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The Benazir Income Support Programme (BISP) wasclaed in 2008 by the Government of
Pakistan as the country’s primary social safety fiéie idea behind this initiation is to
counter the effects of rising food and energy @ioa poorer households. The BISP gives a
cash grant of PKR 1,000 per month to deserving faailies. Since an additional purpose of
the programme is to empower women, therefore dméyadult (above 18) female(s) in a
household are eligible to receive the cash grahgibity is determined through the
calculation of a Proxy Mean Test (PMT) score. Thiadkng below a predetermined cut off
point are deemed eligible to receive benefits thhothhe programme.

For this purpose households are surveyed by Pdbrgamisations (POs). The POs hand over
all collected information (T1 forms) to the NatibrHaatabase and Registration Authority
(NADRA) Headquarters, Islamabad. These are scaanedsent for data entry across the
country to the Data Entry Organisations (DEOs) @wted by NADRA. The forms are
entered in a Management Information System (MISyetbped specifically for this
programme which allows for entries such as nam@&iChumbers, addresses, etc. to be
verified with NADRA's database. The software ca#tas the PMT scores of households;
those falling below the agreed PMT score are ifiedtas beneficiary households.

After the selection of the beneficiaries, the n&ep involves ensuring that the payments are
delivered through a safe, reliable and efficientchamism. When the programme was
launched, all payments were made through Pakistst i the form of money orders
delivered by the postman. Overtime other methods ladso been introduced. These methods
are based on the concept of branchless bankingngmt to reduce intermediaries from the
payment process.

$ # # W& W'(

Payments are made available to the beneficiariedliffierent stages, starting from the
notification of selection into the programme. SeguFe 1.
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Figure 1: BISP’s Payment Cycle

As Figure 1 above shows, the BISP’s payment cyatethe following stages:

1.

)

Distribution of notification letters to “receiveramen” (the female beneficiary of the
household who will receive payment). This lettetifites the receiver women of their
selection, the mode through which the payment tsetoetrieved and location from where
it is to be collected. The receiver woman signs eetdrns a detachable portion of this
letter. Request for change of mode or locationlmamade on this form.

Distribution of information package to receiver wam

Generation of delivery lists by BISP and delivefyists to the payment agency, i.e. Post
Office, Pakistan Post, and electronic payment agency/aggnci

Transfer of funds from Ministry of Finance to BIS#hd from BISP to payment agency
Cash transfers to receiver women. This stage vaoidbe different modes of payment.

Payment reconciliation, whereby money orders issaex reconciled against money
orders paid.

wi( ("

For the successful implementation of any cash teanprogramme it is essential that
payments be made through a system that is swiitjesft and transparent. Currently, there
are two payment disbursement mechanisms in place:

1. Pakistan Post(Money Orders)
2. Alternative Payment Mechanisms

3.1. Payments through Pakistan Post

Payments through Pakistan Post are imparted vieeynorders delivered by the postman at
the door step of the beneficiary. This was thet fireethod adopted by BISP for the
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disbursement of payments. Additionally, benefieismay be compelled to travel to the Post
Office in cases where the Post Office/Postman esfiig deliver payments to the doorstep of
the beneficiary due to various reasons. Paymeptsnade available after every two months
as per the design of the system.

3.2. Payments through Alternative Payment Mechanisms
Since 2010 BISP has been proposing newer paymeohansms in order to minimize

manual handling of payments and provide technolmaped services. New payment methods,
based on the concept of branchless banking haveib#educed. Currently, there are three
such methods of payments that have been implementifierent districts. These are:

Benazir Smart Card:An ATM-type card that allows beneficiaries to eal
their transfer from different franchises.

Mobile Banking Beneficiaries receive a mobile set and SIM, and are
informed on the availability of payment by an l@ietive Voice Response
(IVR) Service. The payment is then collected fronfranchise using the
Personal Identification Number (PIN) that is alsotsvia text message.

Debit Card A card that allows payments to be withdrawn framAutomated
Teller Machine (ATM). This is the latest paymentananism and has been
implemented in a majority of the districts.

