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Ref: J40252715/BISP B/May/2013 

5
th
 May, 2013 

Director Beneficiaries Services 

Benazir Income Support Programme 

F Block Pak Secretariat, 

Islamabad, Pakistan. 

 

Dear Mr. Naveed Akbar 

 

Subject: Fourth Post Survey Activities Report ï BISP Targeting Process Evaluation (Cluster B) 

 

We are pleased to submit our seventh deliverable for Cluster B, our Fourth Post-Survey 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 grievances), based on our detailed investigation of key issues 

which resulted in grievances/complaints on the part of beneficiaries and potential beneficiaries.  

 

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, it demonstrates the evolution of BISP from a pre-CMS, 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 persisted, and 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 recommendations 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 for the 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 order to expedite 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, 

For and on behalf of GHK Consulting Ltd. 

 

 
Khatib Alam  

Consulting Director 

GHK Consulting Ltd.  
E-mail: Khatib.Alam@ghkint.com 
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Payment Case Study Number P-Q4-Southern Punjab-01 

Nature of Case BDC not issued due to mismatch of finger prints 

Complainant/ Beneficiary Aqeela Mai 

Wife of: Riaz Ahmad 

Complainant, if not beneficiary herself - 

Address Chah People Wala, Danwaran, Tehsil & District Lodhran 

CNIC Number 36203-7206513-6 

PSC form number 27070229 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Aqeela Mai w/o Ahmad Nawaz is a 38 years old, illiterate BISP beneficiary living in Chah People 

Wala, Danwaran, Tehsil and District Lodhran. She has three children including two school going 

daughters and one son. Her husband is a labourer and earns about Rs.4,000 per month. She is a 

house wife and looks after domestic chores. She is also involved in income generation activity 

during cotton picking season and earns about Rs.100 per day. Aqeela Mai lives in a 10 Marla old 

semi pucca house. Her house comprises of two rooms and an open kitchen.  

 

The locality where she lives comprises low income households belong to same caste and mostly 

associated with labour work and agriculture. Chah People Wala is located at a distance of four 

kilometres from BISP Tehsil Office. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Aqeela Mai was declared a potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. Her householdôs PSC survey was conducted in July 2011 by a BISP 

survey team. After the PSC survey form was filled, she obtained a survey acknowledgement from 

the survey team for future reference. Her discrepancy in CNIC was removed in October 15, 2012; 

however online payment details show that her first BISP instalment is yet to be generated. She 

doesnôt know about the BISP eligibility criteria and how she had been selected for the BISP cash 

grant. 

 

During an interview with the TPE team, she quoted that, ñif I get the BISP cash grant I will use it 

on household expensesò. She considers Pakistan Peopleôs Party (PPP) as the owner of  BISP that 

has been started to help poor and needy people. 

 

3. How did the Complaint Emerge? 
 

Aqeela Mai mentioned that, after resolving her CNIC Discrepancy she went to get her Benazir 

Debit Card (BDC) in November 2012 at BDC Centre Lodhran. Although she made her new CNIC 

in 2011 but due to unverified finger prints NADRA Counter refused to issue her BDC. NADRA 

Counter issued her new Token number to get a new CNIC. Hence she visited NADRA Office in 

Lodhran and applied for a new SMART CNIC after paying a fee of Rs.1,500. After receiving her 

new CNIC on December 20, 2012 she visited BDC Centre Lodhran to get her debit card. Again 

she was asked to wait for one month as her biometric problem was not solved. She registered her 

complaint verbally and came back home. 
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4. Processing of the Case 
 

4.A Providersô Version 

 

Aqeela Mai verbally explained her complaint to the Assistant Director (AD) on December 20, 

2012 who asked her to revisit next month to receive her BDC. According to BISP Assistant 

Director due to new CNIC her information of new CNIC Data has not been received at 

NADRA Counter yet due to which NADRA Counter was unable to issue Token Number for 

BDC. Therefore Aqeela Mai was asked to revisit after a fortnight. When she revisited in early 

January 2013, her data had been updated and a new BDC was issued to her. 

 

4.B Clientôs Version 

 

Aqeela Mai was satisfied with the behaviour of BISP Tehsil Staff and NADRA Counter and 

unhappy over the complaint resolution process/ mechanism. She visited BISP Tehsil Office 

alone in end December 2012 for complaint follow-up but came to know that her complaint 

has still not been resolved. Despite a considerable delay in her complaint resolution, she was 

hopeful to get the BISP cash grant.  

 

She revisited in early January 2013 and after verification at NADRA and bank counters, a 

new BDC was issued to her. 

 

5. What We Learned? 
 

¶ Earlier due to a similar case of a beneficiary from Punjab who did not have any thumb, BISP 

discussed this issue with NADRA and directions were issued that AD BISP could verify the 

form which would be accepted by NADRA for issuing a CNIC. Now women with such 

handicaps face a similar problem in getting a BDC. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC (and other payment) 

complaints. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 

BISP and NADRA staff training is required for dealing with BDC related cases their 

recording, handling and processing. 

¶ In line with the effort by BISP to decide protocol with NADRA for issuing CNIC to 

beneficiaries with biometric verification problem, a similar protocol needs to be detailed so 

that such women can get a BDC also. 
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Payment Case Study Number P-Q4-Southern Punjab-02 

Nature of Case Non Payment due to Lost BDC  

Complainant/ Beneficiary Aasia Bibi 

Wife of: Gulzar Ahmed 

Complainant, if not beneficiary herself - 

Address Basti Thakar Wala, Tehsil & District Lodhran 

CNIC Number 36203-7742588-0 

PSC form number 27049002 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Aasia Bibi w/o Gulzar Ahmed is a 24 years old, illiterate BISP beneficiary living in Basti Thakar 

Wala, Tehsil and District Lodhran. She has 3daughters. Two daughters are school going while the 

third one is not of school going age. Her husband is a labourer and  earns about Rs.5,000 per 

month. She is a house wife and looks after domestic chores. Aasia Bibi lives in a joint family 

system in a 5 Marla old semi pucca house. Her house comprises of two rooms, a wash room and 

an open kitchen.  

 

The locality where she lives comprises of low income households belong to same caste and 

mostly associated with labour work and agriculture. Basti Thakar Wala is located at a distance of 

two kilometres from BISP Tehsil Office. All the streets in her area are unpaved having open 

drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Aasia Bibi was declared a potential BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in July 2011. She doesnôt know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in phase-2. BISP survey team, who visited Aasia Bibi sô 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. 

 

During an interview with the TPE team, she quoted that, ñBISP cash grant would fulfil nutritional 

needs of my childrenò. She considers Pakistan Peopleôs Party (PPP) the owner of the BISP that 

has been started to help poor and needy people.  

 

She received her BDC from BDC Centre Lodhran on 27
th
 June 2012 and received her BISP 

instalment of Rs.3,000 on same day. 

 

3. How did the Complaint Emerge? 
 

In related to her complaint, Aasia Bibi mentioned that, to receive her second BISP instalment on 

6
th
 November 2012, she went to the Telenor Retailer Shop at Lodhran city (two kilometres away 

from her village) with her mother-in-law by rickshaw after spending Rs.20. After getting her 

BISP instalment she lost her BDC on her way back home. She visited BISP Tehsil Office on 

December 20, 2012 for the resolution of her complaint.  
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4. Processing of the Case 
 

4.A Providersô Version 

 

Aasia Bibi explained her problem of lost BDC to the Assistant Director (AD) who asked her 

to submit a written complaint to bank staff (along with a photocopy of her CNIC) for 

redressal. The bank staff registered her complaint on excel sheet and shared this excel sheet 

with AD who sent it to BISP HQ Islamabad for redressal on December 24, 2012 through 

email. The Assistant Director informed Aasia Bibi to revisit after one month to receive her 

new BDC. 

 

4.B Clientôs Version 

 

Aasia Bibi is satisfied with the behaviour of bank staff and is happy over the complaint 

resolution process/ mechanism. However she considers Pakistan Post as the most suitable 

option for BISP cash grant delivery. Despite passage of a considerable delay in her complaint 

resolution, she is still hopeful to get a new BDC and BISP cash grant. 

 

5. What We Learned? 
 

¶ BISP Tehsil Office did not registered BDC related complaints. But after TPE Team visit at 

BDC centre Lodhran, BISP Tehsil Officials have started registering the complaints. Bank 

staff mentioned that they only deal with BDC Pin Code related complaints. 

¶ No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints. 

¶ It appears that Tameer Bank does not have an efficient complaint redressal system and is 

therefore unable to resolve the minor complaint of BDC replacement which in these days 

could be resolved in a much lesser time through bank helpline. 

¶ BISP has transferred the next instalment to her account on 13
th
 February 2013 which could 

not be withdrawn till mid-April 2013 as her complaint could not be solved. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ BISP and bank staff training on recording, handling and processing of BDC related cases is 

required. 

¶ Bank staff should guide the beneficiaries (properly) on using the debit card because most of 

the beneficiaries are illiterate and providing the printed instructions only would not serve the 

purpose. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in an efficient manner. 
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Payment Case Study Number P-Q4-Southern Punjab-03 

Nature of Case Non Payment due to Inactive BDC 

Complainant/ Beneficiary Aasia Parveen 

Wife of: Muhammad Ashraf 

Complainant, if not beneficiary herself  

Address Chak ¼ L Tehsil & District Okara 

CNIC Number 35302-4759117-0 

PSC form number 26191071 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Aasia Parveen w/o Muhammad Ashraf is a 27 years old, illiterate BISP beneficiary living in Chak 

¼ L. Tehsil and District Okara. She has five children including two daughters. Her two daughters 

go to school. Her husband is a labourer and he earns about Rs.3,000 per month. She is a house 

maid and earns about Rs.1,000 per month. Aasia Parveen lives in a five Marla old pucca house 

provided by the landlord. House comprises one room, a wash room and an open kitchen. The 

locality where she lives comprises low income households belong to same caste and mostly 

associated with labour work and agriculture business. Chak ¼ L is located at a distance of two 

kms from BISP Tehsil Office. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Aasia Parveen was declared BISP beneficiary during Phase-I (Parliamentarian Phase) and 

sustained her position in Phase-II after approval of eligibility appeal on 31
st
 July 2012. Her cash 

grant has been generating by BISP since February 2009. While mentioning about her PSC survey, 

she described that, the survey of her household was conducted in June 2011, when a survey team 

visited her house and filled the survey form and issued her a survey receipt for future reference. 

She learnt about BISP from BISP Poverty Survey Team. She knows well about the BISP 

eligibility criteria and how she had been selected for the BISP cash grant. Her CNIC discrepancy 

has been removed on October 9, 2012; and she got a BDC on 14
th
 December 2012 

 

3. How did the Complaint Emerge? 
 

Aasia Parveen mentioned that after getting her BDC on 14
th
 December 2012, she went to the 

United Bank Limited (UBL) Omni Shop in Okara city (2 km from her village) along with her 

husband on Chingchi by spending Rs.30. At UBL Omni Shop, when the shopkeeper tried to 

withdraw her instalment, it couldnôt be processed and the transaction was cancelled due to an 

inactive BDC. Aasia Parveen mentioned that the shopkeeper tried to help her by entering different 

combinations of the PIN code but it could not be verified. After several attempts, he informed that 

her BDC is inactive and she needs to go back to BISP Tehsil Office Okara for the resolution of 

her problem. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

On December 14, 2012, she went to BISP Tehsil office and met Assistant Complaint (AC) 

who asked her to visit Main UBL Branch to resolve this issue. AC asked the Bank Staff about 

the resolution of her problem but Bank Staff mentioned that they are not allowed to keep 
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complaints with them as per instruction of their ñtop managementò; however she might 

contact UBL Helpline or permanent UBL employee to solve this issue. The Assistant 

Complaint informed Aasia Parveen about these instructions to help her in complaint 

resolution. She contacted the helpline with the help of a bank representative and after 

providing necessary verification, her BDC was activated. 

 

4.B Clientôs Version 

 

Aasia Parveen was satisfied with the behaviour of the bank staff /BISP Staff and happy over 

the complaint resolution process/ mechanism. She visited BISP Tehsil office with her 

husband by Chingchi for follow up and visited the BDC Centre. Here she was helped to 

contact the bank helpline for redressal of her complaint and gave necessary information. Her 

complaint has been resolved and her BDC activated. She has been able to withdraw her first 

instalment on 29
th
 December 2012 

 

5. What We Learned? 
 

¶ BISP Tehsil Office as well as Bank Counter at BDC Centre are not registering BDC related 

complaints (such as inactivation). They ask the complainants to contact the bank helpline for 

redress of such complaints. 

¶ Aasia Parveenôs BDC has been activated and she ahs withdrawn her first BISP cash grant. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

¶ BISP and bank staff training is required for dealing with BDC related cases - their recording, 

handling and processing. 

¶ Bank staff should guide the beneficiaries (properly) on using the debit card because most of 

the beneficiaries are illiterate and providing the printed instructions only will not serve the 

purpose. 
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Payment Case Study Number: P-Q4-Southern Punjab-04 

Nature of Case: Non-Payment due to Stolen BDC 

Complainant/ Beneficiary: Bashu Mai 

Wife of: Muhammad Ramzan 

Complainant, if not beneficiary herself: - 

Address: Village Dajil, Tehsil & District Bhakkar. 

CNIC Number: 38101-5892432-4 

PSC form number: 15721891 

Date Study Completed 11
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Bashu Mai W/O Muhammad Ramzan is a 41 years old, illiterate working woman. She is a mother 

of four sons; two of them are married. The married sons live separately in the same premises. 

While her other two sons work as labourers with mason and get Rs.15,000 per month. Her 

husband is a drug addict and he does not work to support his family. Bashu Mai works as a 

housemaid and earns Rs.3,000 per month. 

 

She lives with her family in a five Marla self-owned semi-pacca house which consists of three 

rooms, a washroom and an open kitchen. Most of the streets including the one leading to the 

house of Bashu Mai are paved with open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Bashu Mai has been declared BISP beneficiary under phase-II of the programme after the Poverty 

Score Card (PSC) survey was conducted. Her householdôs PSC survey was 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 Bashu Mai she did not possess a valid CNIC at 

the time of PSC survey. She further informed that in May 2011 she at the instruction of 

enumerators applied for her CNIC in NADRA and got it in three months. She did not receive first 

BISP letter regarding her eligibility and discrepancy in BISP programme. Jannat Bibi, the mother-

in-law of Bashu Mai, is also another beneficiary in the same household. She does not know much 

about BISP but considers that BISP cash grant has been provided by the Pakistan Peopleôs Party 

for serving the poor people through cash grant.  

 

In March 2012, Bashu Mai observed the village postman distributing BISP Money Orders (MOs) 

to selected beneficiaries while camping at the Dera of local (ex) Nazim. She also went there along 

with her CNIC and PSC slip and asked the postman about her money order. The postman 

informed that he has not received BISP MO issued in her name and advised her to visit the BISP 

Tehsil office to check and confirm her eligibility status. A week later she went to BISP office 

situated at a distance of around 50 kilometres from her locality. She went alone by bus after 

spending Rs.200 for a round trip. 

 

In BISP office, she was informed by the staff regarding her eligibility as a potential beneficiary 

and her discrepancy (missing CNC) in BISP record. She submitted a photocopy of her CNIC to 

BISP staff for the removal of her CNIC discrepancy which was sorted in May 2012. 

 

According to Bashu Mai, during a follow up visit in June 2012 she came to know regarding 

updating of her CNIC record in BISP MIS and she was referred to NADRA counter in order to 

collect her Benazir Debit Card (BDC). At NADRA counter, the staff informed unavailability of 

her CNIC record in NADRA database and was advised to revisit the office after two weeks. 
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Bashu Mai repeatedly visited BISP tehsil office till August 2012 and finally received her BDC on 

August 29, 2012. 

