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Ref : J40252714/ BI SP A/ May/ 2013
1*May, 2013
Director Beneficiaries Services
Benazir Income Support Programme
F Block Pak Secretariat,
Islamabad, Pakistan.

DearMr. Naveed Akbar

Subject: Fourth Post Survey Activities Reporti BISP Targeting Process Evaluation (Cluster A)

We arepleased to submit our seventh deliverable for Cluster A, our FourtiSRosty Activities Report for the
Targeting Process Evaluation (TPE). In accordance with our contract, the Report includes 180 case studies (90
on payment cases and 90 on other grieea)y based on our detailed investigation of key issues which resulted

in grievances/complaints on the part of beneficiaries and potential beneficiaries. The Report also includes our
observations of data entry at two data entry centres, as per the reqmigserfithe Contract

This report presents findings from the last period of observations undertaken by the TPE. It represents a period
where the BDC cards have been in use for some time, and systems such as the CMS are fully operational.
Importantly, itdemonstrates the evolution of BISP from a-@MS, largely postal mode of delivery, to a far

more technology based operational mode. The case studies at this point highlight significant improvements in
delivery overall, but also gaps which have persist@dd which may require some adaptations in both
technologies and rules of business, to enhance efficiency and effectiveness.

In order to ensure BISP derives optimum value from the detailed case studies, we propose to share the key
findings and recommentians emerging from these cases, as well as the overall trends observed across the span
of this assignment at the End of Project Workshop scheduled for May 7, 2013. The key findings will be
reflected in the Project Completion Report.

We are grateful fothe support provided by BISP in enabling our access to information, which has allowed us
the opportunity to thoroughly document the cases through the course of the TPE.

We are also taking the opportunity of separately submitting our Invoice in ordxpéalite processing and
ensure the project closes smoothly.

If you should require any other information, please do not hesitate to contact me on khatib.alam@ghkint.com or
the GHK TL, Mehreen Hosain or the GHK DTL, Muhammad Tariq.

Yours sincerely,
Forand on behalf of GHK Consulting Ltd.

Khatib Alam

Consulting Director

GHK Consulting Ltd.

E-mail: Khatib.Alam@ghkint.com

Clerkenwell house = 67 Clerkenwell Road = London ECI1R 5BL, United Kingdom = +44 (0) 20 7611 1100 = +44 (0) 20 3368 6900 fax = icfi.com = ghkint.com
Company Registration No. 0043567, GHK Censulting Limited is a subsidiary of GHK Holdings Limited.






Targeting Process Evaluation for
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K)

Section 1
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Payment Case Studies
Punjab

Samia Kousar Wi/O Muhammad Rafique
Naila Tabasum D/O Mirza Jahangir
Farzana Bibi W/O Tasawwur Abbas
Yasmeen Kousar W/O Muhammad Aslam
Tasleem Akhtar W/O Alivar Khan
Shamim Akhtar W/O Muhammad Tahir
Shahida Bibi W/O Muhammad Ashraf
Shabnam Amanat W/O Amanat Ali
Samina Bibi W/O Saif Ullah

Khalida Bibi W/O Shamoon

Kousar Bibi W/O Nazir Ahmed

ljlaz Begum W/O Muhammad Aslam
Gulshan Shaheen W/O Sher Bahadar
Asmat Tahira Wi/O Muhammad Asif
Hameeda Bibi W/O Khadam Hussain
Surayya Bibi W/O Naseer Ahmad
Ameeran Bibi W/O Ahmad Khan

Yasmin Bibi W/O Amanat Ali

KPK

ShaheeW/O Shamsul Hadi

Noor Jehan W/O Peer Dad

Sahibano Bibi W/O Sawab Gul

Sitara Bibi W/O Dilbar

Bibi Shah Khan W/O Tariq Shah

Noom Zada Wi/O Habib ur Rehman
DanaBibi W/O Islam Khan

Asal Bibi (BISP Hussan Bano) W/O Rais Khan
Baigam W/O Akbar Khan

Zarsheeda Bibi W/O Fazal Jahan

Mur sheda W/O Chishti Gul

Saeeda Bibi W/O Nor Rahaman

Nazia Hassan (CNIC Naz begum) W/O Ali Raza
Mueen Taj W/O Tajamul Hussain

Nabia Saeed W/O Saeed ur Rehman
Fozia bibi W/O Alamzeb

Ismail Bibi W/O Ibrahim

Bacha hayeWi/O Mohammad Aleem Khan
Basmina W/O Mohammad Khan

Shirin Baha W/O Bakhti Zaman

Jehan sultan W/O Shah Nawaz Khan
Hakim Bibi Wi/O Amir Nawab

Shafgufta W/O Majeed

Bakhtsheeda W/O Bakht Nazar
GulshanBibi Wi/O Muzafer Khan
Qashgarai W/O Haq Nawaz Khan

Amina W/O Gull Faraz khan

‘ G HK ’ GHK Consulting Ltd.
J40252714
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Targeting Process Evaluation for
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K)
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Bacha Naseeba W/O Naik Mohammad Khan

BakhtSultana W/O Mohammad Karim
Gull Naz Wi/O Muhammad Sadiq
Raheema Bibi W/O Mumkin Khan
Wasilat W/O Fakhar ud din

Zubaida Bibi W/O Muhammad Yousaf
Wilayat Jan W/O Zariad

Sultan Bibi Wi/O Abdullah Khan

Allah Wasai W/O Manzoor Hussain
Samina W/O Riaz khan

Taslima Bibi W/O Zarif khan

Dolata W/O Ayub Khan

Khalida W/O Dildar Ahmad

Manra Begum W/O Asfandyar

Rabia Bibi W/O Gul Nawab

Zeba Bibi Wi/O Mateen Khan

Amna W/O Gul Sher

Durrani Bibi W/O Pir Ghulam

Soorat Meva W/O Sher Jan

Nasrat Bibi W/O Amrez khan

Khan khela W/O Shamsul gamar

GB

Zahra D/O Akbar Ali

Rogia W/O Ali Haidar

Bilgees W/O Muhammad Hassan
Nasreen Wi/O FarmaAili

Bano W/O Essa

Begum W/O Muhammad Ayub
Janu W/O Ali Musa

Shabnum Wi/O Aabideen

Zarina Wi/O Abdul Hameed

AJK

Perveen Akhter W/O Muhammad Arshad
Asia W/O Nazumdin

Safina Akhter W/O Muhammad Riaz
Shazia W/O Muhammad Iftikhar Ahmad
Nagina Bibi W/O Muhamad Ishaq

Farida W/O Bakhtayar Ahmad

Aisha BibiD/O Mirza Khan

Qasam Jan W/O Abdur Rehman
Zainabe Bibi W/O Muhammad Rasheed
Roobina Bibi W/O Farooq Hussain
Naseem Akhter W/O Muhammad Rafique
Perveen Akhter W/O Muhammddhriq

Lal jan W/O Muhammad Sardar Khan
Fazal Bibi W/O Charaga

Nazra Bibi Wi/O Muhamad Shah
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Grievance Case Studies

Punjab

Aasira Bibi D/O Walait Khan

Ghulam Bi Wi/O Late Najeeb Khan
Ghulam Rugia W/O Muhammad Fiaz
Hameeda Bibi W/O Hakim Ali
Kalsoom Bibi W/O Syed Mubashar Hussain
Khalida Bibi W/O Basharat Ali

Mehtab Bibi W/O Muhammad Hussain
Mina Bibi W/O Muhammad Mushtaq
Najma Bibi W/O Muhammad Rafique
Naseem AkhtayV/O Ghulam Murtaza
Nusrat Naseer W/O Naseer Ahmad
Parwasha Abid W/O Abid Rehman
Rubina W/O Allah Wasaya

Shamim Bibi W/O Akbar Masih
Tasleem Akhtar W/O Ghulam Abbas
Kaniz Bibi W/O Abdul Sattar

Tanzila Kausar W/O Aurangzeb
Zahira Bibi W/O Muhammad Naseer

KPK

IsrajaW/OSubhan Ullah

Gul Ihtiara W/O Ihtiar Gul

Salma W/O Israr Ullah

Parveen Bibi W/O Mast Ali khan
Rahida (BISP Zahida) W/O Sir Taj Khan
Dolat bibi W/O Gohar zaman

Sajida W/O Mohammad Shahid Igbal
Niaz Haram W/O Mugadas Ullah
Nihara W/O Suhrab Khan

Mairaj Begum W/O Sahib Rehman
Rameem Bibi W/O Khalid Igbal
Afsana W/OAfzal Khan

Baghono (BISP Bagh Bibi) W/O Qadir Khan
Nagin W/O Bakht Raj

Lubna W/O Iftikhar Ali

Noor Jehan W/O Naseeb Zar

Zakia Bibi W/O Mohammad Yousaf
Khanam Jan W/O Abdul Hameed
Bibi Ajira W/O Malook

Zaitun W/O Shah Jehan

Shamsi Jehan Wi/O Taj Parveen
Sakina W/O Musa Khan

Nafeesa Altaf D/O Mohammad Altaf
Janana Bibi W/O Taj Ali Khan
Ambiya W/O Painda Khan

Nodia W/O Nazir Ahmad

Bahahi noor (CNIC Badsha Noor) Wi/O Madagat Shah
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Jehan Begum W/O Mujeeb ur Rehman
Balgees Akhtar W/O Zafrullah

Taju Bibi Wi/O Nabi khan

Momal Bibi W/O Muhammad Bashir
Bakhmal Bibi W/O Gul Karam Khan
Dilshad Bibi W/O Khan Zaman
Jamshed Begam W/O Muhammiaarooq
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Feroze W/O Muhammad Yageen
Marzia Batool W/O Ali Muhammad
Mahindyar W/O Ali Muhammad
Khati Wi/O Ibrahim

Bibi Hoor W/O Qamar Jan

Gul Shubnum W/O Jamrose Khan
Bano W/O Malik Shah
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Salma Kouser W/O Naveed Ayuob

Shala Kouser W/O Amdad Husain Shah
NasreerAkhter W/O Muhammad Jameel
Shamim Bibi W/O Muhammad Shafi
Rafina W/O Shafi
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Shabana W/O Muhammad Ejaz
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Khursheed Begum W/O Mirza Shifat Baig
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Targeting ProcesEvaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjai01
Payment Case Study Number P-Q4-Upper PunjatD1

Nature of Case Non Payment due to blocked Pin Code (due to retries)
Complainant/ Beneficiary Samia Kousar

Widow of: Muhammad Rafique

Complainant, if not beneficiary herse

Address Borra Jungle, Chak Akka,Tehsil Dina, District Jhelum
CNIC Number 3730154798708

PSCform number 17190738

Date Study Completed 30" November 2012

1. Receiver Woman/ Complainantds Profile and |

Samia Kousar w/dluhammad Rafiqués a 38 years old illiterate widow living iBorra Jungle,

Chak Akka Tehsil Dina, District Jhelur&he is a mother of seven daughters and one son; all of
them are school going. She works as a maid at nearby houses and earn about Rs.3, 000 per month.
Sometime her ihaws financially support her.

She lives in a joint family system in a 4 Marla pacoade. The house comprises three (3) rooms,
one wash room and an Booprerna kJiutncghl eehere sfibHass hiadokckaal 0i t
well developed infrastructure with good sewerage system.

2. Receiver Woman / Compl ainantdéds Relationshi |

She wa declared a potential BISP beneficiary after the Poverty Score Card (PSC) survey
conducted in November 2010. She doesndt know e
had been selected for the BISP cash grant in phaBéSP survey team, who visitd Zai t oond s
house, filled a PSC survey form of her household and issued her a survey receipt for future
reference. She came to know about BISP through her mother in law.

During an interview with t IifegetBBISPRash ghi | wille a m, s
spend it on household experseSh e consi ders Pakistan Peopl ebs
BISP that has been started to help poor and needy people. From February 2011 to Jshe 2012
received her BISP instalments of Rs.22,@Bfbugh Pakistan Post. Her mother in law Fazal

Begum is also a BISP potential beneficiary.

3. How did the Complaint Emerge?

Samia Kousar informed that, after getting her BDC on 02 October 2012 from BDC Centre, Tehsil
Office, she went to the UBL Omni Shap City Dina on the same day with her mother in law.

At UBL Omni Shop, when the shopkeeper opened sealed PIN Code slip, he noticed and later
informed her thaher BDC Pin Code is blocked due to retri8amia Kousar mentioned that the
shopkeeper tried toelfp her by entering the combination of PIN code but it could not be verified.

After several attempts, he informed her that the PIN Code is incorrect and that she need to get it
replaced from BDC Collection Centre, BISP Tehsil Office, Dina. The shopkeeped@d her a

slip of swap machine which stated, AiPin Code e
to get a new PIN code.

G/H K| #
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Targeting ProcesEvaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjai01

4. Processing of the Case
4 A Provider Version

UBL Counter at BDC Centre, Tehsil Dina verbally received her complaint on October 02,
2012. They informed her that thepuld not help her in this regard and advised her to go to
the Assistant Director BISP, who would be able to resolve this issue. BlSiBtaks
Director verbally asked from the Bank Staff about the resolution of her problem but they
mentioned that they were not allowed to keep complaint with them as per instruction of their
higher Management. However she could contact UBL Helpline or pem&BL employee

for the resolution of her complaint. The Assistant Director told her about the procedure
advised by the bank staff. Samia Kousar tried many times to contact UBL Helpline but her
attempts failed.

She revisited BISP Tehsil Office on Noveern 15, 2012 and tried to register her complaint.
This time BISP Assistant Director registered her complaint on excel sheet by giving
complaint serial number 02 to the complaint. Her complaint is still pending at BISP Tehsil
Office, who did not send it tany payment agency for enquiry/resolution.

4 B Client Version

From UBL Omni Shop, she went to BISP Tehsil Office and went to the bank counter for
resolution of her problem. The bank staff informed her that they could not help her in this
regard and advexl her to go to the Assistant Director BISP, who would be able to resolve
this issue.

Samia Kousar visited BISP Tehsil Office twice, both times she went to register her
complaint on foot by covering a distance of 0.5 KM. She was unsatisfied with the dae¢havi

of BDC staff and not happy with the complaint resolution process.

She considers that Pakistan Post is the most suitable option for the delivery of cash grant
instalments at her door step. She was not happy and satisfied with the delivery of cash grant
through BDC as she has not received any instalment through BDC despite her pending
complaint since last more than four monthise $ still hopeful to get her BISP cash grant;
however she was also worried whether she contacted the right office for helaichm
resolution? Or does she need to go to some other office to get her cash grant?

5. What We Learned?

1 Her complaint is still pending at BISP Tehsil Office and the Office does not know the
possible solution of this complaint.
1 BISP Instalment of Rs.3,000f Samia Kousar has been generated to be received through
BDC but due to APin Code Exhaustedo she is ui
1 The beneficiary did not receive complaint acknowledgement/ reference number from the
BISP Tehsil Office.
1 BDC complainants are stréigaway sent to the bank counter, however, at bank counter the
staff shows their inability to help complainants for the resolution of their complaints.

6. Recommendations

1 The awareness and understanding level of the beneficiaries should be considered and
technology for the illiterate beneficiaries should be used with utmost care

G/H K| ﬂ
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Targeting ProcesEvaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjai01

1 BISP Tehsil Office should be provided a mechanism for handling and processing of the BDC
related complaints coupled with staff training on dealing with BDC related complaints.

1 Bank Counter should come up with efficient complaint redressal system compatible with
BISP Case Management System for timely resolution of BDC related complaints.

1 BISP should enhance CMS capabilities to address BDC/ payment related complaints.

G/H K| ﬂ
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKA, FATA, GB & AJ&K) P-Q4-Upper PunjakD2
Payment Case Study Number P-Q4-Upper PunjakD2

Nature of Case Non Payment due to blocked Pin Code (due to retries)
Complainant/ Beneficiary Naila Tabasum

Daughter of: Mirza Jahangir

Complainant, if not beneficiary herse

Address Mughalabad, Tehsil & District Jhelum

CNIC Number 3730124219922

PSC form number 17193495

Date Study Completed 30" November 2012

1. Receiver Woman/ Complainantés Profile and

Naila Tabasum D/O Mirza Jahangir is a 28 years old BISP beneficiary living in Mughalabad,

Tehsil & District Jhelum. She left her studies after completifigclss. She has two daughters;

three and two years old respectively and a five years old son. None of her children goes to school.
After her di vor ce, she shiftedmdneeychandworksaas her 6 s
a labourer. His monthly income is about Rs.4,500.

She lives in a five Marla semi pacca house. The house comprises three rooms and an open
kitchen. ™Mb ¢ h b bwhbrl §hé lives i deprived of basic infrastructure asmah e
not having proper drainage system.

2. Receiver Woman / Complainantds Rel ationshi

Naila Tabasum was declared potential BISP beneficiary after the Poverty Score Card (PSC)

survey conducted in November 20 1lHity critfiaeandd o e s nd
how she had been selected for the BISP cash grant in-ph&8P survey team, who visited
Naila Tabasumds house, filled a PSC survey for

for future reference. She came to know abo@Mmthrough her neighbours. During an interview

with the BISP TPE IitlgeaBhSP casgrantgl wid spend it dn Ihaugehold fi
expense&s. She considers Pakistan Peoplebds Party (F
help poor anaheedy people.

Naila Tabasum received her BISP instalments orders of Rs.25,000 till September 2012 through
Pakistan Post.

3. How did the Complaint Emerge?

Naila Tabasum informed after getting her BDCs on 11 October 2012 from BDC Centre, Tehsil
Office, Dinashe with her mother went to UBL ATM on October 12, 2012 for cash withdrawal.

Her BDC di dnot wor ked at the ATM although she
mother who is also a BISP beneficiary successfully received her BISP cash grant thféigh A

After failure at UBL ATM, she with her mother went to the UBL Omni Shop for receiving her

cash grant. At UBL Omni Shop, when the shopkeeper tried her BDC and PIN Code, he noticed

card deactivation due to PIN Code retries. The shopkeeper provideddtiprad PIN Code
ORetries Exhaustedd and asked her to get new P
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKA, FATA, GB & AJ&K) P-Q4-Upper PunjakD2

4. Processing of the Case
4AProvi derso6 Ver si on

UBL Counter at BDC Centre, Tehsil Dina received complaint of Naila Tabasum on October
12, 2012. They forwarded this complaintAssistant Director (ADBISP Tehsil Office and
informed the beneficiary that Bardould not help her, only BISP AD would be able to
resolve this issue. AD verbally asked from the Bank Staff about the resolution of her problem
but they informed that they are not allowed to keep complaints with them as per instruction of
their Higher Mangement and that the complainant could contact UBL Helpline or permanent
UBL employee to solve her problem. AD intimated Naila Tabasum about these instructions to
solve her problem. She tried many times unsuccessfully to contact UBL Helpline. She
revisitedBISP Tehsil Office on November 15, 2012 to register her complaint. This time the
AD registered her complaint on excel sheet by giving complaint serial number 01 to this
complaint.

Her complaint is still pending at BISP Tehsil Office and not forwardednip payment
agency for further enquiry/resolution.

