on or before registering a complaint?

133 I nterviews at BI SP and other stakehol der ds | ¢
A checklist and questionnaire was developed for officials and staff at the BISP level (at
various tiers) teevaluate the system, suggest improvements and remove systemic constraints,
if any. The lines of investigation included the following;

What was the first response when complaint receivedResponse at the first stage of

complaint registration is very imp@nt and filters a number of issues, if handled as per a set
of SOPs.

‘ G HK ’ GHK Consulting Ltd. n
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1.4

How was it processed and tracked:The process of handling, registering, processing,
tracking and resolving grievances was evaluated.

Systemic constraints addressedSystemic constiats, if any, in grievance redressal were
assessed, where are they, and how were they being approached currently.

Challenges and enabling factors, if anyBesides system constraints, specific challenges and
enabling mechanisms were also identified.

Sampling and Selection of Cases

In the light of the existing manual system G@®S), the overall approach to sampling and
selection of case studies was to give priority to those complainants who belong to the rural
population, less developed, remote and inaccessible areas. This wasebagban
populations and those who live close to BISP offices were assumed to have better access to
follow and pursue their complaints and they also have access to national and mainstream
media channels more frequently. Similarly, it was assumed thatahtise beneficiaries do

not have access to email, internet or even to postal services. The gender of the complainant
was also kept in mind while reporting these case studies because of the assumption that the
female members of rural/poor beneficiamiilies would avoid interacting directly with
outsiders, especially when complaints have to be lodged.

The approach followed by the Payment cases was mirrored broadly in determining the
sample, using population, access (rural, urban, geographical easiagtc), and ensuring
coverage of all BISP divisions as guiding principles. The sample was further broken down on
the basis of the nature of the grievance.

‘ G HK ’ GHK Consulting Ltd. n
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2. Payment Case Studies
2.1  Key Findings- Payments
2.1.1 Sampling andCoverage of BISP Divisional Offices

During the first quarter, 180 payment case studies were prepared based on the sampling
principles described in the section above. The distribution of Payment Case Studies is shown

in Table 21.
Table 21. Region wiseDistribution of Payment Cases Quarter 1
PROVINCE/ REGION Payment Cases
AJK 15
GB 9
KPK 48
Upper Punjab 18
Baluchistan 33
Southern Punjab 27
Sindh 30
Total Payment Case Studies 180

The intent was$o cover BISP divisional offices in all provinces/ regions in such a way that we
are able to cover all divisional offices during the four quarters of the assignment. However, as
shown inTable 22 we were able to cover almost 81% of Digisional Officesin Pakistann

the first quarter alone.

Table 2-2: Coverage of BISP Divisional Offices for Payment CaseQuarter 1

Province/Region Total BISP_ Divisional BIS_P Divisional %
Offices Offices Covered
Punjab Cluster A 5 5 100
Punjab Cluster B 8 6 75
Sindh 5 2 40
KPK 8 6 75
Balochistan 6 6 100
AJK 3 3 100
GB 2 2 100
Total 37 30 81

Source: TPE Survey and analysis by GHK.

The major categories of Payment complaints are-Rayment or Delayed Payments and

Partial Payments (amount deducted from the maneyd er as Obakhsheeshd) .
in this quarter was 79% cases covering-pagment or delayed payments and 21% covering

partial payments.

2.2  How were Payment Complaints triggered?
Generally Payment Complaints are triggered by beneficiaries velve some reason to

suspect that they have not received their cash transfers. These complaints arise because other
women in the same localityegetting their cash transfers.

‘ G HK ‘ GHK Consulting Ltd.
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2.3

In many cases, beneficiaries were not aware that they have become eligdashfaransfer
because they did not receive an eligibility letter from BISP, and so a number of their initial
instaiments were misappropriated.

Beneficiaries who received their eligibility letters start to wait impatiently for their cash
transfers (moneyrders through Pakistan Post). After waiting for some, when there is an
abnormal delay then they file a Payment Complaint.

This was observed across Pakistan and in the following payment cases, Payment Complaints
were filed regarding initial instalmentsofge with eligibility lettersi but most without
letters):

1 Punjab Cluster A: 4 Payment Cases;

9 Punjab Cluster B: 6 Payment Cds€ase No. 9 (5 MOs); 10 (5 MOs); 13 (11 MOs); 17
(Rs.31,000); 20 (8 MOs); 26 (Rs.20,000);

1 KPK: 15 Payment Casé@sCase No. 2 (6/10s); 4 (6 MOs); 9 (4 MOs); 10 (5 MOs); 11
(5 MOs); 12 (6 MOs); 13 (5 MOs); 15 (4 MOs); 16 (4 MOs); 19 (5 MOs); 20 (6 MOs); 23
(5 MOs); 33 (4 MOs); 39 (6 MOs); 42 (5 MOs);

1 Sindh: 6 Payment CaségCase No. 11 (8 MOs); 13 (3 MOs); 18 (4 MOs); 24 (2 MOs);
25 (10 MOs); 28 (4 MOs);

i Baluchistan: 8 Payment Cases; and

1 GB: 5 Payment Cases.

Many beneficiaries were receiving their cash transfers regularly and then there was a gap for
some months which compelled them to think that there is some problem and ttettdbkely
file a complaint.