 

3. How did the Complaint Emerge? 
 

For the fear of misusing and wastage of BISP amount, Bashu Mai did not share and disclose to 

her husband that she received her BDC for withdrawal of BISP instalments. However, according 

to Bashu Mai, her husband got some clue and he managed to steal her BDC from the cupboard. 

Her online payment details show that her bank payment was withdrawn on August 31, 2012 from 

an ATM. Her children advised her to visit the BISP tehsil office for help. 

 

4. Processing of the Case 
 

4.A Providerôs Version 

 

Two days later she visited the BISP office alone and informed Assistant Complaint (AC) 

about her lost/ stolen BDC. For the resolution of her complaint, he advised her to submit a 

photocopy of her CNIC along with a complaint whose template was available in a nearby 

photocopier shop. She got a photocopy of her CNIC and complaint template after paying 

Rs.30 and submitted it to AC. The AC after collecting the documents referred her to bank 

counter. 

 

Af ter listening to her complaint, the bank staff contacted phone banker services helpline and 

got her BDC blocked instantly. The phone banker Customer Services Representative (CSR) 

also talked to the beneficiary to confirm beneficiaryôs record and other details. The 

beneficiary failed to understand and respond to certain queries of the CSR; however, the bank 

staff helped her in responding to these queries. Afterwards, bank staff advised her not to make 

frequent visits to BISP tehsil office and that the office will inform her when her BDC is 

received. Her complaint was registered and processed through Summit bank phone banker 

helpline. Her complaint was resolved and a new BDC issued to her on 16
th
 April 2013.   

 

4.B Clientôs Version 

 

The beneficiary was unhappy with the delivery of BISP instalments through BDC. She 

mentioned that óher husband usually remained out of the house and didnôt know about the 

payment coming through the postman at the Dera of (ex) Nazim. However, when her husband 

came to know about the BDC, he tortured her and stole her BDC from the cupboard.  

 

She suggested that BISP should provide her cash grant without the knowledge of her husband 

so that she could spend that amount on the basic necessities of the household and for this 

some mechanism should be developed in this regard. She suggested that in such cases 

beneficiary should have the option of changing the mode of payment. 

 

5. What We Learned? 
 

¶ The complaint was lodged in November 2012 but was resolved in April 2013. Usually such 

complaints are addressed in two weeks. 

¶ When beneficiary talked to the bankôs CSR over the helpline, she was unable to understand 
the language properly because the CSR was speaking in Urdu and English. However, she was 

helped by the bank staff and so was able to provide the necessary information. 

¶ The practice of immediate blocking of lost/ stolen BDC helps in avoiding more losses to the 

beneficiary. 
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¶ Beneficiary informed the AC and the bank staff regarding her lost BDC though actually it was 

stolen from the cupboard by her husband who illegally withdrew her first instalment. 

¶ She wonôt be able to get her instalment (withdrawn by her husband) from her husband and 
obviously the bank and BISP tehsil office are unable to help her in this regard. Although she 

received a new BDC from the bank; but her first bank payment has been wasted. 

 

6. Recommendations 
 

¶ There is a strong need to further improve the payment-through-bank system by adding some 

checks which can ensure the cash grant delivery to the actual beneficiary only. 

¶ At times paper-less environment may work against the beneficiariesô interests. At ATM there 

is no record of who actually withdrew the cash, however, at a franchise there is a register 

which has the thumb impression of recipient which is an auditable document and can be 

checked in case of complaint. 

¶ BISP management should mobilize the partner banks and request the phone bankers to talk 

mostly in local languages so that beneficiaries can respond properly to their queries. 

¶ In some cases (like Bashu Mai ï where her husband tortured her and took the BDC) it may be 

useful to provide an opportunity to the beneficiaries to request for a change in mode of 

payment. 
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Payment Case Study Number P-Q4-Southern Punjab-05 

Nature of Case Non-Payment due to Deactivated BDC 

Complainant/ Beneficiary Bushra Zafar 

Wife of: Zafar Iqbal 

Complainant, if not beneficiary herself - 

Address Village MohQasban, Tehsil Malakwal, district Mandi 

Baha-Ud-Din. 

CNIC Number 34401-4342468-0 

PSC form number 19351948 

Date Study Completed 19
th
 February 2013 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Bushra Zafar is a 36 years old, illiterate, working woman. She has six children including four sons 

and two daughters. Four of her sons are attending the school while her two daughters are minors 

and donôt go to school. Her husband works as helper in an iron store and earns Rs.8,000 per 

month. Bushra Zafar also works as a housemaid and earns Rs.2,500 per month. She lives with her 

family in a three Marla semi-pucca house comprising of two rooms, an open kitchen and a 

washroom. Most of the streets including the one leading to the house of Bushra Zafar are paved 

with open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

According to Bushra Zafar her PSC survey was undertaken in February 2011 at her door step. 

After filling the PSC form the survey team issued her a survey receipt and advised her to keep it 

safe for future reference. According to her, after becoming the 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 and also need to get her Benazir Debit Card 

(BDC) from the village postman. 

 

She was unaware of BISP eligibility criteria and how she got selected in BISP programme. She 

considers that the program is owned by Pakistan Peopleôs Party to help and support the poor 

people. She has spent previous BISP instalments totalling Rs.15,000 for purchasing groceries and 

other household items. 

 

Bushra Zafar informed that in May 2012, while receiving her last BISP money order from the 

village post office, the staff informed her about change in payment mode/ Benazir debit Card 

(BDC) and advised her to get her BDC from BISP tehsil office and that she would receive her 

next payments from the bank.  

 

On May 8, 2012, she went to BISP tehsil office located at a distance of around 10 km from her 

locality. She went by Ching Chi rickshaw after spending Rs.80 for the round trip. After reaching 

the destination she obtained her BDC and she was advised by the bank staff to visit a Telenor 

franchise after three days in order to get her first bank payment of Rs.3,000. She received her first 

bank payment through NBP ATM on May 15, 2012.  

 

3. How did the Complaint Emerge? 
 

During November 2012, she learned from neighbouring beneficiaries about release of second 

bank payment. She went to the same NBP ATM and requested a stranger standing in a queue for 

the withdrawal of BISP instalment. The stranger got the BDC and pin code from the beneficiary 
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and tried for the withdrawal of BISP amount. Few moments later, that person informed her about 

the deactivation of her BDC. She took her BDC and pin code slip and went inside the bank. The 

bank staff did not help her and advised her to visit the BISP tehsil office for complaint 

registration. After covering a walking distance of about three kilometres, Bushra Zafar 

approached in BISP tehsil office. 

 

4. Processing of the Complaint 
 

4.A Providersô Version 

 

Upon reaching the BDC Centre, she met Assistant Complaint whom she found courteous and 

cooperative. She shared her complaint of BDC deactivation with the AC who entered her 

complaint details in a BDC complaint register. The complainant/ beneficiary did not receive 

complaint acknowledgement, however, she was advised by the AC that she does not need to 

visit the office as the staff would inform her about resolution of the complaint. 

 

The concerned Assistant Director (AD) of BISP tehsil office emailed her complaint to BISP 

headquarters on November 30, 2012. AD also received a delivery report with a message 

regarding successful submission of complaint into the system. The AD received a new PIN 

Code (after the BDC activation) from the partner bank in last week of December 2012 which 

the beneficiary collected from BISP tehsil office.  

 

Her online payment details are showing that she has not yet withdrawn the second bank 

instalment. When she was asked why she has not withdrawn her instalment despite getting a 

new PIN, she informed that she had already withdrawn her second bank payment of Rs.3,000. 

Her statement, however, contradicts her Payment Detail. 

 

4.B Clientôs Version 

 

Bushra Zafar was unhappy on the delivery of BISP cash grant through BDC. During an 

interview with the TPE team, she mentioned that, ñI was receiving BISP money orders from 

the post office with ease and comfort and never had a complaint with the postal staff; now I 

donôt know how to use my BDCò. She requested BISP for shifting her payment mode back to 

Pakistan Post. She was not satisfied with the behaviour of BISP tehsil office staff and 

complained about the harsh behaviour of Assistant Director. 

 

5. What We Learned? 
 

¶ In this particular case, the beneficiary was declared eligible in the programme but BISP HQ 

neither informed her regarding her acceptance in the programme nor about change in payment 

mode. 

¶ Although the beneficiary confirmed that she has received her second bank instalment of 

Rs.3,000 in December 2012 but the online payment details have not been updated to reflect 

the correct status of payment. 

 

6. Recommendations 
 

¶ BISP and bank staff should properly guide the beneficiariesô about usage of BDCs through 
ATM. For this advice and training a session for BISP staff is recommended. 

¶ Payment Details should be regularly updated to avoid confusion and misunderstanding.  
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Payment Case Study Number P-Q4-Southern Punjab-06 

Nature of Case Non Payment as text message not received 

Complainant/ Beneficiary Fiza Mai 

Wife of: Mukhtiar Hussain 

Complainant, if not beneficiary herself - 

Address Basti Hassan Sher .Chak 114/TDA, Tehsil  Karor Lal 

Easan & District Leiah 

CNIC Number 32202-0239631-2 

PSC form number 2730147 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Fiza Mai w/o Mukhtiar Hussain is a 37 years old, illiterate BISP beneficiary living in Basti 

Hassan Sher Chak 114/TDA, Tehsil Karor Lal Easan and District Leiah. She has four children 

including two sons and two daughters. One of her son is a trainee at tailor shop and earns about 

Rs.1,000 per month. Fiza Mai and her two daughters work as housemaids in nearby houses and 

collectively earn about Rs.10,000 per month. Her husband works as a private watchman and his 

monthly salary is Rs.5,000.  

 

Fiza Mai and her family lives in a five Marla Katcha house. Her house comprises of one room, a 

wash room and an open kitchen. The locality where she lives comprises low income households 

belong to same caste and mostly associated with labour work and agriculture. Basti Hassan Sher 

is located at a distance of four kms from BISP Tehsil Office. All the streets in her area are 

unpaved having open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Fiza Mai was declared BISP beneficiary during Phase-I (Parliamentarian Phase) and consistently 

received her BISP cash grant from the postman during the period from January 2009 till April 

2010. In January 2010, under Phase-II of the programme, a BISP survey team visited her house 

and filled a Poverty Score Card (PSC) survey form (2730147) and issued her a survey receipt for 

future reference. She considers Pakistan Peopleôs Party (PPP) is the owner of BISP that has been 

started to help poor and needy people. 

 

She received BISP MOs of Rs.19,000 (Including Flood Payment) between June 2010 to 

September 2011 through Pakistan Post.  

 

3. How did the Complaint Emerge? 
 

Fiza Mai was included in Mobile Phone Banking in October 2011 and received a mobile phone 

with Ufone SIM card from BISP Tehsil Office. From October 2011 till December 2012, she 

didnôt receive a payment verification message on her mobile which made her concerned. She 

visited UBL Omni franchise (4 KMs from her house) after spending Rs.50 on a bus in order to 

know about her BISP instalments. At UBL Omni franchise, she came to know that a BISP 

instalment of Rs.12, 000 has been generated which she had not received. After taking advice from 

other neighbouring beneficiaries and the postman, she visited BISP Tehsil Office for complaint 

registration. 
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4. Processing of the Case 
 

4.A Providerôs Version 

 

Fiza Maiôs complaint was registered in BISP Tehsil Office complaint register on January03, 

2013. BISP staff referred Fiza Mai to UBL counter for further help. Fiza Mai explained the 

matter of non-receiving of ópayment verification messageô to the UBL Omni representative 

who after checking her handset settings found no problem. UBL representative dialled UBL 

Help Line Number (021-111-825-999) and tried to register Fiza Maiôs complaint; however, 

the helpline was busy due to which it could not be contacted. 

 

UBL Omni representative tried UBL helpline three times unsuccessfully in order to register 

Fiza Maiôs complaint; however every time it was busy. She was asked to revisit after one 

month. Till 18
th
 March 2013, the complaint of Fiza Mai is pending at UBL/BISP level for 

further processing. 

 

4.B Clientôs Version 

 

Fiza Mai was unsatisfied for the response she received from bank and BISP Tehsil staff. She 

visited BISP Tehsil office ten times for complaint registration/follow-up on a local bus after 

spending Rs.50 on each visit. She belongs to a poor family and mentioned that she is unable 

to make frequent visits to BISP Tehsil office for complaint follow up. She considers Pakistan 

Post the most suitable option for the delivery of BISP cash grant at her door step - like she 

received earlier.  

 

5. What We Learned? 
 

¶ Despite the passage of many months, the complaint of Fiza Mai is still pending at BISP Tehsil 

Office/ bank level and no further action has been taken by the respective agencies for 

redressal. 

¶ There seems to be no mobile phone banking related complaint redressal system/ mechanism 

at both bank and BISP Tehsil level; therefore more than 100 such complaints are still pending 

for further processing. 

¶ BISP staff assume that registering payment/ bank related complaints is not their responsibility 

and only the bank staff should register/ process and resolve the complaints. 

¶ There is improper mechanism of verbal complaint registration at the BISP Tehsil office/ and 

UBL Omni counter. No physical record of the complaint was found despite enquiring by the 

TPE team at both BISP and bank level. 

¶ It appears that MIS reports are not being generated to check if the beneficiaries have 

withdrawn payments or not. In this case 9 instalments for Rs.12,000 have been deposited in 

her account and not a single one has been withdrawn. 

 

6. Recommendations 
 

¶ BISP should update the Case Management System (CMS) with new capability of dealing with 

Mobile Bank Phone related complaints. 

¶ BISP Tehsil and bank staff must ensure proper physical record keeping of complaints in order 

to make subsequent follow up and complaint back tracking easier. 

¶ Bank should develop efficient payment complaint redressal system in order to resolve mobile 

phone banking related complaints to save time and cost to BISP beneficiaries. 

¶ BISP management should communicate a clear policy and mechanism to its tehsil offices in 

order to deal with mobile phone banking related complaints. 
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¶ BISP MIS should be used to generate exception reports for beneficiaries using mobile 

banking where 3 or more instalments are not withdrawn. This list should then be shared with 

the AD who should contact the beneficiary to learn about why she is not withdrawing her 

instalments. The most probable reason would be that she has some problem or her complaint 

has not been addressed. BISP could then help in addressing the beneficiaryôs complaint. 
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Payment Case Study Number P-Q4-Southern Punjab-07 

Nature of Case Non Payment due to  old CNIC (BSC) 

Complainant/ Beneficiary Hajran Mai 

Wife of: Pehalwan 

Complainant, if not beneficiary herself - 

Address Baksheesh Garh, Tehsil & District Multan 

CNIC Number 36303-1503422-0 

PSC form number 1466643 

Date Study Completed 5
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Hajran Mai w/o Pehalwan is a 62 years old, illiterate widow, living in Baksheesh Garh, Tehsil and 

District Multan. She has six children including three sons and three daughters. Her two sons and 

two daughters are married. Her one son is a labourer and earns Rs.3,000 per month. She and her 

daughter work as house maids and they both earn Rs.3,000 per month. She lives in a five Marla 

semi pacca house. Her house comprises two rooms and an open kitchen. The locality where she 

lives comprises low income households belonging to same caste and mostly associated with 

labour work and agriculture business. Baksheesh Garh is located at a distance of 2 kms from BISP 

Tehsil Office. All the streets in their area are paved having open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Hajran Mai was declared a potential BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in August 2009. She doesnôt know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in phase-2. BISP survey team, who visited Hajran Maiôs 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. During an interview with the TPE team, she quoted that, ñBISP cash grant helped me 

in running the kitchenò. She considers Pakistan Peopleôs Party (PPP) the owner of the BISP that 

has been started to help poor and needy people. She received BISP money orders of Rs.12,000 till 

June 2010 through Pakistan Post.  