+ & *# ' # '
IDS has been contracted to study BISP’s paymenthamesms. The specific objectives of
the spot check of the payments process are asviHo

Re-affirm from a sample of beneficiaries, the rptef payment

Gauge perceptions and gather information regarekpgriences relating to the payments
process through Focus Group Discussions (FGDs)ali(gtive approach)

Ascertain the timeliness of delivery of payments

4.1.Methodology
To achieve the objectives of the spot check ofpdigments process, the basic methodology
was to administer a questionnaire to a sample oéfii@aries. Four different questionnaires
were designed for this purpose; one for each mbégayment. An additional function of the
guestionnaires is to identify problems with thecfye mode of payments, if any.

FGDs were conducted with the intention of gainihg bpinion of stakeholders concerning
the payment procedures. Questions were asked inntanactive group setting where
participants were free to respond in any way. Thanmstakeholders in the payments
disbursement process, which includes the BISP @pasmwing, Beneficiaries, Payment
Agencies, Franchises and IDS representative, gaated in the FGDs. IDS arranged one
FGD for each of the sampled districts in the Payn$got Check Phase 6.

4.2.Sampling
As mentioned in the original Inception Report, Beyment Spot Check will be carried out in
two stages. Stagelwas carried out in two phasesof®hs each) which covered districts
from the Test Phase Survey. Stage2 (remaining Basgs) will cover districts from the
National Roll Out Survey. The total sample size tlle Payments Spot Check is 11,000,
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covering approximately 1,375 beneficiaries in 8 q@ta The sample size of each district is
specified. Thus districts are grouped in each piasach a way that they remain as close as
possible to 1,375 households.

A total of 20 districts have been proposed to besped which is 17% of the total districts in
the sampling frame. This is considered a fairl\géaand statistically significant sample to
represent all the provinces

Details of the districts and the number of housdfdb be covered in each district are
provided in Table 1 below:

Table 1: Districts to be covered in Payments Spot Gtk
District Province Sample Size

Chakwal Punjab 502
Faisalabad Punjab 2040
Guijrat Punjab 732
RY Khan Punjab 1130
Khushab Punjab 389
Larkana Punjab 469
Multan Punjab 1288
Larkana Sindh 461
Karachi (South) Sindh 824
Sanghar Sindh 736
Badin Sindh 576
Mardan KPK 502
Karak KPK 134
Abbotabad KPK 385
Loralai Balochistan 115
Khuzdar Balochistan 220
Jaffarabad Balochistan 174
Kurram Agency FATA 98

Bagh AJK 144
Skardu GB 81

Total 11,000

4.2.1. Sample-Phase 6
Phase 6 covers two Debit Card Districts and onésBakPost District. Details of the districts

and number of households to be covered in the PatyRr®cedure Spot Check Phase 6 are
provided in Table 2. The list of beneficiary houslels for these three districts was provided
by BISP for the sample to be randomly drawn.

! The total sample size for the Payments Spot Clieckl,000 households, from a universe of 7.1 nillio
households. This is statistically significant, asading to Krejcie and Morgan (1970) for a popidlatsize of
10,000,000 households, for 99% confidence inteaval margin of error of 2%, the sample size requised
2,647.
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Table 2: Districts and number of households in Phasé
District Mode of Payment Sample Extracted by IDS

Badin Benazir Debit Card 576
Khushab Benazir Debit Card 389
Kurram Agency Pakistan Post 98

Total 1,063
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Available Sample and Status of Payments

1.

These findings are based on the study of the ttitdcts: Badin in Sindh, Khushab in

Punjab and Kurram Agency in FATA The sample sizeBadin was 576 beneficiaries

and 389 for Khushab. Additionally, Kurram Agencydha sample size of 98

beneficiaries. The total sample in this Phase wa83lbeneficiaries. Districts Badin and
Khushab follow the Debit Card method of paymentlesimKurram Agency payments are
made throughPakistan Post

Of the total 1.063 beneficiaries surveyed, 123 beiagies were not able to respond due
to various reasons. Consequently data for 940 meaeés has been collected

Status of Payments

3.

4.