4BCl i ent 6s Ver si on

From UBL Omni Shop, she went to BISP Tehsil Office Bank counter for resolution of her
problem. The Bank staff informed her that they could not help her in this regard and advised
her to contact Assistant Director BISP, who would be able to resolve her problem.

Naila Tabasum visited BISP Tehsil Office twice for lodging the case, both times she went on
a local van after covering a distance of about 15 KMs. She was unsatisfied viighthéour
of BDC Centre staff and was unhappy with complaint resolution process.

She considers Pakistan Post the most suitable option for the delivery of cash grant at her door
step.Despite of a considerable delay in her complaint resolution, sh# ipeful to get the

BISP cash grant in future. She was worried whether she contacted the right office for her
compl aint resolution? Or does she need to go

5. What We Learned?

T Naila Tabasum §pndingoampl$Parehsilt Officeswhosdbes hot know the
possible solution of this complaint. The beneficiary did not receive complaint
acknowledgement/ reference number from the BISP Tehsil Office.

9 There is no mechanism at BISP Tehsil Office to deal wittBIBE related complaints and to
keep proper record of such complaints. The BDC complainants are straight away sent to the
Bank counter verbally for complaint redressal and Bank staff shows their inability to resolve
such complaints.

1 Her online payment detaion BISP website shows that after October 11, 2012, BISP has not
generated any further instalment for Naila Tabasum.

6. Recommendations
1 The general awareness and understanding level of BISP beneficiaries should be considered
and therefore technologghould be used judiciously

1 BISP Tehsil Office should be provided a mechanism for handling and processing of BDC
related complaints coupled with training of staff on dealing with BDC related complaints.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKA, FATA, GB & AJ&K) P-Q4-Upper PunjakD2

1 Bank Counter should come up with efficient complaidressal system compatible with
BISP Case Management System for timely resolution of BDC related complaints.
1 BISP should enhance CMS capabilities to address BDC/ payment related complaints.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak03
Payment Case Study Number P-Q4-Upper Punjai03

Nature of Case Non Payment due to Lost Benazir Debit Card
Complainant/ Beneficiary Farzana Bibi

Daughterof: Tasawwur Abbas

Complainant, if not beneficiary herself| -

Address Chak number 11/SB, Dakhana Khas, Kot Momin.
CNIC Number 3840605747496

PSC form number 19287382

Date Study Completed 18" June 2012

1. Recei ver Woman/ Co mpBackgroonraint 6s Profil e and

Farzana Bibi is a 41 years of age, illiterate married woman. She is a mother of five children; one
son and four daughters. Her three daughters and a son are school going. Her husband works as a
taxi driver in Kot Momin and earn about Rs.8,0@® month.

The house where she lives with her family is five Marla-gelfied Katcha pucca house. The

house comprises of two rooms, a wash room and a spacious court yard used as a kitchen by the
family. The familyds pr e cdion, apeddstallfan, fegvitrnngssa ar e
bicycle and a functional mobile phone.

The locality where she is residing is known as Ratta Pur Rehan located at a distance of around
five kilometres from Salam Interchange. All the streets in her area are semi paivegdrained

lining sewerage system. The street leading to her house is also semi paved having drained lining
runs along both sides of the street.

2. Receiver Woman / Compl ainantdéds Relationshi |

Farzana Bibi was not selected in the first phaselofSB® and she didnét have
that phase of the programme, but, she was surveyed in the month of March 2011. At that time, the
enumerators visited her house and completed a Poverty Score Card Survey After completing the
PSC Form the survey teagave her a survey acknowledgement slip for future reference. She had

a valid CNIC which she shared with the survey team. She was happy that nothing was charged by
the enumerators for filling her surveyrform.
eligibility in the Programme. She didnét Know
she considers that the programme was initiated for the help and support of poor and needy. She
has utilized the cash grant instalments received so far for thbgserof groceries and she has

same plan for the future instalments.

In March 2012 she received a BISP money order of Rs.2000 (MO number 7161) from the
postman who at that time informed her to visit the BISP Tehsil office Kot Momin to collect her
Benazir Cebit Card (BDC). The postman further told her that next time she would receive BISP

cash grant through BDC. She was also advised by the postman to carry her CNIC and survey
acknowl edgement slip at the ti me oHSPoficeast t o B
she was pregnant during those days.

In end May 2012 she visited the BISP Tehsil office Kot Momin along with her brother. The BISP
office is situated at a distance of around ten kilometres from her dwelling. They went to BISP
office by mini bus and incurred a cost of Rs.160 for the round $fie had copies of CNIC and
survey acknowledgement slip at the time of visit to the BISP Tehsil office.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak03

At BISP Tehsil office, the staff referred her to NADRA desk. The NADRA representative after
taking her thumb impression and finger prints issuedkantomumber and referred her to Bank
Alfalah booth/desk. The bank officer after some verification issued her\BEPin Code in an
envelope. She also got a free of cost Ufone SIM from Ufone representative who advised about the
activation of the Ufone SIMThe bank officer also guided about the usage of BDC and she was
advised to get her cash grant from any ATM within 48 hours.

3. How did the Complaint Emerge?

Some two days later she visited an ATM installed in Kot Momin, she took her BDC envelope in
her puse. She went to Kot Momin with her brother on a motor bike which was owned by their
relative.

When they reached ATM of Allied Bank at Kot Momin, her brother asked her to give the BDC to
withdraw her cash grant. Far z and BDCEnvéldp inlex s s h o ¢
purse. Thinking she might forgot to put her BDC in the purse and confirmed from her family on

phone. She complained about the lost BDC at the bank branch, but the staff informed her to
contact BISP Tehsil office.

4. Processing of the @se
4AProvi dersdé6 Version

At BISP Tehsil office she met Assistant Complaint (AC) whom she found courteous and
cooperative. She submitted her complaint about her lost BRCBISP staff referred her to
Bank Alfalah Tehsil Coordination Officer (TCO) for the resolution of her complaint. TCO
asked her about the Ufone SIM issued to her at the time of BDC.

She didndét have that Ufone numbadeeraplonecdalhat ti
from his registered number to Bank Alfalah helpline for the blockage and reissuance of her

lost BDC. The phone banker at the helpline talked to the beneficiary also and asked about her
complaint. She was advised to wait for two weeks asd @ keep her Ufone SIM active all

the ti me. Farzana Bi bi didndét receive any <co
TCO provided the landline number of BISP office so that she could contact through telephone

to get updates about resolution ef lcomplaint.

4BCl i ent 6s Ver si on

Farzana Bibi was not aware of commercial banking system but she considers that delivery of

BISP cash grant is better through Pakistan Post at her door step rather than any other
alternative mechanism. In this contexedold that she had to spend around Rs.200 and 3
hours of her time for the withdrawal of <cash
receive any amount through Benazir Debit Card.

She was happy and satisfied with BISP complaint resolution mechdmisrshe was not
satisfied with the behaviour of BISP Assistant Director. The day when she first visited the
BISP office to collect her BDC there was rush of beneficiaries. The security personnel at the
main gate asked her to pay Rs.100 for entrance i Bifice otherwise visit the office on

some other day. After negotiations and after paying Rs.50 she entered the BISP office. She
also complained about this extortion to BISP staff after collecting her BDC but the concerned
staff simply ignored.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak03

5. What We Learned?

1 The complaint was lodged by the beneficiary in BISP Tehsil office Kot Momin, where she
had to pay Rs.50 for entrance in BISP office. Her complaint was resolved within three weeks
and she got new BDC.

1 Case Management Manual describes that Paymgah@y with more than 10 consecutive
complaints would need an audit but so far this has not been followed.

1 Long hours of electric load shedding force visitors to wait for hours or visit again to get any
information e.g. PMT, eligibility status, discreparetg.

1 No mechanism and orientation training was provided to BISP staff for the processing and
resolution of complaints of BDC.

1 No mechanism is available at the moment for providing information to beneficiaries about the
release of disbursement.

6. Recommendatons

1 The first BISP letter to the beneficiary should mention the amount of the first instalment that
she would receivé and the expected month when she would receive the amount. In case the
beneficiary knows when and what she would receive, the pogsibflimisappropriation
could be minimized.

1 BISP may open beneficiaries accounts in Post office and a pass book be issued to the
beneficiaries. The disbursement could be tra
on quarterly basis) who could wittadv the amounts as per their needs.

1 BISP should maintained and update the required accurate information at the BISP website in
order to avoid any confusion for the concerned BISP staff and also for the Partner
Organizations.

9 The concerned BISP staff shouwtdordinate with bank staff at BISP offices to observe the
nature of the complaints and how the bank staff is handling them.

1 Concerned BISP office should keep an eye on the support staff and monitor their activities.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjai4
Payment Case Study Number: P-Q4-Upper Punjatn4

Nature of Case: Non Payment due to Damaged Mobile Phone
ComplainantBeneficiary: Yasmeen Kousar

Daughter of: Muhammad Aslam

Complainant, if not beneficiary herself:

Address: Village Bari Imam Darbar, Islamabad.

CNIC Number: 3720126262666

PSC form number: 24732332, 24634005

Date Study Completed 17" February 2013

1. Receiver Woman/ Complainantés Profile and

Yasmeen Kousar is a 40 years old, primary literate divorced working woman living in Islamabad.
She is a mother of two sons who live with herheisband in tehsil Gujar Khan. She is a patient

of arthrtis but work as a maid and get Rs.3,000 per month with daily food stuff from the house
where she work. She lives in a three Marla spatca house that consists of two rooms, a wash
room and an open kitchen. The streets of her area are paved with opagelsistem.

2. Receiver Woman / Compl ainantdéds Relationshi|

Yasmeen Kousar was BISP beneficiary during the parliamentarian phase of the programme. She
was also selected as a BISP beneficiary after a Poverty Score Card (PSC) Survey and after
succesful processing of an appeal for eligibility and CNIC Update request through CMS. Her
household was surveyed by the enumerators in October 2011 at her door step. She also received
the survey acknowledgement slip from the survey team. According to YasmeearkKalthough

she possessed a valid CNIC at the time of survey, but enumerators did not ask nor did she shared
her CNIC. She did not receive BISP letter regarding her eligibility and discrepancy in the
programme. Yasmeen Kousar does not know much ab&R But considers that cash grant has
been provided by the Pakistan Peopleds Party
poor of Pakistan. She spend BISP amount for purchasing groceries and partially for her treatment.

In May 2012, Yasmeen Kar received a BISP money order pertaining to parliamentarian phase
from the postman. At that time, the postman informed about her eligibility and discrepancy in
BISP. The postman asked about her CNIC and upon sharing it with the postman she was advised
to immediately visit the BISP tehsil office and submit a copy of her CNIC to get future cash grant
instalments. Two days later, Yasmeen Kousar alone visited the BISP office situated at a distance
of about 20 KM from her locality, she went there by wagon gpeht Rs.80 for the round trip.

She submitted a copy of her CNIC in BISP office who advised her to revisit the office after one
month and check her complaint status. The staff processed the appeal for eligibility and also
CNIC update request through CM$iieh was approved in June 2012.

During a follow up visit in August 2012, she was informed by the BISP staff about the resolution
of her complaint. She was referred to NADRA counter for getting mobile phone for the
withdrawal of BISP instalments. After g through the process, she got her mobile phone and a
BISP instalment amounting of Rs.1,000.

3. How did the Complaint Emerge?
In the second week of December 2012, Yasmeen Kousar observed that her mobile phone was not

functioning. She switched off the mobile phone and when tried to switch on it did not respond.
Yasmeen Kousar thought that probably the mobile phone battery watarged. She put her
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjai4

mobile phone on charging for a whole day but even then it could not be turned on. Yasmeen
Kousar took her mobile phone and visited a mobile repairing workshop where she was told by the
shop owner that the problem of her mobile phonddtbe corrected in Rs.300 but the beneficiary
being a poor woman did not afford the amount. A week later, Yasmeen Kousar visited the BISP
office to complain about nefunctioning of her mobile phone.

4. Processing of the Case
4 A Provider Version

At BISP office, she met the Assistant Director (AD) whom she found courteous and
cooperative. She presented her mobile phone and complained aboutfisctmning. AD

called the Ufone staff and discussed the problem with them. The Ufone staff from record
checkel t he issuance date of beneficiaryds mobi
that Ufone mobile phone was issued about seven months back whereas warranty was for six
months therefore, Ufone could not help her in the repairing or replacement of rararel

The Ufone staff also informed that the beneficiaries have to replace/repair it through their

own budget. The AD advised the beneficiary that BISP could not help her in
repairing/replacement of mobile phone, however, she should purchase her gutroelbnd

put the Ufone SIM issued in her name in the new mobile phone.

At the request of beneficiary, AD obtained mobile phone from beneficiary and handed it over

to the Ufone staff with the request to send it to their management for repair/ replaaaethent
inform them that t he beneficiary i s 6genu
repairing/replacement cost.

The BISP staff has not maintained any record about mobile phone related complaints,
however, the complaint was recorded as a special case agrdister maintained for the

recording of grievance related complaints. The complaint registered in the last week of
December 2012, however, it has not been resolved when checked from her on April 4, 2013.

ABCl i ent 6s Ver si on

The beneficiary visited BIB Tehsil office twice, once to register her complaint while the
second visit was for the follow up of her complaint. During her second visit in the second
week of January 2013, she was informed that her complaint was not resolved. She was
advised not to it the office frequently as the staff would contact her once the complaint is
resolved.

The beneficiary was disappointed for the delay in resolution of her complaint and was not
sure whether her complaint would be solved or not? During interview, thefitiary
informed that at the time of getting her mobile phone from BISP office she was not properly
informed about how she would get her instalments through the mobile phone, therefore after
three months of the issuance of mobile phone she collecténidhénstalments on the advice

of area postman. The beneficiary was not happy to receive BISP cash grant through mobile
banking and she considers Pakistan Post as the most suitable mechanism for the delivery of
BISP instalments to poor and illiterate beciaries.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjai4

5. What We Learned?

T It has been observed t hat beneficiaryés CNI
(24732332, 24634005). In survey form (24634005) the beneficiary has been declared eligible,
however, in other survey form (24732332) bemneficiary was declared ineligible.

1 Beneficiary has received Rs.34,000 from Pakistan Post and only Rs.1,000 through mobile
phone banking. The beneficiary was unhappy over receiving BISP instalments through
mobile phone and she considers Pakistan Pokeasdst suitable mechanism for the delivery
of BI SP amounts at the beneficiaryés door st ¢

1 BISP staff has not maintained any complaint record regarding mobile phone banking.
According to AD, the tehsil office has not received any instructions from thegearent
about record keeping of mobile phone rel ated
keep the record of those complaints which either resolved on the spot or have no solution.

1 At BISP office, the partner bank is Summit Bank. The AD was urewhout the exact
number of POS/franchises currently functioning in BISP office jurisdiction. On asking how
many franchises are working, the AD mentioned that it is 2, 5 or may be 7. In the absence of
such basic information obviously the staff could nohitar the disbursement process.

1 Yasmeen Kousar thinks that she was not getting her cash grant due to damaged mobile phone
waiting to be replaced. However, her online payment details on April 7, 2013 shows that
BISP has generated no more instalments foafter August 2, 2012.

6. Recommendations

1 There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. There is
also a need to bring awareness in beneficiaries with the programme packages and its criterion.
For this, TV, cable,adio and public announcement could be used so that people do not
suffer.

1 BISP staff should keep the mobile phone complaints record for sharing with the management
for improvements.

9 BISP should consider and think over the number of possible complaintstmoblefore the
launching and introduction of some intervention.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak05

Payment Case Study Number: P-Q4-Upper Punjak05

Nature of Case: Non Payment as Text Message not received (mg
banking)

Complainant/ Beneficiary: Tasleem Akhtar

Wife of: Ali Yar Khan

Complainant, if not beneficiary herself

Address: Nai Abad, Village Humak, Islamabad.

CNIC Number: 1560281464600

PSC form number: 17468289

Date Study Completed 17" February 2013

1. Receiver Woman/ Complainantds Profile and |

Tasleem Akhtar is a 60 years illiterate married woman. She is a mother of five daughters. Two of

her daughters are attending the school at while her other daughters stay at home performing
domestic chores. Her husband work as a labourer in a stone crushing company and earns about
Rs.10,000 per month. She lives with her family in a five Marla g®roca sk-owned house

comprising three rooms, a wash room and an open kitchen. The streets are paved with open
drainage system. The beneficiaryods el dest unr
potential beneficiary by BISP.

2. Receiver Woman RelatOmshiypwiteBISPant 0 s

Tasleem Akhtar was not selected as BISP beneficiary under the parliamentarian phase and she has
no information about that phase of BISP. However, she was surveyed for Poverty Score Card
(PSC) phase by the enumerators in Februaryl 20her door step. She also received the survey
acknowledgement slip from the survey team. Tasleem Akhtar mentioned that she possessed a
valid CNIC at the time of survey which she shared with the enumerators. She did not receive
BISP letter regarding heligibility and discrepancy in the programme.

She does not know much about BISP but considers that cash grant has been provided by the
Pakistan Peoplebébs Party to help and support tt
Post and Rs.13,000 thrdud/iobile Phone Banking (totalling Rs.28,000 till April 07, 2013). She

spent this amount for purchasing groceries and other household items.

According to her, in October 2011, a village postman visited her house and informed about
change in the payment mednd distribution of mobile phone for getting BISP instalments. A day
later, with the consent of her husband, Tasleem Akhtar alone visited the BISP tehsil office
situated at a distance of about 40KM from her locality. She covered some distance by walking
and remaining in wagon and spent Rs.120 for the round trip.

At BISP office, the staff after checking her online tracking information referred her to NADRA
counter for finger prints verification and after going through the process Tasleem Akhtar got her
mobile phone. At that time, the beneficiary was informed that she would receive a text message
on her mobile with information regarding release of disbursement. She was further advised that
after getting text message she need to visit some franchise aatdB&§ amount upon sharing

text message. She received four mobile phone instalments.

‘ G HK ’ GHK Consulting Ltd.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak05

3. How did the Complaint Emerge?

In January 2013, Tasleem Akhtar gathered from neighbouring beneficiaries about release of BISP
instalments. But, she did not receive tlet message on her mobile phone with information about
release of BISP instalment. She anxiously waited to receive the text message but did not get it.
She discussed the situation with her husband who advised her to visit the BISP office to inquire
aboutnot receiving the text message for release of the BISP instalment. A week later, Tasleem
Akhtar along with her eldest daughter visited the BISP office and spent Rs.250 for the round trip.
She has her CNIC and mobile phone at the time of visit to the BI&# office.

4. Processing of the Case
4AProvi derso66 Versi on

At BISP office she met the Assistant Director (AD) whom she found courteous and
cooperative. She shared that her neighbouring beneficiaries have received a BISP instalment a
month ago but shédid not receive the text message. AD got the mobile phone from the
beneficiary and observed that the mobile phone memory was full to its capacity and that was
the reason that beneficiary could not receive the text message about release of BISP
instalment AD deleted all the text messages to make some room in mobile phone to receive
the text messages. After waiting for about an hour when no text message appeared on mobile
phone, then, AD send a blank text on 8257 and promptly received a text message on
benef ci ar yoés mobil e about rel ease of BI SP in
beneficiary how to check the mobile phone memory in order to avoid any confusion and
misunderstanding. The BISP staff has not maintained any complaints record pertaining to
mobile phone banking and the beneficiary was interviewed when she visited the BISP tehsil
office for complaint.