 

3. How did the Complaint Emerge? 
 

She mentioned that after getting her Benazir Smart Card from NADRA Counter at BISP 

Divisional Office on 9
th
 August 2010. She went to the UBL Omni Shop along with her son on 

rickshaw by spending Rs.30 and received her first BISP instalment of Rs.1,000 on 16
th
 August 

2010. Later upon not receiving her cash grant although other neighbouring receiver women were 

receiving their instalments till September 2011, she decided to visit BISP tehsil office from where 

she obtained her Benazir Smart Card (BSC). She went to BISP Tehsil Office alone after covering 

a distance of about two kilometres on foot to register her complaint. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

Hajran Maiôs complaint was registered by the Assistant Complaint (AC) in tehsil officeôs 

complaint register on 12
th
 September 2011. AC asked her to provide photocopy of her new 

updated CNIC at NADRA Counter in order to resolve her issue. She provided her new CNIC 

photocopy at NADRA Counter and also updated her Finger Print Data in NADRA record. 
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Her complaint was resolved after 13 days and her BISP instalments started generating once 

again which she has consistently withdrawn. 

 

4.B Clientôs Version 

 

She is satisfied with the behaviour of the BISP Tehsil Staff and happy over the complaint 

resolution process/ mechanism. She visited BISP Tehsil office twice alone on foot after 

covering distance of 2 KMs for complaint registration and follow up. Now she is receiving 

her BISP cash grant consistently through Benazir Smart Card since August 2011.  

 

5. What We Learned? 
 

¶ Complaint has been recorded by BISP Tehsil Staff on complaint register, one month it was 

received. 

¶ Her BISP instalment through BSC are not being generated after 25
th
 October 2012, though 

she has received only 28 instalments of Rs.1,000 till now. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with Smart Card related 

complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number: P-Q4-Southern Punjab-08 

Nature of Case: Non Payment as Mobile Phone was not issued 

Complainant/ Beneficiary: Haleema Bibi 

Wife of: Muhammad Shafi 

Complainant, if not beneficiary herself: - 

Address: Chak # 323, Chowk Azam, Tehsil Chubara & District 

Leiah.  

CNIC Number: 32201-8097690-8 

PSC form number: 2335989 

Date Study Completed 16
th
 February 2013 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Haleema Bibi is a 46 years old, illiterate married woman. She has seven children including three 

sons and four daughters. Five of her children including two sons and three daughters are attending 

the school while her other two children are too young to attend the school. Her husband works as 

a mason and gets Rs.12,000 per month provided that he works for the whole month. Haleema Bibi 

herself is not involved in any income generation activity to support her family and most of the 

time she stays at home looking after her children and performing domestic chores. She lives with 

her family in a five Marla semi-pacca self-owned house which comprises two rooms, a washroom 

and an open kitchen. The streets of her area are paved with open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Haleema Bibi was declared BISP beneficiary under phase-II of the programme after the Poverty 

Score Card (PSC) survey. Her PSC survey was conducted in December 2009 by a survey team at 

her door step in Chak 323. After the completion of the ósurveyô, the survey team provided her a 

survey receipt for future reference. According to Haleema Bibi she did not possess a valid CNIC 

at the time of PSC survey and she mentioned that following the instruction of enumerators she got 

her CNIC from NADRA in May 2010 after spending Rs.300 as normal fee.  

 

She did not receive a BISP letter regarding her eligibility and discrepancy in BISP programme. 

Haleema Bibi does not know much about BISP but considers that BISP is owned by Pakistan 

Peopleôs Party for the support and welfare of poor people. According to Haleema Bibi, in 

December 2012, village postman visited her house and informed about her eligibility and 

discrepancy in BISP programme. On asking about her CNIC, she shared it with the postman who 

advised her to promptly visit the BISP Tehsil office and submit a copy in BISP office to receive 

BISP cash grant instalments.  

 

Haleema Bibi discussed the situation with her husband and upon her consent on the very next day 

she visited the BISP Tehsil office situated at a distance of about 30 KM from her locality. She 

went by Ching Chi rickshaw and further by bus and spent Rs.120 for round trip to BISP office. 

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

spend BISP amount on purchasing groceries 

 

3. How did the Complaint Emerge? 
 

At BISP office, the beneficiary submitted a photocopy of her CNIC to BISP staff who lodged the 

CNIC update request of beneficiary through CMS which was approved in December 2012. 

During a follow up visit in first week of January 2013, the beneficiary learnt from BISP staff 

about resolution of her complaint. The beneficiary was informed by BISP staff that mobile phone 
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distribution process was suspended due to restrictions imposed by PTA regarding issuance of 

SIMs from registered franchise. The beneficiary was informed that as per PTA rules and 

regulation which has been implemented on December 01, 2012, only the 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 through Pakistan Post. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

On the suspension of mobile phone issuance process, BISP staff has been advised by their 

management to maintain record of those beneficiaries who are qualifying after removal and 

settling of certain discrepancies but they could not get their mobile phones. Following the 

instructions, the BISP staff was using a register for the recording of those beneficiaries who 

did not get their mobile phone for the withdrawal of BISP amount. According to Assistant 

Director, BISP has decided to wind up the delivery of payment through mobile phone and 

planning to launch Benazir Debit Card (BDC) in its place. 

 

4.B Clientôs Version 

 

The beneficiary visited the BISP Tehsil office two times once to lodge the complaint and the 

second time she visited for complaint follow-up. The beneficiary was happy with the attitude 

of BISP staff but she was not happy with BISP complaint resolution system. The beneficiary 

seems to be disappointed for not receiving BISP instalments and was not sure whether she 

would get the BISP cash grant or not.  

 

5. What We Learned? 
 

¶ There are 4,235 active beneficiaries in the jurisdiction of BISP tehsil office; however, till 21
st
 

January 2013, only around 3,000 mobile phones have been issued to beneficiaries. In district 

Leiah, the mobile phone distribution process has been suspended since December 2012 due to 

the restriction imposed by the PTA on the issuance of mobile phone SIMs. As per current 

PTA rules (implemented on December 01, 2012) only the authorized retailers (registered 

franchises) can sell the mobile phone SIMs. According to BISP tehsil office staff, after the 

introduction of Benazir Debit Card (BDC), mobile phone banking will be replaced with new 

mode of payment to beneficiaries who will receive their BDCs in near future. 

¶ BISP staff has prepared a list of beneficiaries who failed to get their mobile phones even after 

the settling of certain discrepancies due to the restriction put by the PTA. According to 

Assistant Director (AD), such beneficiaries will be given priority during the issuance process 

of Benazir Debit Card. Till 21
st
 January 2013 BISP tehsil office has registered 700 

beneficiaries who could not get mobile phones. 

¶ The beneficiaries are informed about release of disbursement with a text message having a 

specific ID/Code which needs to share with the Omni franchise staff to get the BISP amount. 

¶ It has been observed that although the beneficiaryôs CNIC update request has been 

successfully launched and approved in December 2012, however, the payment to beneficiary 

has not been generated for more than a year because she couldnôt collect her mobile phone for 

mobile banking. 
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6. Recommendations 
 

¶ Proper and in time communication between complainants/ beneficiaries and the BISP is 

recommended. 

¶ In order to facilitate the beneficiaries regarding issuance of mobile phone, BISP should ask 

the beneficiaries to come with a telecom SIM which they can purchase from any of the 

registered franchise for Rs.50-100. By spending this small amount they could start getting 

their instalments. 
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Payment Case Study Number P-Q4-Southern Punjab-09 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Haleema Bibi 

Wife of: Muhammad Ramzan 

Complainant, if not beneficiary herself - 

Address Raqi Road, Malka Hans. Tehsil & District Pakpattan 

CNIC Number 36402-6596701-0 

PSC form number 1060582 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Haleema Bibi w/o Muhammad Ramzan is a 28 years old, illiterate BISP beneficiary living in, 

Tehsil and District Pakpattan. She has 3 children including one school going daughter. Her 

husband is a labourer and earns about Rs.3, 000 per month. She is a house wife and looks after 

domestic chores. Haleema Bibi lives in a joint family system in a 2.5 Marla old katcha house. Her 

house comprises of one room and an open kitchen.  

 

The locality where she lives comprises low income households belonging to same caste and 

mostly associated with labour work and agriculture. Raqi Road, Malka Hans is located at a 

distance of 30 KMs from BISP Tehsil Office. All the streets in her area are unpaved having open 

drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Haleema Bibi was declared potential BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in August 2009. She doesnôt know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in phase-2. BISP survey team, who visited Haleema Bibi sô 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. 

 

During an interview with the TPE team, she quoted that, ñBISP cash grant would support me in 

bearing educational expenses of my daughterò. She considers Pakistan Peopleôs Party (PPP) the 

owner of the BISP that has been started to help poor and needy people. She received BISP MOs 

of Rs.9,000 till March 2012. She obtained her BDC from BDC Centre Pakpattan on March 15, 

2012 and received two BISP instalments of Rs.6,000 through it. 

 

3. How did the Complaint Emerge? 
 

Haleema Bibi mentioned that she misplaced/lost her BDC at home in December 2012. She got 

concerned and discussed it with area postman who informed her that she needs to get it reissued 

from BDC Collection Centre (BISP Tehsil Office Pakpattan). On his advice she visited BISP 

Tehsil Office in December 2012 and registered her complaint at UBL Bank Counter. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

UBL Counter received Haleema Bibiôs complaint on December 27, 2012. She submitted her 

complaint on Complaint Format given to her and filled by BISP Tehsil Official and she was 

asked to visit Main UBL Branch at Pakpattan to receive her new BDC. She went there on the 
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same day and after necessary verification UBL Officer blocked her old BDC through UBL 

Help Line. After cancellation of her old BDC, the UBL Officer issued her a new BDC the 

same day. 

 

4.B Client Version 

 

Haleema Bibi was satisfied with the behaviour of the bank staff and happy over the quick 

complaint resolution process/ mechanism. She visited BISP Tehsil office alone by bus by 

spending Rs.50 and covering a distance of 30KMs. Her complaint was resolved within one 

day with the efforts of BISP/UBL Staff. 

 

5. What We Learned? 
 

¶ BISP Tehsil Office does not keep/register BDC related complaints; however it provided 

complaint format to complainants for easy registration of complaints at Bank Counter. UBL 

Bank Counter register/keep record of BDC related complaints, with efforts of UBL branch it 

tries to solves any BDC related complaints within a day. 

¶ UBL Pakpattan has an efficient complaint redressal system and can resolve BDC related 

complaints in 5-10 minutes. 

¶ Her next instalment was generated on 19
th
 February 2013 which has been withdrawn by her.  

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ Bank staff should guide the beneficiaries (properly) on using the debit card because
 
 most of 

the beneficiaries are illiterate and providing the printed instructions only will not serve the 

purpose. 
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Payment Case Study Number P-Q4-Southern Punjab-10 

Nature of Case Non Payment due to inactivated BSC (problem of 

biometric verification) 

Complainant/ Beneficiary Kalsoom Begum 

Widow of: Muhammad Sharif Khan 

Complainant, if not beneficiary herself - 

Address Mohalla New Multan Colony, Tehsil & District Multan 

CNIC Number 36302-3432506-2 

PSC form number 1211052 

Date Study Completed 5
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Kalsoom Begum widow of Muhammad Sharif Khan is a 74 years old illiterate BISP beneficiary 

living in Mohalla New Multan Colony, Tehsil and District Multan. She has seven children 

including five sons and two daughters.  All her children are married. She lives with her three 

married sons but depends only on BISP cash grant. Her sons are labourer and sometimes 

contribute collectively for household expenses. Kalsoom Bibi lives in a five Marla semi pacca 

house. Her house comprises three rooms, a wash room and an open kitchen. The locality where 

she lives comprises low income households belonging to mixed castes and mostly associated with 

labour work and small enterprise business. Mohalla New Multan Colony is located at a distance 

of two 0.5 KM from BISP Tehsil Office. All the streets in their area are paved having good 

drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Kalsoom Begum was declared a BISP beneficiary during Phase-I (Parliamentarian Phase) and 

consistently received her BISP cash grant from the postman during the period from March 2009 

till January 2010. In August 2009, under Phase-II of the programme, a BISP survey team visited 

her house and filled a Poverty Score Card (PSC) survey form (1211052) and issued her a survey 

receipt for future reference. During an interview with the TPE team, she quoted that, ñBISP cash 

grant support me in bearing monthly household expensesò. She considers Pakistan Peopleôs Party 

(PPP) the owner of the BISP that has been started to help poor and needy people. She received 

BISP instalments of Rs.21,000 till 23
rd
 July 2010 through Pakistan Post.  

 

3. How did the Complaint Emerge? 
 

Kalsoom Begum mentioned that, she received Benazir Smart Card on 17
th
 May 2011 from 

NADRA Counter at Mumtazabad Smart Card Centre. In May 2011 she went to the UBL Omni 

Shop along with her son on rickshaw after spending Rs.40. At UBL Omni Shop, when the 

shopkeeper swapped her Benazir Smart Card in PoS machine, he noticed that her BSC had been 

inactivated. He advised her to visit BSC collection centre to get her BSC replaced. From UBL 

Omni Shop, she went to Mumtazabad Smart Card Centre for resolution of her problem. The Bank 

staff refused to register her complaint. In June 2011 she managed to get her complaint registered 

at BISP Tehsil office Multan city. 
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4. Processing of the Case 
 

4.A Providersô Version 

 

Kalsoom Begumôs Complaint was received on 10
th
 June 2011 at BISP Tehsil Office. After 

verifying the contents of complaint this was recorded as ñUn-verified thumb impression caseò 

due to newly issued CNIC.  

 

BISP Assistant Complaint registered her complaint and sent it to BISP Divisional Office on 

3
rd
 August 2011 through email. BISP Divisional Office forwarded this complaint to NADRA 

Counter at BISP Divisional Office where biometric problem of Kalsoom Begum was 

resolved. Kalsoom Begumôs complaint was resolved in about 50 days. 

 

4.B Clientôs Version 

 

Kalsoom Begum was satisfied with the behaviour of the BISP Tehsil Staff and happy over the 

complaint resolution process/ mechanism. She visited BISP Tehsil office twice with her son 

on rickshaw for complaint registration and follow up. Now she is receiving her BISP cash 

grants consistently through Benazir Smart Card since 24 September 2011. 

 

5. What We Learned? 
 

¶ No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of Smart Card related complaints. 

¶ After receiving her last BISP instalment through BSC on 25
th
 October 2012, no further 

instalments have been generated till March 2013. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with Smart Card related 

complaints. 

¶ Instalments should be regularly generated so that the beneficiaries can continue meeting their 

expenses. 

¶ BISP and bank staff training is required for recording, handling and processing of Benazir 

Smart Card related cases. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in an efficient manner. 
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Payment Case Study Number P-Q4-Southern Punjab-11 

Nature of Case Non Payment due to Incorrect Pin Code 

Complainant/ Beneficiary Kalsoom Bibi 

Wife of: Abdul Rehman 

Complainant, if not beneficiary herself - 

Address Chah Mumtazabad, Tehsil Shorkot, District Jhang 

CNIC Number 33203-8391187-2 

PSC form number 20113981 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Kalsoom Bibi w/o Abdul Rehman is a 43 years old, illiterate BISP beneficiary living in Tehsil 

Shorkot, District Jhang. She is a mother of eight children including four daughters and four sons. 