Based on PSC Survey and their PMT scores, many beneficiaries of Phase | became ineligible
for Phase Il. As they were not informed by BISP about their becoming ineligible, so they
simply filed a complaint saying that their paymenbeing misappropriated by the postman.

How does the beneficiary find that there is some problem of Payments?

A beneficiary usually finds that there is an issue of-payment, after someone checks her
Payment Detail on BISP website and finds tte@ta number of money orders have been
shown as generated in her name and delivered to her, though she has not received these; and
(b) the amount on a certain money order as shown on her Payment Detail is different from
what she has actually received.

Many beneficiaries do not have access to computers and therefore monitoring visits by BISP
staff are very helpful. Beneficiaries come to know about what amounts are shown in money
orders that should have been delivered. They compare this with what berefitiave
actually received and find out whether (a) they have received all money orders; and (b) they
have received total amount shown in the money orders.

2.3.1 Recommendations

9 BISP should ensure that:

o eligibility letters by BISP have actually been gelied to the beneficiaries.
0 letters regarding discrepancy are delivered to the beneficiaries (so that they can get
their discrepancies removed).

‘ G HK ’ GHK Consulting Ltd.
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o0 beneficiaries of Phase | are informed about their eligibility or otherwise so that they
know whether to expececeiving their cash payments. This will avoid a number of
un-necessary complaints.

T BI SP should ensure that fRecei ver Women Gu
order to f aciahnextG3t eoft hBelns PA SEunbr ol me n't and F
provides the required information along with all necessary forms such as complaint form,
information update form, etc. This also provides her the information about why and how
to file a complaint.

1 There might be many cases where misappropriation continues until finally checked from
the Payment Detail. Women who are not aware of their beneficiary status may not lodge
a complaint at all. The fact the beneficiaries need to guess their eligibilitpeymdent
status in comparison with their neighbours implies that individual complaints can take a
long time to be triggered and get resolved.

1 The possibility of any misappropriation is minimized, in case the beneficiary knows when
and what she will receiveBISP should ensure that the beneficiary is informed through
BISP eligibility letter about the first instalment (expected amount & month) that she will
receive.

1 The list of beneficiaries for whom money orders have been generated needs to be
displayed athe relevant BISP Offices and the relevant post offices. These should show
the name of beneficiary, and, amount and serial number of money order.

2.4 Where were Payment Complaints filed?

It was observed that BISP beneficiaries can and have filed thairgmarelated complaints at
a number of offices such as:

1 BISP HQ; BISP Provincial/ Regional Offices; BISP Divisional Office; BISP Tehsil
Office; and/ or BISP Field Staff visiting the beneficiary on a monitoring visit.

DG Pakistan Post; PMG Office; DPMG f@k; District GPO; and other Post Offices.

Others such as President of Pakistan; Prime Minister of Pakistan; High Courts; District
and Sessions Court; Civil Court; Ombudsman; FIA; Police

T
T

Figure 21 shows the overall position where the 180 payment comiplabvered in Q1 were

filed. More than 76% complaintdl%+62%+13%=76%)vere filed with BISP Officeqd of

these 13% were filed with BISP staff visitin
payments. Beneficiaries consider BISP to be their hase,kand they are comfortable here.

17% of Payment Complaints were filed with different offices of Pakistan (@88t DG
Pakistan and 13% Pakistan Post officeisil were processed and decided by Pakistan Post.
However, BISP office was not informed aboue tfling, processing, enquiry or results of
these payment complaints filed at different offices of Pakistan Post.

About 7% were filed at other places (President, Prime Minister, Courts, Police, FIA,
Ombudsman, etc.)
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Targeting Process Evaluation for Section 2
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Figure 2-1: Where was PaymeniComplaints Filed (Pakistan)
= Others, 7%

= PP Offices, 13%

= DG PP, 4%-

= BISP Field, 13% N = BISP DO/TO,

_ 62%
mBISP TO m=BISP Field =BISP HQ =DG PP = PP Offices = Others

The different provincial/ regional patterns of filing are apparent from the follofiuge
(Figure 22). The graph shows the number of cases filed by offices by province/region. In
KPK almostall complaints were filed

Figure 2-2: Where Were Payment Complaints Filed (Pakistan)
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20
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| . B
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EBISP TO EBISP Field @BISP HQ ®DG PP PP Offices ®Others

Distance appears to be a major reason why complaints are filed at a certain office.

