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5May, 2013
Director Beneficiaries Services
Benazir Income Support Programme
F Block Pak Secretariat,
Islamabad, Pakistan.

DearMr. Naveed Akbar

Subject:  Fourth Post Survey Activities Reporti BISP Targeting Process Evaluatior{Cluster B)

We are pleased to submit our seventh deliverable for Cluster B, our FourBuPasy Activities Report

for the Targeting Process Evaluation (TPE). In accordance with our contract, the Report includes 180 case
studies (90 on payment cases 80cdn 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 undertakiea DRPE. 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-EMi®, largely postal mode of
delivery, to a far more tboology 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 enhareecgfficid 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 assignent 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 opportoity 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 infornmai, please do not hesitate to contact me on
khatib.alam@ghkint.com or the GHK TL, Mehreen Hosain or the GHK DTL, Muhammad Tariqg.

Yours sincerely,
For and on behalf of GHK Consulting Ltd.

Khatib Alam

Consulting Director

GHK Consulting Ltd.

E-mail: Khatib.Alam@ghkint.com

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

Ageela Mai W/O Riaz Ahmad

Aasia Bibi W/O Gulzar Ahmed

Aasia Parveen W/O Muhammad Ashraf
Bashu Mai W/O Muhammad Ramzan
Bushra Zafar W/O Zafar Igbal

Fiza Mai W/O Mukhtiar Hussain

Hajran Mai Wi/O Pehalwan

Haleema Bibi W/O Muhammad Shafi
Haleema Bibi W/O Muhammad Ramzan
Kalsoom Begum Wi/O Muhammad Sharif Khan
Kalsoom Bibi W/O Abdul Rehman
Kaniza Bibi W/O Sain Akhtar

Karmai Mai W/O Abdul Majeed
Maqgsood Bibi W/O Manzoor Ahmad
Maskeena Bibi W/O Allalbitta

Mumtaz Bibi W/O Muhammad Younus
Naseem Mai W/O Iftikhar Hussain
Parveen Bibi W/O Nadeem Hussain
Raheela Mumtaz W/O Mumtaz Ahmad
Razia Bibi W/O Muhammad Saddique
Sahib Mai Wi/O Muhammad Ramzan
Sakina Bibi W/O Muhammad Shakeel
Sakina Bibi Wi/O Habib Ahmad

Sakina W/O Muhammad Arif

Shehnaz Bibi W/O Muhammad Kalim
Yasmin Bibi W/O Muhammad Abbas
Zafran Bibi W/O Muhammad Akram

Balochistan

Goher Bibi W/O Ranjhan Khan
Hameeda Bibi W/O Mohammad Akber
Hawa W/O Badal

Madina W/O Zarif Jan

Mai Safia in form( Safia Bibi) W/O GuHusan
Najma W/O Mohammad Zaman
Zolikha W/O Rasool Buksh

Bibi Hajira W/O Abdul Ghafar

Sayani W/O Mohammad Amin
Amina W/O Dhani Bux

Ezzat W/O Nabi Bux

Razia W/O Muskan

Sabreena W/O Mohammad Igbal
Shadri Wi/O Abdullah

Ganj Khatoon W/O Mohammad Akbr
Mah Bibi Wi/O Hasil
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Noor jan W/O Abdul Latif

Raheema W/O Ghulam Mohammad
Zaibullnisah (Zebo) W/O Shir Mohammad
Zaliya W/O Ganjal

Bibi Sabira W/O Mohammad Yaqoob
Hayat Bibi W/O Mohammad Yagoob
Rashida W/O Mohammad Saroo

Mahi Shawel Wi/O llahi Bukhsh

Dur Naz W/OJaffar Khan

Bibi Zakira W/O Mohammad Hashim
Hurmat Khatoon W/O Mohammad Alim
Zeba Wi/O Abdul Sattar

Bibi Raheeda W/O Shahin Shah

Bibi Gul Zadi W/O Syed Kamil Shah
Bibi Mah Jan W/O Gulam Rabbani

Taj Bibi Wi/O Rasool Bakhsh

Main Hawa W/O Mumtaz Ali

Sindh

Shahzadi W/O Ghaje Khaviachi

Hajani W/O Ghulam Rasul

Musamat Aisha W/O Abdul Shakoor
Igra W/O Khan Mohammad Chandio
Zainab Bibi W/O Muhammad Haroon
Zohra W/O Hazoor Bux

Musamat Hajra W/O Abdullah Brohi
Reshma W/O Ghulam Asghar Zardari
Asoodi W/O Sohrab Ali

Saira Khatoon W/O Altaf Hussain
Rubal Khatoon W/O Saleeman

Husna W/O Sikander

Sampa W/O Jeve Raj

Haleema W/O Khair Muhammad
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Sahib Khatoon W/O Sher Muhammad
Hawa W/O Lakhadino Chandio
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Aanai W/O Arab

Alam Khatoon W/O Muhammad Rind
Mai Rahila W/O Muhammad Yousuf
Musamat Dhano Laghari Wi/O Mazar Khan
Mai Rani Khatoon W/O Hussain Bux
Sakina W/O Fazal Muhammad Laghari
Rani Wi/O Rooro

Rasheeda W/O Abdul Salam

Fatima Wi/O Fateh Muhammad Shoro
Bego W/O Muhammatisri

Gul Bano W/O Leemo Jokhio

Hajani W/O Ismail Chandio
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Grievance Case Studies
Punjab

Bashiran Bibi D/O Lal

Farida Bibi W/OManzoor Ahmad
Farzana Kousar W/O Tarig Mehmood
Fateh Bibi W/O Sarfaraz

Ishrat Bibi W/O Ghulam Nabi

Kaneez Mai W/O Abdul Rehman
Kishwar Bibi W/O Abdul Jabbar
Manzooran Bibi W/O Manzoor Ahmad
Maryam Bibi W/O Muhammad Aslam
Mehnaz Bibi W/O Naseer Ahmad
Mumtaz Mai W/O Malik Muhammad Arif
Muniran Bibi W/O Wali Muhammad
Rehana Bibi W/O Shehbaz Ali

Riffat Bibi W/O Muhammad Akmal
RugiaBibi W/O Muhammad Amir Khan
Saeedan Mai W/O Saeedan Mai
Sajida Bibi W/O Fageer Muhammad
Shamim Bibi W/O Shoukat Ali
Shamim Mai W/O Qaswatlussain
Shiman Bibi W/O Muhammad Sharif
Shukran Bibi W/O Muhammad Ismail
Zainab Bibi W/O Liagat Al

Jannat Bibi W/O Muhammad Irshad
Parveen Mai W/O Imtiaz Hussain
Saleem Bibi Wi/O Amanat Ali

Farhat Bibi W/O Saifullah

Kausar Parveen W/O Sultan Ahmed

Balochistan

Bibi Ayisha W/O Wahid Bux

Amina Bibi W/O Khan Mohammad
Maryam D/O Musa Khan

Razia Bibi W/O Imam Bux

Noor Bano W/O Raheem Bux

Nosrat Bibi Wi/O Abdul Samad
Amiran W/O Faiz Mohammad

Safia Bibi W/O Wasand Khan

Safia D/O MohammaAli

Bibi Nadra W/O Habib u Rahman
Ghulm Fatima Wi/O Dhani Bux

Khir Bibi W/O Wali Mohammad

Mah Gull W/O Balach Khan

Mah Zai W/O Malik Mohammad Shah
Mai Abail W/O AbdulRahim

Noor Bibi W/O Adam khan

Abida Parveen W/O Mohammad Bakhsh
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Mohammad

Sarwar kharoon Wi/®lohammad Hassan Jathoi

Hayat Khatoon W/O Abdul Hameed
Asma W/O Panja Khan

Zar Gull W/O Ghos Bux

Mah Bibi W/O Shikari

Bakhtawar Bibi Wi/O Dolat khan
Paro W/O Syad Mahen Shah
Gullab Bibi W/O Mohammad Hayat
Jumai Bibi W/O Nora Jan