One of her son is married while two of her daughters are school going. Her husband is a labourer 

and he earns about Rs.4,000 per month. She is a house wife and looks after domestic chores. 

Kalsoom Bibi lives in a 12 Marla old Katcha house comprising two rooms, and an open kitchen. 

The locality where she lives comprises low income households belonging to same caste and 

mostly associated with manual labour and agriculture. Chah Mumtazabad is located at a distance 

of 14 KMs from BISP Tehsil Office. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Kalsoom Bibi was declared a potential BISP beneficiary with discrepancy in CNIC after the 

Poverty Score Card (PSC) survey. Her householdôs PSC survey was conducted in June 2011 at 

her doorstep. Her discrepancy in CNIC has been removed on May 05, 2012. She doesnôt know 

about the BISP eligibility criteria and how she had been selected for the BISP cash grant in phase-

2. BISP survey team, who visited Kalsoom Bibiôs house, filled a PSC survey form of her 

household and issued her a survey receipt for future reference. 

 

She considers Pakistan Peopleôs Party (PPP) the owner of the BISP that has been started to help 

poor and needy people. She received BISP money orders of Rs.6,000 till September 2012 through 

Pakistan Post. During an interview with the TPE team, she quoted that, ñif I start getting BISP 

cash grant again I will use it on household expensesò. 

 

3. How did the Complaint Emerge? 
 

Kalsoom Bibi informed that, after getting her BDC on 1
st
  October 2012, she went to the United 

Bank Limited (UBL) Omni Shop at Tehsil Chowk Shorkot (14 KMs from her village) along with 

her husband by bus after spending Rs.200 for the round trip. At UBL Omni Shop, the shopkeeper 

swapped her BDC in a PoS machine and entered the PIN Code; however the PIN Code was not 

accepted by the machine and generated a message of Incorrect PIN Code. The shopkeeper 

informed her regarding the wrong BDC PIN Code and advised her to visit the BISP Tehsil office 

again, he also provided a slip to be presented there with a statement ñNew Pin Code should be 

issuedò. 

 

From UBL Omni Shop, she went straight 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 go to Assistant Director (AD), who would resolve this issue. 
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4. Processing of the Case 
 

4.A Provider Version 

 

Kalsoom Bibi discussed her problem with AD who advised her to submit a copy of her CNIC 

along with a written complaint to Assistant Complaint (AC) for redressal. AD verbally asked 

the Bank Staff about the resolution of her problem but they informed that they were not 

allowed to keep complaints with them as per instruction of their ñtop managementò; however 

the complainant could contact UBL Helpline or permanent UBL employees for the resolution 

of her complaint. The Assistant Director informed Kalsoom Bibi about these instructions 

which could be helpful for the complaint resolution. The complaint was resolved in December 

2012 when she got a new PIN Code. 

 

4.B Client Version 

 

She made a follow up visit to BISP Tehsil office with her husband in December 2012 and 

received a new PIN Code. Kalsoom Bibi was unhappy over the complaint resolution process/ 

mechanism because her simple complaint of incorrect PIN was addressed after three months. 

She therefore considers Pakistan Post as the most suitable option for BISP cash grant 

delivery. 

 

5. What We Learned? 
 

¶ Although Kalsoom Bibi received her BDC, however her first BISP cash grant could be 

withdrawn in December as her complaint for incorrect PIN was addressed after more than 

three months. 

¶ Such complaints of issuance of new PIN code can be resolved in just 5-10 minutes by using 

the bank helpline. Being illiterate she was unable to use the helpline and so had to suffer for 

three months waiting for her complaint to be resolved. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

¶ Bank staff should guide the beneficiaries (properly) on using the debit card because most of 

the beneficiaries are illiterate and providing the printed instructions only does not serve the 

purpose. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number: P-Q4-Southern Punjab-12 

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

Complainant/ Beneficiary: Kaniza Bibi 

Wife of: Sain Akhtar 

Complainant, if not beneficiary herself: - 

Address: Nearby Darbar Sultan Zakria, Ballo Khail Tehsil & 

District Mianwali. 

CNIC Number: 38302-2685904-8 

PSC form number: 0182015 

Date Study Completed 8
th
 February 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Kaniza Bibi is a 38 years old, married, illiterate working woman. She is a mother of six children 

including three sons and three daughters. None of her children is attending school due to paucity 

of financial resources. She along with her husband work on a brick kiln and get Rs.10,000 in a 

month. She lives with her family in a semi pacca flat comprising two rooms, a wash room and an 

open kitchen, the flat is owned by the brick kiln owner. All the streets including the one leading to 

her flat are unpaved with open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Kaniza Bibi was selected as a BISP beneficiary under the Poverty Score Card (PSC) phase. In 

June 2009, she was surveyed by the enumerators at a brick kiln in Sarfaraz Khail adjacent to Ballo 

Khail. She also received the survey acknowledgement slip from the survey team. Kaniza Bibi 

mentioned that she possessed a valid CNIC at the time of survey that she shared with the 

enumerators. Furthermore, she did not intimation from BISP about her eligibility for the 

programme. 

 

She does not know much about BISP but considers that cash grant has been provided by the 

Pakistan Peopleôs Party to oblige the poor people. She has spent previous BISP instalments of 

Rs.24,000 for purchasing groceries and other household items. 

 

In April 2010, Kaniza Bibi got the information from her neighbouring beneficiaries about 

distribution of Benazir Smart Card for the monthly withdrawal of BISP instalments. She was 

advised to visit the Public Safety Commission office located adjacent to GPO office Mianwali at a 

distance of around 10KM from her locality. She was further advised to carry her original CNIC 

and PSC slip while going to collect her BSC. Kaniza Bibi went to BSC distribution centre with 

her husband; she covered some distance on foot, remaining by Ching Chi rickshaw and spent 

Rs.120 for the round trip. She got her BSC the same day, and was informed by the bank and BISP 

staff that she would receive monthly instalment of Rs.1,000 through BSC from Omni franchise. 

Kaniza Bibi was also guided about the location of Omni franchises working in Tehsil Mianwali, 

she was advised to visit the Omni franchise within 72 hours to get her first instalment through 

BSC. 

 

3. How did the Complaint Emerge? 
 

Kaniza Bibi visited the Omni franchise by spending Rs.60. The franchise staff after checking her 

record through online system informed her about the inactivation of her BSC and she was advised 

to wait for a month for the activation of her card or visit the BSC distribution centre for the 

resolution of this problem. Kaniza Bibi after covering four kilometres on foot approached the 
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BSC distribution centre and complained to BISP staff about the inactivation of her BSC. The 

BISP staff after getting information/confirmation from NADRA and UBL informed that her 

CNIC has expired and advised her to update her CNIC from NADRA. 

 

In August 2010, she applied for update of her CNIC by spending Rs.300 and got her new CNIC in 

January 2011. After getting her CNIC, Kaniza Bibi visited BSC distribution centre to share her 

CNIC with BISP staff so that her BSC could be activated. Upon reaching the BSC distribution 

centre she was informed that the centre has been closed and was advised to visit BISP Tehsil 

office, which she visited after covering a walking distance of about two kilometres. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

At BISP office she met Assistant Director (AD) whom she found courteous and cooperative. 

Upon sharing her complaint, CNIC and BSC, AD checked her online tracking information 

from BISP and Omni website. Afterwards, she was informed about the inactivation of her 

BSC and advised her to submit a complaint on a prescribed complaint format available in a 

nearby photocopier shop. She was advised to come with her complaint, a photocopy of her 

CNIC as well as her BSC. She obtained the prescribed complaint application from the shop 

after paying Rs.10, attached a photocopy of her CNIC and BSC and submitted all the 

documents to AD, who mentioned her complaint details and contact number, on complaint 

format and also on register maintained for the recording of BSC related complaints. 

 

She received a complaint acknowledgement slip for future reference, and landline number of 

BISP tehsil office so that she could follow up her complaint on telephone instead of visiting 

the office. 

 

On January 24, 2011, the AD emailed her complaint details to area manager UBL Omni 

Mianwali, Divisional Director Sargodha and also to Director Payment BISP HQ for necessary 

action. In September 2011, AD received an email from BISP HQ about the resolution of 

Kaniza Bibiôs complaint and activation of her BSC. 

 

On 15
th
 March 2012, the beneficiary made a follow up visit to know status of her complaint. 

AD checked the online status of beneficiaryôs BSC from Omni website and informed that her 

complaint was not resolved.  

 

AD also checked the payment details from BISP website and asked her how much amount she 

has received so far. The beneficiary informed that so far she had not received any BISP 

amount. At this, the AD informed that BISP has started the process of sending BISP 

instalment through Pakistan Post and so far seven BISP instalments totalling Rs.17,000 have 

been issued. At the denial of beneficiary that she had not received any BISP amount, AD 

made a telephonic contact with concerned Branch Postmaster (BPM) and asked him to come 

at the tehsil office. When the BPM approached the tehsil office, AD inquired about the 

payment of Kaniza Bibi. The BPM first insisted that he has paid the entire BISP amount to 

the beneficiary, but after the warning of dire consequences by the AD, the BPM revealed that 

at the time of disbursement, he tried his best to locate the beneficiary at her address, which 

was mentioned on the money orders, but he failed to locate her, he started to keep her BISP 

amount with the intention that he would pay her entire BISP amount when she would be 

located. The BPM requested and promised that he would return the entire misappropriated 

amount to the beneficiary a day later. AD agreed and ordered the BPM to pay the entire BISP 
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amount to beneficiary at BISP Tehsil office. Next day he handed over the entire 

misappropriated amount to the beneficiary in the presence of BISP staff. 

 

The BISP staff got in writing a complaint and acknowledgement of recovery of embezzled 

amount from the beneficiary. AD also wrote a letter (letter number AD/BISP/MNW/2011/114 

on 20
th
 March 2012) to Deputy Superintendent Postal Services (DSPS) GPO Mianwali about 

the embezzlement committed by the BPM and also informed the DSPS about the recovery of 

embezzled amount. A copy of this letter also marked to BISP Divisional Director Sargodha. 

However, no further correspondence and/ or disciplinary action was undertaken by the BISP 

and postal authorities.  

 

4.B Client Version 

 

The beneficiary and her husband visited BISP Tehsil office ten times and each time they were 

advised by the staff to wait for the resolution of complaint. AD consoled them by informing 

that her complaint had been forwarded to higher authorities and there was no need to worry 

regarding resolution of complaint. 

 

Kaniza Bibi was happy and satisfied with the attitude of BISP staff but unhappy with BISP 

complaint resolution system. In this context, she mentioned that she has spent thousands of 

rupees on transportation to get the confirmation about resolution of her complaint and then 

after about two years her complaint got resolved. Kaniza Bibi received her two bank 

payments totalling Rs.4,000 from UBL Omni franchise by using her BSC. In this context, she 

mentioned that being brick kiln labourers and nomads they usually shift their lodging from 

one place to another for the sake of their livelihood, therefore she considers BSC as the best 

delivery mechanism because she could withdraw BISP amount from Omni franchise 

wherever she would be settled. 

 

5. What We Learned? 
 

¶ The complaint emerged as her CNIC had expired. She was advised to update her CNIC for 

the activation of her card. The beneficiary after getting her updated CNIC visited the BISP 

Tehsil office and registered her complaint about inactivation of her BSC. AD processed the 

complaint through email which got resolved but after about two years in September 2012.  

¶ According to BISP staff, it was policy of BISP to issue BSC to beneficiary even with expired 

CNIC. After the issuance of BSC to a beneficiary having expired CNIC, the BSC was blocked 

by NADRA after the withdrawal of first instalment. It was reactivated after she got a new 

CNIC. 

¶ According to AD, there are 6,891 BSC beneficiaries and till 28th November 2012, BISP 

office has received 2,902 BSC related complaints. This shows that around 42% of the BSC 

beneficiaries are not getting their BISP amount despite being declared eligible. AD forwarded 

the BSC related complaints to UBL Omni Mianwali, Divisional Director Sargodha and also to 

BISP HQ for further processing. 

¶ After receiving her last BISP instalment through BSC on 25
th
 October 2012, no further 

instalment has been transferred to her account till end March 2013. 

 

6. Recommendations 
 

¶ 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 programme packages and its criterion. 

For this, TV, dish, cable, radio and public announcements can be used. 
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¶ BISP should update the CMS with new capability of dealing with Smart Card related 

complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

¶ BISP should keep and maintained updated Payment Details on BISP website in order to avoid 

any confusion and misunderstanding. 

¶ Instalments should be transferred regularly so that beneficiaries can meet their regular 

expnses. 

 

 

 

 

 

¶ Complainant's CNIC was expired and she got her BSC, but as normal practice she could not 

get her first BISP instalment because her BSC was not activated by NADRA. According to 

AD, there are five main reasons for the blockage of BSC which are: 

¶ Mismatch of beneficiary thumb impression.  

¶ Beneficiaryôs CNIC without Snap. 

¶ Expired CNIC. 

¶ Frequent entry of wrong Pin Code by the Omni staff. 

¶ Damaging of QR Code (Quick Response Code printed at each beneficiaryôs Smart Card). 
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Payment Case Study Number: P-Q4-Southern Punjab-13 

Nature of Case: Non Payment due to wrong name in BISP record 

Complainant/ Beneficiary: Karmai Mai 

Wife of: Abdul Majeed 

Complainant, if not beneficiary herself:  

Address: Mohallah Inayat Abad, Railway Road, Tehsil & district 

Bhakkar. 

CNIC Number: 38101-7695635-8 

PSC form number: 15646124 

Date Study Completed 12
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Karmai Mai is a 33 years old illiterate married woman. She is a mother of five children including 

three sons and two daughters. All of her children are school going.  Her husband works as a 

labourer in a spice factory and gets Rs. 10, 000 per month. She is not involved in any income 

generation activity and stays at home looking after her children and performing domestic chores. 

 

She lives with her family in a three Marla self-owned semi-pacca house which consists of two 

rooms, a washroom and an open kitchen. Most of the streets including the one leading to her 

house are paved with open drainage system. Almost all the houses in their locality are dwelled by 

the labour class having same socio economic status. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Karmai Mai has been declared BISP beneficiary under phase-II of the programme after the 

Poverty Score Card (PSC) survey. The householdôs PSC survey was conducted at her door step in 

March 2011 by a survey team. After completing her survey form, she was given a survey receipt 

for future reference. According to Karmai Mai she did not possess a valid CNIC at the time of 

PSC survey, as advised by the enumerators in June 2011 she applied for her CNIC at NADRA 

which she got in October 2011. She did not receive first BISP letter regarding her eligibility and 

discrepancy in the programme. 

 

She does not know much about BISP but considers that BISP cash grant has been provided by the 

Pakistan Peopleôs Party to help and support the poor people. So far, she had not received any 

BISP instalment and has planned to utilize that amount for the purchase of groceries and other 

household items. 

 

3. How did the Complaint Emerge? 
 

According to Karmai Mai, in October 2012, she heard from her neighbouring beneficiaries about 

the distribution of Benazir Debit Card (BDC) for the withdrawal of BISP cash grant installments. 

She was advised to visit the BISP Tehsil office and collect her BDC. She informed neighbouring 

beneficiaries that she had not received any BISP amount and had no idea whether BISP would 

issue her BDC or not? She was advised to visit the BISP Tehsil office to check and confirm her 

eligibility status. 

  

A week later, Karmai Mai visited the BISP office situated at a distance of around 20 km from her 

locality with her husband and covered the distance by walking and further by wagon and spent 

Rs.120 for the round trip. 
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She was informed by  BISP staff about her eligibility and discrepancy (missing CNIC) in BISP. 