4 B Client Version

The beneficiary visited the BISP Tehsil office once to lodge the complaint which was
resolved on the spot. Tasleem Akhtar was ardy happy and satisfied with the attitude of
BISP staff but also happy with the speedy functioning of BISP complaint resolution
mechanism.

However, the beneficiary was not happy to receive BISP instalments through mobile phone.

She informed that shevk in an area where Ufone Tower has not been erected and most of

the time Ufone signal fluctuates and she do:¢
informed that the Ufone signals are so poor that she could not make a call when needed, she
either ha to come out in an open place or wait for the improvement of signals to make a call.

She considers Pakistan Post is the most suitable mechanism for the delivery of BISP
instal ments at the beneficiaryds door step.

5. What We Learned?

1 The BISP stafthas not maintained any complaints record regarding mobile phone banking.
According to AD, the tehsil office has not received any instruction from management about
record keeping of mobile phone relateéeé compl
record of those complaints which either resolve on the spot or have no resolution.

1 In concerned BISP office, the partner bank is Summit Bank. AD was unaware about exact
number of POS/franchises currently functioning in BISP office jurisdiction. On akkiwg
many franchises are working in concerned BI S
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak05

two, five or may be seven. In the absence of such basic information obviously the staff cannot
monitor the disbursement process.

1 In the concerned BISP area, ®nihie inception of mobile phone banking to May 2012, the
payment was transferred by BISP into benefi
June 2012 BISP has decided to transfer mobile phone banking amount on quarterly basis like
BDC, BSC and PakistafPost. The beneficiaries were informed about the release of
disbursement with a text message having a specific ID/Code which needs to share with the
franchise staff to get the BISP amount.

1 Her online payment details shows that after her last BISP instalwes generated on
November 20, 2012, no more instalment(s) were generated.

6. Recommendations

1 Proper and in time communication between complainants/ beneficiaries and BISP is
recommended.

1 BISP staff should properly guide the beneficiaries about what to dase of any complaint.
Although the staff provided printed material pertaining to complaints informing the
beneficiaries that with the help of someone from her area problems could be solved instead of
visiting the BISP office.

1 The BISP staff should keeprecord of complaints pertaining to mobile phone banking, sharig
of complaints with the management plays an role in the improvement of system. It would be
good to know about the number of complainesven if they are solved immediately (as done
in thiscase).
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper PunjakD6
Payment Case Study Number: P-Q4-Upper PunjatkD6

Nature of Case: Non Payment due tioost BDC

Complainant/ Beneficiary: Shamim Akhtar

Wife of: Muhammad Tahir

Complainant, if not beneficiary hersel -

Address: Village Kishnay Wali, Tehsil & district Sialkot.

CNIC Number: 3460377257322

PSC form number: 16785083

Date StudyCompleted 14" February 2013

1. Receiver Woman/ Complainantés Profile and

Shamim Akhtar W/O Tariq Mehmood is a 35 years old illiterate woman. She is a mother of six
children including three sons and three daughters. Four of her childrensongo and two
daughters are attending the school while her two children are not of school going age. Her
husband works as a labourer in grain market and earns about Rs.10,000 per month. There is no
other source of income for the household.

She lives withher family in a five Marla sempacca house having three rooms, a washroom and
an open kitchen. The streets of her area are paved with open drainage system. Almost all the
houses in her locality are dwelled by the labour class having same socio ecoatsic st

2. Receiver Woman / Complainantds Rel ationshi

Shamim Akhtar has been declared BISP beneficiary under 4ihak¢he programme after the
Poverty Score Card (PSC) survey. The househol d
December2010 by a survey team. After completing her survey form, she was given a survey
receipt for future reference. She also possessed a valid CNIC at the time of PSC survey that she
shared with the enumerators. She did not receive BISP letter regarding ligititglignd

discrepancy in the programme. She does not know much about BISP but considers that BISP cash
grant has been provided by the Pakistan Peopl e
Rs.9,000 are shown as undelivered by the PakistaroRake BISP online payment details.

In September 2012, village postman visited her house and informed about change in payment
mode with an advice to immediately visit the BISP tehsil office and get her BDC for further
withdrawal of BISP amounts. The kige postman guided her about the location of BISP office
and was advised to carry her original CNIC, PSC slip and MO paid vouchers receipts while
visiting the BISP tehsil office. Two days later, Shamim Akhtar alone visited the BISP tehsil office
situatedat a distance of about 20KM from her locality and spend Rs.140 for the round trip.

At BISP office, after going through the whole process she got her BDC. She was advised by the
bank staff to visit the Omni franchise within 72 hours to get the BISP instalthrough BDC.
Shamim Akhtar after two days visited the Omni franchise but could not get her cash instalment.
She was advised by Omni staff that if she needs the BISP amount immediately then she should
visit the UBL ATM. The beneficiary visited the UBLTM and with the assistance of bank
security guard got her first BISP instalment of Rs.3,000. After getting her BISP amount through
ATM she placed it in a drawer.
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3. How did the Complaint Emerge?

In November 2012, Shamim Akhtar gathered from her neightgleneficiaries about release of

the next BDC instalment and she was advised to visit the Omni franchise to get her instalment.
Very next day, Shamim Akhtar took her BDC envelope and visited the Omni franchise and
handed over the BDC envelope to franctatsf who after checking informed her that BDC was
missing. She informed franchise staff that after getting her first instalment through BDC she
safely placed her BDC in the envelope. The franchise staff advised her to visit BISP tehsil office
for the regstration and resolution of her complaint. After covering a walking distance of about 2
km Shamim Akhtar reached the BISP tehsil office to file her complaint.

4. Processing of the Case
4AProvi dersodo Version

After reaching BISP tehsil office, she nftsistant Director (AD) and shared her problem of

lost Benazir Debit Card. For the registration of complaint, the beneficiary was referred to
Assistant Complaint (AC) who mentioned her complete name, address, and CNIC and contact
number on a register ma#ihed for the recording of different grievance related complaints.

The AC then referred her to the bank staff for resolution of her complaint. The bank staff
contacted UBL helpline for the registration of her complaint. The bank staff shared the
beneficiay 6s compl ai nt with phone banker who talk
bank staff, the beneficiary being illiterate could not respond well to the queries of phone
banker, however, through the assistance of bank staff the beneficiary resporeduertes

of phone banker.

The beneficiary did not receive any complaint acknowledgement slip for future reference,
however, she was advised by the phone banker and bank staff that she does not need to visit
the office as the partner bank would contaad &form her about resolution of complaint.

The complaint was processed and resolved through the partner bank helpline and the
beneficiary collected her BDC from UBL Sialkot in the last week of December 2012.

4BCl i ent 6s Ver si on

The beneficiary visitedhe BISP tehsil office once for the registration of complaint. The
beneficiary informed that on the advice of phone banker and bank staff she did not visited
BISP office frequently. In the last of week of December 2012, she was informed on phone by
UBL about the resolution of her complaint. Next day she visited the bank and got her BDC.
She was informed that there is no BISP amount available in her account and she was advised
to wait for one month to receive her next BISP instalment through BDC.

Shamim Akhtar was unhappy on receiving BISP amount through BDC and expressed her
annoyance saying nfl was smoothly receiving B
but suffered a | ot since the introduction o
mentioned that she needs to spend around Rs.100/200 on transportation for the withdrawal of

BISP amount through BDC which is difficult to afford. She considers Pakistan Post as the

most suitable option for delivery of BISP cash grant instalments at beneficias door st ep

5. What We Learned?

1 Her online payment details shows that after she had withdrawn her first bank payment on
September 10, 2012 generated by BISP on September 8, 2012, there has been no further
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payment generated till February 16, 2013. Shasdmtar lodged her complaint in November
2012 and obtained her new BDC in December 2012.

1 It seems that the beneficiary had tried to get her BISP amount after knowing from the other
beneficiaries about release of second BISP instalment in November 2018véf#pwas she
had no BISP instalment generated, she remained unsuccessful. She therefore, may have
launched the complaint of lost BDC after knowing that she may need to get a new BDC to get
further instalments.

1 Her complaint was lodged in BDC Centre of Bl@Rsil office through partner bank helpline
and it took about a month to resolve. According to beneficiary, in the last week of December
2012, she was informed on phone by UBL Sialkot and following their advice she got her
BDC from UBL Sialkot.

f Accordingt o bank staff appointed at BI SP tehsil 0
understand and respond well to the queries asked by the phone banker, therefore, the bank
staff has to assist the beneficiaries in responding to the queries of pindee. ba

1 At the moment, in concerned BISP area, there is only one Omni franchise functioning to
disburse 6,247 beneficiaries. According to AD, the bank and BISP staff refers the
beneficiaries to Omni franchise so that the beneficiaries may get their BISPRtanitbuease
and comfort. Subsequently, AD suggested that the number of Omni franchises should be
increased for the facilitation of beneficiaries.

6. Recommendations

1 Proper communication between complainants/ beneficiaries and the BISP is recommended.
BISP should send payment schedule to beneficiaries so that beneficiaries may not visit
ATM/PoS before the time of payment generation. This will also help the beneficiari
chalking out their expenditure plan.

1 BISP and bank staff should properly guide and sensitize the beneficiaries regarding use of
BDC so that such like incidents are not repeated.

1 BISP management should also take into consideration withdrawal ofiBd&#ments by the
beneficiaries living in remote areas who need to walk to reach a main road to get some
transport to reach city accessing ATMs after spending a lot of time and money.

1 There is a strong need to launch and induct some POS in the vicioity ihere the
beneficiaries can easily withdraw BISP amount.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-UpperPunjab07
Payment Case Study Number: P-Q4-Upper Punjat07

Nature of Case: Non Payment due to Lost BDC PIN Code
Complainant/ Beneficiary: Shahida Bibi

Wife of: Muhammad Ashraf

Complainant, if not beneficiary herself| -

Address: Mohalla Bahadar Pura, Tehsil & district Kasur.

CNIC Number: 3510280783328

PSC form number: 24857329

Date Study Completed 20" February 2013

1. Receiver Woman/ Complainantés Profile and

Shahida Bibi is a 43 years old, illiterate married and woman. She is a mother of seven children
including one somand six daughters. Five of her children including one son and four daughters are
attending school while her two young daughters stay at home and help their mother in performing
domestic chores. Being a housewife Shahida Bibi stay at home looking aftehildeen and
performing domestic chores. Her husband works as a mason and earn Rs.12,000 per month.

She lives with her family in a three Marla semaicca house which consists of two rooms, a
washroom and an open kitchen. Most of the streets in herrarle@ing the one leading to her
house are paved with open drainage system.

2. Receiver Woman / Complainantds Rel ationshi

She was declared a BISP beneficiary under pHaskthe programme after the Poverty Score
Card (PSC) s ur we$C suriehwas domductee dt loet dbdy step in January 2011

by a survey team. After completing her survey form, she was given a survey receipt for future
reference. She mentioned that she possessed a valid CNIC at the time of PSC survey that she
shared wit the enumerators. She did not receive BISP letter regarding her eligibility and
discrepancy in the programme. Shahida Bibi informed that she got the information from a school
principal about getting Benazir Debit Card from BISP tehsil office.

The benetiiary does not know much about BISP but considers that BISP cash grant has been
provided by the sitting government to support the poor deserving people through cash grant
instalments. She received Rs.19,000 till June 2012 through Pakistan Post and Rist6.@f0
Benazir Debit Card (BDC) drawn from Bank Alfalah ATM. She spent BISP cash grant for
purchasing groceries and other household items. In June 2012, Shahida Bibi was informed by
high school principal about change in the payment mode and getting @Defwithdrawal of

BISP amount. She was advised to promptly visit the BISP Tehsil office and get her BDC
otherwise BISP would stop sending cash grant instalments in her name.

A day later, Shahida Bibi alone visited the BISP Tehsil office situated mtande of around

05KM from her locality by Ching Chi rickshaw and spent Rs.60 for the round trip. Upon reaching
the destination she got her BDC and also withdrawn a BISP instalment from ATM with the
assistance of bank security guard. After getting herPBiSstalment she placed her BDC
containing envelope in a cupboard. During the third week of December 2012, she learned from
her neighbouring beneficiary about release of the second BISP instalment.
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3. How did the Complaint Emerge?

Shahida Bibi alone vigd the bank Alfalah ATM and requested the bank security guard for
withdrawal of her BISP amount. The security guard requested a bank customer for withdrawal of
BISP amount through BDC, she provided her BDC to the stranger who asked for the PIN code.
Shahda Bibi informed that she does not know what was in the BDC envelope that she received
from BDC Centre. She looked for her PIN code in the envelope but could not find it. The stranger
and the bank security guard informed that she could not withdraw tikedi®unt through ATM
without PIN code. She was advised by the bank security guard to visit the BISP tehsil office for
the resolution of her complaint.

4. Processing of the Case
4AProvi dersodo Version

Upon reaching the destination, she met with BISP AC and shared her problem of lost PIN
code. The AC recorded her complaint details on an excel sheet and also on register
maintained for the recording of different BDC related complaints. The AC referred the
beneficiary to the bank counter for the resolution of her complaint. The bank staff contacted

hel pline and shared the beneficiaryods compl
beneficiary as well.

The phone banker asked beneficiary some security questind after confirmation he
advised the beneficiary to set a new PIN code while using the keypad of her mobile phone.
According to bank staff, the beneficiary being illiterate could not understand the instructions
of the phone banker; therefore, the bastkff helped her in setting a new PIN code.
Afterwards, the bank staff wrote her newly issued PIN code on a paper with marker and gave
it to the beneficiary with the advice to use this PIN code for withdrawal of BISP instalment.

4BCl i ent 6s Versi on

Although Shahida Bibi was happy and satisfied with the attitude of BISP staff and its
complaint resolution mechanism, but she showed her dissatisfaction on getting BISP amount
through BDC. She mentioned that Pakistan Post is the most suitable departmém fo
delivery of Bl SP c¢ash gDbudng interdew, shednfoerfed tcat ar y 6 s
being illiterate she doesndt know how to u
instal ments through ATM with theangessi stance ¢

5. What We Learned?

1 The complaint was triggered when the beneficiary visited the bank Alfalah ATM for the
withdrawal of second BISP instalment. At that time she discovered about the loss of her BDC
PI'N code and on t he a dtheibeneficiarf visitedatinekBsSE telssie c ur i t
office and lodged the complaint about lost PIN code. The complaint was resolved on the spot
through partner bank helpline and the beneficiary got a new PIN code. She made a
withdrawal of second bank payment of RS0B,Gon December 19, 2012. Her third bank
payment of Rs.3,000 has also been received by the beneficiary on March 06, 2013 generated
by BISP on March 02, 2013.

1 The BISP staff has maintained an excel sheet and also a register for the recording of different
BDC related complaints. Till January 08, 2013, tehsil office has received around 90 BDC
related complaints, 61 complaints have been resolved while the rest are in resolution process.

‘ G HK ’ GHK Consulting Ltd.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-UpperPunjab07

1 In concerned BISP area, there are just two Ufone franchises functioningbtosg BISP
instalments to around 20,000 beneficiaries. There are five banks (including Bank Alfalah)
which have ATMs.

1T The beneficiary coul dnot understand the inst
resetting BDC PIN code, the bank staff at Bt8ftce helped her in this regard.

6. Recommendations

1 In order to facilitate and compensate the beneficiaries BISP should take some immediate
measures for the information about release of BISP instalments through text messages.

1 BISP should request the pagtnbank to print the PIN codes on some cards rather than
printing on paper which gets faint with the passage of time.

1 BISP management should keep updated record on its website in order to avoid any confusion
and misunderstanding.

1 Community meeting for BISBtaff is recommended. BISP staff should chalk out UC wise
field plan and inform the beneficiaries about how to use their BDC.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak08
Payment Case Study Number: P-Q4-Upper Punjak8

Nature of Case: Non Payment due to BDC Captured by ATM
Complainant/ Beneficiary: Shabnam Amanat

Wife of: Amanat Ali

Complainant, if not beneficiary herself:| -

Address: Nai Abad Amanat Pura, Tehsil & district Sialkot.
CNIC Number: 3460319832220

PSC form number: 27611313

Date Study Completed 14" February 2013

1. Receiver Woman/ Complainantés Profile and

Shabnam Amanat is a 31 years old illiteratarried woman. She is a mother of three children
including two sons and one daughter. All of her children are school going. Her husband works as
a driver in a textile mill and earns about Rs.10,000 per month. She is a housewife and stays at
home to look aér her children and to perform domestic chores.

She lives with her family in a four Marla s&vned semi pucca house which consists of two
rooms, a washroom and an open kitchen. The streets are paved with open drainage system. The
benef i ci ialaw (Blighat8ibisisaksa another beneficiary living in the same premises.

2. Receiver Woman / Complainantds Rel ationshi

She was declared a BISP beneficiary under pHasiethe programme after the processing of an

appeal for eligibilty and NI C update request through CMS. Th
conducted at her door step in February 2011 by a survey team. After completing her survey form,

she was given a survey receipt for future reference. According to Shabnam Amanat she did not
possess a valid CNIC at the time of PSC survey and mentioned that following the advice of
enumerators she applied for her CNIC and got it in August 2011 after spending Rs.300 as normal

fee. She did not receive BISP letter regarding her ineligibility andegiaacy in the programme.

She does not know much about BISP but considers that BISP cash grant has been provided by the
Pakistan Peopleds Party for the welfare and s
Rs.6,000 (received Rs.3,000 from PakistastRand Rs.3,000 through Benazir Debit Card) on
groceries and other household items and intends to do the same in future as well.

I n October 2012, a village notable who, bel ong
and informed about acceptanof her appeal for eligibility and CNIC update request. She was

further informed about distribution of BDC and advised her to visit the BISP Tehsil office and

collect her BDC for the withdrawal of BISP instalments. She was also advised by the notable to

carry her original CNIC and PSC slip while visiting the BISP office.

Two days later, Shabnam Amanat with her husband visited the BISP Tehsil office situated at a
distance of around 10 km from her locality, they went by walking some distance and theh throu
Ching Chi rickshaw and spend Rs.100 for the round trip.

3. How did the Complaint Emerge?
In BISP office, BISP staff after checking her online tracking information referred her to NADRA

counter and after going through the process she got her BDC. Shevised to visit UBL Omni
franchise situated at a distance of about 2 km for the withdrawal of her BISP amount. At the
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Omni franchise, she was advised to revisit the franchise a day later because it had already
disbursed the maximum recommendeadount forthe day. She was further informed by franchise
staff that if she needs BISP amount immediately then she may visit an ATM. Her husband
decided to visit the ATM rather than revisiting the Omni franchise next day. After walking for
about 2 km, she with herueband went to bank Alfalah ATM and her husband withdrew
Rs.3,000. Later he once again inserted the BDC into the ATM to get more money; however this
time he inserted the BDC into ATM in a wrong direction and the BDC was captured by the
machine. They both @nt inside the bank to get back their BDC but the bank staff refused to give
them her BDC and advised them to visit BISP office for this complaint and its resolution.
Following the advice of bank staff they went to BISP tehsil office through Ching Cishaek

and incurred Rs.40 for the trip to BISP office.