Bibi Hakeema W/O Noor Mohmmad
Sabr Hatoon W/O Sana Ullah

Khan Bibi W/O Khan Muhammad
Nasreen W/O Arshad Al

Bibi Zarlasht W/O Mohammad Sidiq
Bibi Gul W/O Ommah

Sindh

Razia W/O Muhammad Jurrial

Zakia W/O Jawed

Razia Memon W/O Mukhtiar Ahmed Memon
Mai Wasai W/O Abdul Ghani

Nazira W/O Ali Nawaz

Mai Allah Rakhi W/O Zaheer Ahmed
Mukhtiar Khatoon W/O Ghulam Abbas
Ajeeban W/O Abdul Jabbar

Sumaira W/O Hussain Umer

Allah Rakhi W/O Dani Bux Khaskheli
Gul Pariw/O Misri Jamali

Farah Kausar W/O Nazeer Ahmed
Imam Khatoon W/O Hazoor Bux

Warsi Bai W/O Uday Lal

Bhoori W/O Padmoo

Dai W/O Shamiji

Rehmat W/OMuhammad Siddique Parho
Rani W/O Devji

Zebou W/O Igbal

Jamey W/O Amarshey

Zainab W/O Ghulam Hussain

Nimaney W/O Javed Al

Pinhani W/O HajiKatiar

Samina W/O Noor Ahmed

Ubaidan Khatoon W/O Hakim Ali

Aisha W/O Mukhtiar Ali

Allah Dini W/O Maroo Shikari

Irshadan W/O Zahid Ali

Siyaniw/O Muhammad Khan Khoso
Sughra W/O Muhammad Ramzan Katiar
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjabl
Payment Case Study Number P-Q4-Southern Punjabl

Nature of Case BDC not issued due to mismatch of finger prints
Complainant/ Beneficiary Ageela Mai

Wife of: Riaz Ahmad

Complainant, if not beneficiary herself | -

Address Chah People Wala, Danwaran, Tehsil & District Lodhr
CNIC Number 3620372065136

PSC form number 27070229

Date Study Completed 7" January 2013

1. Receiver Woman/ Complainantds Profile and |

Ageela 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 earnfRal#p000 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. Ageela Mai lives in a 10 Marla old
semi pucca house. Her house comprisietwo 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 @€e. All the streets in her area are unpaved having open drainage
system.

2. Receiver Woman / Complainantds Relationshi

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

Score Card (PSC) survey. Herous ehol dés PSC survey was conduc
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;
howeveronline payment details show that her first BISP instalment is yet to be generated. She
doesndt know about the BISP eligibility criter
grant.

During an interview wit hfldehtee BIBPPdashgrenalwillusesihe quo
on household expenges She considers Pakistan Peopl eds Pe
has been started to help poor and needy people.

3. How did the Complaint Emerge?

Ageela Mai mentioned that, after resolvingr 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 Tokanmber 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 askei wait for one month as her biometric problem was not solved. She registered her
complaint verbally and came back home.

‘ G HK ’ GHK Consulting Ltd.
J40252715



Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjabl

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

Aqgeela Mai verbally explained her complaint to fesistant Director (AD) oecember 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 Thkember for

BDC. Therefore Ageela 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.

A4BCl i ent 6s Ver si on

Ageela Mai was satisfied with the behaviour of BISP silie@taff and NADRA Counter and
unhappy over the complaint resolution process/ mechanism. She visited BISP Tehsil Office
alone in end December 2012 for complaint folops but came to know that her complaint
has still not been resolved. Despite a conslilerdelay 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?

91 Earlier due to a similar case of artgficiary 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 problémgetting a BDC.

6. Recommendations

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

1 BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints.
BISP and NADRA staff trainings required for dealing with BDC related cases their
recording, handling and processing.

1 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 béedeto
that such women can get a BDC also.

‘ G HK ’ GHK Consulting Ltd.
J40252715



Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab2
Payment Case Study Number P-Q4-Southern Punjab?2

Nature of Case Non Payment due to Lost BDC

Complainant/ Beneficiary Aasia Bibi

Wife of: Gulzar Ahmed

Complainant, if not beneficiary herself| -

Address Basti Thakawala, Tehsil & District Lodhran

CNIC Number 3620377425880

PSC form number 27049002

Date Study Completed 7™ January 2013

1. Receiver Woman/ Complainantés Profile and

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 labame 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 whereshe 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 hapéng
drainage system.

2. Receiver Woman / Complainantds Rel ationshi

Aasia Bibi was declared a potential BISP beneficiary after the Poverty Score Card (PSC) survey
conducted in July 2011. She doesnobhbowskenhadv abou
been selected for the BISP cash grant in plase Bl SP survey t eam, who v
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, shegquo d  BI8Pacash grdnt would fulfil nutritional
needs of my children. She considers Pakistan Peopleds Pa
has been started to help poor and needy people.

She received her BDC from BDC Centre Lodhran ofi 2@ine 202 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" November 2012, she went to the Telenor Retailer Shop at Lodtsa(two kilometres away

from her village) with her mothan-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 hemptaint.

‘ G HK ’ GHK Consulting Ltd.
J40252715



Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab2

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

Aasia Bibi explained her problem of lost BDC to t#hssistant Director (AD) who asked her

to submit a written complaint to bank staff (along with a photocopy of her CNIC) for
redressal. The bardtaff 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 BLC.

A4BCl i ent 6s Ver si on

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 passdgeconsiderable delay in her complaint
resolution, she is still hopeful to get a new BDC and BISP cash grant.

5. What We Learned?

1 BISP Tehsil Office did not registered BDC related complaints. But after TPE Team visit at
BDC centre Lodhran, BISP Tehsil @ffals have started registering the complaints. Bank
staff mentioned that they only deal with BDC Pin Code related complaints.

1 No mechanism and orientation training has been provided to BISP as well as bank staff for
handling, processing and resolutiorB®C related complaints.

9 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 bargihel

9 BISP has transferred the next instalment to her account tE)ti?élﬁfuary 2013 which could
not be withdrawn till migApril 2013 as her complaint could not be solved.

6. Recommendations

BISP should update the CMS with new capability of dealing with B&&ted complaints.

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

1 Bank staff should guide the beneficiaries (properly) on using the debit card because most of
the beneficiaries are illiterate apdoviding 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 relaié complaints on time in an efficient manner.

= =

= =
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab3
Payment Case Study Number P-Q4-SoutherrPunjab03

Nature of Case Non Payment due to Inactive BDC

Complainant/ Beneficiary Aasia Parveen

Wife of: Muhammad Ashraf

Complainant, if not beneficiary herself

Address Chak % L Tehsil & District Okara

CNIC Number 3530247591170

PSC form number 26191071

Date Study Completed 9" January 2013

1. Receiver Woman/ Complainantds Profile and |

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

Y L. Tehsil and District Okara. She has five childireeiuding 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 landlorddouse 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 % 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 / Compl ainantdés Relationshi |

Aasia Parveen was declared BISP beneficiary during Hhé&Barliamentarian Phase) and
sustained her positiom iPhasdl after approval of eligibility appeal on 3Tuly 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, whey teaur

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 BE3R grant. Her CNIC discrepancy

has been removed on October 9, 2012; and she got a BDC' @etdmber 2012

3. How did the Complaint Emerge?

Aasia Parveen mentioned that after getting her BDC dhDietember 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 i nstal ment , it coul dnodt be proce
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 Officea @ikathe resolution of

her problem.

4. Processing of the Case
4AProvi dersd Version
On December 14, 20128he 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 Bdinklfiat
the resolution of her problem but Bank Staff mentioned that they are not allowed to keep
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab3

complaints with them as per instruction of
contact UBL Helpline or permanent UBL employee to solve this issue. Tdsgstant
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.

4BCI| i eMersidns

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. Herensisehelped 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 December 2012

5. What We Learned?

1 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.

1T Aasia Parveenbdbs BDC h anithdlvender firs BISPicashdramtd and s |

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 tme in efficient manners.

1 BISP and bank staff training is required for dealing with BDC related edbes recording,
handling and processing.

1 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.

T
)l
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab4
Payment Case Study Number: P-Q4-Southern Punjab4

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: 3810158924324

PSC form number: 15721891

Date Study Completed 11" January 2013

1. Receiver Woman/ Complainantés Profile and

Bashu Mai W/O Muhammad Ramzan is a 41 years old, illiterate working w@haris 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 suppoifaimily. Bashu Mai works as a
housemaid and earns Rs.3,000 per month.