She was also informed that the name printed on her CNIC is Karmai Mai while the enumerators at 

the time of survey erroneously mentioned her name as Karam. On asking about the resolution she 

was given a complaint template with instruction to get a print of complaint template on a stamp 

paper of Rs.20. She was further advised to attach copy of her CNIC with it and then submit it to 

BISP office for complaint registration and resolution. 

 

On same day, her husband got a print of complaint template on the stamp paper as required by 

spending Rs. 40. After completing the documents Karmai Mai submitted the documents and a 

contact phone number to BISP AC. She did not receive any complaint acknowledgement slip for 

future reference but advised by the BISP AC to check her complaint status after one month. 

 

During a follow up in November 2012, she was informed about the resolution and update of her 

CNIC record in BISP MIS and further referred to NADRA counter so that she could collect her 

BDC. She got her BDC on November 08, 2012. 

 

4. Processing of the Case 
 

4.A Providerôs Version 

 

CNIC update request of Karmai Mai was received in the BISP Tehsil Office in November 

2012. It was registered in the BISP Tehsil Complaint Register and a serial number 669 was 

assigned to this complaint. 

 

The AC/ DEO launched Karmai Maiôs CNIC update request into the BISP Case Management 

System (CMS) on November 01, 2012. The staff through CMS not only processed the update 

of her CNIC number but also requested for update of her name in BISP MIS. On the 

successful updation of her CNIC record, CMS has generated an Update_ID 154646124 for 

future reference.  

 

Although, the beneficiaryôs name is still mismatched and it could not be updated in BISP 

MIS, however, the beneficiary got her BDC on November 8, 2012 despite the name mismatch 

error. Her first instalment was transferred to her bank account on 12
th
 November 2012 and she 

withdrew it on 3
rd
 December 2012. 

 

4.B Clientôs Version 

 

The beneficiary visited BISP office five times, once to get the information where to file the 

complaint and then for complaint follow up. She informed that she had spent around Rs.1,000 

on the visits for the registration and resolution of her complaint. 

 

During interview she informed that for the quick and early resolution of complaint she also 

met with a notable (high school principal) and shared the problem regarding delay in delivery 

of BISP cash grant installments. The notable contacted BISP AD and then advised her to wait 

for about two months to receive BISP installments. 

 

5. What We Learned? 
 

¶ In this case, the beneficiary was declared eligible with discrepancy in the Programme but 

BISP HQ neither informed the beneficiary regarding her eligibility and discrepancy nor about 

change in payment mode. She got the information from BISP staff about her acceptance as a 

beneficiary and about the BDC. 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Southern Punjab-13 
 

J40252715 

GHK Consulting Ltd. 32 

¶ There was a discrepancy in beneficiaryôs PSC form regarding her CNIC and also 
beneficiaryôs wrong name was entered in the PSC survey form by the enumerator. The BISP 

staff through CMS in remarks column requested not only for the update of her CNIC record 

but also for update of her name in BISP database/MIS. As per CMS, the beneficiaryôs name 

cannot be updated, however, the CNIC update request of beneficiary got approve on 

November 01, 2012. 

¶ The beneficiaryôs real name is Karmai Mai, however, the enumerators mentioned her name on 

PSC form as Karam. As per CMS, the beneficiaryôs name could not be updated through CMS, 

but, how the NADRA and bank staff verified the beneficiaryôs record and issued her BDC is 

not in the knowledge of BISP staff.  

¶ BISP staff has maintained an excel sheet shared by the DFO-BISP HQ for recording of BDC 

related complaints. Till the date of our visit the office has received around 149 BDC related 

complaints, out of these 89 complaints had been resolved while the rest are in the process of 

resolution. 

 

6. Recommendations 
 

¶ Proper communication between complainants/ beneficiaries and the BISP is recommended. 

¶ Community Meetings will help the beneficiaries/complainants in better understanding of 

BISP and its different programs and it will also help the staff to meet its target like 

identification of discrepant household or beneficiaries who failed to collect their BDC etc. 

¶ BISP staff should discourage the norm of getting print out of PMT Score from external 

sources. If it is really required, then BISP staff should come forward and help the 

beneficiaries. 
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Payment Case Study Number P-Q4-Southern Punjab-14 

Nature of Case Non Payment as BDC was not registered in her name 

Complainant/ Beneficiary Maqsood Bibi 

Wife of: Manzoor Ahmad 

Complainant, if not beneficiary herself - 

Address Chak 553/EB, Tehsil & District Vehari 

CNIC Number 36603-8643903-8 

PSC form number 25999946 

Date Study Completed 2
nd

 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Maqsood Bibi w/o Manzoor Ahmad is a 38 years old, illiterate BISP beneficiary living in Chak 

553/EB, Tehsil and District Vehari. She is a mother of seven children including five sons and two 

daughters.  Two of her sons and one daughter are married. Her husband is a ñSamosa sellerò and 

he earns about Rs.2,000 per month. She is a house wife and looks after domestic chores. Her two 

sons are rickshaw drivers and they contribute Rs.6,000 towards monthly household expenses. 

Maqsood Bibi lives in a 10 Marla semi pacca house comprising three rooms, a wash room and an 

open kitchen. The locality where she lives comprises low income households belong to same 

caste and mostly associated with manual labour and agriculture. Chak 553/EB Wala is located at a 

distance of eight KMs from BISP Tehsil Office. All the streets in her area are unpaved having 

open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Maqsood Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in June 2011. She doesnôt know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in phase-2. BISP survey team, who visited Maqsood Bibi sô 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. During an interview with the TPE team, she quoted that, ñif I get the BISP cash grant I 

will use it on household expensesò. She considers Pakistan Peopleôs Party (PPP) the owner of 

BISP that has been started to help poor and needy people. She received BISP money orders of 

Rs.11,000 till September 2012 through Pakistan Post. She was also selected as a candidate of 

BISP Waseela-e-Haq Scheme but she couldnôt accept it due to long stay for training in Multan 

away from her home. 

 

3. How did the Complaint Emerge? 
 

Maqsood Bibi informed that after getting her BDC on 15
th
 October 2012, she went to the Telenor 

Retailer Shop (8 KMs from her village) along with her son on a rickshaw and spent Rs100. When 

the shopkeeper opened the sealed BDC, he noticed that the BDC is not functional and later 

informed her that her BDC is unregistered. From Telenor Retailer Shop, she went to BISP Tehsil 

Office and to the Bank counter for resolution of her problem. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

Maqsood Bibi submitted her complaint to the Bank Staff who verified her complaint by 

checking her BDC number on Tameer Bank Website. After getting no result on website they 

registered her complaint on excel sheet on 15
th
 October 2012. There has been no further 
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action taken on the complaint and it is still pending at Bank Counter of BISP Tehsil Office for 

further processing. 

 

4.B Client Version 

 

Maqsood Bibi was unsatisfied with behaviour of the bank staff and unhappy over the 

complaint resolution process/ mechanism. She visited BISP Tehsil office twice with her son 

on a rickshaw for complaint follow up but learnt that her complaint was not resolved.  

 

She considers Pakistan Post the most suitable option for BISP cash grant delivery. Despite a 

considerable delay in resolution of her complaint, she is still hopeful to get her BISP cash 

grant; however she was confused as she wondered ódid I contact the right office for my 

complaint resolution? Or do I need to go to some other office for restoration of my cash 

grant?ô  

 

5. What We Learned? 
 

¶ No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints. 

¶ Although Maqsood Bibi received her BDC, however her first BISP instalment could not be 

withdrawn due to unregistered BDC, despite generation of her cash grant as shown in her 

BISP on line payment details on 15.10.2012.  

¶ It appears that Tameer Bank does not have an efficient complaint redressal system and 

therefore it is unable to resolve such a minor complaint which could be resolved in a lesser 

time of 5-10 minutes. 

¶ Tameer Bank Staff mentioned that on October 15, 2012 there was a technical problem on 

Bank Website due to which all issued BDC remained unregistered on beneficiariesô names. 

This problem would be solved within one month when it would be sent to BISP Operational 

Control Room Islamabad for redressal. However, there has been no action till now. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

¶ Bank staff should guide the beneficiaries (properly) on using the BDCs because most of the 

beneficiaries are illiterate and providing the printed instructions only would not serve the 

purpose. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number P-Q4-Southern Punjab-15 

Nature of Case Non Payment due to Lost PIN code  

Complainant/ Beneficiary Maskeena Bibi 

Wife of: Allah Ditta 

Complainant, if not beneficiary herself - 

Address Chak 90/6R. Tehsil & District Sahiwal 

CNIC Number 36502-9952920-6 

PSC form number 26544325 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Maskeena Bibi w/o Allah Ditta is a 35 years old, primary educated BISP beneficiary living in 

Chak 90/6R. Tehsil Sahiwal. She has six children including two daughters and four sons. One of 

her sons is married. Her husband has his own ñGrocery Store and he earns about Rs.4,000 per 

month. Her son works in a bakery and he earns about Rs.6,000 per month. She is a house wife and 

looks after domestic chores. She lives in a joint family system in a six Marla pacca house. Her 

house comprises of two rooms, a wash room and an open kitchen.  

 

The locality where she lives comprises low income households belonging to same caste and 

mostly associated with manual and agriculture labour. Chak 90/6R is located at a distance of six 

KMs from BISP Tehsil Office. All the streets in her area are paved having open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Maskeena Bibi was declared potential BISP beneficiary with wrong name as ñSakina Bibiò after 

the Poverty Score Card (PSC) survey conducted in June 2011. She doesnôt know about the BISP 

eligibility criteria and how she had been selected for the BISP cash grant in phase-2. BISP survey 

team, who visited Maskeena Bibiôs house, filled a PSC survey form of her household and issued 

her a survey receipt for future reference. 

 

During an interview with the TPE team, she quoted that, ñBISP cash grant supports me in 

monthly household expensesò. She considers Pakistan Peopleôs Party (PPP) the owner of the BISP 

that has been started to help poor and needy people. She received BISP MOs of Rs.9,000 between 

August 2011 to March 2012 through Pakistan Post. Her daughter in-law is also a BISP 

beneficiary. 

 

3. How did the Complaint Emerge? 
 

Maskeena Bibi informed that, she received her BDC from BDC Centre on March 16, 2012 and 

received BISP cash grant of Rs.3,000 on March 20, 2012. On July 12, 2012 she went to the 

Telenor Retailer Shop (6.5 KMs away from her village) on rickshaw by spending Rs.30 for 

checking her second BISP instalment; however the franchise staff couldnôt find her BDC PIN 

Code slip in the BDC envelope.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

Maskeena Bibi explained her complaint to the Assistant Director (AD) who asked her to 

submit a photocopy of her CNIC to Bank Staff for redressal. AD verbally asked the Bank 
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Staff about the resolution of her problem but Bank Staff informed that they cannot solve 

complaints as per instruction of their ñtop managementò; however she should contact Tameer 

Bank Helpline to solve this issue. The Assistant Director informed Maskeena Bibi about these 

instructions for complaint resolution. The complaint was sent by BISP Tehsil Office to BISP 

Operational Control Room Islamabad through email on 26 September 2012.  

 

The new PIN code of Maskeena Bibi was received at BISP Tehsil Office in November 2012 

and it was given to Maskeena Bibi on December 29, 2012. But when she went to Telenor 

Retailer Shop she came to know that her new PIN code is also not working. She again came 

to BISP Tehsil Office for complaint redressal. During TPE team visit, the BISP Assistant 

Director (AD) mentioned that BISP Operational Control Room Islamabad sent 17 new BDC 

PIN codes and all were found to be incorrect. These PIN codes would be sent back for 

reissuance. Maskeena Bibi received her new BDC code second time on January 15, 2013 and 

received her second bank payment from a franchise on the same day. 

 

4.B Client Version 

 

From Telenor Retailer Shop, she went to the BISP Tehsil Office and went to the Bank counter 

for resolution of her problem. The Bank staff registered her complaint on complaint register 

and asked her to revisit next month. 

 

Maskeena Bibi was unsatisfied with the behaviour of the bank staff/BISP Staff and unhappy 

over the complaint resolution process/ mechanism. She visited BISP Tehsil office alone on 

rickshaw by spending Rs.30 many times for complaint follow up. After many visits she 

received her new BDC code second time on January 15, 2013 and received her second bank 

payment from a franchise on the same day thus finally her complaint was resolved. 

 

She considers Pakistan Post the most suitable option for BISP cash grant delivery. 

 

5. What We Learned? 
 

¶ BISP Tehsil Office did not keep the record of BDC related complaints. Tameer Bank Staff 

registered BDC related complaints but no mechanism and orientation training has been 

provided to BISP as well as bank staff for handling, processing and resolution of BDC related 

complaints. 

¶ Although the second bank payment of Maskeena Bibi was generated on November 1, 2012; 

however she received that payment on January 15, 2013 with a delay of about two months 

after she received her new BDC PIN code. 

¶ Maskeena Bibi doesnôt know that her third bank payment has also been generated on 

February 11, 2013 and which can be withdrawn through her BDC. 

¶ It appears that Tameer Bank does not have an efficient complaint redressal system and 

therefore unable to resolve a minor complaint of PIN code which could be resolved in 5-10 

minutes by helpline. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC (and other payment) 

related complaints. 

¶ BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 
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¶ Bank staff should guide the beneficiaries (properly) on using the debit card because most of 

the beneficiaries are illiterate and providing the printed instructions only will not serve the 

purpose. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number P-Q4-Southern Punjab-16 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Mumtaz Bibi 

Wife of: Muhammad Younus 

Complainant, if not beneficiary herself - 

Address Chak 1/KB. Tehsil & District Pakpattan 

CNIC Number 36402-1439141-4 

PSC form number 0992472 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Mumtaz Bibi w/o Muhammad Younus is a 43 years old, illiterate BISP beneficiary living in Chak 

1/KB. Tehsil Pakpattan. She is a mother of seven children including one school going daughter 

and one school going son. Her husband is a labourer and he earns about Rs.4,000 per month. She 

is a house wife and looks after domestic chores. Mumtaz Bibi lives in a joint family system in a 

seven Marla old Katcha house. Her house comprises two rooms and an open kitchen.  

 

The locality where she lives comprises low income households belonging to same caste and 

mostly associated with manual and agricultural labour. Chak 1/KB is located at a distance of 20 

KMs from BISP Tehsil Office. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Mumtaz Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in August 2009. She doesnôt know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in phase-2. BISP survey team, who visited Mumtaz Bibi sô 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. 

 

During an interview with the TPE team, she quoted that, ñBISP cash grant would support me for 

my daughterôs weddingò. She considers Pakistan Peopleôs Party (PPP) the owner of  BISP that has 

been started to help poor and needy people. Her unmarried daughter is also declared BISP 

beneficiary. She received BISP money orders of Rs.31,000 till March 2012 through Pakistan Post. 

She obtained her BDC from BDC Centre Pakpattan on March 17, 2012 and received her first 

BISP instalment of Rs.3,000 through BDC the same day. 

 

3. How did the Complaint Emerge? 
 

Mumtaz Bibi informed that she lost her BDC at home during the month of October 2012 due to 

which she could not receive her second BISP instalment. She got concerned and discussed it with 

the area postman who intimated her that she (Mumtaz Bibi) needs to get it re-issued from BDC 

Collection Centre (BISP Tehsil Office Pakpattan). On his intimation she visited BISP Tehsil 

Office in December 2012 and registered her complaint at Bank Counter. 
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4. Processing of the Case 
 

4.A Provider Version 

 

Bank Counter received Mumtaz Bibiôs complaint on December 27, 2012. She submitted her 

complaint on Complaint Format given her and filled by BISP Tehsil Official and she was 

asked to visit Main UBL Branch Pakpattan to receive her new BDC. She went there on the 

same day and after necessary verification UBL Officer blocked her old BDC through UBL 

Help Line. After cancellation of her old BDC, a new BDC was issued by the UBL Officer 

within 15 minutes. The complaint of beneficiary was resolved on the same day after she 

received her second BISP instalment from an ATM. 