4. Processing of the Case
4AProvi der 6s Version

At BISP Tehsil office, she met with Assistant Director (AD) and shared her problem of BDC
captured by the ATM. For registration of complaint, tlemeficiary was referred to Assistant
Complaint (AC) who mentioned her complete name, address and CNIC and contact number

on a register maintained for the recording of different BDC related complaints. The AC
referred the beneficiary to bank staff for tresolution of her complaint. The bank staff
contacted helpline and shared the beneficiar
beneficiary as well. According to bank staff, the beneficiary being illiterate could not respond

well to the queries of mme banker, however, through the assistance of bank staff the
beneficiary responded to the queries of phone banker.

The beneficiary did not receive any complaint acknowledgement slip for future reference,
however, advised by the phone banker and futtjghe bank staff that she does not need to
visit the office as the partner bank would contact and inform her about resolution of her
complaint. The complaint processed through partner bank helpline and the beneficiary
collected her BDC from UBL Sialkot ithe first week of December 2012.

ABCl i ent 6s Ver si on

Although, Shabnam Amanat was happy and satisfied with the attitude and treatment of BISP
staff, however, she was not happy with the delivery of BISP instalments through BDC. She
considers that Pakest Post is the most suitable option for the delivery of BISP cash grant
instalments at her door step.

She was greatly disappointed over the prolonged and BISR complaint system. In this

context, she informed that for the processing of appeal fob#iligiand further for CNIC

update request through CMS she frequently visited the BISP office and finally she got her

BDC. But later it got captured in the ATM. She suggested that BISP should send payments to
poor, mostly illiterate and vulnerable benedici i e s ® t hrough Paki stan Po
any other system.

5. What We Learned?

1 The BISP staff is recording the BDC related complaints on a register maintained for the
recording of different beneficiarwyosttheer vi ce
office has received 79 BDC related complaints, 41 have been resolved while the rest are in the
process of resolution.
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1 It has been observed that there is no arrow sign/mark on BDC that indicates which side of the
BDC needs to inserted in the MT

1 BISP has generated no more instalments for Shabnam Amanat after her first bank payment
generated on October 01, 2012 and which was
same day.

6. Recommendations

1 There is a need to print arrow sign/mark that balp in identification for proper insertion of
BDC in the ATM.

1 BISP/bank staff should properly guide the beneficiaries regarding usage of BDC so that such
incidents do not occur.

1 Community meeting for BISP staff is recommended. BISP staff should obalklC wise
field plan with the agenda to inform the beneficiaries regarding how to use their BDC.

1 There is a strong need to induct some PoS in the vicinity, from where the beneficiaries can
easily withdraw BISP amount.

1 BISP management should also considad think about the beneficiaries living in remote
areas as they need to use multiple transport channels to access the ATMs for withdrawal of
BISP amount.

1 BISP should keep and update record on website in order to avoid confusion and
misunderstanding.
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Targeting Process Evaluation for

Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak09

Payment Case Study Number

P-Q4-Upper Punjak9

Nature of Case

Non-payment of Rs.3,000 lmni Franchise

Complainant/ Beneficiary

Samina Bibi

Wife of:

Saif Ullah

Complainant, if not beneficiary herself

Address

Village Quaid Abad, Tehsil Nowshera Virkan & distr
Gujranwala.

CNIC Number 3410367596492

PSC form number 25814434

DateStudy Completed 12" February 2013

1. Receiver Woman [/ Complainantés Profile and

Samina Bibi is a 38 years old illiterate married woman. She is a mother of four daughters; three of
them are school going while fourth daughter is not of schoinlg age. Her husband runs a small
confectionary shop in Baithak of her house and earns about Rs.8,000 per month. She is a
housewife stays at home looking after her children and performing domestic chores.

She lives with her family in a three Marla sgmuicca house comprises of two rooms, a Baithak,

an open kitchen and a washroom.

Most of the streets of her area including the one leading to her

house are paved with open drainage system.

2. Recei ver Wo ma n

/| Compl ainantds Rel ationshi

Samina Bibi has been declared BISP beneficiary under phadethe programme after the
Poverty Score Card (PSC) survey. The househol d
January 2011 by a survey team. After completing her survey form, stgiveasa survey receipt

for future reference. She possessed a valid CNIC at the time of PSC survey that she shared it with

the enumerators. She did not receive BISP letter regarding her eligibility and discrepancy in BISP.

Samina Bibidoes not know muchbaut BISP but considers that BISP cash grant has been
provided by Mohtarma Benazir Bhutto being the genuine representative of the poor and down
trodden people of Pakistan. She had spent BISP instalment amounting to Rs.12,000 (received
Rs.3,000 through Padtian Post and Rs.9.000 through bank) for purchasing groceries and intends

to do the same in future as well.

According to Samina Bibi in May 2012, she learned about the distribution of Benazir Debit Card
(BDC) from neighbouring beneficiaries. She was séldi by the beneficiaries to visit the BISP
Tehsil office and collect her BDC for the withdrawal of BISP amount.

Two days later, Samina Bibi along with her eldest daughter visited the BISP office situated at a
distance of around 10 km from her locality diyvering some distance on foot and remaining on a
pick up van and incurred Rs.120 for the round trip. In BISP office, the staff after checking her
eligibility status referred her to NADRA counter and after going through the whole process for
distribution, Samina Bibi got her BDC. She was advised by the bank staff to visit UBL Omni
franchise within 24 hours to get her BISP instalment.

3. How did the Complaint Emerge?

She visited the Omni franchise after spending Rs.70. At Omni shop Samina Bibi observed a large
crowd of beneficiaries getting BISP instalments. On her turn, she provided her BDC envelope to
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak09

franchise staff, who unpacked her BDC envelope and after chdegimgnline system informed

that no amount has been transferred into her account till then. The franchise staff got her thumb
impressions on register maintained for disbursement record and further advised the beneficiary to
revisit the franchise in two wke. Samina Bibi saw that while the other beneficiaries were
receiving BI SP amount , she wasnb6t paid any amc
same register. She decided to visit BISP tehsil office to inquire why BISP amount has not been
creditedin her account.

4. Processing of the Complaint
4AProvi dersd Version

After covering a distance of about 2 km on foot, she reached BISP tehsil office and met
Assistant Director (AD) whom she found courteous and cooperative. She shared her
complaint and thenessage conveyed by the franchise staff. AD checked the online payment
details and found that Bl SP amount from ben
about half an hour ago.

AD along with beneficiary and Assistant Complaint (AC) went to the UBLnhOinanchise

and asked the franchise owner about payment of Samina Bibi. The franchise owner informed

that the beneficiary has received her BISP amount few hours ago and for the authentication

the franchise owner shared the register having thumb impresistbe beneficiary. The AD

informed and warned franchise owner that his office has received numerous complaints
regarding less and ngrayment against his franchise and it would be better for him to return
beneficiarydéds amount me pramptwieaswes Bil carigellavom ofl d t a
his franchise license. The franchise owner softened his attitude, begged pardon from the BISP
staff and surrendered beneficiaryds misappr (
found 30 BDCs with their Pin Codeshigh were illegally placed by the franchise owner in a

register. The BISP staff collected all the BDCs and Pin Codes and returned to the BISP office.

On the same day AD informed his Divisional Director on telephone about the fraud
committed by the francké owner. AD was instructed not to refer the beneficiaries to this
Omni franchise and coordinate and request bank staff having ATM to cooperate with the
beneficiaries for withdrawal of BISP instalments ATM. AD was also advised to call those
beneficiaries Wwose BDCs and PIN codes were found in the Omni franchise in his office and
warn them of fraudulent intentions of Omni franchise owner and to take proper care of their
PIN and BDC in future.

The Divisional Director through telephone and email informedptmgner bank authorities
about the fraudulent activities of Omni franchise and catching the owner red handed by
finding 30 BDCs with PIN codes from his possession. The bank authorities visited the BISP
tehsil office and Omni franchise and after confirmihg details cancelled the license of the
only Omni franchise of Tehsil Nowshera Virkan.

4BCl i ent 6s Version
Samina Bibi is happy and satisfied with the cooperation of BISP staff for the recovery of her
BISP amount. She wishes that the programme maxgireoperational and functional for a

long time. She considers BISP is apolitical programme working for the welfare of poor and
deserving people.
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Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjak09

About the approval of payment through BDC, the beneficiary informed that she had received
a single BISP instatent through Pakistan Post and she considers that instalments through
post office was a better mode for delivery of BISP amount.

5. What We Learned?

1 The complaint triggered when the beneficiary following the instruction of bank staff visited
the Omni franchise to get her cash grant instalment. At Omni franchise she received a refusal
from Omni staff with the information that BISP amount has not yen Iesensferred to her
account and the beneficiary was advised to wait and revisit the franchise after two weeks. The
franchise staff got her thumb impression on franchise disbursement register. The beneficiary
visited the BISP office. At BISP office, the &P staff through her payment detail found that
the amount has been withdrawn about an hour ago. BISP staff took prompt measures and
recovered the amount from franchise owner. The BISP staff further found and recovered 30
BDCs of beneficiaries with their RiCode which were placed by the franchise owner in
disbursement register.

1 Following the instruction of Divisional Director, AD with the assistance of bank staff
obtained the details of 30 beneficiaries who had entrusted their BDCs to Omni franchise. AD
further matched and kept separate those BDCs with Pin Code and informed the beneficiaries
to come and collect their BDCs from BISP tehsil office. BISP staff provided the recovered
BDCs to concerned beneficiaries and it was strictly advised to keep their &Pand do
not hand them over to others. They were also advised to visit the HBL and Allied bank ATMs
for the withdrawal of BISP amount.

1 AD at the instruction of divisional director has also arranged a meeting with HBL and ABL
banks. In the meeting, ADequested bank managers for cooperation with beneficiaries in
context of BISP amount withdrawal from ATMs. The bank mangers of both banks welcomed
AD and showed and promi sed for full cooper
beneficiaries for the withdveal of BISP amount. Also, in the concerned BISP area another
Omni franchise has been working in the city area and BISP staff is monitoring the activities
of that Omni on weekly basis.

1 AD and al so t he Di vi si onal Dir ecteraberandd i d n ot
underprivileged women. They also believe that involving POS for the distribution of cash
grant is a problem. AD mentioned that this will not only defame the department but also
provide a chance to opportunist to exploit the illiterate womendepdive them from the
BISP amount.

6. Recommendations

1 BISP management should ask and request the authorities of branchless banking to temporary
install a counter in BISP office during the disbursement period so that BISP staff may directly
monitor the disbtsement process.

1 BISP should develop a consensus before the launching and induction of some innovation.
Specially, the suggestions from those personnel should be taken who has to work at driving
end.

1 BISP should consider and think over the number of plessiimplaints/problems before the
launching and induction of some intervention.

1 BISP should hire the services of some trained and professional staff for data collection and
further for the data entry process in order to avoid confusionmauhderstanding.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl0
Payment Case Study Number: P-Q4-Upper Punjakl0

Nature of Case: Non Payment due to neissue of Mobile Phone
Complainant/ Beneficiary: Khalida Bibi

Wife of: Shamoon

Complainant, if not beneficiary herself:

Address: Sector H9/2, Islamabad.

CNIC Number: 3220237710120

PSC form number: 24781814, 21223918

Date StudyCompleted 17" February 2013

1. Receiver Woman/ Complainantés Profile and

Khalida Bibi W/O Shamoon is a 48 years old illiterate woman. She is a mother of four children
including two sons and two daughters. Three of her children includingaws and a daughter

are school going while her one daughter is not of school going age. Her husband works as a
plumber in the Municipal Corporation and earns about Rs.10,000 per month. There is no other
source of income for the household.

She lives withher family in a three Marla cemented salfned house comprising two rooms, a
wash room and an open kitchen. All the streets in her area including the one leading to her house
are paved with open drainage system.

2. Receiver Woman / ConpuwiteBISRant 6s Rel ati onshi

Khalida Bibi was the BISP beneficiary under the parliamentarian phase and she had received
Rs.18,000 during that phase. She was surveyed for Poverty Score Card (PSC) phase by the
enumerators in February 2011 at her door step. She also retieévedrvey acknowledgement

slip from the survey team. According to Khalida Bibi, she did not possess a valid CNIC at the
time of survey and on the advice of enumerators she applied for her CNIC in NADRA and got it

in August 2011 by spending Rs.300. Shet nibt receive first BISP letter regarding her eligibility

and discrepancy in BISP. She does not know much about BISP but considers that cash grant has
been provided and comes from the assets left by Benazir Bhutto. She wants to spend BISP
amount for purchging groceries and other household items.

According to Khalida Bibi, i n December 2012, a
Youth Wing visited her house and informed about her eligibility and discrepancy in BISP
programme. On asking about h€NIC, she shared it with the notable who advised her to
promptly visit the BISP Tehsil office and submit a copy of it in BISP office to receive BISP cash

grant instalments. Khalida Bibi was also guided about the location of BISP tehsil office and it was
advised to carry her original CNIC and PSC slip while visiting the BISP office.

Very next day, Khalida Bibi, along with her husband visited the BISP office situated at a distance
of about 10 km from her locality by motor bike owned by her husband andRpAift0 on fuel

for the round trip. She had copies of CNIC and PSC survey slip at the time of visit to the BISP
office.

3. How did the Complaint Emerge?
At BISP office, she submitted a copy of her CNIC to BISP staff who successfully processed her

CNIC updae request through CMS which was approved in January 2013. During a follow up visit
in second week of January 2013, the beneficiary gathered from BISP staff about resolution of her
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl0

complaint. The beneficiary was informed by BISP staff that mobile phornébdidn process at

that time was suspended due to the restriction imposed by PTA regarding issuance of mobile
SIMs from registered franchise. The beneficiary was further informed that as per PTA rules and
regulations implemented on December 01, 2012, dhly authorized retailer (registered
franchises) can sell the mobile phone SIMs. Since then, the mobile phone distribution process has
been suspended. Accordingly, the beneficiary was advised to wait for about three months to
receive BISP instalments thrglu Pakistan Post.

4. Processing of the Case
4AProvi dersd Version

At the suspension of mobile phone issuance process, the BISRvatfidvised by their
management to maintain record of those beneficiaries who could not get their mobile phones.
Following the instructions, the BISP staff maintained a register for the recording of
complaints with details of beneficiaries who did nottheir mobile phone for the withdrawal

of BISP amount. Till the date of our visit, the office has registered 1,200 cases who failed to
get their mobile phones due to the restriction imposed by PTA about issuance of SIMs.

According to Assistant DirectoAD), BISP, has decided to wind up the delivery of payment
through mobile phone and is thinking about introduction of BDCs to the beneficiaries. The
AD further informed that at the launching of BDC distribution process the preference would
be given to thoséeneficiaries who had not received BISP instalments through mobile
phones.

ABCl i ent 6s Ver sion

The beneficiary visited the BISP Tehsil office twice, once to lodge the complaint while the
second visit was for the follow up. The beneficiary is althobhghpy with the attitude of

BISP staff, however, she seems to be disappointed for not receiving BISP instalments and
was not sure whether she would get BISP instalments or not. The beneficiary suggested that if
her complaint could not be resolved then BISuld immediately start sending BISP
amount to her through Pakistan Post.

5. What We Learned?

1 In this particular case, the receiver woman was the BISP beneficiary during parliamentarian
phase and she has been declared eligible with discrepancy under &%Cbph BISP HQ
neither informed her about eligibility and discrepancy nor about change in payment mode.
However, two years after her PSC survey, the beneficiary was informed by a notable about
her eligibility (as well as discrepancy) for the programmdlolang the instructions, the
beneficiary visited the BISP tehsil office and submitted a copy of her CNIC in BISP office.
The BISP staff successfully processed the CNIC update request of beneficiary through CMS.

1 Due to the suspension in mobile phone distibpn process in concerned tehsil office, the
beneficiary could not get her mobile phone for the withdrawal of BISP instalments.

T It has been observed that beneficiarydéds CNIC
21223918). In survey form (24781814gtbeneficiary has been declared eligible, however, in
other survey form (21223918) the beneficiary has been declared ineligible.

1 The BISP staff following the instructions of BISP management has designed a list of
beneficiaries who failed to get their mi@bphones even after the settling of certain imposed
discrepancy due to the restriction regarding issuance of SIM imposed by PTA. According to
BISP AD, such beneficiaries will be entertained through BDCs on priority basis. Till the date
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of our meeting, tb office has recorded around 1,200 cases who could not get their mobile
phones for the withdrawal of BISP instalments.

1 The concerned BISP tehsil office established in January 2011, however, mobile phone
banking in concerned tehsil started in middle of Seyter 2011. There are around 8,000
active beneficiaries in concerned BISP area, however, till the date of our visit the BISP office
has issued around 4,050 mobile phones to the beneficiaries. Presently, in the concerned BISP
area, the mobile phone distrilmn process has been suspended since December 2012 due to
the restriction imposed by PTA (Pakistan Telecommunication Authority). As per PTA rules
and regulation which has been implemented on December 01, 2012, only the authorized
retailers (registered frehises) can sell mobile phone SIMs. Since then, the mobile phone
distribution process in concerned office has been suspended.

1 BISP management considers launching of BDC for underprivileged community is a success,
accordingly, the BISP has decided to émluce and replace the mobile phone banking with
BDC. The BDC distribution process was likely to start in concerned BISP area from middle
of January 2013, however, not yet started, when checked on February 17, 2013.

1 In concerned BISP area, since the inaaptof mobile phone banking to May 2012, the
payment was transferred by BISP into benefi
June 2012, BISP has decided to transfer mobile phone banking amount on quarterly basis like
BDC, BSC and Pakistan Post. Timebile phone beneficiaries are informed about the release
of disbursement with a text message having a specific ID/Code which needs to share with the
franchise staff to get the BISP amount.

6. Recommendations

1 Proper and in time communication betweeamplainants/ beneficiaries and BISP is
recommended.

1 In order to facilitate the beneficiaries regarding issuance of mobile phone, BISP should ask
the beneficiaries to come with a SIM which they can purchase from any registered franchise
in Rs.50100.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakll
Payment Case Study Number P-Q4-Upper Punjakll

Nature of Case Non Payment due to ExchangeBiDC

Complainant/ Beneficiary Kousar Bibi

Wife of: Nazir Ahmed

Complainant, if not beneficiary herself

Address Village Kot Peeran Tehsil & district Kasur.

CNIC Number 3510245548348

PSC form number 24872241

Date Study Completed 20" February 2013

1. Receiver Woman / Complainantés Profile and

Kousar Bibi W/O Nazir Ahmed is a 56 years old illiterate working woman living with her family

in Tehsil Kasur. She is a mother of six children including four sons and two daughters. None of
her childre are attending the school due to paucity of financial resources. Her husband being
paralysed did nothing while her two elder sons work as labourers with mason and earn about
Rs.14,000 per month. Kousar Bibi also works as a housemaid and get Rs.3,0Q@hiherShe

lives with her family in a four Marla setiwned sempucca house comprising three rooms, an
open kitchen and a washroom. The streets in her area are paved with open drainage system.