She lives with her family in a five Marla salfvned sempacca house which consists of three
rooms, a washroom and an open kitchen. Most of the streets including the one leadeng to th
house of Bashu Mai are paved with open drainage system.

2. Receiver Woman / Compl ainantdéds Relationshi |

Bashu Mai has been declared BISP beneficiary under phakthe programme after the Poverty

Score Card (PSC) survey was conducted. Herdhdus | d6s PSC survey was COl
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.h8® 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 BI SP but considers that BISP cash grant
for serving the poor people through cash grant.

In March 2012, Bshu 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. Thenpostma
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 lpc&8he 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 intorde
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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab4

Bashu Mai repeatedly visited BISP tehsil office till August 2012 farally 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. Howewedjragc

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 offaretielp.

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

After 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 tals. enfirm
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 offigdl 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 hef"axpti62013.

A4BCl i ent 6s Ver sion

The beneficiary was unhappyith the delivery of BISP instalments through BDC. She
mentioned that &éher husband usually remained
payment coming through the postman at the Dera of (ex) Nazim. However, when her husband
came to know about thelBC, 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 mechanisnshould 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?

1 The complaint was lodged in November 2012 but was resolved in April 2&L@&lly such
complaints a& addressed in two weeks.

1T When beneficiary talked to the bankdés CSR ov
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 pratied@ecessary information.

1 The practice of immediate blocking of lost/ stolen BDC helps in avoiding more losses to the
beneficiary.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab4

1 Beneficiary informed the AC and the bank staff regarding her lost BDC though actually it was
stolen from the cupboard byhieusband who illegally withdrew her first instalment.

T She wondét be able to get her instal ment (wit
obviously the bank and BISP tehsil office are unable to help her in this regard. Although she
received a new BD@om the bank; but her first bank payment has been wasted.

6. Recommendations

1 There is a strong need to further improve the payientughbank system by adding some
checks which can ensure the cash grant delivery to the actual beneficiary only.

1 Attimespapedl ess environment may wor k against the
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 raree ca
checked in case of complaint.

1 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.

1 In some cases (like Bashu Maivhere her husdnd 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab5

Payment Case Study Number P-Q4-Southern Punjab5

Nature of Case Non-Payment due to Deactivated BDC

Complainant/ Beneficiary Bushra Zafar

Wife of: Zafar Igbal

Complainant, if nobeneficiary herself | -

Address Village MohQasban, Tehsil Malakwal, district Man
BahaUd-Din.

CNIC Number 3440143424680

PSC form number 19351948

Date Study Completed 19" February 2013

1. Receiver Woman / Complainantés Profile and

BushraZafar 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 donot go to school . Her @& and baane Bs.800mpdrs a s
month. Bushra Zafar also works as a housemaid and earns Rs.2,500 per month. She lives with her
family in a three Marla sengpucca house comprising of two rooms, an open kitchen and a
washroom. Most of the streets including the taaling to the house of Bushra Zafar are paved

with open drainage system.

2. Receiver Woman / Compl ainantdéds Relationshi |

According to Bushra Zafar her PSC survey was undertaken in February 2011 at her door step.
After filling the PSC form the suey 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 bkPast an Peopl eds Party to he
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 oodertlie
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 BI$€hsil 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 refeseseond

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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab5

and tried for the withdrawal of BISP amount. Few momens,léhat 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 walkj distance of about three kilometres, Bushra Zafar
approached in BISP tehsil office.

4. Processing of the Complaint
4AProvi derso Version

Upon reaching the BDC Centre, she met Assistant Complaint whom she found courteous and
cooperative. She shared hemplaint 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 aghe 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 receiesd RIN

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 shwas 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.

4BCl i ent 6s Ver si on

Bushra Zafar wasinhappy on the delivery of BISP cash grant through BDC. During an
interview with the TPE team, she mentioned that, was recei ving Bl SP mc
the post office with ease and comfort and never had a complaint with the postal staff; now |
dorktntow how t o.Sherequestgd BESP fGréshifting 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?

1 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.

1 Although the beneficiary confirmed that she has received her second risaknent 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
T BI SP and bank staff should properly guide tF

ATM. For this avice and training a session for BISP staff is recommended.
1 Payment Details should be regularly updated to avoid confusion and misunderstanding.
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Targeting Process Evaluation for

Cluster: B (Southern Punjab, Sindh & Balochistan)

Sectionl - PaymentCase Studies

P-Q4-Southern Punjab6

Payment Case Study Number

P-Q4-Southern Punjab6

Nature of Case

Non Payment as text message not received

Complainant/ Beneficiary

Fiza Mai

Wife of:

Mukhtiar Hussain

Complainant, if nobeneficiary herself

Address Basti Hassan Sher .Chak 114/TDA, Tehsil Karor
Easan & District Leiah
CNIC Number 3220202396312
PSC form number 2730147
Date Study Completed 1*' January 2013
1. Receiver Woman/ Complainantés Profile and

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 trainetashaip 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 hefamily 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. Bsati Slasr

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. Recei ver Wo ma n

/| Compl ainant s Rel

ationshi

Fiza Mai was declared BISP beneficiary during PHa&arliamentarian Phase) and consistently

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

2010. In January 2010, under Ph#sef the programme, a BISP survey team visited her house

and filled a Poverty Score Card @Ssurvey form (2730147) and issued her a survey receipt for
ders Pakistan Peoplebs Party (
started to help poor and needy people.

future referenceSh e consi

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 SM card from BISP Tehsil Office. From October 2011 till December 2012, she
payment verification message
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 Oéfitsdl for complaint

di dnot recei ve

registration.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab6

4. Processing of the Case

4AProvi der 6s Ver si on

Fiza Mai 6s complaint was registered in BISP
2013. BISP staff referred Fiza Mai to UBL counter for further help. FizadWplained the
matter of nor ecei ving of OGOépayment wverification mes
who after checking her handset settings found no problem. UBL representative dialled UBL

Help Line Number (02111-825999) and tried to register Fiza M& s compl ai nt ; h
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 Mai és compl aint; however everafterdané me it
month. Till 18" March 2013, the complaint of Fiza Mai is pending at UBL/BISP level for
further processing.

4BCl i ent 6s Ver si on

Fiza Mai was unsatisfied for the response she received from bank and BISP Tehsil staff. She
visited BISP Tehsil dice ten times for complaint registration/follewp 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 considersdPakist
Post the most suitable option for the delivery of BISP cash grant at her doerlikeeghe
received earlier.

5. What We Learned?

1

Despite the passage of many months, the complaint of Fiza Mai is still pending at BISP Tehsil
Office/ bank level and noufther 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 registratiaheaBISP 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 pgments 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 Phoneelated 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 or@soteer 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab6

1 BISP MIS shouldbe 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
instaiments. The most probable reason would be that she has some problem or her complaint
has not been addressed. Bl SP could then help
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Targeting Process Evalia for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab7
Payment Case Study Number P-Q4-Southern Punjab7

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

Complainant/ Beneficiary Hajran Mai

Wife of: Pehalwan

Complainantif not beneficiary herself | -

Address Baksheesh Garh, Tehsil & District Multan

CNIC Number 3630315034220

PSC form number 1466643

Date Study Completed 5™ January 2013

1. Receiver Woman/ Complainantds Profile and |

Hajran Mai w/o Pehalwan is@? 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 monith.h8he an
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 cadtenastly 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 / Compl aBlSPant 6s Rel ati onshi |

Hajran Mai was declared a potential BISP beneficiary after the Poverty Score Card (PSC) survey
conducted in August 2009. She doesndt know abo
been selected for the BISP cash grant in pRaddSP survg t e a m, who visited
house, filled a PSC survey form of her household and issued her a survey receipt for future
reference. During an intervi BISP cash grént helpbed meT PE t ¢
in running the kitched . Shesc®akideéman Peopledbs Party (PPP)
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 gettinggrhBenazir Smart Card from NADRA Counter at BISP
Divisional Office on § 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.1,008 sudi6t

2010. Later upon not retving 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 alome\atterg

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

4. Processing of the Case
4.AProvider Version
Hajran Mai 6s complaint was registered by t h
complaint register on 12September 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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Targeting Process Evalia for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab7

Her complaint was resobd after 13 days and her BISP instalments started generating once
again which ke has consistently withdrawn.