 

4.B Client Version 

 

Mumtaz Bibi was satisfied with the behaviour of the bank staff and happy over the quick 

complaint resolution process/ mechanism. She visited BISP Tehsil office along with her 

daughter on rickshaw by spending Rs.50 and covering a distance of 20KMs. Her complaint 

was resolved within one day with quick efforts of UBL Staff. UBL Staff informed that her 

new BDC would be active within 24 hours. Due to domestic reasons she could not go again to 

ATM in Pakpattan to receive her second BISP instalment on the same day. 

 

5. What We Learned? 
 

¶ BISP Tehsil Office does not keep/register BDC related complaints; however it provided 

complaint format to complainants for easy registration of complaints at Bank Counter. UBL 

Counter register/keep record of BDC related complaint and with quick efforts of UBL branch 

it solves any BDC related complaints within one day. 

¶ It reflects from the study that UBL Pakpattan has an efficient complaint redressal system and 

therefore capable to resolve BDC related complaints within a day. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ Bank staff should guide the beneficiaries (properly) on using the debit card because most of 

the beneficiaries are illiterate and providing the printed instructions only would not serve the 

purpose. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 
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Payment Case Study Number: P-Q4-Southern Punjab-17 

Nature of Case: Non Payment due to Damaged Mobile Phone 

Complainant/ Beneficiary: Naseem Mai 

Wife of: Iftikhar Hussain 

Complainant, if not beneficiary herself:  

Address: Village Ibrahim Wala, Tehsil Chubara & district Leiah. 

CNIC Number: 32201-4655388-6 

PSC form number: 2342118 

Date Study Completed 16
th
 February 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Naseem Mai W/O Iftikhar Hussain is a 31 years old, illiterate working woman living in tehsil 

Chubara. She is a mother of three children including one son and two daughters. None of her 

children are attending the school due to paucity of financial resources. They both work as  

labourers on brick kiln and get Rs.350 per 1,000 bricks in a day. 

 

Naseem Mai lives with her family in a rent free, three Marla semi-pacca flat owned by the brick 

kiln owner. Most of the streets including the one leading to her flat are unpaved with open 

drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Naseem Mai was declared BISP beneficiary under phase-II of the programme after the Poverty 

Score Card (PSC) survey. Her PSC survey was conducted in December 2009 by a survey team at 

her door step in village Ibrahimwala. After the completion of the ósurveyô, the survey team 

provided her a receipt for future reference. According to Naseem Mai she was charged Rs.100 by 

the enumerators for filling her PSC form. She did not possess a valid CNIC at the time of PSC 

survey and she mentioned that neither the enumerators asked for her CNIC nor she shared that  

with the survey team. She did not receive BISP letter regarding her eligibility and discrepancy in 

the programme. 

 

She does not know much about BISP but considers BISP as a cash grant programme for the poor 

and deserving people. She has utilized previous BISP instalments of Rs.5,000 for purchasing 

groceries. 

 

3. How did the Complaint Emerge? 
 

According to Naseem Mai in April 2012 a notable (school principal) visited her house and 

informed about her eligibility and discrepancy in BISP. On asking about her CNIC, she disclosed 

that she did not possess a valid CNIC. At this, she was advised to promptly get her CNIC from 

NADRA and submit a copy of it in BISP tehsil office to get the BISP cash grant instalments. 

Following the instructions of the notable she got her CNIC from NADRA in the last week of 

April 2012 and submitted it to BISP tehsil office. 

 

The CNIC update request of Naseem Mai was successfully processed by the BISP staff through 

CMS which was approved in May 2012. The beneficiary during a follow up visit in July 2012 

gathered from BISP staff about resolution of her complaint and she was referred to NADRA 

counter for getting mobile phone for the withdrawal of BISP instalments. After going through the 

whole process, Naseem Mai collected her mobile phone and following the instruction of the bank 

staff she received her first BISP instalment from Omni franchise. 
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After getting her second BISP instalment in November 2012, the beneficiaryôs mobile phone got 

burnt due to electric over-charging resulting in damage of mobile phone. The beneficiaryôs 

discussed the matter with her husband who took it to a mobile phone repairing workshop where 

her husband was informed that the mother board of the mobile phone has been damaged which 

cannot be repaired. Naseem Mai discussed the situation with her neighbouring beneficiary who 

advised her to visit the BISP office and request the staff for replacement of mobile phone. Very 

next day, Naseem Mai along with her husband visited the BISP tehsil office situated at a distance 

of about 15KM from her locality. She went by walking and further by Ching Chi rickshaw and 

spend Rs.100 for the round trip to BISP office. She had her CNIC, PSC slip and mobile phone at 

the time of her visit to the BISP tehsil office. 

 

4. Processing of the Case 
 

4.A Providerôs Version 

 

At BISP office, she met with Assistant Director (AD) whom she found courteous and 

cooperative. She presented her mobile phone and shared how it got damaged and further 

requested for its replacement. The AD called the Ufone staff and discussed the situation. The 

Ufone staff informed AD and the beneficiary that no warranty was provided for Ufone mobile 

phone and the beneficiary in case of any problem with the mobile phone would have to 

repair/replace it through her own budget. Afterwards, the beneficiary was informed that BISP 

could not help her in the replacement of mobile phone, however, she was advised to purchase 

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

 

The BISP staff has not maintained any record about mobile phone related complaints 

however, this complaint was registered and recorded by the Ufone staff. 

 

4.B Clientôs Version 

 

The beneficiary visited BISP Tehsil office, to complain for the replacement of her mobile 

phone. Naseem Mai was not only happy and satisfied with the attitude of BISP staff, but, also 

happy to receive BISP instalment through mobile phone. In this context, the beneficiary 

mentioned that being a nomad itôs quite easy and comfortable for her to receive BISP amount 

through mobile phone. When asked that being illiterate how did she manage to read the text 

messages, she informed that at each message tone/beep she shared it with the brick kiln owner 

who informed her about the text messages received. During interview, the beneficiary also 

informed that following the instructions of AD, she purchased a cell phone in December 2012 

by spending Rs.1,000 and used the Ufone SIM provided by BISP. 

 

5. What We Learned? 
 

¶ In this particular case, the beneficiary was declared eligible with discrepancy in CNIC but 

BISP headquarters neither informed her about eligibility and discrepancy nor about change in 

payment mode. However, about three years after PSC survey, the beneficiary was informed 

by a notable about her eligibility and discrepancy in the programme. Following the 

instructions of the notable, the beneficiary got her CNIC from NADRA by spending Rs.1,000 

and submitted its copy to BISP office.  

¶ Her payment details show that after October 23, 2012, BISP has not generated any further 

payments for Naseem Mai. She wanted to get her mobile phone replaced as she thought that 

she wonôt get any further payment without a functional mobile phone. Later when Ufone 

showed its inability to issue a replacement of her damaged mobile phone, she purchased a 

new low cost phone in December 2012. 
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¶ According to the beneficiary, the enumerators charged her Rs.100 for filling her PSC form. 

The enumerators did not ask and sensitize the beneficiary about the importance of CNIC and 

consequently the beneficiary failed to get BISP instalments in appropriate time frame. 

¶ BISP staff has 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 related complaints. The concerned AD considers that it is 

useless to keep the record of those complaints which are either resolved on the spot or have 

no solution. 

¶ In concerned BISP jurisdiction, since the inception of mobile phone banking in May 2012, the 

payment was transferred by BISP to beneficiaryôs Omni account on monthly basis. However, 

from June 2012 BISP has decided to transfer mobile phone banking amount on quarterly basis 

like BDC, BSC and Pakistan Post. The mobile phone beneficiaries are informed about release 

of disbursement with a text message having a specific ID/Code which needs to be shared with 

the Omni franchise staff to get the BISP amount. 

 

6. Recommendations 
 

¶ Proper and in time communication between complainants/ beneficiaries and BISP is 

recommended. 

¶ In order to facilitate the beneficiaries regarding issuance of mobile phone, BISP should ask 

the beneficiaries to come with a telecom SIM which they can purchase from any of the 

registered franchise for Rs.50-100. 

¶ BISP staff should keep the mobile phone complaints record for understanding and further 

sharing with the management. 
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Payment Case Study Number P-Q4-Southern Punjab-18 

Nature of Case Non Payment due to Wrong PIN code 

Complainant/ Beneficiary Parveen Bibi 

Wife of: Nadeem Hussain 

Complainant, if not beneficiary herself - 

Address Chak 2/4 L, Tehsil & District Okara 

CNIC Number 35302-5637107-0 

PSC form number 26203376 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Parveen Bibi w/o Nadeem Hussain is a 27 years old, illiterate BISP beneficiary living in Chak 

2/4L, Tehsil and District Okara. She is a mother of four children including two school going sons. 

Her husband is a rickshaw driver and he earns about Rs.4, 000 per month. She is a house wife and 

looks after domestic chores. Parveen Bibi lives in a joint family system in a five Marla, rented, 

semi pacca house.  

 

Her house comprises two rooms, a wash room and an open kitchen. The locality where she lives 

comprises low income households mostly associated with labour work. Chak 2/4L is located at a 

distance of one kilometre from BISP Tehsil Office. All the streets in her area are paved having 

proper drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Parveen Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey conducted in June 2011. She obtained her Benazir Debit Card (BDC) on 

November 7, 2012. She doesnôt know about BISP eligibility criteria and how she had been 

selected for the BISP cash grant in Phase-2. BISP survey team, who visited Parveen Bibiôs house, 

filled a PSC survey form of her household and issued her a survey receipt for future reference. 

 

During an interview with the TPE team, she quoted that, ñif I get BISP cash grant I will use it on 

purchasing school uniforms and shoes for my childrenò. She considers Pakistan Peopleôs Party 

(PPP) the owner of the BISP that has been started to help poor and needy people. Furthermore, 

she received her BISP MOs of Rs.15,000 between August 2011 to September 2012 through 

Pakistan Post. 

 

3. How did the Complaint Emerge? 
 

Parveen Bibi informed that after getting her BDC on 7 November 2012, she went to a United 

Bank Limited (UBL) Omni Shop at City Okara (1.5 kms from her village) with her son on foot. 

At UBL Omni Shop, when the shopkeeper tried to make a transaction, it was declined due to 

wrong BDC PIN code. Parveen Bibi mentioned that the shopkeeper tried to help her by entering 

different combinations of the PIN code but it could not be verified.  

 

After several attempts, the staff informed her that her PIN code was incorrect and that she should 

report it to contact BDC Distribution Centre at BISP Tehsil Office Okara and get a new PIN code 

from there. The shopkeeper provided a message on a slip of paper stating ñNew PIN code should 

be issuedò and mentioned that this would help her get a new PIN code. 
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4. Processing of the Case 
 

4.A Provider Version 

 

She visited BISP tehsil office and met Assistant Complaint (AC) on November 27, 2012 who 

asked her to visit Main UBL Branch on Friday to resolve this issue. AC verbally asked the 

Bank Staff about the resolution of her problem but Bank Staff mentioned that they are not 

allowed to keep complaints with them as per instruction of their ñtop managementò; however 

she should contact UBL Helpline or permanent UBL employee to solve this issue. The 

Assistant Complaint informed Parveen Bibi about these instructions to help her in complaint 

resolution. There has been no further action on her complaint and it is still pending for further 

processing. Her online payment details when checked on April 10, 2013, show that her first 

bank payment generated on November 7, 2012 has still not been withdrawn by her.  

 

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. Bank staff informed her that they could not help her in this regard 

and advised her to go to BISP tehsil office. 

 

Parveen Bibi was unsatisfied with the behaviour of the bank /BISP Staff and unhappy over 

the complaint resolution mechanism. She visited BISP Tehsil office with her son for follow 

up in December 2012 and January 2013 but learnt that her complaint was not resolved. She 

visited UBL Branch too but she does not know about the right approach for her complaint 

resolution. She therefore considers Pakistan Post as the most suitable option for BISP cash 

grant delivery. Despite a considerable delay in her complaint resolution, she is still hopeful to 

get the BISP cash grant. 

 

5. What We Learned? 
 

¶ BISP Tehsil Office as well as Bank Counter at BISP Tehsil Office does not register BDC 

related complaints. 

¶ No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints. 

¶ Although Parveen Bibi received her BDC, however her first BISP cash grant has yet to be 

withdrawn as shown in her online BISP payment details. 

¶ It appears that UBL does not have an efficient complaint redressal system and therefore 

unable to resolve such a minor complaint of PIN code reissue which could be resolved in 5-10 

minutes through bank helpline. 

¶ After her first bank payment was generated in November 2012, BISP has generated no more 

payments. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number P-Q4-Southern Punjab-19 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Raheela Mumtaz 

Wife of: Mumtaz Ahmad  

Complainant, if not beneficiary herself - 

Address Village Miana Gondal, Tehsil Malakwal District Mandi 

Baha-Ud-Din. 

CNIC Number 38406-0590862-2 

PSC form number 19404757 

Date Study Completed 19
th
 February 2013 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Raheela Mumtaz is a 39 years old illiterate married woman living in tehsil Malakwal. She is a 

mother of seven children including five sons and two daughters. All of her children are school 

going. Her husband runs a mobile phone accessories shop and earns about Rs.12,000 in a month. 

There is no other householdôs source of income. Raheela Mumtaz lives with her family in a five 

Marla pacca house which comprises four rooms, an open kitchen and a washroom. All the streets 

including the one leading to the house of Raheela Mumtaz are unpaved having drain lining 

sewerage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

According to the beneficiary her PSC survey was under taken in February 2011 at her door step. 

After filling the PSC form the survey team issued her a survey receipt and advised her to keep it 

safe for future reference. She also possessed a valid CNIC at the time of PSC survey that she 

shared with the enumerators. Raheela Mumtaz mentioned that after becoming the BISP 

beneficiary, she did not receive any letter from BISP confirming her eligibility in the programme. 

 

She is unaware of BISP eligibility criteria and how she got selected in the programme. She 

mentioned that BISP is started by Pakistan Peopleôs Party to help the poor people of Pakistan 

through cash grant instalments. She informed that she used the previous BISP instalments of 

Rs.12,000 for purchasing groceries and other household items. 

 

Raheela Mumtaz informed that during June 2012 a village postman visited her house and 

informed about distribution of Benazir Debit Card (BDC) from BISP tehsil office. The postman 

guided her about the location of BISP tehsil office situated at a distance of about 40 km from her 

locality. She was further informed by the postman that he arranged a wagon for some of her 

neighbouring beneficiaries who wished to get their BDCs and if she would like to accompany 

them then she would have to pay Rs.200 for the round trip to BISP tehsil office. She agreed and 

paid him Rs.200. Three days later, she along with 20 neighbouring beneficiaries went to BISP 

tehsil office and obtained her BDC. 

 

3. How did the Complaint Emerge? 
 

After getting BDCs all the beneficiaries entrusted their BDCs to the postman. She got her BDC in 

June 2012 but received the first BISP instalment through BDC in October 2012 from the postman. 