2. Receiver Woman / Complainantds Rel ationshi

Kousar Bibi has been declared BISP beneficiary under phlasé the programme after the

Poverty Score Card (PSC) survey. After the ¢
household was declared ineligible, however, after an eligibility appeal by BISP theberc i ar y 6 s
household falls amongst the eligible householc

her door step in January 2011 by a survey team. After completing her survey form, she was given
a survey receipt for future reference. She possessalidaGNIC at the time of PSC survey that

she shared with the enumerators. According to Kousar Bibi, after becoming BISP beneficiary she
did not receive BISP letter regarding her eligibility and discrepancy in the programme.

Kousar Bibi was not aware abadiie BISP eligibility criteria and how she got selected in BISP
programme. Shdoes not know much about BISP but considers that BISP cash grant has been
provided by the Mohtarma Benazir Bhutto being the representative of poor people. She intends to
spend BSP amount for purchasing groceries and other household items.

Kousar Bibi came to know about her eligibility in BISP when she got first BISP MO from the
village post office in August 2012. Afterwards, in December 2012, the village postman visited her
house and informed her about distribution of Benazir Debit Card from BISP tehsil office. She was
advised to visit BISP tehsil office and collect her BDC for future withdrawal of BISP instalments.
Very next day, Kousar Bibi with her eldest son went to BI®RBikteffice situated at a distance of
about 20 km from her locality by Ching Chi rickshaw and wagon and incurred Rs.160 for the
round trip.

Upon reaching the destination, the BISP staff after checking her online tracking information

referred her to NADRAcounter and after going through the whole process Kousar Bibi got her
BDC.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakll

3. How did the Complaint Emerge?

When she got her BDC, she was advised by the bank staff to visit Ufone franchise after 72 hours
to get her first BISP instalment through BDEbllowing the advice of bank staff, Kousar Bibi
visited the Ufone franchise where she observed a large crowd of other beneficiaries. She gave her
BDC and pin code to the franchise staff. On her turn, the staff after making some confirmation
from online sytem informed her about mismatch of her BDC number with the pin code. She was
advised by the franchise staff to visit the BISP tehsil office for the registration and resolution of
complaint. After covering a distance of about 4 km on foot, Kousar Bibi edaitte BISP tehsil

office.

4. Processing of the Complaint

AAProvi der s Version

At the BISP Tehsil office, she met AC whom she found courteous and cooperative. She
shared her complaint regarding mismatch of her BDC number with the pin code. The AC
recordel her complaint details on excel sheet and register maintained for the recording of
BDC related complaints. The beneficiary was further referred to bank staff for the registration

and resolution of complaint. The bank staff fetched the information frotk daabase and
informed that fAher BDC has been exchanged wi
She was advised by the bank staff to drop her BDC in the office so that the bank staff could
contact Akbari Bibi thus resolving her complaint. The bat&ff gave a computerized
complaint acknowledgement to beneficiary for future reference with advice to revisit the
office after two weeks.

After receiving the complaint, the bank staf
BDC was exchanged. Sheasvadvised to visit the BISP tehsil office along with the BDC that

had been issued to her. According to bank staff, Akbari Bibi visited BISP tehsil office after
three/ four days and returned Kousar Bibi ds
the resolution of her complaint. After receiving her BDC from BISP office she received her

first payment of Rs.3,000 through BDC on December 20, 2012.

4BCl i ent 6s Ver si on

Although Kousar Bibi was happy and satisfied with the attitude of BISP staffpeedy

recovery of BDC by BISP and its complaint resolution mechanism, but she was not satisfied

with the delivery of BISP amount through BDC. She considers Pakistan Post as the most
suitable department for the delivery of BISP cash grant instalmentaa bei ci ar ydés doo
During interview, the beneficiary informed that although village postman delivered her BISP

MOs in the post office situated at a distance of around 5 km from her locality but she was
happy to receive BISP cash grant from the posteffather than visiting the city every time

for the withdrawal of BISP cash grant through BDC, and spending over Rs.150 per trip.

5. What We Learned?

1 In this case, beneficiary was initially declared ineligible for the programme. However, after
the launchig of CMS and BISP eligibility appeal criteria the beneficiary was declared
eligible. BISP HQ neither informed the beneficiary regarding her acceptance in BISP
programme nor about change in payment mode. The beneficiary learnt about distribution of
BDC fromvillage postman and following his advice she visited BDC Centre at BISP tehsil
office and got her BDC.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakll

1 BISP staff has maintained an excel sheet and also a register for recording of different BDC
related complaints. Till the date of our visit the offibas received 90 BDC related
complaints, out of which 61 complaints have been resolved while the rest are in resolution
process.

91 In the concerned BISP jurisdiction, presently there are just two Ufone franchises functioning
to disburse the amount to aroun@,@0 beneficiaries. There are five banks in this area
(including Bank Alfalah) which have ATMs.

1 The good thing which was observed at the BISP tehsil office was that BISP/bank staff has
designed computerized complaint acknowledgement slips. Those slpdéanr designed to
show different complaint categories like exchange/lost etc.

6. Recommendations

1 BISP staff should monitor the activities of franchises functioning in their jurisdiction and
motivate the staff to work with missionary zeal to help pooregteopoor of Pakistan.

1 BISP management should keep updated record on its website in order to avoid any confusion
and misunderstanding.

1 BISP management should appreciate the initiative taken by the concerned BISP staff
regarding issuance of complaint acluedgement slip and there is a need to replicate it in
other tehsil offices as well.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl2
Payment Case Study Number: P-Q4-Upper Punjakl2

Nature of Case: Non Payment due to Lost BDC

Complainant/ Beneficiary: ljaz Begum

Wife of: Muhammad Aslam

Complainant, if not beneficiary herself:

Address: Mohalla Rehman Abad Tehsil Talagang & distr
CNIC Number: 3720389634036

PSC form number: 24253660

Date Study Completed 10" February 2013

1. Receiver Woman/ Complainantés Profile and

ljaz Begum W/O Muhammad Aslam is a 45 years old illiterate working woman. She has five
children including three sons and two daughters. Three of her children including two sons and a
daughter are attending the school while the remaining two are too young to attend the school. Her
husband works as a labourer with mason and get Rs. 9, 00@goeh. The beneficiary also
works as a housemaid and gets Rs. 2, 000 in a month.

She lives with her family in a three Marla selfined sempucca house which consists of two
rooms, a washroom and an open kitchen. Most of the streets of her area initlacing leading
to her house are unpaved with open drainage system.

2. Receiver Woman / Complainantds Rel ationshi

lilaz Begum was a BISP beneficiary during the parliamentarian phase and she was also declared
eligible under phas# of the programre after the Poverty Score Card (PSC) survey. The
househol dbdbs PSC survey in her area was conduc
completing her survey form at her door step, she was given a survey receipt for future reference.
According to ljaz Bgum she possessed a valid CNIC at the time of PSC survey which she shared

with the enumerators. She did not receive BISP letter about her eligibility in the programme.

llaz Begum does not know much about BISP but considers that BISP cash grant has been
povi ded by the Pakistan Peoplebs Party and th
through cash grant. She spent BISP instalments for purchasing groceries and other household
items.

According to her, in April 2012, the area postman visited heritgaahd informed her about the
change in payment mode through Bank instead of Pakistan post, he advised her to visit BISP
tehsil office and get her BDC for the withdrawal of BISP instalments. A week later, ljaz Begum
alone visited the BISP tehsil officesiited at a distance of 10KM from her locality. She covered
the distance by Ching Chi rickshaw and spent Rs.80 for the round trip. She had her CNIC, PSC
slip and BISP MO paid vouchers receipts at the time of her visit to the BISP office.

The BISP staff aér checking her online tracking information referred her to the NADRA counter
for getting Benazir Debit Card (BDC). A week after getting her BDC, she received her first bank
payment from Telenor franchise. After getting first BDC instalment she gave D@rt8 her
husband so that he could withdraw BISP instalments while visiting city for his routine work.
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Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl2

3. How did the Complaint Emerge?

In the first week of December 2012, ljaz Begum got the information from some neighbouring
beneficiaries about the rekss of next BISP instalment. She informed her husband to withdraw
BISP instalment and on the next day, her husband withdrew the instalment from bank Alfalah
ATM. Her husband gave her the BISP amount but he had lost the BDC envelope on the way back
to his haise. They did not know what to do? ljaz Begum contacted area postman and shared her
problem with him, who consoled and advised her to visit the BISP tehsil office and file a
complaint for the lost BDC and Pin code.

4. Processing of the Case

4APTr ov i \desipns 6

ljaz Begum visited the BISP tehsil office alone and shared her problem with BISP Assistant
Director (AD) about her lost BDC. For the registration of complaint, AD referred her to BISP
AC who recorded her complete name, address and CNIC and couataber on a register
maintained for the recording of BDC related complaints. She did not receive complaint
acknowledgement slip for future reference, however, advised by the AC not to visit the BISP
office repeatedly as the office would inform her whendmmplaint is resolved.

On December 07, 2012, AD sent an email to the control room {BISE® HQ) about lost

BDC/ Pin code. AD mentioned the beneficiaryo
in the email. He received a delivery report with a message tiie complaint has been
successfully lodged into the system. Till the date of our visit, the BISP AD did not receive

any response about the resolution of her complaint. The complaint was processed through
proper channel but still not resolved.

4BClient 6 s Ver si on

The beneficiary visited BISP office once to register her complaint. She did not visit the BISP

of fice again and considers that itds the pr
complainants/beneficiaries about resolution of their damts. ljaz Begum was not happy

with the delivery of BISP instalments through BDC. In this context, the beneficiary informed

at the time of getting her BDC there was some issue regarding its activation which took about

one week to resolve and at the moimkar BDC has been lost. She considers that if her
payment mode was Pakistan Post then the said situation would not have arisen.

5. What We Learned?

1 BISP HQ neither informed the beneficiary regarding her eligibility nor about change in
payment mode. Till th date of meeting with beneficiary, the beneficiary has received
Rs.13,000 including two BDC instalments under PSC phase. The beneficiary has also
received Rs.31,000 during the parliamentarian phase. The beneficiary gathered from the area
postman about disbution of BDC and following the instructions she got her BDC and gave
it to her husband so that he can withdraw BISP amount while visiting city for his routine
work.

f For the complaint, the beneficiaryodsllostusband
her BDC/Pin code. Following the advice of area postman the beneficiary visited BISP tehsil
office where she filed the complaint regarding her lost BDC. The complaint was filed in BISP
tehsil office in December 2012, however, it has not been restiliveow.
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Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl2

1 BISP staff has maintained a register and an excel sheet for the recording of BDC related
complaints. Till the date of our visit, the office has received 94 BDC related complaints of
which 59 complaints had been resolved while the rest ar@gaegs of resolution.

6. Recommendations

1 BISP management should negotiate with the higher authorities of partner banks and ask them
for properly functioning customer services helpline for the quick and prompt registration/
resolution of BDC related complat

1 For the sustainability of BISP prime objective, beneficiaries account may also be opened in
Pakistan Post and a pass book issued to the beneficiaries. The amount of BISP instalments
Sshould be transferred to t he hdbceudehbnwithdaw y 6s a-

the amount whenever needed.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl3
Payment Case Study Number: P-Q4-UpperPunjabl13

Nature of Case: Non Payment due to Lost BDC PIN Code
Complainant/ Beneficiary: Gulshan Shaheen

Wife of: Sher Bahadar

Complainant, if not beneficiary herself:

Address: Village Peer Jangla, Tehsil Talagang & District Chakw
CNIC Number: 3720313864798

PSC form number: 24254764

Date Study Completed 10" February 2013

1. Receiver Woman/ Complainantés Profile and

Gulshan Shaheen is a 49 years old illiterate married woman. She is a mother of six children
including one son anfive daughters. Five of her daughters are attending school while her son is
not of school going age. Her husband works as electrician in an electric store and earns about
Rs.9,000 per month. There is no other source of income for the household.

She liveswith her family in a four Marla seldwned sempucca house having three rooms, a
Baithak, a washroom and an open kitchen. The streets of her village are paved with open drainage
system. Almost all the houses in their locality are dwelled by the labas lekving same socio
economic status.

2. Receiver Woman / Complainantds Rel ationshi

Gulshan Shaheen was declared an eligible beneficiary underlpladgbe programme after the
Poverty Score Card (PSC) s ur v ducted affhkraoohstepis e ho |l d
January 2011 by a survey team. After completing her survey form, she was given a survey receipt

for future reference. During interview Gulshan Shaheen mentioned that at the time of survey she
possessed a valid CNIC which she sldawith the enumerators. The beneficiary did not receive

BISP letter regarding her eligibility as a beneficiary of the programme.

Gulshan Shaheen does not know much about BISP but considers that BISP cash grant has been
provided by Pa kitoshelathe pBasestmoi tieeGpoor i Rakistan through cash
grants. She has spent BISP amount to pay bill of milkman and also for purchasing groceries. In
May 2012, the village postman visited her house and informed her about change in payment mode
with advice to visit the BISP Tehsil office and get her BDC for the withdrawal of BISP
instalments. A day later, she with her husband visited the BISP Tehsil office situated at distance
of about 20 km from her locality. She covered the distance partly by Chingcik&hiaw and then

van and spent Rs.140 for the round trip. She has her CNIC and PSC slip at the time of visit to the
BISP office.

3. How did the Complaint Emerge?

In the first week of November 2012, Gulshan Shaheen learnt from neighbouring beneficiaries
about release of second instalment. Two days later, she visited the Telenor franchise and provided
her BDC envelope to the franchise staff and asked for her BISP amount. The franchise staff asked
about the Pin Code slip. She informed that whatever she egckom the BISP office was in the
envelope and she did know about Pin Code.
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The franchise staff informed that although a BISP instalment has been transferred to her BDC
account but she could not get it until she shared the Pin Code that matched BiffCheumber.
She was advised to visit the BISP office for the registration and resolution of her complaint.

4. Processing of the Case

4AProvi derso66 Ver si on

From franchise, Gulshan Shaheen after covering a walking distance of about one kilometre on
foot reaxhed BISP office where she met Assistant Director (AD) with whom she shared her
complaint about lost Pin Code. For the registration and recording of her complaint, she was
referred to Assistant Complaint (AC) who mentioned her complete name, addressié@nd CN
and contact number on a register maintained for the recording of BDC related complaints. She
did not receive complaint acknowledgement slip for future reference, however, she was
advised by the AC to revisit the office after one month to check her aorhptatus.

After about two weeks, AD on November 16, 2012, sent an email to control room (DFO
BISP HQ) regarding lost Pin Code. AD, in email mentioned the compete name of the
beneficiary, her CNIC and BDC numbers. AD received a delivery report with the message
that @mplaint has been successfully lodged into the system.

A4BCl i ent 6s Ver si on

The beneficiary visited the BISP office twice, first time to register her complaint while the
second visit was for the follow up. During the follow up visit in the first weeRedtember

2012, she gathered from BISP staff that her complaint was not resolved and is still pending.
She was advised by BIP staff that she does not need to visit the office frequently as the office
would inform her when the complaint would be resolved.

Although, the complaint was launched and processed through the prescribed channel but
despite passage of more than five months it had not been resolved (as checked on April 08,
2013). Her second and third bank payments worth Rs.6,000 (Rs.3,000 each)sbalveen
generated on November 01, 2012 and February 06, 2013; however could not be withdrawn by
the beneficiary due to the delay in resolution of her complaint.

Gulshan Shaheen was greatly disappointed over the delay in resolution of her complaint.
Although the beneficiary was happy with the attitude and treatment of BISP staff but she was

not happy and satisfied with the BISP complaint resolution system. During interview the
beneficiary informed that she considers that Pakistan Post is the most sietadnfenent for

the delivery of BISP instal ments at benefi ci

5. What We Learned?

1

In this particular case, the beneficiary has been declared eligible under PSC phase of the
Programme. But, BISP HQ neither informed the beneficiary regarding her eligibility nor
about change in payment mode. The beneficiary learnt from the village poatoan
distribution of BDC and following his advice got her BDC from BISP Tehsil office.

In BISP Tehsil office Talagang, the BDC distribution process has been closed in June 2012.
These days, the beneficiaries who are qualifying after the settling ofdikerepancies are
visiting BISP Tehsil office Chakwal situated at a distance of abot&04km from Tehsil
Talagang for getting BDCs for the withdrawal of BISP instalments.
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1 At the moment there are only two Telenor franchises for disbursing BISP instaltmeén869
BISP beneficiaries and there is no PoS/ATM available for the beneficiaries living in the
remote areas of Tehsil Talagang. According to BISP AD, the field area of Tehsil Talagang
has been spread over a distance of about 70 km. This means trafigiry will have to
cover a distance of about-@0 km for withdrawal of BISP amount and whether she will get
the instalment during first trip could not be guaranteed. If the beneficiary due to any reason
returns without getting BISP instalment thea travelling cost is an extra burden.

6. Recommendations

1 BISP and bank staff at BDC Centre should properly guide the beneficiaries about usage of
BDCs and about the importance of Pin Code.

9 BISP should request the partner bank for availability and functioofncustomer services
helpline so that the beneficiaries could register complaints easily.

1 BISP should partner only those banks that have at least one functioning branch in the
concerned jurisdiction so that the field staff could follow up complatinteugh direct
interaction with the bank staff.

1 BISP management should take some immediate measures for the resolution of BDC related
complaints. BISP management should also sensitize and mobilize the partner bank for the
launching of a comprehensive comipit redressal system (linked to BISP CMS) to facilitate
and compensate the beneficiaries.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjatl4

Payment Case Study Number P-Q4-Upper Punjakl4

Nature of Case Non Payment due to Lost Benazir Debit Card

Complainant/ Beneficiary Asmat Tahira

Widow of: Muhammad Asif

Complainant, if not beneficiary herself

Address Village Virkan, Tehsil NowsheraVirkan & District
Gujranwala.

CNIC Number 3410353537564

PSC form number 25830497

Date Study Completed 12" February 2013

1. Receiver Woman / Complainantés Profile and

Asmat Tahira widow of Muhammad Asif is a 41 years old primary litexat&ing woman living

with her family in Tehsil Nowshera Virkan. She is a single parent of eight children including
three sons and five daughters. Five of her daughters and a son are attending the school while her
two sons work as labourer with mason anthsabout Rs.15,000 per month. She also works as a
housemaid and earns about Rs.3,000 per month.

She lives with her children in a five Marla semi pucca house that comprises three rooms, an open
kitchen and a washroom. The streets of her area are pavedpgit drainage system.

2. Receiver Woman / Complainantds Relationshi

Asmat Tahira informed that PSC survey in her area was done in January 2011. After filling the
PSC form at her door steps, the survey team issued her a survey receipt antrevisdeep it

safe for future reference. After becoming a BISP beneficiary, she did not receive any letter from
BISP confirming her eligibility in the programme. She also mentioned that she came to know
about change in payment mode to Benazir Debit (BIXC) from the village postman.

Asmat Tahira was unaware of the BISP eligibility criteria and how she got selected in the BISP
programme. She considers the programme is owned by the sitting government to help and support
the poor people. Regarding usaeBISP cash grant, she informed that she had used the previous
BISP instalments amounting to Rs.25,000 for purchasing groceries and other household items.