4BCl i ent6s Ver si on

She is satisfied with the behaviour of the BISP Tehsil Staff and happy over the complaint
resolution process/ mechanism.eStisited 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?

1 Complaint ha been recorded by BISP Tehsil Staff on complaint register, one month it was
received.

f  Her BISP instalment through BSC are not being generated affe®@®ber 2012, though
she has received only 28 instalments of Rs.1,000 till now.

6. Recommendations
1 BISP should update the CMS with new capability of dealing with Smart Card related
complaints.

9 Bank should develop BISP Case Management System (CMS) compatible system to redress
payment related complaints on time in efficient manners.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-SoutherrPunjab08

Payment Case Study Number: P-Q4-Southern Punjab8

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 & Dist
Leiah.

CNIC Number: 3220180976908

PSC form number: 2335989

Date Study Completed 16" February 2013

1. Receiver Woman / Complainantés Profile and

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 daaghsgtsnding

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 generatiotivdy 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 serrpacca selbwned house which comprises two rooms, a washroom
and an open kitcheithe streets of her area are paved with open drainage system.

2. Receiver Woman / Complainantds Rel ationshi

Haleema Bibi was declared BISP beneficiary under pHasfethe programme after the Poverty

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

her door step in Chak 323. After the compl etic
survey receipt for future reference. According to Haleema Bibi she did not possess a valid CNIC

at the time of PSG@urvey 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 Bibdoes not know much about BISP but considers that BISP is owned by Pakistan
Peoplebés Party for the support and wel fare o
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 situatioithaher 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 hadcopies 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 BISPtissiafinobile phone
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-SoutherrPunjab08

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,, 261y 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 instalmettisough Pakistan Post.

4. Processing of the Case
4AProvi derso66 Versi on

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
setting 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. Acecgrth 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.

4BCl i ent 6s Ver si on

The beneficiary visited the BISP Tehsil office two times once to lodge the complaint and the
second time she visited for complaint follag. The beneficiary was happy with the attitude

of BISP staff but she was not happy with BISP complaint resolutiaerayg he 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?

1 There are 4,235 active beneficiaries in the jurisdiction of BISP tehsil office; hoviidhvat:"

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 mpbiteie 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), mobjdone banking will be replaced with new

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

1 BISP staff has prepared a list of beneficiaries who failed to get their mobile phones even after
the settling of certain discrepancies dwethe 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 January 2013 BISP tehsil office has registered 700
beneficiaries who could noegmobile phones.

1 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.

T 1t has been observed t haC umldte tequesy has leéne ber
successfully launched and approved in December 2012, however, the payment to beneficiary
has not been generated for more than a year |
mobile banking.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-SoutherrPunjab08

6. Recommendations

9 Proper andin time communication between complainants/ beneficiaries and the BISP is

recommended.

1 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 frprof ghe
registered franchise for Rs-A00. By spending this small amount they could start getting

their instalments.

‘ G HK ‘ GHK Consulting Ltd.
J40252715



Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab9
Payment Case Study Number P-Q4-Southern Punjab9

Nature of Case Non Payment due to Lost BDC

Complainant/ Beneficiary Haleema Bibi

Wife of: Muhammad Ramzan

Complainant, if not beneficiary herself | -

Address RagiRoad, Malka Hans. Tehsil & District Pakpattan
CNIC Number 3640265967010

PSC form number 1060582

Date Study Completed 1% January 2013

1. Receiver Woman/ Complainantds Profile and |

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 wifeasel 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 samendaste a
mostly associated with labour work and agriculture. Ragi 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 / Compl aBlSPant 6s Rel ationshi

Haleema Bibi was declared potential BISP beneficiary after the Poverty Score Card (PSC) survey
conducted in August 2009. She doesndt know abo
been selected for the BISP cash grant in pRagdSP survg t eam, who vi sited H
house, filled a PSC survey form of her household and issued her a survey receipt for future
reference.

During an interview wit hBlISPkash graRtEvoutd support mesim e g U «
bearing educational exqnses of my daughter. She considers Pakistan P
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 skeongetit 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
4AProvidersd Version
UBL Counter received Haleema Bibids compl ain

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 wenoththe
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjab9

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 bel@mui 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/UBL1&ff.

5. What We Learned?

1 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 comiglawith efforts of UBL branch it
tries to solves any BDC related complaints within a day.

1 UBL Pakpattan has an efficient complaint redressal system and can resolve BDC related
complaints in 510 minutes.

f  Her next instalment was generated off E8bruay 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 benastef

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

1
1
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Souther Punjab, Sindh & Balochistan) P-Q4-Southern Punjaii0

Payment Case Study Number P-Q4-Southern PunjathO

Nature of Case Non Payment due to inactivated BSC (problem
biometric verification)

Complainant/ Beneficiary Kalsoom Begum

Widow of: Muhammad Sharif Khan

Complainant, if nobeneficiary herself | -

Address Mohalla New Multan Colony, Tehsil & District Multan

CNIC Number 3630234325062

PSC form number 1211052

Date Study Completed 5™ January 2013

1. Receiver Woman/ Complainantds Profile and |

Kalsoom Begum widow oMuhammad 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. ithevioera

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 iheir area are paved having good
drainage system.

2. Receiver Woman / Complainantds Relationshi

Kalsoom Begum was declared a BISP beneficiary during Ah@arliamentarian Phase) and
consistently received her BISP cash grant from the postmmdngdthe period from March 2009

till January 2010. In August 2009, under PhHs# 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 referenc®uring an i nterview with tBISPcaBIPE t ear
grant support me in bearing monthly household expénses She consi ders Paki st
(PPP) the owner of the BISP that has been started to help poor and needy people. She received
BISPinstalments of Rs.21,000 till #3uly 2010 through Pakistan Post.

3. How did the Complaint Emerge?

Kalsoom Begum mentioned that, she received Benazir Smart Card"oMdy 2011 from

NADRA Counter at Mumtazabad Smart Card Centre. In May 2011 she wt tdBL 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 tchgetBSC 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Souther Punjab, Sindh & Balochistan) P-Q4-Southern Punjaii0

4. Processing of the Case

4AProvi derso6 Ver si on

Kal soom Begumds Co mp |"dina2011waaBsSP Tehsil Office.eAter on 1 0
verifying the contents of-veroinfpilead ntth urb si nvarse
due to newly issued CNIC.

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

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

Counter at BISP Divisional Office where biometric problem of Kalsoom Begum wa
resolved. Kalsoom Begumbés compl aint was resol

4BCl i ent 6s Versi on

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 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?

T
T

No mechanism and orientation training has been provid®&iSP as well as bank staff for
handling, processing and resolution of Smart Card related complaints.

After receiving her last BISP instalment through BSC off @&tober 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 recordingndling 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B Gouthern Punjab, Sindh & Balochistan) P-Q4-Southern Punjaiil
Payment Case Study Number P-Q4-Southern Punjathl

Nature of Case Non Payment due to Incorrect Pin Code
Complainant/ Beneficiary KalsoomBibi

Wife of: Abdul Rehman

Complainant, if not beneficiary herself | -

Address Chah Mumtazabad, Tehsil Shorkot, District Jhang
CNIC Number 3320383911872

PSC form number 20113981

Date Study Completed 1% January 2013

1. Recei ver Wo ma n /ProflmampBackgrauradnt 6 s

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 loér 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 havinglogieage

system.

2. Receiver Woman / Compl ainantdés Relationshi |

Kalsoom Bibi was declared a potential BISP beneficiary with discrepancy in CNIC after the
Poverty Score Card (PSC) survey. Her househol

her doorstep. Her discrepancy in CNIC has been
about the BISP eligibility criteria and how she had been selected for the BISP cash grant-in phase
2. Bl SP survey team, who Vvisiteadey aloSleeom Bi b

household and issued her a survey receipt for future reference.

She considers Pakistan Peoplebés Party (PPP) tF
poor and needy people. She received BISP money orders of Rs.6,000 till lss2€4? through
Pakistan Post. During an inter ¥lisawgettingBIBP t he T
cash grant again | will use it on household expetases

3. How did the Complaint Emerge?

Kalsoom Bibi informed that, after getting her BDC ch 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 machara 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, healsoprovtdd a sl ip to be presented there with
i ssuedo.