In Badin, out of a sample of 576 beneficiaries,(2® percent) were unable to respond.
Data has been collected for 548 (95.1 percenfh@beneficiary sample

In Khushab, out of a sample of 389 beneficiaries, (8.9 percent) were unable to
respond. Data has been collected for 362 (93.Jepérof the sample beneficiaries

In Kurram Agency,, out of a sample of 98 benefieisr 68 (69.4 percent) were unable to
respond. Data has been collected for 30 (30.6 pgroéthe sample beneficiaries

90.7 percent beneficiaries in Badin and 92.6 perdmmeficiaries in Khushab are

receiving their payments through Debit Card, impdyithat the transition from the

previous mode of payment to the debit card is geayiplete. Beneficiaries in Kurram

Agency are receiving their payments through thed®ak Post

In Badin and Khushab, 1.8 and 0.3 percent of tispaedents respectively claimed to
have received a notification letter of selectiortha programme from BISP. 47.1 percent
and 98.9 percent respectively claimed they wererinéd of their selection by the Post
Office/Postman. In Kurram Agency, none of the resjsnts claimed to have received a
notification letter of selection in the programmer BISP while 43.3 percent were

informed of their selection by the Post Office/Paah

In Badin, 60.3 percent of the beneficiaries statiedt they were receiving regular

payments while 29.9 percent claimed to have redeswme payments. Additionally, 9.7

percent claimed that they had neither receivednatification or payments

In Khushab, 31.2 percent claimed to be receivingrmnts regularly while 65.2 percent
stated that they had only received some paymerts®, A.7 percent of the beneficiaries
had received a notification but were unable toemtltheir payments while 1.9 percent
had neither received a notification nor any payment

.In Kurram Agency, 13.4 percent claimed to be raogipayments regularly while 53.3

percent stated that they had only received someneats. Also, 3.3 percent of the
beneficiaries had received a notification but waenable to collect their payments while
30.0 percent had neither received a notificationamy payment
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11.0ut of the 217 beneficiaries in Badin who are rexeiving payments regularly, 81.7
percent lodged a complaint with the BISP Officeslevi8.3 percent did not lodge any
complaint

12.0ut of the 249 beneficiaries in Khushab who arereotiving payments regularly, 60.4
percent had lodged a complaint while 39.6 percadtriot lodged a complaint

13.0ut of the 26 beneficiaries in Kurram Agency whe aot receiving payments regularly,
52.2 percent had lodged a complaint while 47.8¢xdrbad not lodged a complaint

Experiences and Problems

14.1n Badin, the distance to the nearest paymentgtoiatt 68.7 percent of the beneficiaries
is more than 10 kms and between 6-10 kms for 2&:8emt. The cost of travelling to and
from these outlets is more than Rs.50 for 90.2 ggérand between Rs.26-50 for 4.4
percent, while 2.7 percent of the beneficiariesiinm cost

15.In Khushab, the distance to the nearest PaymentetOtdr 66.9 percent of the
beneficiaries is more than 10 kms and between BAi® for 29.1 percent. Resultantly,
89.8 percent of the beneficiaries incur a cost ofarthan Rs.50 while 6.8 percent incur a
cost of between Rs.26-50 for collection of thestaiment of payment with 3.1 percent
not incurring any cost

16.In Kurram Agency, the distance to the nearest Raffice for 6.3 percent of the
beneficiaries is more than 10 kms and between &5 for 62.5 percent. Resultantly,
43.8 percent of the beneficiaries incur a cost oferthan Rs.50 while 18.8 percent incur
a cost of between Rs.26-50 for collection of thestalment of payment with 18.8 percent
not incurring any cost

17. Most beneficiaries have to undertake more thanpltd collect their instalment. The
mean of the trips to collect one payment instalmenBadin was 2.07 and 1.99 in
Khushab. Furthermore, the mean of trips to colew payment instalment in Kurram
Agency was 2.50. Additional trips increase the aafstollection of an instalment of
payment

18.The main reasons for travelling more than oncehe®Rayment Outlet in Badin was to
due to waiting their turn in long queues and the franchise ran out of cash .In
Khushab, making more than one trip to the Paymenke©was because the payment has
not been transferred

19.1n the Debit Card payment dispersal system, beiaeiis are not informed about the
availability of their payments. However, 14.7 pertcéeneficiaries in Badin and 20.4
percent beneficiaries in Khushab claimed that tlewld access this information
informally through family and friends

20.The Debit Card does not enforce the beneficiargaltect payments herself. Resultantly
40.5 percent of non-beneficiaries in Badin and 2jercent in Khushab collect the
payments. Whereas in Kurram Agencyl00 percenthef ieneficiaries collect the
payments themselves because of the compulsiorisidigpersal mode

21.In Badin, the main reason for non-beneficiariedeoing the payment was that the
beneficiaries could not travel alone and had notoreccompany them (50.5 percent). In
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Khushab, this was attributed to the beneficiaryigbility to operate the ATM herself
(78.3 percent)