According to Asmat Tabhira, in the second week of April 2012, the village postman visited her
houseand informed about change in payment mode with advice to visit the BISP tehsil office and
get her BDC for the withdrawal of BISP instalments. A week later, Asmat Tahira visited BISP
tehsil office situated at a distance of about 30 km from her localityc@hered some distance by
walking to the main road and remaining distance by wagon and spent Rs.130 for the round trip.
She received her BDC and was advised by bank staff to visit a UBL Omni franchise after 72
hours to withdraw her cash grant instalmenbtigh BDC. After getting her BDC, she placed it in

her hand bag and returned home.

3. How did the Complaint Emerge?

After two days Asmat Tahira decided to visit the UBL Omni franchise for the withdrawal of BISP
amount. On reaching the destination, she codddt f i nd her BDC envelope
did not know what to do for the registration and resolution of complaint. In July 2012 village
postman delivered her BISP MOs at her door step. She shared the problem of lost BDC with the
postman who advisedehto visit BISP office for the registration and resolution of her problem.
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Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjatl4

Same day, she slipped from stairs, her knee got fractured and so she could not visit the BISP
office for two months.

4. Processing of the Complaint
4AProvi dersodo Version

After recovery from knee fracture, in October 2012 she visited BISP tehsil office and met the
AD. Upon sharing her complaint, Assistant Director (AD) checked her payment detail and
found that her amount was safe as it had not been withdrawn. AD referred heistarmss
Complaint (AC) for registration of her complaint. AC helped her in writing her complaint on
paper. She was advised by the AC to visit UBL Wazirabad and submit this complaint along
with a copy of her CNIC.

Her case was filed and recorded by theff of BISP Tehsil office Nowshera Virkan on a
register maintained for recording of different BDC related complaints. Presently CMS do not
cater for BDC related complaints and there in no partner bank branch functioning in the
concerned tehsil. The stdffllowing the instructions of BISP and bank management referred

the beneficiaries to UBL Tehsil, Wazirabad with their written complaints. Her complaint was
resolved on November 03, 2012 and she obtained a new BDC which she used on the same
day for withdraving her pending BISP cash grants (Rs.6,000) from a UBL ATM.

A4BCl i ent 6s Ver si on

Asmat Tahira visited the BISP tehsil office twice, once to register her complaint and the
second visit for follow up of her complaint. During her second visit in the lagkvof
October 2012, she was informed by the BISP AD that the BISP staff does not know about the
progress of her complaint. She was further advised by BISP staff that she does not need to
visit the office frequently as the UBL would inform about resolugbher complaint.

Although, Asmat Tahira was happy and satisfied with the attitude and treatment of BISP staff,
however, she was not satisfied with the delivery of BISP amount through BDC. In this
context, she mentioned that being illiterate she doeskmoiv how to use the BDC for
withdrawal of BISP amount from ATM. She further informed that she withdrew with the
assistance of a stranger who could have misappropriated her amount.

5. What We Learned?

1 The beneficiary was unaware about BISP complaint r@saolunechanism. After three
months, she learnt from the village postman about BISP complaint redressal system. Due to
her knee fracture she could not file her complaint for another few months and lodged it in
October 2012 at BISP tehsil office which asked to visit UBL Wazirabad. Her complaint
was resolved after about one month in November 2012.

1T The beneficiaryds compl aint was processed by
from UBL Wazirabad; the beneficiary again covered a distance of abe80 kén to
Wazirabad and collected her new BDC with pin code.

1 According to BISP AD, although they were recording BDC complaints on a register, but, as r
the processing of complaints was with UBL Wazirabad, so BISP staff had no information
about the number ofoenplaints that were resolved or otherwise. BISP AD further mentioned
that concerned tehsil office even does not know whether the beneficiaries who have been
referred to UBL Wazirabad have actually approached the partner bank for filing their
complaints onot.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjatl4

1 At the moment there is only one UBL Omni franchise functioning to disburse instalments to
5,148 BISP beneficiaries. There is no POS/ATM available for the beneficiaries living in
remote areas of tehsil Nowshera Virkan. According to BISP AD, the &edd of tehsil
Nowshera Virkan spreads over 50 km. This means that a beneficiary has to cover a distance
of about 50 KM for the withdrawal of BISP amount and whether she would get BISP
instalment during the first trip is not assured. If the beneficiarytdugny reason returns
without getting her BISP instalment then the travelling cost is an extra burden on her.

6. Recommendations

1 Proper communication between complainants/ beneficiaries and BISP is strongly
recommended.

1 BISP tehsil office staff needs tosise a reference slip to BDC complainants with complete
name of bank, complete address and telephone number of bank so that the beneficiaries can
easily approach the bank.

1 The partner bank should inform and share with BISP tehsil office on weekly or mbatiy
about the number of complaints received/processed or resolved.

91 BISP should request the partner bank for the availability and functioning of customer services
helpline so that the beneficiaries can register the complaint with ease and comfeithant
covering 70 km to Wazirabad.

9 BISP should hire the services of that partner bank which has branches in the tehsil where
BDCs are to be issued so that BISP staff may get information and track back their complaints
record/status through their dire@oteraction with bank staff.
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Targeting Process Evaluation for

Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl5

Payment Case Study Number

P-Q4-Upper Punjakl5

Nature ofCase

Non Payment due to Wrong BDC PIN Code

Complainant/ Beneficiary

Hameeda Bibi

Wife of:

Khadam Hussain

Complainant, if not beneficiary herself

Address

Ghaziabad, House # 95, Street 63, Mohalla Desiaim,
Post Office Mughalpura, Ghaziabad Disttiethore

CNIC Number 3520121163912

PSC form number 27820405

Date Study Completed 25" February 2013

1. Receiver Woman / Complainantés Profile and

Hameeda Bibi is a 65 years old woman. Her husband was working on daily wages but now due to
old age stays at home for last many years. Her two daughters are married and 27 years old
unmarried son is a labour at a steel factory in Lahore and earns about Rs.10,000 per month. She

has been contri

buting to the f aforitHeVastl5rnyeasme by

and who have always helped her in times of need. Although she is old but still works due to her
poverty, the notable has allowed her out of sympathy to do cleaning and washing for three hours
in the morning for a monthly payment o R,000.

She lives in a small congested triple storey old building and has hired two rooms on third floor for

a monthly rent of Rs.2,000. The building is rented by four different families in different rooms
and a single bathroom is shared by all. The bnaglm where she lives is furnished with two
charpoys, a pedestal fan and some old trunks, and is also used as kitchen. The other room is used
by her son. The house is situated in a narrow and overcrowded street, where almost all the houses
are in similarcondition. The small and mulstorey old houses make the streets very congested

and the street vendors and corner stalls has made them even more suffocating.

2. Recei ver Wo ma n

Hameeda Bi bi 6s

/| Compl ainantds Rel ationshi

P S C rabably n they montta s Decemnibed 2010t Thedsurnyey

was conducted in the building where all the families were gathered in one of the rooms and
provided the information to the enumerators. Hameeda Bibi had a valid CNIC which she shared
with the survey team @ answered to the enumeratorsodé ques

form and gave her the survey slip.

She has been declared eligible with discrepancy and her PMT

was 15, which her son got checked at a net cafe.

She has no idea about the eligibility eria, neither does she remember about receiving any
eligibility letter from BISP. She did not know if she would get the BISP cash grant until the
postman brought her first money order in September 2011. She has received four instalments of
Rs.9,000 from Pdstan Post. She received her first bank payment of Rs.3,000 btagch 2012

which was generated on"1Bebruary 2012. She has spent the BISP amounts on buying groceries.
She considers BISP as a welcome government initiative for eradipatiegty inthe country.

3. How did the Complaint Emerge?

In June 2012, Hameeda Bibi went to the bank (as per instructions of the bank staff to visit the
bank after every three months to get BISP cash grant of Rs.3,000) to withdraw her second
instalment through BDC wht her son and another relative beneficiary who knew how to use

G/H K| ﬂ
J40252714



Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl5

ATM. When her son entered the PIN code to log, the ATM did not issue the amount. He tried
again, punching the PIN code very carefully bu

4. Processing of the Complaint
4AProvi derso Version

They went to BISP and discussed the matter with Assistant Complaint (AC) at Division office
Lahor e. AC referred them to the HBL counter
(DCO) received their apmation and photocopy of CNIC and the account number. He also

took their phone number and told them that the new PIN code would be communicated to
them on phone. Then after a week or so, the bank contacted her son and shared the new PIN
code with him.

Her son went to the bank with his mother and tried to withdraw her instalment"ojuf8

2012, but the ATM again refused to recognise the PIN. He informed the bank and a bank
officer also tried the BDC but the money did not come out of ATM. He went to tBE B
office on same day and reported the problem again.

At Divisional office Hameeda Bibi and her son were again referred to the DCO at HBL
counter. The DCO after discussing the problem in detail, called the concerned HBL branch to
know about the problenThe HBL branch manager told him that the cash grant has not been
transferred in beneficiary account. The DCO sent the complainant to the concerned bank to
get the written statement from the manager and submit it back. The complainant brought the
requiredstatement and her complaint was registered again B8 2012. She was told to

wait and the office would contact her again.

4BCl i ent 6s Ver si on

Hameeda Bibi visited the BISP tehsil office twice for registering her complaint. She is still

waiting to receive her second bank payment. According to her, the bank staff has not
contacted her tildl now to give her a new BDC
complaint redressal system which is taking too long to resolve her problem.

5. What We Learned?

1 Neither Hameeda Bibi nor her son was informed by the bank staff that BISP instalment was
not generated in June 2012 but after many months Bi©8@ber 2012. The bank staff had
advised her to withdraw the BISP instalments through BDC after evegyrtioeths.

T I'n fact Hameeda Bibids compl aint could be a
instalment was not even generated in June 2012. The bank staff checked her online payment
details but did not inform her.

1 A new BDC PIN Code was given to therbe f i ci ary but it doesnodt
payments have been generated dh@6tober 2012 and ¥'February 2013 (when her online
payment details were checked orf'@@ril 2013) but she was unable to withdraw the amount
due to wrong BDC PIN Code.

1 Ther is no prescribed procedure defined by BISP for the staff to handle the complaints
regarding the alternate payment mechanism. So the complainants are referred to the bank
counter for resolution. Currently, complaints regarding Benazir Debit Card aresticanul
recorded by the bank staff appointed in BISP Divisional office.
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6. Recommendations

1 BISP should send payment schedule clearly mentioning the month and amount to be received
by the beneficiaries in order to avoid corruption/embezzlement as welh-aecessary
complaints about instalments that have not even been credited to their account.

1 The concerned BISP staff should coordinate with bank staff appointed in BISP offices to see
and to observe the nature of most of the complaints and how the bénk standling them
so that they can monitor the processing of complaints.

1 BISP tehsil office staff needs to issue a reference slip to BDC complainants with complete
name of bank, complete address and telephone number of bank so that the beneficiaries can
easily approach the correct bank/ branch.

1 The partner bank should inform and share with BISP tehsil office on weekly or monthly basis
about the number of complaints that have been received/ processed and resolved.
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Targeting Process Evaluation for

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K)

Sectionl i Payment Case Studie

P-Q4-Upper Punjakl6

Payment Case Study Number

P-Q4-Upper Punjakl6

Nature of Case

Partial Payment made by the Omni Franchise (BSC)

Complainant/ Beneficiary

Surayya Bibi

Wife of:

Naseer Ahmad

Complainant, if not beneficiary herself

Address

Mohalla Islamabad, Waan Bachraan, Tehsil Mianwali.

CNIC Number 3830292014172
PSC form number 0139455
Date Study Completed 28" January 2013

1. Recei ver Woman

Surayya Bibi is a 38 years old illiterate married woman. She has four children; two daughters and
two sons. Her two children are enrolled in a government school; son in class three and daughter in
class two. The other two children are not of school going age. Her husband Naseer Ahmad works
as a labourer with mason on daily wages. He gets Rs. 300 per day. She herself is not involved in

/| Compl ainantés Profil

e

income generation activity to support her family. Her fatheaim Who is a cardiac patient also

lives in the same premises.

and

She lives with her family in a five Marla semi pucca poorly constructed house which consists of

two rooms and a wash room while courtyard is used as kitchen by the family. The family owns a
bicycle, a hand pump, few charpoys, wooden chairs and a functional mobile phone being their

valuable possessions.

The area where she resides is known as Mohalla Islamabad which is around 2 kilometres from the

main Mianwali Sargodha road in Waan Bachraanu@an union council). All the streets in the

area are paved having open drainage system. The street leading to her house is also paved and has

around twenty houses.

2. Recei ver Woman

She was not selected as BISP bemafy under the Parliamentarian phase. She was surveyed for
PSC by the enumerators at her door step in March 2010 and received the survey
acknowledgement slip. She received a BISP letter regarding confirmation of her eligibility in

/| Compl ainant 6s Rel ati

onshi

BISP Program and inforrtian to receive Benazir Smart Card (BSC) from NADRA office Civil

Line Mianwali.

She didnot know

about Bl SP but she had

ut i

groceries and partially for the treatment of her father in law. She has pkanfuether utilize the

cash grant instalment for the purchase of groceries and partially for the better education of her

children.

In the month of August 2010 some influential visited her locality and informed her to collect BSC
from Ladies Club Mianwaliocated at a distance of around ten kilometres from her dwelling. She

was further advised to carry her CNIC and survey acknowledgement slip to get her BSC.

Surayya Bibi, a day later visited Ladies Club with her husband to cBI&Ctby Suzuki Van and

incurred a cost of Rs.120 for the round trip. She had her CNIC and survey acknowledgement slip

as advised.

z

[
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When they reached Ladies Club, she observed three desks/counters working for the issuance of
BSC. One desk was of BISP, second of NADRA while theeltivias of UBL. She after waiting in

queue for her turn, entered in BISP booth where an officer after checking her eligibility status
referred her to the NADRA desk. The NADRA officer checked and confirmed the record of
beneficiary and after taking her thbnmpression and finger prints issued a token number and
referred her to the bank counter. The bank staff after getting some information issued Benazir
Smart Card in an envelope.

After collecting her BSC, she came back to BISP counter to know how teutie card for the
withdrawal of cash grant. She was informed that she needs to visit some of the UBL Omni outlets
after three days (72 hours) for the withdrawal of cash grant. The officer also told her address of
Omni Outlets working in city Mianwali.

After three days she with her husband went to an Omni Outlet in Waandi Ghund Wali, at a
distance of around eight kilometres from their dwelling. She had her CNIC and BSC at the time of
visit to the Omni Outlet. They went there by Suzuki van and incurre@®#ot the roundtrip.

The Omni Franchisee by taking her CNIC and BSC gave her Rs.1000. She at the request of
franchisee also affixed her thumb impression on a register and got back her CNIC and BSC. It

was further informed by franchisee that she will reeeRs.1000 through BSC and she can
withdraw amount from any of the Omni Outl et b
receive any receipt from Omni franchisee for the amount she received.

3. How did the Complaint Emerge?

She could not withdraw amourdgrfsome two months due to the illness and hospitalization of her

father in law. So, two months later,@ctober 2011 when she heard about th
BI SP instalmentd from neighbouring beneficiar:
Outlet. The Omni franchisee by taking her CNIC and BSC gave her Rs.1,000. Her husband
considered the received amount insufficient and he tried to inquire about the less payment but due

to the rush in the shop. Omni ssconplpik.dempsome coul d
other beneficiary, he got the address of BISP Tehsil office Mianwali and decided to visit BISP

office to inquire about the exact amount issued by BISP. He along with her wife went to BISP

office situated in Model Town, RaheemabadamBadio Station. They went there on foot as the

BISP office is located at a distance of around one kilometre from the Omni Outlet.

4. Processing of the Complaint
4AProvi dersd Version

She met Assistant Director and inquired about the exact amount sgB#8P in her name.

The BISP officer informed that BISP release an amount of Rs.1,000 per month and she can
withdraw that amount from any Omni Outlet whenever she require. The BISP officer took her
CNIC andBSC to check her online payment status and méat her that Rs.3,000 were
issued by BISP till then. At this, she told about less payment which she received from Omni
franchise. The BISP staff asked for the receipt which was given to her by the Omni franchise.
She informed that no slip was given to bgrthe franchise and gave her Rs.1,000 only. AD
contacted the Omni franchise on phone and inquired about the complaint regarding less
payment. The Omni franchisee declined the complaint regarding less payment and told that he
had the delivered entire BISimount to the beneficiary.

The AD then went to Omni Outlet with the beneficiary and her husband and asked why the
receipt of payment was not given to the beneficiary? The Omni franchisee first turned down
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the complaint regarding less payment and inforried due to rush he could not provide
receipt of payment to the beneficiary.

After the strong insistence of the beneficiary about receiving less payment the franchisee
asked to wait and he reconciled his disbursement record. During reconciliation afgsétty

with number of beneficiaries whose instalments were disbursed on that day he discovered and
acknowledged that he had delivered less payment to the complainants. Later, he paid the short
amount of Rs.2,000 to the complainant. The Omni shopkeepemiedothat this has been

done wunintentionally and he didnot want t o
however, advised him to remain careful and vigilant while disbursing BISP amount to poor
beneficiaries and also to issue a receipt/slip to eacéfioery for record and information of

payment issued to them. At this, the franchisee agreed and promised that there would be no
complaint in future from his Omni Outlet.

The beneficiary, her husband and BISP officer came back to BISP office wherneaitaiff
writing a complaint from the beneficiary on paper about less payment and also an
acknowledgement was taken from the beneficiary about the recovered amount.

The BISP officer forwarded a letter (letter number AD/BISP/MW1/2011/88 datéd 11
February2012) about embezzlement and recovery of amount from Omni Outlet to BISP
Divisional Director Sargodha and also to the Area Manager UBL Omni Faisalabad. But, no
office responded or contacted in this regard.

4BCl i ent 6s Ver si on

The beneficiary, Surayya Bii was attired in a Burga (completely veiled from head to toe

without showing face) which is traditional in district Mianwali. The interview with the
beneficiary was held in a spacious courtyard and her husband was present at the meeting. She
considershesel f a BI SP beneficiary as her husband
income to support them because of inconsistent work pattern. Accordingly, they have to
borrow from the shopkeepers, neighbours and relatives for daily needs.

She di dnbéut commewial banking system but she was happy and satisfied with the
delivery of Cash Grant instalment through UBL Omni Outlets. The beneficiary told if she had
the information about the exact amount which would be issued by BISP at her name then the
complaint regarding less payment would not have triggered.

5. What We Learned?

1 The receiver woman lodged a complaint about less payment made by Omni Franchisee and
the complaint was resolved verbally due to commendable efforts of BISP AD.

T She di dn any receiptslip ifrene Omni Outlet for the BISP instalment that she
received at UBL Omni franchise.

T BI SP staff didnét know about the handling, r
related complaints regarding Smart Card. BISP staff obtainedemwritdmplaint from the
beneficiary on a paper for information and office record.

1 There seems to be a communication gap between BISP and Partner Organizations like
NADRA and UBL as none of the partner organisations ever respond to BISP Tehsil office
againstany complaint. Even the BISP Divisional Director Sargodha did not contact and
responded on the complaint.
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T Omnis didnodt have adequate arrangements for
Omni outlets in Tehsil Mianwali against large number of ab60f000 Smart Card
beneficiaries (as informed by the BISP Assistant Director).