BISP Divisional Office Zhob is located at Loralai which is 211 Kms from Barkbem and

it is difficult for the beneficiaries to go there for filing complaints. However, BISP Field
Supervisor is easily accessible as he is available at Madina Stationery Store in Barkhan town
and so the beneficiaries can contact him and submit tbheplaints. This facilitates the
beneficiaries as the long travel to and from Loralai is avoided.

Dureji is another distant area which is about 280 km from BISP Divisional Office Kalat
located at Uthal and as there is no office nearby where the beneficizan file their
complaints. In this case they have to pool money for sending someone to the Divisional
Office for filing their complaints and following up a complaint by visit is almost impossible.
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24.1

2.5

In many cases, BISP Field Supervisors-tdsick the paments to beneficiaries and where
required collect the complaints from the be
Punjab, KPK and AJK.

Recommendations

1 The level of understanding about BISP complaints redressal system (among beneficiaries)
is very low. They lack the knowledge about where to file the complaint, but indirectly this
helps them because wherever they file their complaint (according to their convenience) it
is usually forwarded to Pakistan Post for processing and conducting arryefajui
redressal of their grievance.

9 To address this, it is necessary to create awareness among beneficiaries by delivery of
Receiver Women Guidelines.

1 It is also necessary that BISP staff guide the beneficiaries and help them in filing their
payment corplaints so that they may not have to go to other offices to file their
complaint.

1 In order to avoid unnecessary duplication, there should be a standard procedure for all
payment related complaints.

1 It should be clearly stated that which level of BISPaaffshould forward the complaint to
which level of Pakistan Post.

1 Similarly the recipients of copies of complaint should also be prescribed.

Was Payment Complaint forwarded to Pakistan Post?

A Payment Complaint can only be addressed if it is forwarded to the relevant office of
Pakistan Post for processing, enquiry and redressal. In case of complaints filed directly by the
complainant with some office of Pakistan Post, these are properly pedcasd enquiry
conducted so that the complaint may be resolved.

The following Figure Figure 23) shows whether complaint filed were forwarded to Pakistan
Post for processing or not.

Figure 2-3: Were Payment Complaints forwarded to Pakistan PosfPakistan)

= Not Forwarded,
26%

Filed directly
PP, 16%

= Forwarded
Formally, 49%

u Forwarded

Informally, 1Q%
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It was observed that 49% complaints were forwarded formally 9P Bdffices to Pakistan
Post while 16% were directly filed by the complainant with Pakistan Post.

A number of complaints were n@irmally forwarded to Pakistan Post. 10% weliscussed
verbally with post office employees for redressal, and there was no action on 26%. In the
absence of an enquiry, obviously the case will not be resolved and the beneficiary will be
unable to get the amount that she claims to have been misdpprapr

The provincial/ regional position of forwarding cases to Pakistan Post is shdwguie 24
below.

Figure 2-4: Were Payment Complaints forwarded to Pakistan Post (Provincial/

Regional)
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The 10% cases (18 cases) forwarded informally werdéraih KPK. In these cases BISP
maintains that these were forwarded to Pakistan Post for enquiry but Pakistan Post denies that
these cases were received from BISP. Later during discussion it came out that these cases
were simply discussed by BISP staff withstal employees and were not forwarded and so no
action has been taken by Pakistan Post.

About 26% payment cases were not forwarded by BISP to Pakistan Post for various reasons.
The reasons have been analyzed and shown in the folléugoge 25.

Figure 25: Reasons for not forwarding Payment Complaints to Pakistan Post (Pakistan)

= Dealt by BISP
staff, 13%

= Other Reason
35%

= Discussed

MO Not Verbally, 46%

Generated
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The reason for not forwarding cases to Pakistan Post by provincial/ regional distribution is
shown inFigure 26 below.

Figure 2-6: Reasons why Complaints were not forwarded to PakistaRost (Provincial/

Regional)
16
14
12
10
8
6
4
2 : B
0
Punjab A Punjab B Slndh KP Baloch
u Dealt by BISP staff@ Discussed Verballys MO Not Generateda Other Reasonst No Action

Of the 26% that were not forwarded to Pakistan Post, 46% (21 payment complaints) were
discussed for resolution / appropriate action by BISP staff with postal staflegghone or
through a visit to the post office. These cases were mainly in KPK and Balochistan.