22.In Badin and Khushab it was noted that 11.8 peraedt6.7 percent of the respondents
claimed being charged a fee for retrieving paymeggpectively. In Kurram Agency37.5
percent claimed the postman asked them for a paydedmery fee

Preferences and Perceptions

23. A comparison of the preferences and perceptiohesé districts of the Debit Card mode
of payment reveals the following:

a. In Badin 41.9 percent and in Khushab 52.3 percanrteficiaries desired
monthly. Additionally, 44.3 percent in Badin and.3@ercent in Khushab
preferred instalments every 3 months.

b. More than 30 percent of the beneficiaries in Badme satisfied or more than
satisfied with the Debit Card mode of payment whasren Khushab, 60.1
percent beneficiaries were satisfied with this mofipayment.

24.The Debit Card mode of payment has been succesdsthblished in the districts of
Badin and Khushab. The beneficiary population isegally satisfied with the Debit Card
mode of payment; however they have complaints degarthe agents charging a fee for
retrieval of payments from the ATM. Additionalljhi$ system has no procedure whereby
beneficiaries can be informed of the availabilifytteeir instalment at the Payment Outlet.
Secondly, this system permits non-beneficiaries ctatlect the instalment thereby
adversely affecting the objective of women empovesrtnas now more often than not,
the money is handled by the husband/father/soradsof the beneficiary herself. If these
practises are rectified, the debit card mode ofngayt would the most effective payment
mechanism.

25.An analysis of the preferences and perceptionkardistrict of the Post Office as a mode
of payment reveals the following:

a. In Kurram Agency, 45 percent of the beneficiariesevsatisfied with the Post
Office mode of payment, whereas 30.0 percent wartigtly satisfied and
25.0 percent were dissatisfied with this mode ghpent.

26.The Post Office mode of payment has the advantagethe beneficiaries can receive
their payment directly at their doorstep whichrbitely reduces regular trips to the Post
Office to seek information regarding their paymeritowever, most payments are
collected by directly visiting the office as moréem than not, the postman would not
deliver the payments or would ask for a delivery. #& majority of the beneficiaries have
shown satisfaction and rated the reliability obthmethod of payment as fair.
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Table 3 shows that of the total 576 beneficiarigleced as per the Sample for Badin, 548
beneficiaries were available to respond and 28 fieakes were not available to respond.
Hence, data for the responses of 548 beneficid@#ted, percent, has been recorded.

Table 3: Beneficiaries Available to Respond-Badin
Number of Number of
Beneficiaries Percentage Beneficiaries Not
Available to Available to
Respond Respond

District Percentage  Total

Table 4 illustrates that of the total 389 benefieis selected as per the Sample for Khushab,
27 beneficiaries were not available to respond. dderdata for the responses of 362
beneficiaries, 93.1 percent, has been recorded.

Table 4: Beneficiaries Available to Respond-Khushab
District Number of Percentage Number of Percentage  Total
Beneficiaries Beneficiaries Not
Available to Available to
Respond Respond

cusab | 2 | w1 | 2 | 69 | e |

For Kurram Agency, out of 98beneficiaries, 30 benafies were available to respond while
68 beneficiaries were unavailable to respond. Thezedata for 30.6 percent of the sample
has been gathered. See Table 5 below.

Table 5: Beneficiaries Available to Respond-Kurram Ayenc
District Number of Percentage Number of Percentage %  Total
Beneficiaries Beneficiaries Not
Available to Available to
Respond Respond

KuramAgency | 30 | e | 6 | o4 | o
|




Payments Spot Check -Phase 6 Report

i.  Reasons for Beneficiaries not available to respond
In Badin, out of the 28 beneficiaries who were rded as unavailable to respond, 3 had
passed away, 5 beneficiaries had moved, 2 couldanstver because of the cultural
constraints, and the addresses were not traceabl8f See Table 6.

Table 6: Reasons for beneficiaries not available t@spond-Badin
Number of Beneficiaries

Beneficiary has passed away 3
Beneficiary has moved 5
Cultural Constraints 2
Beneficiary address not traceable 18
Total 28

Table 7 shows that out of the 27 beneficiaries wikce unavailable to respond in Khushab, 2
had also passed away and 25 beneficiaries had moved

Table 7: Reasons for Beneficiaries not available tRespond-Khushab

Number of Beneficiaries
2

25

Beneficiary has passed away
Beneficiary has moved

Table 8 shows that out of the 68 beneficiaries wieoe unavailable to respond in Kurram
Agency, 28 have migrated to other places and teeades of 40 beneficiaries could not be
security complications.