1 BISP staff prepares Monthly Progress Report on cash grant disbursement at each Omni
franchise and share this with their Divisional Director for information.

6. Recommendations

1 BISP should send payment schedules to the beneficiaries clearly mentioning the month and
amounts to be received in respective months in order to avoid corruption/embezzlement and
exploitation.

1 Omni franchises should provide payment receipts to benefgiati¢he time of disbursing
BISP cash.
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Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl7

Payment Case Study Number: P-Q4-Upper Punjakl?7

Nature of Case: Non Payment due to Lost Benazir Smart Card

Complainant/ Beneficiary: Ameeran Bibi

Wife of: Ahmad Khan

Complainant, if not beneficiary herself:]| Muhammad Zeshan Khan

Address: Hamayyun Khail, Kot Bayliaan Tehsil and Distr
Mianwali.

CNIC Number: 3830241599170

PSC form number: 0032740

Date Study Completed 1st December 2012

1. Receiver Woman |/ Complainantés Profile and

Ameeran Bibi is 62 years of age, illiterate married woman. She is a mother of a daughter who is
marriedwh o i s also il literate. Ameren Bibids hushb
owner. He gets around Rs.8,000 per month with seasonal .produce like wheat etc. also provided

by the land owner. She is a housewife and remains at home to look atente

She lives in a five Marla setiwned poorly constructed house which was badly affected by
floods. There is only one room which was reconstructed after floods with the help of farm owner
and neighbours. There is no wash room while court yard © aséitchen by the family. They

only have a bicycle, a hand pump, few charpoys, and some traditional wooden chairs as their
valuable possessions.

The area where she resides is known as Humayun Khail which is about 30 kilometres from heart
of the city Mianwali. The area is surrounded by agricultural or barren land. All the streets in the
area are unpaved having open drainage/sewerage system. The street leading to her house is also
unpaved and has around twenty houses.

2. Receiver Woman / OmosmpwiteBISPant 6s Rel at i

Ameeran Bibi was not selected as BISP beneficiary under the Parliamentarian phase. She was
surveyed for PSC by the enumerators at her door step in February 2010 and she received the
survey acknowl edgement s | tér pegardi@ch eonfirchatieghnob her r e c e
eligibility in BIS Programme. She utilized BISP cash grant instalments for the purchase of
groceries and she has plans the same in future.

In July 2010 she received Rs.9,000 through Pakistan Post. The post man aktirabtimed her

about change in payment mode and advised her to collect her Benazir Smart Card from Ladies
Club Mianwali. She was also advised to carry her CNIC. After two days she with her nephew
went to Ladies Club Mianwali located at a distance of arabinty kilometres from her dwelling

by bus and incurred Rs.160 for the round trip. She received an envelope of Benazir Smart Card
with Pin code and some printed material relevant to BSC i.e. how to use the card, what to do in
case of theft, lost, loss pfh code and blockage of Card etc.

She came back to BISP counter to know how to utilize the card for the withdrawal of cash grant.
She was informed that she needs to visit some UBL Omni outlets after three days (72 hours) for
the withdrawal of cash granfThe staff also told her addresses of Omni Outlets working in
Mianwali city.
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3. How did the Complaint Emerge?

Three days later she visited Mianwali and received her BISP cash grant from an Omni Outlet
iSami Gener al Storeo. ®mrd outleebeitalid noerdceive seceipt,fd 0 0 f r
t he amount received. Ameer an Bi bi didndét have
instalment through her BSC. She waited anxiously for few months and then one day she requested

her nephew to inquirebaut the instalment. Her nephew got the information from one of his

friends working in an NGO and informed her Aunt that BISP had transferred amount to her
account and she could withdraw that amount.

A day later, she with her husband visited Mianwalitfoe withdrawal of cash grant. They both

went by bus and incurred Rs. 160 for the round trip. They went to another Omni Outlet which was

quite near to Mianwali Lari Adda (bus stand) and received cash assistance of Rs.12,000 by
providing her Smart Card al@NI C t o Omni owner . She didnot r
payment she received from the Omni franchise. From Omni Outlet they went to market for
purchase of some groceries where she lost her BSC. When she came back home and wanted to put
her Smart Cardnithe cupboard, she discovered that she had lost her Card. She searched for it in
her shopping bags and in purse but didnét find

She didnét have any idea and information that
she needs to complainaltou t he | ost Car d. She didnét i nform
her lost card to thinking that she would get her new BSC at the time of next disbursement.

4. Processing of the Complaint
4 AProvider Version

In February 2012, she felt the need of some cash assistance to bear the maternity expenses of
her daughter. She had no other means to arrange the cash except the cash assistance provided
by Bl SP but she didndt have ddheneghawabouttte av ai
l oss of her BSC and requested him to get a n.
to do for the recovery/getting a new Card. He, however, went to Mianwali and visited the
Omni Outlet from where Ameeran Bibi had received last tash grant instalment. He also

had CNIC of her Aunt at the time of his visit to Mianwali. He informed the Omni franchisee

about the loss of a BSC and asked about the process for getting a new Card. The Omni
shopkeeper showed his ignorance about thevexg and process for a new Card, however, he
referred him to BISP Tehsil office Mianwali situated in Model Town near Radio Station to

get relevant information.

In BISP office he met the Assistant Director and told her about the lost BSC of her Aunt. The
BISP officer by taking CNIC of the beneficiary from the complainant checked the payment
details and asked him about payments her Aunt received. He informed that she had received
Rs.16,000 through BSC in two instalments, first Rs.4,000 while second teneeshived

Rs.12,000 and at the same time she lost her Card. The BISP officer inquired about the delayed
compl aint of the | ost Card, he informed that
about the loss of her Card immediately. The BISP effinformed him that the lost BSC had

been consistently used by someone illegally who withdrew additional Rs.9,000 still 31
December 2011.

BISP staff took in writing a complaint from complainant about the lost BSC and also got his
contact details. Heraphew was advised to wait as BISP office would inform him about the
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl7

progress of the compl aint. He didnot recei ve
BISP office was given to him to get information on telephone rather than visiting BISP office.

The BISP officer contacted and informed all Omni Outlets working in the jurisdiction of
Tehsil Mianwali about her lost BSC on telephone, he also conveyed details of beneficiary
who lost her BSC (Complete Name, age of the beneficiary, CNIC number and addess e
The Owner of Malik Mobile Point, from where the disbursement was done from April 2011
to December 2011, was specially informed.

A week later, in February a woman came to an Omni Outlet (Malik Mobile Point) with BSC

of Ameeran Bibi. When the Omni aer asked her to present her CNIC she excused that she
had lost her CNIC on way to Omni Outlet. When the Omni franchisee further tried to inquire
from the beneficiary about her complete name and address, she realized that she had been
caught red handed aisd she ran away from the shop. The Omni owner tried his best to trace
and catch her but failed. Later, the Omni owner telephonically informed the BISP officer
about the recovery of the BSC.

BISP officer requested the Omni owner to come with his compéetard and BSC which he
recovered at his office. When the Omni owner went to the BISP office with his complete
record, they observed that the amount was drawn by a woman (Kalsoom) who was a resident
of Naangi, an area around forty kilometres from city Miat (who withdrew Rs.9,000 from

April 2011 to December 2011 on the lost card). Some contact details of the culprit were also
found in the Omni record. But, one contact humber is powered off while the other contact
number was incomplete.

Later, BISP offier contacted Zeeshan (nephew of the beneficiary) and advised him to come
with the beneficiary as they had recovered her lost Card. Next day, he went to BISP office
with the beneficiary on his motorbike. They met to BISP officer who informed that although
they have recovered the lost Card but neither could they trace the culprit nor were they able to
recover the misappropriated amount.

The BISP officer also forwarded a letter (letter number AD/BISP/MW1/2011/87 dafed 11
February 2012) about the recoveryBSC to BISP Divisional Director Sargodha and also to
the Area Manager UBL Omni Faisalabad. But, none of the offices responded.

ABCl i ent 6s Ver si on

The beneficiary, Ameeran Bibi, was attired in a Burga (completely veiled from head to toe
without showingface) which is traditional in district Mianwali. The interview was held in a

court yard and her husband and nephew joined the meeting. She considers herself a BISP
beneficiary as her husband is a | abourer and

She was not happy and satisfied with the delivery of BISP cash grant through UBL Omni

Outlet. In this context she informed that she has to travel around 60 kilometres and also
incurred some cost to receive instalments. She believed and requested &ivérg df cash

grant at her door step. After the recovery of lost Smart Card she has received Rs.8,000 till 30
October 2012.

5. What We Learnt?

1T The beneficiary didnot know what amount s he
no mechanism to infan the beneficiaries about release of disbursements.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjakl7
1 The beneficiary received Rs.16,000 through BSC before she lost her Card.
T BI SP staff di dnot know about t he prescribed

complaints about BSCs.

1 Case Management Maaluis silent about the procedure to be adopted by BISP and Partner
Organization for complaints regarding alternate payment mechanism. It, however, says that
Payment Agency with more than 10 consecutive complaints would need an audit but so far it
has not ken followed.

1 BISP has provided additional business opportunities to the people in the form of Omni outlets
and Easy Paisa Shops etc.

6. Recommendations:

9 It is important that awareness should be created about complaint resolution mechanism and
where a reager woman/ complainant should file her complaint.

9 BISP should send payment schedules to the beneficiaries clearly mentioning the month and
amount to be received in respective months in order to avoid corruption/embezzlement and
exploitation of mostly illierate beneficiaries.

1 BISP Management should take serious and immediate measures for the resolution of
complaints regarding Smart Card to facilitate the beneficiaries.

1 Complaint Management System should be launched at the earliest by providing login and
passwords to concerned BISP staff so that minor issues may be solved without any long
processing and delays.
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Targeting Process Evaluation for

Section Il Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjal8

Payment Case Study Number

P-Q4-Upper Punjal8

Nature of Case

Non Payment due to Lost BDC PIN Code

Complainant/ Beneficiary

Yasmin Bibi

Wife of:

Amanat Ali

Complainant, if not beneficiary herself

Address

Village: Tajpura,Etihad Colony Darul Islam, Post offic
Mughalpura, Tajpura, Lahore

CNIC Number 3520172768732

PSC form number 27815389

Date Study Completed 28" September 2012

1. Receiver Woman / Complainantés Profile and

Yasmin Bibi is a 26 years oldliterate married housewife. She is a mother of two daughters and
three sons. Three of her children are in primary government school and younger two stays at
home being not of school going age. Her husband Amanat Ali is working on daily wages at a
local deel mill and earns Rs.400 per day.

Yasmin Bibi lives in a rented house with her children and parents in law. The family is living in a
single room, which is part of a triple storey building and taken on rent by five different families
for Rs.3,500 eaclincluding utility bills. The building is old and in very poor condition. The only

bath room and latrine built at second floor, is shared by all the five families. There is no kitchen
and cooking is done in the small veranda. Yasmin Bibi lives in a singha with her husband,

five children and parents in law. The room is furnished with an old wooden double bed, a plastic
charpoy, few trunks, and a pedestal fan. The house is situated in a narrow and overcrowded street
of Tajpura, where almost all the housee in similar condition. The mulstorey old houses are

built on both sides of very narrow streets and with corner stalls and vendors on the street made the
streets even suffocating. Streets are lined with open drains which give the environmentrd consta

unhealthy and disgusting smell.

2. Recei ver Wo ma n

/| Compl ainantds Rel ationshi

Yasmin Bibi became BISP beneficiary in the Poverty Score Card phase; PSC survey in her area
was held in summer last year, probably in the month of May/June201Intiheerators visited
her house and completed her PSC Survey form and gave her an acknowledgement slip.

She did not receive her eligibility letter; neither did she go anywhere to get her PMT score
checked. She learnt about her eligibility through the pastwizen he brought her first instalment
in September 2011.She spent the BISP cash grant for buying groceries and school stationary for

her children.

She thinks of BISP as a government scheme and regardless of any political affiliation it aimed at
empoweriig poor women and to eradicate poverty. She did not receive the Benazir Debit Card
(BDC) collection letter however she received a phone call in this connection from BISP office in
February 2012. She received her BDC from BISP Divisional office Lahore mi&wgt2012 and
withdrew her first instalment from HBL ATM through BDC off #arch 2012.

3. How did the Complaint Emerge?

Yasmin Bibi collected her BDC from BISP Divisional office Lahore in February 2012. The staff
who issued her the card also briefed Heowt the usage of the card for withdrawing the BISP
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Targeting Process Evaluation for Section Il Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjal8

instalments from ATM. She did not have any information about transfer of instalment in her
account and went to the recommended HBL branch with her neighbouring beneficiary. But when
both the ladies trietheir BDCs at ATM with the assistance of a bank official, the machine did
not deliver any amount and the official told them to visit again after few days. They tried again in
end March and they did not received any amount. The bank asked them to wiaitnaolie. So

they went back and waited, in the meanwhile the postman brought her next instalment of Rs.3,000
in May 2012.

After a month, she decided to withdraw her instalment from ATM again and went to bank with
the same beneficiary orfdune 2012. Athle ATM another customer helped them using their
cards to withdraw their instalments but they failed again in getting their cash transfers. The man
who helped them at the ATM advised them to visit BISP office for the resolution of their
problem. Worried antielpless, both beneficiaries rushed to BISP Divisional office Lahore on the
same day and discussed their problem with BISP officials.

4. Processing of the Complaint
4AProvi dersd Version

The complainant Yasmin Bibi visited the BISP Divisional office Lahdo lodge her
complaint about the reactivation/reissuance of BDC PIN code®*8ung& 2012. She met
Assistant Complaint and discussed her BDC problem who referred her to the HBL counter.

At the HBL counter, t he banko6sanddhécked hea | t oo
account details online. He then filled a {typed application form for complainant and added

her basic information such as name, CNIC number, BDC number and contact details on form

and took her thumb impression on it and her complaintladged. The same format is used

for all the HBL ATM related complaints. The official forwarded her complaint to the
concerned local HBL branch (HBL Aziz Bhatti Town Branch).The Branch Manager approved

the application and forwarded it to the-dharge CardOperation Centre in Karachi for
generation of new PIN code.

Yasmin Bibi was given BISP contact number on a slip of paper for further information and
was told to wait and she would be informed about her new PIN code through telephone. She
made a couple ofisits to know status of her complaint but the bank did not receive any
update on her application.

The bankds official informed that there i s s
and NADRA at head office level due to which HBL cannot updeeeficiary record and
activate a new PIN code or transfer pay mer
beneficiaries are also facing the same problem and their applications for reissuance of BDC

PIN code are also pending.

4BCl i ent 6s Ver si on

Yasmin Bikh and her neighbouring beneficiary visited the BISP Divisional office Lahore on
same day i.e.*Dune 2012 to find solution to their issue. They went there on Ching Chi
rickshaw that cost them Rs.20. At the BISP Divisional office Lahore she discussed her
problem with the Assistant Complaint (AC). She had her CNIC and BDC with her. The AC
verified her basic information and referred her to the HBL counter to register her complaint.

‘ G HK ’ GHK Consulting Ltd.
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Targeting Process Evaluation for Section Il Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-Upper Punjal8

At HBL counter the officer took her BDC and checked her record on compuehe filled

a form by entering her information and got her thumb impression. He also gave her the office
contact number for follow up and told that she would get new PIN code within two weeks.
She did not receive any update from BISP about her compBdintvisited the office again, at

the end of June 2012, to get information and was told to wait till next month. She again tried
her BDC to withdraw the cash from ATM on'08uly and then report the BISP office that the
problem was persisting.

She told hat she has to spend Rs.30 for reaching the bank/ATM and Rs.20 to the BISP office
on Ching Chi. Yasmin Bibi was not satisfied with the staff behaviour, she thinks they were
rude and intimidating and were not being cooperative especially when she visiteffich
second time for the follow up of her complaint.

5. What We Learned?

1 The complaint of the BDC PIN code lost was registered at the HBL counter/desk in BISP
Divisional office Lahore. The bank staff took the complaint on the general format used for al

the HBL customers for BDC related complaints

complaint handling, he forwarded her complaint to the concerned bank branch where her
account was opened (HBL Aziz Bhatti Town Branch Lahore), for further procesHirg
complaint has not been resolved yet and the beneficiary is still waiting for the complaint
resolution.

f The complaint was registered in June 2012
not generated. Her online payment details ofi April 2013, shows that her second bank
payment was generated orf"3Dctober 2012 and third on ®&ebruary 2013, both payments

are stildl to be withdrawn, however she coul

PIN Code.

1 The official explained that they visit their bank branch regularly and collect BDC related mail
that contains new PINs and BDCs against requests they sent to Karachi office. After
collecting these PINs and BDCs they call beneficiaries to come and chiettagainst their

compl aint . Some PIN code related compl aints

through direct contact with the beneficiary. Usually complaints resolve in 15 days but
sometime it takes much longer time due to unknown and unexplagssthn, may be
workload or data sharing problem between HBL and NADRA. The Bank official told that
most of the time PIN mismatch and card block problem occur due to exchange of BDCs/ PIN
codes between beneficiaries.

9 There is also no mechanism availablenform beneficiaries about the disbursement of cash
grant instalment

6. Recommendations

1 Awareness should be created among beneficiaries about how to use BDC at ATMs and about
security of their PIN code.

1 BISP should maintain and update the requaecurate information on BISP website in order
to avoid any confusion for the concerned BISP staff and also for the Partner Organizations.

1 The concerned BISP staff should coordinate with bank staff appointed at BISP offices to see
and to observe the natucé the complaints and how the bank staff is handling them to
monitor the nature of complaints and processing time.
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Targeting Process Evaluation for Sectionl i Paymet Case Studie!

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-01
Payment Case Study Number P-Q4-KPK-01

Nature of Case Non Payment due tGaptured BDC

Complainant/ Beneficiary Shaheen

Wife of: Shamsul Hadi

Complainant, if not beneficiary herselff Shamsul Hadi

Address Bafa Mera, Bafa Town, Tehsil and District Mansehra.
CNIC Number 1350344402062

PSC form number 6169148

Date StudyCompleted 27" November 2012

1. Receiver Woman/ Complainantds Profile and |

Shaheen wife of Shamsul Hadi is 32 years old illiterate BISP beneficiary liviBafan Mera,

Bafa Town, Tehsil and District Mansehra. Shaheen is a mother of five chittiree boys and

two girls). Four of her kids are studying in a private school at Bafa Mera, for which she is bearing
Rs.700 per month as their fee, while the fifth one is not of school age. Her husband is a farmer
who cultivates vegetables in the landsadbcal landlord and earns about 30,000 per annum.

She lives with her family in five Marla pacca house given to them by the landlord and that has
two rooms, a kitchen and a bathroom. The locality where she lives is situated at a distance of 1.5
kilometres from Shahrak-Karakoram and comprises low income households mostly associated
with labour work. The village is deprived of paved streets/ road(s) infrastructure and proper
drainage system.