In 7% cases (3 payment complaintthese were from GB) complaint were not forwarded
because the money orders were not even generated by BISP and so thevequestion of
nontpayment by the postman.

Another 13% (6 payment complairit® from Punjab and 4 from AJK) were dealt directly by

the BISP staff whaalled the concerned postman and threatened him with dire consequences
in case he does not repay the misappropriated amount. In these cases political workers and
notables helped BISP and complainant in recovering misappropriated amounts from the
postmen.

16 payment cases were not forwarded due to the following reasons.

1 Nine cases were not forwarded (mainly in some districts of Baluchistan) as BISP staff
considered that there was no use of forwarding payment cases as the earlier referred
cases were not retved.

1 One case from Punjab was not sent because the complainant received the amount before
the complaint could be forwarded for redressal. Another complaint from Punjab was lost
in BISP office and so could not be sent, while 3 cases were not forwardad fro
Khanewal District as BISP staff did not know where to forward the payment case for
redressal.

1 In G-B region one complaint was not forwarded as BISP Office was waiting for
Waseelee-Haq cheque distribution while another was not forwarded because
benefica y 6s web site was bl ocked, waiting for
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Targeting Process Evaluation for Section 2
Cluster: A& B Payment Case Studie

2.5.1 Recommendations:

2.6

1 Procedure for sending the Complaint to Pakistan Post for investigation and redressal

must be followed for each payment compldirgven if the earlier@mplaints have not

been addressed.

The informal redressal of complaints provides an immediate fix to the individual
complainant but does not promote improved governance within Pakistan Post.

The case of noredressal of earlier complaints by Pakistan Bbsuld be referred to
higher authorities of BISP so that they can take it up with the higher authorities of
Pakistan Post.

To avoid unnecessary duplication and increase in workload, it should be clearly stated
that which level of BISP office should forwatide complaint to which level of Pakistan
Post. Similarly the recipients of copies should also be clearly stated. This should be
adopted as a standard practice in all payment related complaints.

Was an Enquiry conducted by Pakistan Post?

The followingFigure 27 shows that a formal enquiry was conducted by Pakistan Post in 84%
of the payment complaints forwarded to Pakistan Post by BISP or filed directly with some
office of Pakistan Post.

Figure 2-7: Enquiry of Complaints by Pakistan Post(Pakistan)

No Enquiry, 11%

= Enquiry Held,
84%

The provincial/ regional position of Enquiries of Payment Complaints by Pakistan Post is
shown inFigure 28 below.
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2.7

Figure 2-8: Enquiry Conducted by Pakistan Post (Provincial/ Regional)
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Enquiry could not be held in 13 cases duditferent reasons as given below:

=a = = =4

KPK; Received money in two cases before a formal enquiry could be conducted;

Joint Enquiry could not be held due to renrailability of BISP staff in 2 cases of KPK

and 2 of Balochistan;

Pb Cluster B: One complaint is pitng and enquiry is still to be conducted,;

KPK: In one case of Swat, Pakistan Post did not conduct a formal enquiry but only
provided the MO receipt;

G-B: One case of Skardu could not be enquired because the complainant was not selected
as a beneficiarydr Phase Il based on PSC Scorecard survey; In two cases of Gilgit,
Pakistan Post did not conduct an enquiry;

Pb A: In a joint complaint filed by many complainants of Faisalabad, Pakistan Post
requested BISP for provision of copies of CNIC of the complamnathese were not
collected by BISP and provided to Pakistan Post;

KPK: Enquiry was not required in one case of D.l.Khan because the MO had not been
generated.

Result of the Official Enquiry:

The result of enquiry conducted by Pakistan Post is showhe following figure Figure 2
9). Most of the cases were decided based on a statement of the complainant given before the
enquiry team. The statement is signed (or has a thumb impression) and bears witnesses.
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Figure 2-9: Result of Enquiry by Pakistan Post (Overall)

= Misappropriate
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The overall results of enquiry show that 71% of complaints were decided/ finalized (or in
many cases filed) on the basis of compl ainan
7% enquiries, misappropriation was proved enichany cases, appropriate action taken.

Result of 11% enquiries showed that the money orders that were subject to the enquiry were

not even generated by BISP while 12% showed that these were returned back to BISP as
undelivered. The claim of misappropitan by the postman in these 23% cases was therefore
rejected. Spendingume cessary time and effort of BISP a
avoided in case the Payment Detail was seen by BISP staff before accepting the complaint or
before forwarding ito Pakistan Post for Enquiry.

The results of enquiries by Pakistan Post in Payment Complaints have been shown according
to Provincial/ Regional basis Figure2-10.

Figure 2-10: Result of Enquiry by Pakistan Post (Provincial/ Regional)
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