Table 8: Reasons for Beneficiaries not available tRespond-Kurram Agency

Number of Beneficiaries
Migrant Beneficiaries 2

8
Beneficiary address not traceable/security compntsi 40
Total 68

1 ! * % ((

The first stage of the payment process is theipnatibn of selection to beneficiaries. This is
a letter that informs the beneficiaries that thayenbeen selected as recipients of the BISP
and informs them of the mode of payment specifaadtlie receiver woman. Table 9 shows
the source through which the beneficiaries leafth@ir inclusion into the programme.

Amongst the 548 available respondents in Badin, geBent of the beneficiaries have
reported to receive a notification letter from BlSBeneficiaries also have an option of
checking their status of selection into the progremthrough the BISP Website. This
information is provided to beneficiaries by the BISffices. A majority (51.1 percent) of the
beneficiaries reported to have checked their Seledtatus online. This is done through

10
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internet cafés or with the help of someone who ges&nowledge of operating computers
and the internet.47.1percent of the beneficiaregsoned to have been notified of their
selection through the Post Office/Postman.

Table 9: Notification of Selection as BISP Beneficig-Badin

Number of Beneficiaries Percentage

| received a notification letter for selectionrexeive payment 10 1.8

| checked my status online 280 51.1
The Post Office/man told me 258 47.1
Total 548 100.0%

Table 10 below shows that only 0.3 percent of theeficiaries in Khushab reported to have
received a notification letter for selection.0.8qant checked their status online while 98.9
percent reported that they were informed by therRas/Post Office regarding their selection
into the programme.

Table 10: Natification of Selection as a BISP Beneiary-Khushab

| received a natification letter for selection txeive payment 1 0.3
| checked my status online 3 0.8
The Post Office/man told me 358 98.9

In Kuraam Agency, none of the beneficiaries reagiadetter of notification informing them
of their selection into the programme. 56.7 peragepbrted that they checked their status
online while 43.3 percent claimed that the Postic®fPostman informed them of their
selection as a beneficiary. See Table 11 below.

Table 11: Notification of Selection as a BISP Benefary-Kurram Agenc

Number of Beneficiaries Percentage

| received a notification letter for selectionrexeive payment 0 0.0

| checked my status online 17 56.7
The Post Office/man told me 13 43.3
Total 30 100.0
2 "% (

Table 12 below shows the status of payments offlmésages in Badin. Out of a total of 548
beneficiaries, 495 (331+164) are receiving paymewotstinuously or have received some
payments. Out of these 495 beneficiaries, 449 (@@itent) reported to have received
payments through Debit Card. The remaining 46 @1@ent) beneficiaries have not received
any payments through the Benazir Debit Card (B[3&g Table 13 below.

Additionally, 9.7 percent of the beneficiaries han received any payments or notification.
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Table 12: Status of Payments-Badin

Number of Beneficiaries

| am receiving payments continuously 331 60.4
| have not received all payments 164 29.9
| have been notified of my payments being availdhiehave 0 0.0
not collected any payments yet

I have not received any payments nor a notification 53 9.7

Table 13: Received Payments through Debit Card-Badin

Number of Beneficiaries Percentage

Received payments from Debit Card
Have not Received Payments from Debit Card
Total 495 100.0

Table 14 below shows the status of payments of floéswées in Khushab. A total of31.2
percent of the beneficiaries in Khushab reporteldlatee been receiving continuous payments,
65.2 percent claimed that they only received somgments. Out of the 349 beneficiaries
claiming to have received continuous payments anesgayments, 323 (92.6 percent)
beneficiaries have collected one or more paymdmtaugh the Debit Card. 26 (7.5 percent)
beneficiaries have reported that have not receasethgle payment through the Debit Card.
See Table 15.

Table 14: Status of Payments-Khushab
Number of Beneﬂmanes Percentage

| am receiving payments continuously 31.2
| have not received all payments 236 65.2
| have been notified of my payments being availdiehave 6 1.7

not collected any payments yet
| have not received any payments nor a notification

Total 100.0

Table 15: Receiving Payments through Debit Card-Khusab

Number of Beneficiaries Percentage

Received payments from Debit Card 323 92.6
Have not Received Payments from Debit Card 26 7.4
Total 349 100.0

In Kurram Agency, out of 30 beneficiaries availabderespond, 13.4 percent claimed that
they are receiving continuous payments. 53.3 pénagorted that they have only received
some payments. 3.3 percent of the beneficiariesrreg that they have been notified of the
availability of their payments but have not colegttany payments yet while 30.0 percent
stated that they have neither received a paymenhaidfication on the availability of their
payments (Table 16).