At that time the postman did not return her BDC and informed that he would keep withdrawing 

BDC instalments on her behalf. 
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In December 2012, Raheela Mumtaz heard about release of second BDC instalment. She through 

telephone informed the postman and requested for the withdrawal of that instalment. A week 

later, the postman came at her door step and informed that he has lost her BDC and further 

informed that she would have to visit the BISP tehsil office for the registration and resolution of 

her complaint. She was advised by the postman not to disclose that her BDC was kept by the 

postman and he lost it. She was informed that if she shares this with anyone then BISP would stop 

sending cash grant instalment at her name. Raheela Mumtaz agreed and some two days later she 

alone visited the BISP tehsil office after spending Rs.100. 

 

4. Processing of the Complaint 
 

4.A Provider Version 

 

At BISP tehsil office she met Assistant Complaint (AC) whom she found courteous and 

cooperative. She shared her complaint with AC who recorded her complaint details on 

register maintained for the recording of BDC related complaints. The beneficiary did not 

receive complaint acknowledgement for future reference, however, she was advised not to 

visit the office frequently as the staff would inform her about resolution of the complaint.  

 

On December 15, 2012, Assistant Director (AD) emailed her complaint of lost BDC to DFO-

BISP HQ. AD also received a delivery report with a message regarding successful submission 

of complaint into the system. AD did not receive any update yet on the complaint resolution. 

Her complaint is still pending and till April 10, 2013, she didnôt receive a new BDC. Her 

second and third bank payments of Rs.3,000 each were generated on November 01, 2012 and 

February 11, 2013 respectively but couldnôt be withdrawn due to the delay in resolution of 

her pending complaint. 

 

4.B Clientôs Version 

 

Raheela Mumtaz was unhappy on the delivery of BISP cash grant through BDC. She 

mentioned that earlier she received BISP instalments at her door step through postman but 

now she doesnôt know when she would be able to get her new BDC to receive further BISP 

instalments. On asking why she has entrusted her BDC to the postman, the beneficiary 

informed that being illiterate she does not know how to use the BDC for withdrawal of her 

BISP amount. She also informed that the village postman is an honest gentleman who has 

taken the responsibility for the withdrawal of BISP amount through her BDC and in reality 

she was thankful for this act of kindness by the postman. 

 

5. What We Learned? 
 

¶ In this particular case, the beneficiary was declared eligible with discrepancy in the 

programme but BISP HQ neither informed regarding her acceptance in BISP nor about 

change in payment mode. The beneficiary was informed by the village postman about 

distribution of BDCs. The postman arranged a pick-up van and took around 20 beneficiaries 

to BISP office for getting their BDCs. The postman charged Rs.200 from each beneficiary 

and also kept BDCs of all the beneficiaries. The beneficiary considers her village postman an 

honest gentleman who is very helpful. But he can commit fraud and misappropriate her BISP 

amount at any stage. 

¶ Beneficiary received her BDC on June 19, 2012; however, her online payment details shows 

that the first bank payment was withdrawn on October 22, 2012. 
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¶ According to AD, the partner bank will issue a new BDC and post it to the tehsil office. The 

tehsil office will inform the beneficiary about resolution of complaint and the beneficiary will 

collect her new BDC by visiting BISP office. 

 

6. Recommendations 
 

¶ Proper communication between complainants/ beneficiaries and the BISP is recommended. 

¶ BISP staff should properly guide the beneficiaries at the time of BDC distribution process. 

Divisional office should properly disseminate information to its Tehsil office regarding any 

activity and assignment performed by the PO. 

¶ BISP should update the Case Management System (CMS) with new capability of dealing with 

BDC related complaints. 

¶ BISP should hire that partner bank which have a functioning branch in concerned jurisdiction 

so that the field staff may follow up of complaints through direct interaction with bank staff. 

¶ BISP management should also sensitize and mobilize the partner bank for the launching of a 

comprehensive complaint redressal system to facilitate and compensate the beneficiaries. 
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Payment Case Study Number P-Q4-Southern Punjab-20 

Nature of Case Non Payment due to Incomplete PIN code 

Complainant/ Beneficiary Razia Bibi 

Wife of: Muhammad Saddique 

Complainant, if not beneficiary herself  

Address Farooqabad. Tehsil & District Bahawalnagar 

CNIC Number 31101-0997064-0 

PSC form number 27508895 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Razia Bibi w/o Muhammad Saddique is a 43 years old, illiterate BISP beneficiary living in 

Farooqabad Tehsil, District Bahawalnagar. She is a mother of eight children including four 

daughters and four sons. Her three daughters and two sons are school going. Her husband is a 

Tailor and he earns about Rs.5,000 per month. She is a house wife and looks after domestic 

chores. Razia Bibi lives in a rented three Marla old pacca house. Her house comprises two rooms, 

a wash room and a kitchen. The locality where she lives comprises low income households belong 

to mix castes and mostly associated with labour work and small scale business. Farooqabad is 

located at a distance of one KM from BISP Tehsil Office. All the streets in her area are paved 

having open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Razia Bibi was declared potential BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in May 2011. She doesnôt know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in PSC phase. BISP survey team, who visited Razia Bibiôs 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference.  

 

During an interview with the TPE team, she quoted that, ñBISP cash grant would help me in my 

daughter marriageò. She considers Pakistan Peopleôs Party (PPP) as the owner of BISP that has 

been started to help poor and needy people of Pakistan. She received BISP MOs of Rs.7,000 

between October 2011 to March 2012. She obtained her BDC from BC Centre Bahawalnagar on 

July 10, 2012 and withdrew Rs.3,000 through ATM on July 30, 2012. 

 

3. How did the Complaint Emerge? 
 

Razia Bibi informed that she went to the HBL ATM (1.5 KMs from her house) in September 

2012 along with children on foot for receiving her second BISP instalment. At ATM, when the 

Bank Guard entered PIN code, he noticed and later informed her that her PIN code is misprinted 

on the slip. He advised her to get it replaced from BDC Collection Centre, BISP Tehsil Office, 

Bahawalnagar.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

On 5
th
 December 2012 HBL Staff at BISP Tehsil Office started to register BDC/ PIN code 

related complaints. They registered Razia Bibiôs complaint on complaint format on December 

27, 2012 during her fifth visit. Bank representative sent an email regarding the complaint to 
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Regional Head Quarter (RHQ) HBL Bahawalpur for further processing. Then the complaint 

was sent by RHQ Bahawalpur to HBL HQ Karachi for final processing/ decision. Bank 

representative advised Razia Bibi to revisit the BISP Tehsil Office after 30 days to receive her 

new PIN code. He further advised the complainant that bank would contact her on telephone 

if new PIN code is received at the office before 30 days. 

 

After follow up visit she finally received her new PIN code in March, 2013 and withdrew her 

BISP instalment on 13.03.2013. The whole process of complaint resolution took more than 

two months after registration on 27.12.2012.  

 

4.B Clientôs Version 

 

From ATM, she went to BISP Tehsil Office and referred to the Bank counter for resolution of 

her problem. The Bank staff advised her to go to the Assistant Director (AD), who may be 

able to resolve this issue. She made four to five visits at BISP Tehsil Office from September 

2012 to December 2012 for lodging her complaint and finally her complaint was registered in 

December 2012 and resolved in March 2013 when she received her new PIN code which 

enabled her to withdraw her second BISP instalment through BDC on 13.3.2013. 

 

Razia Bibi was satisfied with the behaviour of the bank staff and the way bank representative 

resolved her problem. She mentioned that BISP and bank complaint resolution process is very 

lengthy and takes long time. 

 

5. What We Learned? 
 

¶ Previously HBL Counter did not register BDC/PIN code related complaints. But after TPE 

Team visit at BDC centre Bahawalnagar on December 5, 2012, Bank Officials have started 

registering the complaints.  

¶ No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints.  

¶ It appears that HBL does not have an efficient complaint redressal system and therefore it is 

unable to resolve such type of complaints in a reasonable time. Resolution of Razia Bibiôs 

complaint took more than two months.   

¶ The beneficiary did not receive complaint acknowledgement/ reference number from the bank 

representative along with the date, which is not a good practice. 

¶ After her first bank payment was generated on July 10, 2012, BISP has generated her second 

payment on February 16, 2013 after about seven months although the beneficiaries were told 

(at the time of receiving their BDCs) that BISP instalments will be credited to their accounts 

on quarterly basis. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC (and other payment) 

related complaints. 

¶ BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

¶ BISP need to revisit the payment cycle of the beneficiaries when it comes out that many 

beneficiaries have been receiving their instalment with considerable delay without any prior 

information. 

¶ Bank staff should guide the beneficiaries (properly) on using the debit card because most of 

the beneficiaries are illiterate and providing the printed instructions only will not serve the 

purpose. 
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¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number: P-Q4-Southern Punjab-21 

Nature of Case: Non Payment due to Damaged BDC 

Complainant/ Beneficiary: Sahib Mai 

Widow of: Muhammad Ramzan 

Complainant, if not beneficiary herself:  

Address: Village Gujjra, Kachi Shahani, Tehsil & District Bhakkar. 

CNIC Number: 38101-5450378-4 

PSC form number: 14335445 

Date Study Completed 10
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Sahib Mai is 73 years old, illiterate widow. She is a mother of six children including three sons 

and three daughters. All of her children are married. She lives with her eldest son who works as a 

security guard in MCB and he gets Rs. 10,000 per month.  

 

She lives in a five Marla self-owned semi-pacca house which consists of three rooms, a washroom 

and an open kitchen. Most of the streets including the one leading to the house of Sahib Mai are 

paved with open drainage system.  

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Sahib Mai has been declared BISP beneficiary under phase-II of the programme after the Poverty 

Score Card (PSC) survey. The householdôs PSC survey was conducted at her door step in March 

2011 by a survey team. After completing her survey form, she was given a survey receipt for 

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

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

Her daughter in law is another beneficiary (Irshad Bibi) living in the same house. 

 

She does not know much about BISP but considers that BISP cash grant has been provided by the 

Pakistan Peopleôs Party who has always helped and supported the poor and vulnerable people of 

Pakistan. So far, she had received Rs.15,000 and had utilized that amount for the purchase of 

groceries and partially for her treatment. 

 

In first week of October 2012, Sahib Mai received a BISP instalment from the postman who 

informed her regarding change in payment mode from Pakistan Post to Bank through BDC. She 

was advised by the postman to promptly visit the BISP office and collect her BDC for future 

withdrawal of BISP instalments. She was also informed that if she would fail to collect her BDC 

then BISP would stop sending cash grant through MOs at her name. 

 

According to Sahib Mai, two weeks later she with her son and daughter-in-law visited the BISP 

office situated at a distance of around 40KM from her locality. They covered the distance by bus 

and further by Ching Chi rickshaw and incurred a cost of Rs.300 for the round trip to BISP office. 

At the time of receiving her BDC, she was advised by the bank staff that she needs to visit the 

bank a day later for the withdrawal of her BISP instalment. 

 

As the eldest son of Sahib Mai is working in bank so she entrusted the BDC to him so that he 

could withdraw BISP amount easily. Her eldest son two days later withdrew from MCB ATM and 

thus she got the first instalment through BDC. Sahib Mai, her son and daughter-in-law had a 

perception that they would receive monthly BISP instalments amounting to Rs.3,000 through 
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BDC and for each withdrawal of BISP instalment they would get a new BDC from BISP office. 

After getting first BDC instalment from ATM, her son discarded his motherôs BDC. 

 

3. How did the Complaint Emerge? 
 

The next month, she with her son and daughter-in-law revisited the BISP office to get a new BDC 

for next withdrawal of BISP installment. At that time, the BISP staff explained that they would 

receive BISP instalment on quarterly basis through same BDC issued to them earlier. They all 

apologized to BISP staff and informed that the bank staff did not clearly mentioned about getting 

every BISP instalment from the same BDC and that they discarded/destroyed their BDCs after 

withdrawing their first instalment. For the resolution of complaint, the staff advised her to submit 

a photocopy of her CNIC with a complaint on prescribed template available from the nearby 

photocopier shop.  

 

4. Processing of the Case 
 

4.A Providerôs Version 

 

After knowing her problem, the bank staff contacted phone banker through helpline and 

blocked her BDC. The phone banker also talked to the beneficiary to confirm her details. The 

beneficiary failed to understand and respond to some queries of phone banker however the 

bank staff helped her in responding to those queries. Afterwards, she was advised by the 

BISP/bank staff to visit BISP office after a month to check her complaint status. Although, 

this complaint was launched and processed through summit bank helpline, however, the 

complaint has not been resolvedtill end March, 2013.  

 

4.B Clientôs Version 

 

For the resolution of complaint, the staff advised her to submit a photocopy of her CNIC with 

a complaint on prescribed template available from nearby photocopier shop. Her eldest son 

managed to get the required documents after paying Rs.20 and submitted to the Assistant 

Complaint (AC). AC after collecting the documents referred her to the bank counter for 

further process. 

 

The beneficiary visited the BISP Tehsil office twice and had spent around Rs. 400 on 

transportation for the registration and resolution of her complaint. During her second follow 

up visit in last week of December 2012 she was informed to wait and contact BISP office in 

two weeks. She was advised by the BISP staff not to visit the BISP office repeatedly as the 

office would inform her regarding resolution of her complaint. 

 

Sahib Mai was greatly disappointed over the delay in resolution of her complaint. She 

expressed her annoyance saying that it was the responsibility of bank and BISP staff to 

explain when and what she would receive through BDC. Further she was not satisfied over 

the delivery of BISP cash grant installment through BDC. She considers that Pakistan Post is 

the most suitable option for the delivery of BISP cash grant instalments at her doorsteps. 

 

5. What We Learned? 
 

¶ This complaint was lodged in November 2012 but has not yet been resolved though more than 

four months have passed. Usually BDC replacement does not take more than two weeks. 

Such delays result in giving a bad name to BISP. 
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¶ Her payment details shows that after her first payment was generated on September 20, 2012, 

BISP deposited another instalment on April 16, 2013 in her account. She has been unable to 

withdraw the instalment as her complaint has not been addressed. 

¶ BISP and bank staff did not explain to the beneficiaries about safe keeping of BDC. The 

household members had a perception that they would receive monthly BISP installment 

amounting of Rs.3,000 and for each BISP installment they will have to get a new BDC from 

BISP office. The same strategy was followed by the beneficiaryôs eldest son who after getting 

the first BDC instalment discarded the BDCs of his wife and mother. 

¶ In this particular case, the beneficiary was declared eligible in the Programme but BISP HQ 

neither informed the beneficiary regarding her eligibility nor about change in payment mode. 

She learnt about the change in mode and about distribution of BDC from the postman and 

following his advice she got her BDC. 

¶ BISP staff has maintained an excel sheet shared by the DFO-BISP HQ for the recording of 

BDC related complaints. Till December 19, 2012, the office has received 149 BDC related 

complaints; out of these 89 complaints had been resolved while the rest are in resolution 

process. 

 

6. Recommendations 
 

¶ 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 complaint redressal system to facilitate and compensate the 

beneficiaries. 

¶ BISP management should mobilize the partner bank and request the phone bankers to talk in 

regional language so that beneficiaries could respond properly to their questions. 
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Payment Case Study Number P-Q4-Southern Punjab-22 

Nature of Case Non Payment due to Illegible PIN code 

Complainant/ Beneficiary Sakina Bibi 

Wife of: Muhammad Shakeel 

Complainant, if not beneficiary herself - 

Address Mohalla Jhakar, Street 2, Tehsil & District Chiniot 

CNIC Number 33201-7185056-8 

PSC form number 19720082 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Sakina Bibi w/o Muhammad Shakeel is a 33 years old, illiterate BISP beneficiary living in 

Mohalla Jhakar, Tehsil & District Chiniot. She is a mother of five children including two school 

going sons. Her husband is a labourer in grain market and earns about Rs.4,000 per month. She is 

a house wife and looks after domestic chores.  