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 thiedragd advised her
to go to Assistant Director (AD), who would resolve this issue.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B Gouthern Punjab, Sindh & Balochistan) P-Q4-Southern Punjaiil

4. Processing of the Case
4 A Provider Version

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

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

the Bank Staff about the resolution of her problem but they informed that they were not
all owed to keep complaints with them as per
the complainant cdd 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 vwhen 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 simplenpdaint 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?

1 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.

1 Such complaints of issuance of new PIN code can be resolved inj0sminutes by using
the bank helpline. Being illiterate she was unable to use tpéneeand 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, handiind processing of BDC
related cases.

1 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 shuld 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.

=a =

=a =
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Piab, Sindh & Balochistan) P-Q4-Southern Punjati2

Payment Case Study Number: P-Q4-Southern Punjath2

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

ComplainantBeneficiary: Kaniza Bibi

Wife of: Sain Akhtar

Complainant, if not beneficiary herself:| -

Address: Nearby Darbar Sultan Zakria, Ballo Khail Tehsil
District Mianwali.

CNIC Number: 3830226859048

PSC form number: 0182015

Date Study Completed 8" February 2013

1. Receiver Woman/ Complainantds Profile and |

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 schtoopaueity

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 owrl the streets including the one leading to

her flat are unpaved with open drainage system.

2. Receiver Woman / Compl ainantdéds Relationshi |

Kaniza Bibi was selected as a BISP beneficiary under the Poverty Score Card (PSC) phase. In
June 2009, shwas 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 vgitfardee
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 Peopl ebs Party agspentpieviousgBtSP instadmemsoob r p e
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 ¢6mB 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 hBEC. 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 wuld 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 instahmaugh

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 nonth 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Pjab, Sindh & Balochistan) P-Q4-Southern Punjafi2

BSC distribution centre and complained to BISP staff about the inactivationr 3@. 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 wsesl @dwisit 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 submittbe all
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 lanuttiber 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 Bice Payment BISP HQ for necessary

action. In September 2011, AD received an email from BISP HQ about the resolution of
Kaniza Bibids complaint and activation of hei

On 18" March 2012, the beneficiary made a follow up visit to know status of heplagrh
AD checked the online status of beneficiaryod
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 beneficiaryoimhed 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 leficiary 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. ThBPM 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 nentioned 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 misafgatopria
amount to the beneficiary a day later. AD agreed and ordered the BPM to pay the entire BISP
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Pjab, Sindh & Balochistan) P-Q4-Southern Punjafi2

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" 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 undertakies 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 comgint 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 tioerd 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 Onfranchise 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 drause she could withdraw BISP amount from Omni franchise
wherever she would be settled.

5. What We Learned?

T

T

1

1

The complaint emerged as her CNIC had expired. She was advised to update her CNIC for
the activation of her card. The beneficiary after gettingupetated 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 BISB 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, thereare 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 relted complaints to UBL Omni Mianwali, Divisional Director Sargodha and also to
BISP HQ for further processing.

After receiving her last BISP instalment through BSC ol ZEtober 2012, no further
instalment has been transferred to her account till endHVROES3.

6. Recommendations

1

There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. There is
also a need to bring awareness in beneficiaries with programme packages and its criterion.
For this, TV, dish, cable, radio and palhnnouncements can be used.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Pjab, Sindh & Balochistan) P-Q4-Southern Punjati2

1 BISP should update the CMS with new capability of dealing with Smart Card related
complaints.

9 Bank should develop BISP Case Management System (CMS) compatible system to redress
payment related complaints on time in efficiergmmers.

1 BISP should keep and maintained updated Payment Details on BISP website in order to avoid
any confusion and misunderstanding.

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

expnses.
-
Payment Detail
GENERATION DATE INSTALLMENT | AMOUNT m ATTEMPTED DATE MONEY ORDER NO
29-APR-10 Delivered 2010-06-25 00:05:22.310 B1221005383030246
29-APR-10 1 3000 Delivered 2010-06-25 00:05:22.310 B1221005383030248
29-APR-10 2 3000 Delivered 2010-06-25 00:05:22.310 B1221005383030247
16-AUG-10 1 4000 UnDelivered 36:00.0 51221008383010480
23-SEP-11 6 2000 Delivered 10/31/2011 16:27 51221109383004290
23-SEP-11 4 2000 Delivered 10/31/2011 16:27 51221109383004288
23-SEP-11 = 2000 Delivered 10/31/2011 16:27 51221109383004289
25-DEC-11 7 2000 Delivered 3/9/2012 11:57 51221202383003225
28-MAR-12 8 3000 Delivered 2012-06-08 11:45:45.000 51221205383003144
L]
Bank Payment Detail

K e
7/30/2012 9:04:48 AM | 1000 42033989

9/7/2012 10:41:52 AM 45235949 Withdrawal from Franchise _|
1072272012 85550 P | 3000 wwoss [smancaalus] | wA |
10/25/2012 5:32:42PM [ 3000 |withdrawal| 50570543 Withdrawal from Franchise | 3092 |

1 Complainant'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 thab impression.

Beneficiarybés CNIC without Snap.

Expired CNIC.

Frequent entry of wrong Pin Code by the Omni staff.

Damaging of QR Code (Quick Response Code pri

= =4 =8 =4 -
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjaii3

Payment Case Study Number: P-Q4-Southern Punjath3

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 & distr
Bhakkar.

CNIC Number: 3810176956358

PSC form number: 15646124

Date Study Completed 12" January 2013

1. Receiver Woman/ Complainantds Profile and |

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 ina 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 selfned sempacca house whicbonsists 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 economicsstatu

2. Receiver Woman / Complainantds Relationshi

Karmai Mai has been declared BISP beneficiary under phasfethe programme after the
Poverty Score Card (PSC) survey. The househol d
March 2011 by aurvey 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 QINQRaAt

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
Paki st an P e bgplardossppoRr she pogr pdogle. 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,esheard 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
beneficiarieshat 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 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjaii3

She was informed by BISP staff about her eligibility and discrepancy (missing CNIC) in BISP.
She wa 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 camkemplate 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 egauii@ed 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 herleimhgtatus 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, 201

4. Processing of the Case
4AProvi der 6s 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 | aunched Kar mai Mai 6s CNIC wupdat
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
sucessful updation of her CNIC record, CMS has generated an Update |ID 154646124

future reference.

Al t hough, the beneficiaryds name is stildl mi
MIS, however, the beneficiary got her BDC on November 8, 2012tde¢bp name mismatch

error. Her first instalment was transferred to her bank account'doNdZmber 2012 and she

withdrew it on & December 2012.

A4BCl i ent 6s Ver sion

The beneficiary visited BISP office five times, once to get the information whefiike tthe
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 complaénalso

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?
1 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 $taift daer acceptance as a
beneficiary and about the BDC.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjaii3
T There was a di screpancy i n beneficiaryds
beneficiarydéds wrong name was entered in the

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

but also for update of her name in BISP dat a

cannot be updated, however, the CNIC update request of beneficiary got approve on
November 01, 2012.

1 Thebenefic ar y o s
PSC form as Karam. As per CMS, the beneficiail
but, how the NADRA and bank staff veri fied
not in the knowledge of BISP staff.

1 BISP staff has maintained an excel sheet shared by theBI®®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 complgithad been resolved while the rest are in the process of
resolution.

6. Recommendations

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

T Community Meetings will help the beneficiaries/complainants in betteterstanding 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.

1 BISP staff should discourage the norm of getting print afuPMT Score from external
sources. If it is really required, then BISP staff should come forward and help the
beneficiaries.

‘ G HK ’ GHK Consulting Ltd.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjaii4
Payment Case Study Number P-Q4-Southern Punjati4

Nature of Case Non Payment as BDC was not registered in her name
Complainant/ Beneficiary Maqgsood Bibi

Wife of: Manzoor Ahmad

Complainant, if nobeneficiary herself | -

Address Chak 553/EB, Tehsil & District Vehari

CNIC Number 3660386439038

PSC form number 25999946

Date Study Completed 2" January 2013

1. Receiver Woman/ Complainantds Profile and |

Magsood Bibi w/o Manzoor Ahmad is38 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 &
he eans 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.
Magsood Bibi lives in a 10 Marla semi pacca house comprising three roerashaoom 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. Alle streets in her area are unpaved having

open drainage system.