12
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Table 16: Status of Payments-Kurram Agenc

Number of Beneficiaries Percentage

| am receiving payments regularly 4 13.4
| have received some payments only 16 53.3
| have been notified of my payments being avaddhlt have 1 3.3
not collected any payments yet

| have not received any payments nor a notificatio 9 30.0
Total 30 100.0

7.1.Reasons for not collecting payments
Table 17 below gives reasons for beneficiaries ewittinuously collecting payments in

Badin. Out of the 164 beneficiaries who reportedt tthey have either not received all

payments or have been notified but have not cateeiny payments yet, 3.0 percent of the
beneficiaries reported to have lost their DebitdCathile 9.2 percent lost their PINs. 3.0

percent reported they cannot go alone to the Pay@atlet. 2.4 percent reported that the
ATM/franchise is too far and it is too costly tatel and9.8 percent claimed the franchise
asked them for a payment fee. Moreover, 72.6 pexdetne beneficiaries were not aware of
the reason for non-continuous payments.

Table 17: Reasons for not collecting all payments-Bin

Debit Card Beneficiaries Number of

Beneficiaries
5 3.0

Percentage

| have lost my Debit Card

| have forgotten/misplaced my PIN 15 9.2
| cannot go alone to the ATM /franchise and havemne to accompany me 5 3.0
The ATM/ Franchise is too far from my home anditdo costly to travel 4 2.4
The franchisee asks for fees for payment 16 9.8
| do not know 119 72.6
Total 164 100.0

Tablel8below gives reasons for non-continuous limstats in District Khushab. 2.5 percent

of the beneficiaries not collecting payments reduleeported to have lost their Debit Card.

5.8 percent forgot their PINs and were thus unssfaéin collecting payments. 7.0 percent
reported that they cannot go alone to the ATM/fhase and have no one to accompany
them. 6.2 percent considered it to be too costhytliem to travel as the Payment Outlet. A
majority of 78.5 percent of the beneficiaries clagrthat they were not aware as to why they
are unable to receive continuous payments.

13



Payments Spot Check -Phase 6 Report

Table 18: Reasons for not collecting all Payments-KIishab

| have lost my Debit Card 6 2.5
| have forgotten/misplaced my PIN 14 5.8
| cannot go alone to the ATM/Franchise and havem®to accompany me 17 7.0
The Payment Outlet/franchise is too far from my baand it is too costly 15 6.2
to travel

| do not know 190 78.5

Table 19 below gives reasons for beneficiariesisiriat Kurram Agency being unsuccessful
in receiving continuous payments. Out of the 17efieraries who have not received all

payments and/or have been notified of their paymbatng available but have not collected
any payments yet, 5.9 percent reported that thenfws asks for fees for payment.

Furthermore, 11.8 percent stated that it is todlgads travel, 5.9 percent reported that they
cannot go alone to the Post Office and have na@aecompany to them while 76.4 percent
were not aware of the reason for non-continuousnesys.

Table 19: Reasons for not collecting all Payments-Kram Agenc

enaiiangs _ Percentage
It is too costly to travel 2 11.8
| cannot go alone to the Post Office and ther@isme to accompany me 1 5.9
The Postman asks for fees for payment 1 59
| do not know 13 76.4

Total 17 100.0

7.2. Attempting to Resolve Problems
Beneficiaries have the facility of lodging complairthrough different methods. The BISP

operations wings have set up a network of tehsijsidnal and regional offices to
accommodate the beneficiaries. Table 20 showdriHaistrict Badin, 81.7 percent attempted
to resolve their problem by lodging complaints wiBiSP offices. 18.3percentof the
beneficiaries did not enquire from BISP about tta¢us of their payments.