 

Sakina Bibi lives in a 5 Marla old semi pacca house. Her house comprises two rooms, a wash 

room and an open kitchen. The locality where she lives comprises low income households 

belonging to mix castes and mostly associated with labour work and small scale business. 

Mohalla (Colony) Jhakar is located at a distance of about two kilometres from BISP Tehsil 

Office. All the streets in her area are paved having open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Sakina Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in April 2011. She doesnôt know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in second phase of the programme. BISP survey team, who 

visited Sakina Bibiôs house, filled a PSC survey form of her household and issued her a survey 

receipt for future reference. During an interview with the TPE team, she quoted that, ñBISP cash 

grant supported me in bearing my household expensesò. She considers Pakistan Peopleôs Party 

(PPP) as the owner of BISP that has been started to help poor and needy people. She received 

BISP MOs of Rs.9,000 between August 2011 to March 2012 through Pakistan Post. When she got 

information about the change in payment mode from Pakistan Post to Bank through BDC, she 

obtained her BDC from BDC Centre Chiniot on 20 June, 2012. 

 

3. How did the Complaint Emerge? 
 

Sakina Bibi informed that to receive her second BISP instalment, she went to the ATM of Bank 

Alfalah (1.5 KMs from her Mohalla) on 27 November 2012 with her husband on rickshaw by 

spending Rs.40. At ATM, when her husband opened the PIN code slip he noticed that the digits 

were dim and illegible. Sakina Bibi mentioned that her husband and Bank Guard tried to 

withdraw cash by entering different combinations of the PIN code but those could not be verified. 

She was advised to contact BISP Tehsil Office for the resolution of her problem.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

Sakina Bibi shared her problem on November 27, 2012 with the Bank Staff at the Bank 

counter in BDC Centre, BISP Tehsil office Chiniot, she was asked to submit a photocopy of 
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her CNIC for her complaint redressal. The Bank Staff dialled Bank Alfalah Helpline and 

Sakina Bibi verified her details to the phone banker for the resolution of her complaint. After 

necessary verifications, the phone banker gave a new PIN code to the beneficiary and her 

problem was solved within half  hour. She went back to the ATM with her husband and 

obtained her second bank payment of Rs.3,000 on November 27, 2012. Her third bank 

payment was generated on February 28, 2012 and withdrawal was made on March 4, 2013 by 

her husband. 

 

4.B Clientôs Version 

 

Sakina Bibi was satisfied with the behaviour of the bank staff and happy over the complaint 

resolution mechanism. Her complaint has been resolved within 30 minutes and she got her 

second BISP instalment through ATM on the same day after resolution of her complaint.  

 

5. What We Learned? 
 

¶ Bank Alfalah has an efficient complaint redressal system to resolve PIN code related 

problems quickly. Such complaints are addressed immediately on contacting bank helpline. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ Bank staff should guide the beneficiaries (properly) on using the debit card because most of 

the beneficiaries are illiterate and providing the printed instructions only will not serve the 

purpose. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Southern Punjab-23 
 

J40252715 

GHK Consulting Ltd. 56 

Payment Case Study Number P-Q4-Southern Punjab-23 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Sakina Bibi 

Widow of: Habib Ahmad 

Complainant, if not beneficiary herself - 

Address Village Jarra, Tehsil Malakwal & district Mandi Baha-

Ud-Din. 

CNIC Number 34401-5056238-2 

PSC form number 19389024 

Date Study Completed 19
th
 February 2013 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Sakina Bibi is a 41 years old illiterate widow. She is a mother of five children including two sons 

and three daughters. Three of her children including one son and two daughters are attending the 

school while her other two children are not of school going age. Sakina Bibi work as housemaid 

in different houses and earns about Rs.8,000 per month. She also work during sowing and 

harvesting season and gets seasonal vrops in return. She lives with her family in a three Marla 

semi-pacca house comprises one room, an open kitchen and a washroom. The streets of her area 

are paved having drain lining sewerage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

According to Sakina Bibi her PSC survey was conducted in January 2011 at her door step. After 

filling the PSC form the survey team issued her a survey receipt and advised her to keep it safe for 

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

the enumerators. According to Sakina Bibi after becoming the BISP beneficiary, she did not 

receive any letter from BISP confirming her eligibility in the programme. Sakina Bibi believes 

that BISP is a Pakistan Peopleôs Party sponsored programme through which they are helping poor 

and needy women of Pakistan by providing cash grant. She has spent previous BISP instalments 

for purchasing groceries and other household items. 

 

Sakina Bibi informed that during first week of July 2012, the village postman visited her house 

and informed about getting BDC from BISP tehsil office. She was guided about the location of 

BISP tehsil office with advice to promptly visit the BISP office and get her BDC for future 

withdrawal of BISP instalments. Two days later, she along with her son visited the BISP office 

situated at a distance of about 10KM. She covered the distance by walking and Ching Chi 

rickshaw and spent Rs.100 on round trip to BISP office. 

 

3. How did the Complaint Emerge? 
 

In BISP office, the staff after checking her online tracking information referred her to NADRA 

counter and after going through the whole process she got her BDC. After getting her BDC she 

gave it to her son and set out for her home. Upon reaching home, she discovered that her son has 

lost the BDC packet/envelope. She had no idea that the person who would get her BDC envelope 

can withdraw her BISP amount by using her BDC. So, neither she shared the problem about lost 

BDC nor visited BISP tehsil office for the registration of her complaint. 

 

Afterwards, in last week of November 2012, she gathered from neighbouring beneficiary about 

release of second BDC instalment. She asked her where to go for the withdrawal of BISP 

instalment and also informed about her lost BDC. She was advised to visit the BISP tehsil office 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Southern Punjab-23 
 

J40252715 

GHK Consulting Ltd. 57 

and register her complaint. A day later, Sakina Bibi alone visited the BISP tehsil office after 

spending Rs.80. 

 

4. Processing of the Complaint 
 

4.A Providersô Version 

 

At BISP tehsil office, she met Assistant Complaint (AC) whom she found courteous and 

cooperative. She shared her complaint regarding lost BDC who registered her complaint 

details on a register maintained for recording of different BDC related complaints. The 

beneficiary did not receive complaint acknowledgement for future reference, however, 

advised by AC that she does not need to visit the office as the staff would inform her about 

the resolution of her complaint. 

 

On December 1, 2012, Assistant Director (AD) emailed her complaint to DFO-BISP HQ for 

resolution. AD also received a delivery report regarding successful submission of complaint 

into the system. However, till April 10, 2013, after passage of more than four months, her 

complaint is still pending. 

 

4.B Clientôs Version 

 

Sakina Bibi was unhappy and dissatisfied with BISP complaint resolution process and she 

does not know whether her complaint would ever be resolved or not. She informed that she 

did not know how to use her BDC and she advised that BISP and bank staff should properly 

guide the beneficiaries about usage of BDC and also what to do in case of any complaint. The 

beneficiary wondered that when she was smoothly receiving BISP instalments through 

Pakistan Post and had no complaint against the postal staff, then, why BISP launched such a 

technically difficult cash delivery mechanism for illiterate and vulnerable women. 

 

According to Sakina Bibi being widow she is the only earning member of her household and 

she is indebted to the poor-friendly government for introducing such a programme for poor 

and deserving people. She is quite hopeful that BISP will continue sending her cash grant in 

future through Pakistan Post. 

 

5. What We Learned? 
 

¶ In this case, the beneficiary was declared eligible for the programme. However, BISP HQ 

neither informed regarding her acceptance in BISP nor about change in her payment mode. 

She considers Pakistan Post as the most suitable department for the delivery of BISP cash 

grant instalment at her door steps rather than BDC. 

¶ The beneficiary has not seen her Payment Detail and has not been informed by BISP staff that 

her first BDC instalment has been withdrawn by someone who used her lost BDC. On asking, 

the BISP staff informed that at the time of her visit complaint payment detail was not 

available on BISP website and so they could not inform the beneficiary regarding fraud of 

Rs.3,000. 

¶ It has been observed that although partner bank helpline number is printed on each BDC but, 

according to AD, the helpline service has not been made functional by the partner bank. The 

AD suggested that for smooth complaint registration mechanism the helpline should be 

functional so that staff can directly lodge the complaint to partner bank. 
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6. Recommendations 
 

¶ There is a need to ensure in-time delivery of eligibility/discrepancy letter to the beneficiary. 

There is also a need of awareness for the beneficiaries with the other programme packages. 

For this, cable TV, radio and announcement in the villages could be used. 

¶ BISP and bank staff should properly guide the beneficiaries about the usage of BDC through 

ATM.  

¶ BISP should update Payment Detail regularly to avoid any confusion and misunderstanding. 

¶ BISP should ask and sensitise the partner bank for the activation and functioning of bank 

helpline for convenience of beneficiaries and BISP staff. 
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Payment Case Study Number P-Q4-Southern Punjab-24 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Sakina 

Wife of: Muhammad Arif 

Complainant, if not beneficiary herself - 

Address Chak 150/JB, Tehsil & District Chiniot 

CNIC Number 33201-2741923-0 

PSC form number 19704591 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Sakina w/o Muhammad Arif is a 44 years old illiterate BISP beneficiary living in Chak 150/JB, 

Tehsil and District Chiniot. She has five children including three daughters and two sons. Two of 

her daughters and one son are school going. Her husband is a carpenter and he earns about 

Rs.3,000 per month but he is patient of Tuberculosis since last three months and so could not 

work regularly. She is supporting her family by stitching clothes and earns about Rs.1,000 per 

month. She is now getting trained for óBeauty Parlourò through Waseela-e-Rozgar Programme of 

BISP and intends to open a small beauty parlour in her village.  

 

Sakina lives in a seven Marla old semi pacca house. Her house comprises two rooms, a wash 

room and an open kitchen. The locality where she lives comprises low income households 

belonging to the same caste and mostly associated with manual and agricultural labours, and 

wood work. Chak 150/JB is located at a distance of 30 KMs from BISP Tehsil Office. All the 

streets in her area are unpaved having open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Sakina was declared a BISP beneficiary after PSC survey conducted in April 2011. She doesnôt 

know about BISP eligibility criteria and why she had been selected for the BISP cash grant in the 

second phase of the programme. BISP survey team visited Sakinaôs house, filled a PSC form for 

her household and gave a survey receipt. During an interview with the TPE team she quoted that 

ñBISP cash grant would support me in establishing my own business at homeò. She considers 

Pakistan Peopleôs Party (PPP) the owner of BISP that has been started to help poor and needy 

people. 

 

She received BISP MOs of Rs.9,000 between August 2011 to March 2012 through Pakistan Post. 

When she got information about the change in payment mode from Pakistan Post to Bank through 

BDC, she obtained her BDC from BDC Centre Chiniot in June 20, 2012. 

 

3. How did the Complaint Emerge? 
 

Sakina informed that she went to ATM of Bank Alfalah, Chiniot (30 KMs from her village) alone 

on rickshaw by spending Rs.120 on December 11, 2012 for withdrawal of Rs.3,000 of Waseela-e-

Rozgar Scheme. When she was returning home, she lost her BDC somewhere. On the advice of 

other receiving women she realized that she needs to apply for a new BDC from BDC Collection 

Centre, BISP Tehsil Office Chiniot.  
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4. Processing of the Case 
 

4.A Providersô Version 

 

From her village she went to the BISP Tehsil Office and was referred to the bank counter for 

resolution of her problem. Sakina explained her complaint to Bank Staff who asked her to 

submit a photocopy of her CNIC for redressal of her complaint. The Bank staff registered her 

complaint on excel sheet on December 13, 2012. 

 

Bank staff dialled Bank Alfalah Helpline to block her lost BDC and after necessary 

verification the Helpline Representative blocked Sakinaôs BDC. Sakina Bibiôs complaint was 

sent to Commercial Branch of Bank Alfalah on the same day and she was asked to revisit 

after one month. She received her new BDC in January 2013 and withdrew her bank payment 

from Bank Alfalah ATM on March 2, 2013. 

 

4.B Clientôs Version 

 

Sakina was satisfied with the behaviour of the bank staff and happy over the complaint 

resolution mechanism. She visited BISP Tehsil office twice, once to lodge her complaint and 

second visit for complaint follow up when learnt that her complaint has been resolved and she 

got her new BDC. 

 

She considers Pakistan Post as the most suitable option for BISP cash grant delivery due to 

the recipients/beneficiaries educational background as most of them are illiterate therefore 

using BDC is difficult for them and in most of the cases they have to request someone to help 

them in using their BDCs for withdrawing cash. 

 

5. What We Learned? 
 

¶ No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints. 

¶ Sakinaôs Waseela-e-Rozgar Scheme instalment (withdrawn on 12 & 17 November 2012 and 

16 & 17 January 2013 are also shown on the same Payment Detail on BISP Website. 

¶ Bank Alfalah at Chiniot has an efficient complaint redressal system and resolved this 

complaint through helpline in an appropriate time. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with registering and resolution 

of BDC related complaints. 

¶ Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

¶ BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

¶ Bank staff should guide the beneficiaries on using the debit card because most of the 

beneficiaries are illiterate and providing the printed instructions only do not serve the 

purpose. 
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Payment Case Study Number P-Q4-Southern Punjab-25 

Nature of Case Non Payment due to Unregistered BDC 

Complainant/ Beneficiary Shehnaz Bibi 

Wife of: Muhammad Kalim 

Complainant, if not beneficiary herself  

Address Chak188/EB, Tehsil & District Vehari 

CNIC Number 36603-5542071-0 

PSC form number 25984973 

Date Study Completed 2
nd

 January 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Shehnaz Bibi w/o Muhammad Kalim is a 40 years old illiterate BISP beneficiary living in 

Chak188/EB, Tehsil & District Vehari. She is a mother of five children including one married 

daughter. Her one son is school going. Her husband is a rickshaw driver and earns about Rs.4,000 

per month. She is a house wife and looks after domestic chores.  

 

Shehnaz Bibi lives in five Marla old semi pacca house. Her house comprises two rooms and an 

open kitchen. The locality where she lives comprises low income households belonging to same 

caste and mostly associated with manual and agricultural labour. Chak188/EB is located at a 

distance of 15 KMs from BISP Tehsil Office. All the streets in her area are unpaved having open 

drainage. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Shehnaz Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in June 2011. Although she received her BDC on December 22, 2012 but her online 

payment details show that her first BISP instalment is yet to be generated. She doesnôt know 

about the BISP eligibility criteria and how she had been selected for the BISP cash grant in phase-

2. BISP survey team, who visited Shehnaz Bibiôs house, filled a PSC survey form of her 

household and issued her a survey receipt for future reference. 

 

During an interview with the TPE team, she quoted that, ñif I get BISP cash grant I will use it on 

household expensesò. She considers Pakistan Peopleôs Party (PPP) as the owner of BISP that has 

been started to help poor and needy people. 

 

3. How did the Complaint Emerge? 
 

Shehnaz Bibi informed that after getting her BDC on 22 December 2012, she went to the Telenor 

Retailer Shop (15 KMs from her village) with her son on rickshaw by spending Rs140 as fare. 

When the shopkeeper opened the sealed BDC envelope and swiped it on the machine, he noticed 

that the BDC was not functional and informed her that her BDC was probably unregistered. 

Shehnaz Bibi mentioned that the shopkeeper tried to help her by entering different combinations 

of the PIN code but it could not be verified.  

 

After several attempts, he informed her that that she needs to get her BDC replaced from BDC 

Collection Centre at BISP Tehsil Office Vehari.  

 

  