2. Receiver Woman / Complainantds Relationshi

Magsood Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey
conducted in June 20 1He .BISEdigbilitg aitera mridthowksimechad a b o u
been selected for the BISP cash grantinpllase Bl SP survey team, who vi
house, filled a PSC survey form of her household and issued her a survey receipt for future
reference. Duringaniner vi ew wi t h t he T RfEgetithe BIBP cashbrentilqu ot e c
will use it on household expenées She considers Pakistan Peopl e
BISP that has been started to help poor and needy people. She received BISP mose&f order
Rs.11,000 till September 2012 through Pakistan Post. She was also selected as a candidate of
BISP WaseelteHa q Scheme but she coul dnoét accept it
away from her home.

3. How did the Complaint Emerge?
Magsood Bibiinformed that after getting her BDC on"6ctober 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 fureidriater
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
Maqgsood Bibi submitted her complaint toetiBank 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 off @&tober 2012. There has been no further
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjaii4

action taken on the complaint andsitstill pending at Bank Counter of BISP Tehsil Office for
further processing.

4.B Client Version

Magsood Bibi was unsatisfied with behaviour of the bank staff and unhappy over the
complaint resolution process/ mechanism. She visited BISP Tehsil office 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, shatiishopeful to get her BISP cash

grant ; however she was confused as she wond
complaint resolution? Or do | need to go to some other office for restoration of my cash
grant ?0

5. What We Learned?

1 No mechanism andrientation training has been provided to BISP as well as bank staff for
handling, processing and resolution of BDC related complaints.

1 Although Magsood Bibi received her BDC, however her first BISP instalment could not be
withdrawn due to unregistered EBD despite generation of her cash grant as shown in her
BISP on line payment details on 15.10.2012.

9 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 dmilebsolved in a lesser
time of 510 minutes.

1 Tameer Bank Staff mentioned that on October 15, 2012 there was a technical problem on
Bank Website due to which all/l i ssued BDC r en
This problem would be solved withine 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 statraining is required for recording, handling and processing of BDC
related cases.

1 Bank staff should guide the beneficiaries (properly) on using the BDCs because most of the
beneficiaries are illiterate and providing the printed instructions only woolicseérve 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.

=a =
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjafi5
Payment Case Study Number P-Q4-Southern Punjath5

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 3650299529206

PSC form number 26544325

Date StudyCompleted 9" January 2013

1. Receiver Woman/ Complainantds Profile and |

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 h u s b armsdbolt 8s4,000iper o wn
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 washmand 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 streeits her area are paved having open drainage system.

2. Receiver Woman / Complainantds Relationshi

Maskeena Bibi was declared potenti al Bl SP bene
the Poverty Score Card (PSC) survey conducted in 2ubel 1 . She doesndt know
eligibility criteria and how she had been selected for the BISP cash grant inR2ptS& survey

team, who visited Maskeena Bibids house, fille
her a survey receipt féuture reference.

During an interview with BISPecash gdat stppodsmme ins he (¢
monthly household expenées She consi ders Pakistan Peopl ebs
that has been started to help poor and needy pedmaegeived BISP MOs of Rs.9,000 between

August 2011 to March 2012 through Pakistan Post. Her daughfemvins 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 spendir8 Ror
checking her second BI SP instal ment; however
Code slip in the BDC envelope.

4. Processing of the Case

4 A Provider Version

Maskeena Bibi explained her complaint to thesistant Director (AD) who asleher to
submit a photocopy of her CNIC to Bank Staff for redressal. AD verbally asked the Bank
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjafi5

Staff about the resolution of her problem but Bank Staff informed that they cannot solve
compl aints as per instructi on oudcontatt&ameer it op
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 ema@iseptember 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 alsworking. 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 ¢dities 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 BI8Rsil 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 Stafihhagpy

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 receigeddma 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?

1 BISP Tehsil Office did not keep the record of BDC relatethplaints. 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.

9 Although the second bank paymeiitMaskeena 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.

T Maskeena Bi bi doesnot know t hat hedon hird
February 11, 2013 and which can be withdrawn through her BDC.

9 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 resolvedin 5
minutes by hipline.

6. Recommendations
1 BISP should update the CMS with new capability of dealing with BDC (and other payment)
related complaints.

1 BISP and bank staff training is required for recording, handling and processing of BDC
related cases.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjafi5

1 Bank staff shouldyuide 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 cetaimplaints.

Bank should develop BISP Case Management System (CMS) compatible system to redress
payment related complaints on time in efficient manners.

= =4
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjali6
Payment Case Study Number P-Q4-Southern Punjath6

Nature of Case Non Payment due to Lost BDC

Complainant/ Beneficiary Mumtaz Bibi

Wife of: Muhammad Younus

Complainant, if nobeneficiary herself | -

Address Chak 1/KB. Tehsil & District Pakpattan

CNIC Number 3640214391414

PSC form number 0992472

Date Study Completed 9" January 2013

1. Receiver Woman/ Complainantds Profile and |

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 earhnRaldg000 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 incohwmiseholds 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. ReceiverWoman/Compl|l ai nant s Rel ationship with BI

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

conducted in August 2009. She doesndt know abo
been selected for the BISP cash gianthase? . BI SP survey team, who Vi
house, filled a PSC survey form of her household and issued her a survey receipt for future
reference.

During an interview wit hBISPlkash gfam Eould supporf medon e g u o
my daught er.0sShwee cccbinrsg der s Paki stan Peopl eds Pasg
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 MarchtBédugh 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 dutivgmonth 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 getstied from BDC
Collection Centre (BISP Tehsil @idfe Pakpattan). On his intimation she visited BISP Tehsil
Office in December 2012 and registered her complaint at Bank Counter.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjali6

4. Processing of the Case

4 A Provider Version

Bank Counter received Mumtaz Bi bi 60stdhempl ain
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 tBi2Qgh 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. Héaisbmp
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?

1 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 complaintvetidquick efforts of UBL branch
it solves any BDC related complaints within one day.

1 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. Recommenditions

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 insbmstonly would not serve the
purpose.

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

)l
)l
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Soutlrn Punjab, Sindh & Balochistan) P-Q4-Southern Punjali7
Payment Case Study Number: P-Q4-Southern Punjath7

Nature of Case: Non Payment due to Damaged Mobile Phone
Complainant/ Beneficiary: Naseem Mai

Wife of: Iftikhar Hussain

Complainant, if not beneficiatyerself:

Address: Village Ibrahim Wala, Tehsil Chubara & district Leiah.
CNIC Number: 3220146553886

PSC form number: 2342118

Date Study Completed 16" February 2013

1. Receiver Woman/ Complainantés Profile and

Naseem Mai W/O IftikhaHussain 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 geanca 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 / Complainantds Rel ationshi

Naseem Mai was declared BISP beneficiary under phasfethe programme after the Poverty

Score Card (PSC) survey. Her PSC survey was conducted in December 2009 by a survey team at
her d or step in village I brahi mwal a. Af ter t he
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 &Nhe 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 atbhd@iSP 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 (schpohcipal) 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 iBISP 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 succesgiulessed 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 thwthdrawal 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Soutlrn Punjab, Sindh & Balochistan) P-Q4-Southern Punjali7

After getting her second BISP instalmien i n November 2012, the benef|
burnt due to electric ovarhar gi ng resulting in damage of m ¢
discussed the matter with her husband who took it to a mobile phone repairing workshop where

her husband wasfiormed 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 Weone

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€Ch#€, PSC slip and mobile phone at

the time of her visit to the BISP tehsil office.

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

At BISP office, she met with Assistant Director (AD) whom she found courteous and
cooperative. She presented her molplone 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 beneficiain 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 ell 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.

4BCl i ent 6s Ver si on

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 conktextheneficiary
mentioned that being a nomad itds quite easy
through mobile phone. When asked that being illiterate how did she manage to read the text
messages, she informed that at each message tone/babprgukit 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 &f&M provided by BISP.

5. What We Learned?

1 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, abahiree 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 BISP office.