Table 20: Lodging Payments Related Complaints-Badin

Number of Percentage
Beneficiaries
Lodged a Complaint 170 81.7
Did not Lodge a Complaint 38 18.3
Total | 208 100.0

The percentage of beneficiaries attempting to westileir payment related issues is seen as
comparatively low for district Khushab. As shownTable 21 below, 60.4 percent of the
beneficiaries attempted to resolve their casesoblgihg complaints. The remaining 39.6
percent did not lodge a complaint with BISP Offices

14
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Table 21: Lodging Payment Related Complaints-Khushab

Number of Beneficiaries Percentage

Lodged a Complaint 131 60.4
Did not Lodge a Complaint 86 39.6
Total 217 100.0

Out of the 23 beneficiaries experiencing problenths wayments in District Kurram Agency,
only 52.2 percent attempted to resolve their isslies remaining 47.8 percent did not lodge
a payment related complaint (See Table 22)

Table 22: Lodging Payment Related Complaints-Kurram Ayenc

Number of Beneficiaries Percentage

Lodged Complaint 11 52.2
Did not Lodge Complaint 12 47.8
Total 23 100.0

Box 1.1: Checking the Status of Payments of Beneifities-Badin
IDS checked, from the BISP database, the statysapfents of beneficiaries that

claimed that they were notified of the availabiliti/their payments but were unable to
collect them and those that had not received atimation regarding the availability
of their payments. Comparison to the BISP databheess that of the total households
falling in these two categories, 56.6 percent hiadady received payments. These
beneficiaries were possibly unaware of their paysdreing collected by someone

else on their behalf.
Table 1.1: Checking the Status of Payments of Benefries-Badin
Number of Number of Percentage%
Households  Households that
have received at
least one
payment
| have been notified of my payments 0 0 0.0
being available but have not collected
any payments yet
| have not received any payments nor a 53 30 56.6
notification
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Box 1.2: Checking the Status of Payments of Benefities-Khushab
IDS checked, from the BISP database, the statymwients of beneficiaries that

claimed that they were notified of the availabilkitfytheir payments but were unable
to collect them and those that had not received iafiynation regarding the
availability of their payments. Comparison to thiSB database shows that of the
total households falling in these two categoriess§dercent had already received
payments. These beneficiaries were possibly unawéréheir payments being

collected by someone else on their behalf.
Table 1.2: Checking the Status of Payments of Beneiaries-Khushab
Number of Number of Percentage%
Households Households
that have

received at
least one

ayment
| have been notified of my payments 6 3 50.0
being available but have not collectec
any payments yet

| have not received any payments nor a 7 5 71.4
notification
Total 13 8 61.5

Box 1.3: Checking the Status of Payments of Benefities-Kurram Agency
IDS checked, from the BISP database, the statymwients of beneficiaries that

claimed that they were notified of the availabilkitfytheir payments but were unable
to collect them and those that had not received iatiynation regarding the
availability of their payments. Comparison to thiSB database shows that of the
total households falling in these two categorief 8ercent had already received
payments. These beneficiaries were possibly unawéréheir payments being

collected by someone else on their behalf.
Table 1.3: Checking the Status of Payments of Beneifaries-Khushab
Number of Number of Percentage%
Households Households
that have
received at
least one
ayment
| have been notified of my payments 100.0
being available but have not collectec
any payments yet

| have not received any payments nor a 9 7 77.8
notification
Total 10 8 80.0
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The Benazir Debit Card (BDC) was introduced in 2042 an alternative means for
disbursement of payments. Beneficiaries are pravidith a Debit Card which has a unique
PIN. Several Banks have been disseminated thems#pidy of providing beneficiaries with
the facility of retrieving payments through ATMs.

Currently payments in Badin and Khushab are digsluthrough Benazir Debit Card. The
previous mode of payment in these two districts wamey orders through Pakistan Post.
However, currently all beneficiaries in the samgddculated by IDS are receiving payments
through Debit Card. This shows that the transitm®enazir Debit Card payment mode has
been successfully completed in both districts.

8.1. Private Cost and Outreach
The different payment mechanisms are meant to imgptie instalment distribution system
and decrease private cdstisat beneficiaries incur in order to collect payiise Hence, in the
assessment of a payment mechanism it is impomtagauge the distance to payment outlet,
cost of travelling and number of trips to colleaegayment.

8.1.1. Distance to Payment Outlet
One of the features that distinguish this modeayhpent from receiving money orders is that
the beneficiary is required to travel to the Paym@nutlet to collect payments. Figure 2

shows the distance beneficiaries have to travgbtto the nearest Payment Outlet in District
Badin.