2. Receiver Woman / Compl ainantdés Relationshi |

Shaheen was not a beneficiary under the Parliamentarian Phase-I(Bhase He r househ:
Poverty Score Card (PSC) survey was conducted in 2010 at her doorstep by an enumerator of
BISP survey team. She received a survey acknowledgement slip from the @nurfioerfuture

reference. She considers BISP as Benazir Scheme which has been launched to help poor. She
became known to BISP through word of mouth, through 4oéesonal contacts. She did not

know about the beneficiary eligibility criterion but thinkath s he i s poor thatos
potential beneficiary.

She received Rs.19,000 in nine BISP instalments during the period of May 2011 till June 2012.
When other neighbouring beneficiaries started receiving their Benazir Debit Card (BDCs), she
also went to BISP tehsil office Mansehra in mid of March 2012 and obtained her BDC. She
received her first bank payment on"2larch 2012 through an ATM in Mansehra located at a
distance of about 10 kilometres from her house which cost her Rs.60 for rouid tgm.

3. How did the Complaint Emerge?

In October 2012 (she could not recall the exact date) her husband went to Summit bank ATM in
Mansehra for checking payments. Since long their next instalment had not twenearlier was
received in March 2012.tAATM in Mansehra city, when her husband kept on checking the cash
grant consistently the machine captured the BDC.

Her husband informed the bank representative inside the branch. The bank representative told him
that the BDC could now be taken from SuihBank main branch. He visited main branch on the
same day but he was told that as per standard procedure, the branch where BDC is captured in the
ATM sends it to (Summit Bank) main branch in a couple of days.
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Targeting Process Evaluation for Sectionl i Paymet Case Studie!
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-01

4. Processing of the Case

4APTr ov i \desipns 6

Her husband verbally described the complaint to the Summit bank representative. Bank
representative mentioned to the complainant that new BDC will be issued to his wife and the

bank will require an account opening form and the photocopy of benaficy 6 s CNI C. N
BDC was issued to the beneficiary dfiovember 2012. On the account opening form, the
beneficiary affixed her thumb impression as an acknowledgement. She received her second
BISP installment of Rs.3,000 offf Rovember 2012 from an ATM.

A4BCl i ent 6s Ver si on

It was a day or two before Eid when Shaheend
was advised by the bank staff to visit the main branch after Eid holidays to get the BDC. After

Eid holidays, her husband got the account opefonm (as advised by the bank staff) from

BDC center/ BISP tehsil office and visited Summit Bank main branch; but he was told by the

staff that the BDC had not been received till then.

Her husband accompanied her during the third visit and they sudbessteived the BDC.

According to the beneficiary/ complainant, about 20 days were taken by the bank to resolve
the probl em. Both the beneficiary and compl a
redressal mechanism and the attitude of the baffk sta

5. What We Learned?

T

Compl ainant |l odged the complaint on behalf o
was captured while they were trying to withdraw the cash grant; however second BISP

i nstal ment was deposited™Novemher 2618 naboutiseverar y 6 s
months after the generation of first instalment. This seems to be an unusual delay as most of

the BDC beneficiaries are getting their cash grant on quarterly basis and this what the
beneficiaries are advised by the bank stathattime of getting their BDC.

Summit bank issues a new BDC against a complaint of captured BDC. Bank staff asked the
complainants to revisit the Summit bank main branch after couple of days when their
captured BDC will arrive at the branch.

6. Recommendatons

1

= =

BISP should launch public campaign to ensure that beneficiaries knew the approximate dates
when the amount would be transferred to their accounts so as to avoid unnecessary checking
at the ATM.

Effective usage of BDC should be ensured through awaseaespaigns.

Partner bank should have proper complaint redressal mechanism which is linked with CMS
from where BISP can follow up the complaints lodged.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-02
Payment Case Study Number P-Q4-KPK-02

Nature of Case Non Payment due to Captured BDC

Complainant/ Beneficiary Noor Jehan

Wife of: Peer Dad

Complainant, if not beneficiary herse| Peer Dad

Address Gorcha Maloga, Tehsil Oghi, Mansehra

CNIC Number 1320205487596

PSC form number 6360212

Date Study Completed 28" November 2012

1. Receiver Woman/ Complainantds Profile and |

Noor Jehan wife of Peer Dad is 41 years old illiterate BISP beneficiary living in Gorcha Maloga,
Tehsil Oghi District Mansehra. She has four children (two males and two females). Only one of
the boys is going to a government school in the village, whiléhio rest of the kids, she cannot
afford school expenses.

Her husband is a laborer and earns about Rs.6,000 per month, in case he find work every day. She
lives with her family in a four Marla Katcha house that comprises two rooms and open kitchen.
Thelocality is situated at a distance of four kilometers from tehsil Oghi. There is no paved road
and a pedestrian way links the village with Shate#darakoram.

2. Receiver Woman / Complainantdéds Relationshi |

She was not a beneficiary under tRarliamentarian Phase (Phdsend selected as a BISP
beneficiary after Poverty Score Card (PSC) survey which was conducted in her locality in 2010.

BISP survey team visited her house, filled PSC survey form and gave her survey receipt for future
referene. She got the confirmation of her eligibility through a phone call she received from BISP

tehsil office. She does not know about BISP and its eligibility criteria. She spent the cash grant on
purchasing food for her ffinancidl gbligationd. t o f ul f i | o]

She received Rs.19,000 in nine BISP instalments during the period of July 2011 till June 2012.
When other neighbouring beneficiaries started receiving their Benazir Debit Card (BDCs), she
also went to BISP tehsil office Oghi in M&r@012 and obtained her BDC. She received her first
bank payment on™March 2012 through Ufone franchisePoint of Sale (POS). She used an
ATM for the withdrawal of her second and third BISP instalments of Rs.6,000 (Rs.3,000 each).

3. How did the Complaint Emerge?

At the time of BDC distribution, she also obtained a Summit Bank tagged Mobile Phone SIM
card for subsequent communication with the bank, like receiving BISP payment message alerts.
On 258" October 2012, she received an SMS alert for the oasbstt Rs.3,000. Her husband went

to Mansehra on 260ctober 2012 for cash withdrawal, however, the BDC got captured in the
Bank Alfalah ATM due to repeated tries of PIN Code.

According to her husband, he went inside the bank and asked for help fraecthéy guard.
Security guard told him that due to some techi
therefore his BDC got captured. Her husband was advised to contact Summit bank main branch
where the BDC will be sent after taking out from tHEMA
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-02

4. Processing of the Case
4AProvi derso6 Ver si on

Her husband went to the bank counter at BISP tehsil office and lodged her complaint with the

bank representative. No written complaint was submitted but the complainant described his
complaintverbally. Bank staff mentioned to the complainant that new BDC will be issued to

his wife and the bank will require an account opening form (to be obtained from BDC center/

BI SP tehsil of fice) and the photocopthe of ber
beneficiary on 14 November 2012. On the account opening form, the beneficiary affixed her

thumb impression as an acknowledgement. She received her second BISP installment of
Rs.3,000 on the same day from an ATM.

4BCl i ent 6s Versi on

When the BDCwas captured by the ATM, the bank was closed due to EID holidays. The

bank security guard advised him to contact his (Summit) bank to get the card back. On 1
November 2012, he visited Bank Alfalah Oghi along with his wife again and told the bank

staff aout capturing of their BDC. The bank staff advised them to go to Summit bank as the

BDC will be sent to the concerned bank. Her husband visited Summit Bank main branch on
the following day, where he was tol dankt hat hi
The bank staff asked him to wait for another week or so and his problem will get solved.

Noor Jahan and her husband visited Summit Bank Main Branch Mansehra agaifi on 14
November 2012 and by providing them with the required account opening fodm a
photocopy of her CNIC, she obtained a new BDC. She and her husband made three visits to
Summit Bank located at a distance of about 45 kilometres from her house and which cost
Rs.140 per round trip. According to the beneficiary/ complainant, about Fwde taken

by the bank to resolve the problem. Both the beneficiary and complainant were satisfied with
the bankds complaint redressal mechani sm and

5. What We Learned?

f Her first bank payment was generated by BISP Brivarch 2012; however her second
payment was generated with a delay of about seven months"oBcesber 2012. She was
told by the bank staff (at the time of getting her BDC) about quarterly BISP instalments.

1 Summit bank issues a hew BDC against a compldicaptured BDC. Bank staff asked the
complainants to revisit the Summit bank main branch after couple of days when their
captured BDC will arrive at the branch.

6. Recommendations

9 BISP should launch public campaign to ensure that beneficiaries knew tlgiamie dates

when the amount would be transferred to their accounts so as to avoid unnecessary checking
at the ATM.

Effective usage of BDC should be ensured through awareness campaigns.

CMS should be upgraded, so that it could be linked to bank compoite8B®C cases so that

follow up of complaints could be regularly undertaken.

= =
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-03

Payment Case Studyumber P-Q4-KPK-03

Nature of Case Non Payment due to Lost Mobile SIM Card

Complainant/ Beneficiary Sahibano Bibi

Wife of: Sawab Gul

Complainant, if not beneficiary herself

Address Colony Ajmaira, Post Office Batagram, Tehsil and Dist
Batagram.

CNIC Number 1320204449526

PSC form number 2617151

Date Study Completed 29" November 2012

1. Receiver Woman/ Complainantés Profile and

Sahibano Bibi wife of Sawab Gul is 62 years old illiterate BISP beneficiary livirgjriraira

Colony, POBatagram Tehsil and District Batagram. She has a married son living with her and

two married daughters | iving with their husban
and his monthly income is about Rs.15,000. She lives with her family in aafl@ phcca house

which comprises four rooms and an open kitche
same house with her seven daughters and four sons. Her locality consists of about 100 houses
spread over the mountain. There are no paved streeétseaverage is in bad condition creating

hygienic problems.

2. Receiver Woman / Complainantds Rel ationshi

She was not a beneficiary under the parliamentarian phase {plmgeafter the Poverty Score

Card (PSC) survey which was held in kidlage in 2009, she was declared eligible for the BISP

cash grant. An enumerator of BISP survey team
and returned survey acknowledgement slip to her husband for future reference. She considers
herselfaBISFoenef i ci ary but doesnoét know about BI SP
BISP instalments worth Rs.22,000 from Pakistan Post from June 2010 till July 2011 and single

flood payment of Rs.4,000 in August/ September 2011.

From July 2011, her mode pAyment was changed to Mobile Phone Banking and till November
2012 she received Rs.15,000 from Easy Paisa franchise.

3. How did the Complaint Emerge?

After getting her second BISP instalment through mobile phone banking, her BISP registered
Telenor SIM cad was lost. She mentioned that one day her son took the SIM card out of her
mobile phone while exchanging with other SIM card and may have dropped it somewhere.
Despite many efforts, they couldnét find the T

In September 2011, shlent to the same easy paisa franchise where she used to visit to get her

payment and bought a new SIM. Franchise staff advised her to visit BISP tehsil office to get the
SIM card registered with her BISP account in order to get further payments.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-03

4. Procesing of the Case

4AProvi derso6 Ver si on

She went to the BISP tehsil office in September 2011 and met the Assistant Complaint (AC)
for help. AC advised her to call Tel enor Hel
There was no further actidaken by the BISP staff and she was advised to call that number

till her SIM card is registered. She kept on visiting the BISP tehsil office for the resolution of

her problem and finally she got her SIM card registered in the last week of September 2011.

She received her third BISP installment on"2September 2011 from the easy paisa
franchise.

4BCl i ent 6s Versi on

After several attempts, the beneficiary got through to the Customer Services Representative
(CSR); however, the CSR was unable to understends ht o and beneficia
understand Urdu properly. She hanged up the call that time. She kept on visiting BISP Tehsil
Office as she found the staff helpful. During her last visit in the last week of September 2011,

she got her problem solved wheon®one at the helpline could understand what she was

trying to say in Pushto. She was unsatisfied with the complaint redressal mechanism of
Telenor though she was satisfied by the behavior of the BISP tehsil office staff.

5. What We Learned?

T

T

Mobile phonebanki ng staff at Bl SP tehsil of fice dc
problem arise and they simply give them the
communication.

As the beneficiary <couldnot underfstcamuwl durbd u
understand Pushto, the Telenor helpline CSR refused to take information on her behalf from

BISP tehsil office staff.

Beneficiary didnot receive any SMS alert on
changed. She usually goes to the easy frisahise after 10of every month.

6. Recommendations

)l
1

Partner bank should have proper mobile phone banking complaint redressal mechanism which
is linked with BISP CMS from where BISP can have follow up of such complaints.
Beneficiaries should be facilited to the maximum on the Telenor helpline in case they have

any problem, as most of them are illiterate
technology.
The partner bank should ensure the delivery

otherwise at times they have to travel quite long distances to check their payments.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster:A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-04

Payment Cas8tudy Number P-Q4-KPK-04

Nature of Case Non Payment due to Blocked Mobile SIM Card

Complainant/ Beneficiary Sitara Bibi

Wife of: Dilbar

Complainant, if not beneficiary herself

Address Village Kas, Post Office Chapargram, Tehsil and Dist
Batagram.

CNIC Number 1320296007878

PSC form number 0532330

Date Study Completed 30" November 2012

1. Receiver Woman/ Complainantés Profile and

Sitara Bibi wife of Dilbar is 32 years old illiterate BISP receiver woman living in Village Kas, PO
Chapargram, Tehsil and District Batagram. She has five sons and two daughters. None of her
childrenare schoayoi ng except a son who goes to nearby
and earns about Rs.6,000 per month provided that he works for whatle. mo

She lives with her family in a three Marla old Katcha house that comprises a single room and
open kitchen. There are no paved streets in her locality and sewerage is in bad condition. Most of
her neighboring households belong to low income grouplynassociated with labour work.

2. Receiver Woman / Complainantds Rel ationshi

She was not a beneficiary under the parliamentarian phase {(plmgeafter the Poverty Score

Card (PSC) survey which was held in her village in 2009, she wagetbekgible for the BISP

cash grant. An enumerator of BISP survey team
and returned survey acknowledgement slip for future reference. She came to know about her
eligibility from her husband who visited BISEhsil office soon after the survey to know about

her househol dbés status. She came to know abo
relatives; however she doesndét know about Bl SF
the cash grant.

She reeived eight BISP instalments worth Rs.22,000 from Pakistan Post from June 2010 till July
2011 and one flood payment of Rs.4,000 in August/ September 2011. From July 2011, her
payment mode was converted to Mobile Phone Banking and till November 2012 sivedec
Rs.15,000 from easy paisa franchise. The franchise is located at a distance of a@@ut 50
kilometres from her house and she went there by van after spending Rs.200 for round trip.

3. How did the Complaint Emerge?

In the first week of November 201%shen her husband went to Easy Paisa franchise for the
withdrawal of his wifebds BISP instal ment, it
mobile SIM card has been blocked due to not switching on the mobile phone for more than a
month or so. Hehusband was advised to go to BISP tehsil office for further help.

Meanwhile, the beneficiary gathered from her relatives who were also BISP beneficiaries, that she
could buy a new SIM card and get it registered from BISP tehsil office. After gettiag &IM

card, her husband visited BISP tehsil oficcofil ve mber 2012 to get her
phone SIM card registered.
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Targeting Process Evaluation for Sectionl i Payment Case Studie
Cluster:A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-04

4. Processing of the Case
4AProvi derso6 Ver si on

She went to the BISP tehsil office in November 2012 and met the Asstiarglaint (AC)

for help. AC advised her to call Tel enor Hel
There was no further action taken by the BISP staff and she was advised to call that number

till her SIM card is registered. Her SIM card got registein November 2012 and she

received her next payment on"2ovember 2012 through easy paisa franchise.

4BCl i ent 6s Ver si on

Her husband visited BISP Tehsil Office Batagram ofi l@vember 2012 to register the SIM
card. He reached the office after covering a distance of about 55 kilometers in four hours by
foot. The Assistant Complaint (AC) tried to have a SIM card registered without bothering the
beneficiary but his efforts wentauccessful. AC told him that without the beneficiary the
complaint could not be resolved or she may herself be able to call the Telenor helpline.
Complainant was unsatisfied with the behavior of the Telenor mobile phone banking staff at
BISP tehsil office however, BISP staff was helpful in resolving the problem.

5. What We Learned?

1 The beneficiary had to travel more than 50 kilometres by foot to reach the BISP tehsil office,
where the AC helped her talk to the Customer Services Representative (CSRY eletiog
helpline.

1T Beneficiary didnot receive any SMS alert on
changed. She usually goes to the easy paisa franchise &Ff@freM@ry month.

6. Recommendations

1 Partner bank should have proper mobile phone bankimglednt redressal mechanism which
is linked with CMS from where BISP can follow up such complaints.
1 Beneficiaries should be facilitated to the maximum on the Telenor helpline in case they have

any problem, as most of t heofficialbprosesseéslandiudeefr at e
technology.
T The partner bank should ensure the delivery

otherwise sometime they have to travel quite long distances to check their payments.
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Targeting Process Evaluation for Sectionl i Payment Case Studie

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) P-Q4-KPK-05

Payment Case Study Number P-Q4-KPK-05

Nature of Case Non Payment due to Unregistered Mobile SIM Card

Complainant/ Beneficiary Bibi ShahKhan

Wife of: Tarig Shah

Complainant, if not beneficiary herself | Tarig Shah

Address Village Nowshera, Union Council Ajmaira, Tehsil a
District Batagram

CNIC Number 1320207282990

PSC form number 2530740

Date Study Completed 30" November 2012

1. Receiver Woman/ Complainantés Profile and

Bibi Shah Khan wife of Tariq Shah is a 44 years old illiterate BISP beneficiary livikglage

Nowshera, Union Council Ajmaira, Tehsil and District Batagram. She has six sons and two
daughters. Two foher sons are going to nearby Government school. Her older son works as a
security guard while her husband is a driver. They both earn about Rs.11,000 peiSheriitres

with her family in four Marla Katclwoksasase gi v
mai d along with her son in Khanbds house. Her |
The locality where she lives is situated at a distance of about six kilometers from Sdahrah
Karakoram. There is no proper drainage system and p&estssin her locality.

2. Receiver Woman / Complainantds Relationshi

Bibi Shah Khan was not included in the parliamentarian phase (phaisBISP. She got selected

after Poverty Score Card (PSC) survey which was conducted in her villa&@th A BISP
survey team visited her pl ace and filled the
survey, she received a survey receipt for future reference. She is unaware of the purpose of BISP
and the programme eligibility criteria. She consideerself deserving due to being poor.

She received eight BISP instalments worth Rs.22,000 from Pakistan Post from June 2010 till July
2011 and one flood payment of Rs.4,000 in August/ September 2011. From August 2011, her
payment mode was changed to MebPhone Banking and till November 2012, she received
Rs.14,000 from easy paisa franchise.

3. How did the Complaint Emerge?
Her son lost her Mobile phone on"™Rovember 2012. He purchased new SIM from Telenor
Franchise on 3November 2012. SIM verification was a persistent problem and the beneficiary

could not register the SIM. Her husband visited BISP Tehsil Office Batagram"oxdal4mber
2012 for the resolution of the problem.

4. Processing of the Case
4AProvi deobs® Ver si
After reaching the BISP tehsil office, her husband met the Assistant Complaint (AC) for help.
AC advised her to call Telenor Helpline 345

no further action taken by BISP staff and she was advised téhealhumber till her SIM
card is registered. Her husband helped her talk to the Telenor Customer Services Helpline and
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