1 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 wonot get any further preoye matertwhew Ufone o u t a
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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Soutlrn Punjab, Sindh & Balochistan) P-Q4-Southern Punjali7

9 According to the beneficiary, the enumerators charged her Rs.100 for filling her PSC form.
The enumeratardid not ask and sensitize the beneficiary about the importance of CNIC and
consequently the beneficiary failed to get BISP instalments in appropriate time frame.

1 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 threhspet
no solution.

1 In concerned BISP jurisdiction, since the inception of mobile phone banking in May 2012, the
payment was transferred by BISP to beneficia
from June 2012 BISP has decided to transfer mobib@@lbanking 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 tB&SP amount.

6. Recommendations

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

1 In order to facilitate the beneficiaries regarding issuance of mobile phone, BISP should ask
the beneficiaries to come with telecom SIM which they can purchase from any of the
registered franchise for Rs-A00.

1 BISP staff should keep the mobile phone complaints record for understanding and further
sharing with the management.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Piab, Sindh & Balochistan) P-Q4-Southern Punjaii8
Payment Case Study Number P-Q4-Southern Punjath8

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 3530256371070

PSC form number 26203376

Date Study Completed 9" January 2013

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

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.4eb@tbpth. 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
comprisesdw 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 / Compl ai antds Rel ationshi

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 doesnodidank ow she had daen Bl SF
selected for the BISP cash grantin Phase Bl SP survey team, who Vvi si
filled a PSC survey form of her household and issued her a survey receipt for future reference.

During an interview with the TPE teasi,h e g u o ff legdt BISP aagh granii| will use it on
purchasing school uniforms and shoes for my children She consi ders Paki st
(PPP) the owner of the BISP that has been started to help poor and needy people. Furthermore,
she reced 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 Okafa.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 combinationsf 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
fromthere. he shopkeeper provided a message on a sl
be i ssuedodo and mentioned that this would help
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Piab, Sindh & Balochistan) P-Q4-Southern Punjaii8

4. Processing of the Case

4 A Provider Version

She visited BISP tehsil office and migsistant 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 complaintgsi t h t hem as per instruction of
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. Thex 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 Bibiwas 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 resolutiems still hopeful to

get the BISP cash grant.

5. What We Learned?

)l
)l
)l

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 astdfriér
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 effficient complaint redressal system and therefore
unable to resolve such a minor complaint of PIN code reissue which could be resohit in 5
minutes through bank helpline.

After her first bank payment was generated in November 2012, BISP has generateten
payments.

6. Recommendations

= =

=a =

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 prioked 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Bethistan) P-Q4-Southern Punjaii9

Payment Case Study Number P-Q4-Southern Punjath9

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 Man
BahaUd-Din.

CNIC Number 3840605908622

PSC form number 19404757

Date Study Completed 19" February 2013

1. ReceiverWoman/Comp !l ai nant s Profile and Backgrou

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 nilebphone accessories shop and earns about Rs.12,000 in a month.
There is no other househol dds source of i ncome
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 / Compl ainantdéds Relationshi |

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 bafteming 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 PakistanpPece 6 s Party to help the pc
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 agdllpostman 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 infared 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 himRs.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 2Q2 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Bethistan) P-Q4-Southern Punjaii9

In December 2012, Raheela Mumtaz heard abaladse 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 hawo 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 BIS§apould
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.AProvider Version

At BISP tehsil office she met Assistant Comipt (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 futwegéerence, 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 te DFO

BISP HQ. AD also received aldeery report with a message regarding successful submission

of complaint into the system. AD did not receive any update yet on the complaint resolution.

Her compl aint is still pending and til/l Apr i
second andhird bank payments of Rs.3,000 each were generated on November 01, 2012 and
February 11, 2013 respectively but coul dnot
her pending complaint.

4BCl i ent 6s Ver si on

Raheela Mumtaz was unhappy on the delivefyBISP cash grant through BDC. She
mentioned that earlier she received BISP instalments at her door step through postman but
now she doesndét know when she would be able
instalments. On asking why she has entdidter 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 widlawal of BISP amount through her BDC and in reality

she was thankful for this act of kindness by the postman.

5. What We Learned?

1 In this particular case, the beneficiary was declared eligible with discrepancy in the
programme but BISP HQ neither informeegarding 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 fuipkvan and took around 20 beneficiaries
to BISP office for getting their BDCs. €hpostman 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.

1 Bendiciary 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Bethistan) P-Q4-Southern Punjaii9

9 According to AD, the partner bank will issue a new BDC and post it to the tehsil office. The
tehsil office wil inform the beneficiary about resolution of complaint and the beneficiary will
collect her new BDC by visiting BISP office.

6. Recommendations

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

1 BISP staff shouldgroperly 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.

1 BISP should update the Case Management By&#S) with new capability of dealing with
BDC related complaints.

1 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.

1 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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Targeting Process Evaluatifor Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjal0
Payment Case Study Number P-Q4-Southern Punja20

Nature of Case Non Payment due to Incomplete PIN code
Complainant/ Beneficiary Razia Bibi

Wife of: MuhammadSaddique

Complainant, if not beneficiary herself

Address Faroogabad. Tehsil & District Bahawalnagar

CNIC Number 3110109970640

PSC form number 27508895

Date Study Completed 9" January 2013

1. Receiver Woman/ Complainantds Profile and |

Razia Bibi w/o Muhammad Saddique is a 43 years old, illiterate BISP beneficiary living in
Faroogabad Tehsil, District Bahawalnagar. She is a mother of eight children including four
daughters and four sons. Her three daughters and two sons are schooHgoihgsband 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 wherelisles comprises low income households belong

to mix castes and mostly associated with labour work and small scale business. Faroogabad is
located at a distance of one KM from BISP Tehsil Office. All the streets in her area are paved
having open drainage stegm.

2. Receiver Woman / Compl ainantdés Relationshi |

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

conducted in May 2011. She doesnot know about
beenselet ed for the BISP cash grant in PSC phase.
house, filled a PSC survey form of her household and issued her a survey receipt for future
reference.

During an interview wit hBISPbash giai woult reppme inmyh e g u
daughter marriage . She considers Pakistan Peoplebds Par
been started to help poor and needy people of Pakistan. She received BISP MOs of Rs.7,000
between October 2011 to March 2012. Sh&aimed 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 childremn 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.AProvider Version
On 8" December 2012 HBL Staff at BISP Tehsil Office started to register BDC/ PIN code

related complaints. They registered Razia Bil
27, 2012 durig her fifth visit. Bank representative sent an email regarding the complaint to
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Targeting Process Evaluatifor Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punjal0

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
represetative 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.

4BCl i ent6s Ver si on

From ATM, she went t8ISP 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 Bbi 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?

1

Previously HBL Counter did naegister 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 asdffufdr st
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 compl aints
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, BISE 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

il
il
T

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 thadiriaries 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 beneficiariesre illiterate and providing the printed instructions only will not serve the
purpose.
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1 Bank should develop BISP Case Management System (CMS) compatible system to redress
payment related complaints on time in efficient manners.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja1
Payment Case Study Number: P-Q4-Southern Punja2l

Nature of Case: Non Payment due to Damaged BDC
ComplainantBeneficiary: Sahib Mai

Widow of: Muhammad Ramzan

Complainant, if not beneficiary herself:

Address: Village Guijjra, Kachi Shahani, Tehsil & District Bhakke
CNIC Number: 3810154503784

PSC form number: 14335445

Date Study Completed 10" January 2013

1. Receiver Woman/ Complainantés Profile and

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 selbwned sempacca 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. Recei ver Wo man sRelaboshpwitaBISPant 6

Sahib Mai has been declared BISP beneficiary under phat¢he programme after the Poverty

Score Card (PSC) survey. The househol dbés PSC s
2011 by a survey team. After completing lseirvey 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 imaw 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
Paki stan Peoplebs Party who has always hel ped
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 chaedn 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 BSP would stop sending cash grant through MOs at her name.

According to Sahib Mai, two weeks later she with her son and datigHter visited the BISP

office situated at a distance of around 40KM from her locality. They covered the distance by bus
and wurther 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 dawglate had a
perception that they would receive monthly BISP instalments amounting to Rs.3,000 through
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja1

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 discatdehi s mot her 6 s BDC.

3. How did the Complaint Emerge?

The next month, she with her son and daugintéaw 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 BISAnstalment 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/destroyeBiis 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
4AProvi der 6s 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 hawkser 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 kdplng, however, the
complaint has not been resolvedtill end March, 2013.

4BCl i ent 6s Versi on

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 pbuitacshop. 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 Tgh 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 aded 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 thatias 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 optiofor the delivery of BISP cash grant instalments at her doorsteps.

5. What We Learned?
1 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 thaneigo we
Such delays result in giving a bad name to BISP.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja1

1 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 instahent as her complaint has not been addressed.

1 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 Blfistallment they will have to get a new BDC from
BI SP office. The same strategy was foll owed
the first BDC instalment discarded the BDCs of his wife and mother.

1 In this particular case, the beneficiarysadeclared 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 gdner BDC.

1 BISP staff has maintained an excel sheet shared by theBI&® 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 shareein resolution
process.

6. Recommendations

1 BISP management should take some immediate measures for the resolution of BDC related
complaints. BISP management should also sensitize and mobilize the partner bank for the
launching of a comprehensiwmplaint redressal system to facilitate and compensate the
beneficiaries.

1 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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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja22
Payment Case Study Number P-Q4-Southern Punja22

Nature of Case Non Payment due tlegible 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 3320171850568

PSC form number 19720082

Date StudyCompleted 7" January 2013

1. Receiver Woman/ Complainantds Profile and |

Sakina Bibi w/o Muhammad Shakeel is a 33 years old, illiterate BISP beneficiary living in
Mohalla Jhakar, Tehsil &istrict 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 sémacca 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 isocated 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 / Complainantds Relationshi

Sakina Bibi was declared a BISP beneficiary after the Povgdyre Card (PSC) survey
conducted in April 2011. She doesnoét know abo
been selected for the BISP cash grant in second phase of the programme. BISP survey team, who
visited Sakina Bi bivey formmobhersheusehofdiahdlissudd har a BuB/€/ s u
receipt for future reference. Dur i nBISPacashi nt er v
grant supported me in bearing my household expénses She consi ders Paki st
(PPP) as the ovem 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 huslmndckshaw 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 €dle 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 withBdrk Staff at the Bank
counter in BDC Centre, BISP Tehsil office Chiniot, she was asked to submit a photocopy of
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja22

her CNIC for her complaint redressal. The Bank Staff dialled Bank Alfalah Helpline and
Sakina Bibi verified her details to the phone bankettierresolution 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(,08 November 27, 2012. Her third bank
payment was generated on February 28, 2012 and withdrawal was made on March 4, 2013 by
her husband.

A4BCl i ent 6s Ver si on

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?

I Bank Alfalah has an efficient complaint redressal systenresmlve 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 benefités (properly) on using the debit card because most of
the beneficiaries are illiterate and providing the printed instructions only will not serve the
purpose.

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

1
1
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TargetingProcess Evaluation for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja23

Payment Case Study Number P-Q4-Southern Punja23

Nature of Case Non Payment due to LoBDC

Complainant/ Beneficiary Sakina Bibi

Widow of: Habib Ahmad

Complainant, if not beneficiary herself | -

Address Village Jarra, Tehsil Malakwal & district Mandi Bah
Ud-Din.

CNIC Number 3440150562382

PSC form number 19389024

Date Study Completed 19" February 2013

1. Receiver Woman / Complainantés Profile and

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 daaghtettending 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 retuenivel with her family in a three Marla
semipacca 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 / Compl ainantdéds Relationshi |

According to Sakin@ibi 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 surgb thtzdred 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

t hat BI SP is a Paki st aramme throygh venidrstheyaaerhelping goprons o r
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 villagstman 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 dayddl 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 &r 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 coinpla

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 advisedttih@i8ISP tehsil office
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TargetingProcess Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja23

and register her complaint. A day later, Sakina Bibi alone visited the BISP tehsil office after
spending Rs.80.

4. Processing of the Complaint

AAProvi der s Version

At BISP tehsil office, she met Assistant Complaint (AC) whom fghed 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 fouréutreference, 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 toB¥5@ HQ for
resolution. AD alsaeceived 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.

4BCl i ent 6s Ver si on

Sakina Bibi was unhappy and dissatisfigith 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 aboutage 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 difficut 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 pefstendly government for introducing such a programme for poor
and deservig people. She is quite hopeful that BISP will continue sending her cash grant in
future through Pakistan Post.

5. What We Learned?

T

In this case, the beneficiary was declared eligible for the programme. However, BISP HQ
neither informed regarding her accamta 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 ndhfwrered 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 nairmfthe 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 fornsoth complaint registration mechanism the helpline should be
functional so that staff can directly lodge the complaint to partner bank.
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TargetingProcess Evaluation for Sectionl - PaymentCase Studies
Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja23

6. Recommendations

1 There is a need to ensuretime 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.

1 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.

= =4
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Targeting Process Evaluation for Sectionl - PaymentCase Studies

Cluster: B (SoutherPunjab, Sindh & Balochistan) P-Q4-Southern Punja24
Payment Case Study Number P-Q4-Southern Punja24

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 3320127419230

PSC form number 19704591

Date Study Completed 7" January 2013

1. ReceiverWoman/ Compl ainantdos Profile and Backagl

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 ipemtearand 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
mont h. She is nowauwtey t R argl d u radeiRedgar Braggamn@Bies e e | a
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 Bhes 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 unpavedihg open drainage system.

2. Receiver Woman / Compl ainantdéds Relationshi |

Sakina was declared a BI SP beneficiary after |
know about BISP eligibility criteria and why she had been selected for thecBEBRyrant in the
second phase of the programme. BI SP survey tes
her household and gave a survey receipt. During an interview with the TPE team she quoted that
fBISP cash grant would support me in establishimg own business at home She consi d
Pakistan Peoplebds Party (PPP) the owner of B I
people.

She received BISP MOs of Rs.9,000 between August 2011 to March 2012 through Pakistan Post.
When she got informain 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 @jlatpne

on rickshaw by spending Rs.120 on December 11, 2012 for withdrawal of Rs.3,000 of Véaseela
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 éwv BDC from BDC Collection

Centre, BISP Tehsil Office Chiniot.
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Targeting Process Evaluation for Sectionl - PaymentCase Studies
Cluster: B (SoutherPunjab, Sindh & Balochistan) P-Q4-Southern Punja24

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

From her village she went to the BISP Tehsil Office and was referred to the bank counter for
resolution of her problem. Sakina explained bemplaint 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 aftecemsary
verification the Helpline Representative blo
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 witherdank payment

from Bank Alfalah ATM on March 2, 2013.

A4BCl i ent 6s Ver sion

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 coraplint
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 baokgd 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?

1 No mechanism and orientation training has bpevided to BISP as well as bank staff for
handling, processing and resolution of BDC related complaints.

1 Saki na 0 seRbd¥gas Sckema instalment (withdrawn on 12 & 17 November 2012 and
16 & 17 January 2013 are also shown on the same Payment Dégé8PNVebsite.

1 Bank Alfalah at Chiniot has an efficient complaint redressal system and resolved this
complaint through helpline in an appropriate time.

6. Recommendations

1 BISP should update the CMS with new capability of dealing with registering and resoluti
of BDC related complaints.

9 Bank should develop BISP Case Management System (CMS) compatible system to redress
payment related complaints on time in efficient manners.

1 BISP and bank staff training is required for recording, handling and processing of BDC
related cases.

1 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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Targeting Process Euadtion for Sectionl - PaymentCase Studies

Cluster: B (Southern Punjab, Sindh & Balochistan) P-Q4-Southern Punja25
Payment Case Study Number P-Q4-Southern Punja25

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 3660355420710

PSC form number 25984973

Date Study Completed 2" January 2013

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

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 nekihar 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 indoonseholds 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 /Complainanb s Rel ati onship with BI SP

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 instalmerg y et to be generated.
about the BISP eligibility criteria and how she had been selected for the BISP cash grant-in phase

2. BI SP survey t eam, wh o vi si ted Shehnaz Bi b
household and issued her av&y receipt for future reference.

During an interview wit hiflgehBiSP TaBhegrant évellmseiterh e qu o
household expenses S he considers Pakistan Peoplebs Par
been started to help poand 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 shopkeepepened 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.
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