Figure 2: Distance to nearest Payment Outlet-Badin
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% These are all costs that beneficiaries incur @epto receive benefits of the programme.
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The distance to the nearest Payment Outlet in Badir2 kms travelled by 0.9 percent of the
beneficiaries. 2.5 percent have to travel 3-5 kntb 27.9 percent have to travel 6-10 kms to
reach the nearest Payment Outlet. A distance oéttnam 10 kms is travelled by 68.7 percent
of the beneficiaries.

Figure 3: Distance to nearest Payment Outlet-KhusHha

&, )-

&+ +- —

)+ +- # -
+#
+ +- :

0&( (" #0 ( 0)+ ( )+ (

As shown in Figure 3 above, in District Khushalgistance of 1-2 kms is travelled by 0.3

percent of the beneficiaries in order to retrielieirt payments from the nearest Payment
Outlet. 3.7 percent and 29.1 percent beneficianage to travel 3-5 kms and 6-10 kms

respectively, to aPayment Outlet. A distance ofertban 10 kms is travelled by 66.9 percent
of beneficiaries receiving payments regularly fotlecting their payments from the nearest
Payment Outlet/Bank.

8.1.2. Cost of Travelling to Payment Outlet

In the Debit Card payment disbursal system, thesdransportation costs associated with the
retrieval of payments. Additionally, it may not be possible to walk to the Payment Outlet
even in cases where the franchise is within a wglkilistance from the house of the
beneficiary. Figure 4 shows that in District BaditfBpercent beneficiaries have to pay more
than Rs.50 while 4.4 percent beneficiaries pay betiRs.26-50 as transportation cost to
travel to the Payment Outlet and back. The minintange of this expenditure is Rs. 0-25,
which is incurred by 2.7 percent of the sample beiagies in Badin. 2.7 percent
beneficiaries do not incur any costs of travelliogthe nearest Payment Outlet to receive
payments.
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Figure 4: Cost of Travelling toPayment Outlet-Badin
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Figure 5 below illustrates cost incurred by benafies to collect their payments from the
nearest Payment Outlet in District Khushab. Whi®e88percent beneficiaries bear costs of
more than Rs.50 for two way travel to the Paymeutidd, 6.8 percent face costs between
Rs.26-50 to collect their payments. Costs betweesrnl(R25 are faced by 0.3 percent
beneficiaries while 3.1 percent beneficiaries regmbthat they face no costs for collection of
their payments from the nearest Payment Outlet.

Figure 5: Cost of Travelling to Payment Outlet-Khustab
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8.1.3. Number of Visits
The cost of travelling is further increased duehte frequency of visits. In the district of
Badin, beneficiaries receiving payments through iD€lard reported to have re-visited an
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ATM on an average of 2.07 times to collect one paytwhile the maximum number of
trips was 5. See Table 23 below.

Table 23: Mean Number of Trips to Payment Outlet-Badh
Number of Beneficiaries Number of Trips

Minimum Maximum Mean
449 1 5 2.07

In Khushab, as shown in Table 24, Payment Outlet® wevisited 1.99 times on average to
collect one payment. The maximum number of tripgheoPayment Outlet for collection of a
single payment was 5.

Table 24: Mean Number of Trips to Payment Outlet-Khusiab
Number of Beneficiaries Number of Trips

Minimum Maximum Mean
323 1 5 1.99

Table 25 reports that 70.8 percent of the benefgsan Badin had to visit the ATM more
than once to collect one instalment. Additionall9,2 percent reported to have collected their
payment in a single trip to the franchise.

Table 25: Number of Trips to Payment Outlet-Badin

Number of Trips Number of Beneficiaries Percentage
One Trip 131 29.2
More than One trip 318 70.8
Total 449 100.0

The percentage of beneficiaries visiting the ATMrenthan once to collect one instalment
was 54.2 percent in Khushab. A total of 45.8 perceported that they were able to collect
their instalment in a single trip to the Paymentl€uSee Table 26.

Table 26: Number of trips to Payment Outllet-Khushab

Number of Trips Number of Beneficiaries Percentage
One Trip 148 45.8
More than one Trip 175 54.2
Total 323 100.0
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Figure 6 shows the different reasons why 318 belaefes in Badin had to travel to the
franchise more than once to collect a single ingak. Since this was a multiple response
qguestions, a beneficiary may have chosen moredharoption as her reason(s).

Figure 6: Reasons for visiting franchise more thamnce-Badin
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As shown above, 23.0 percent of the beneficiagedsited a franchise as their payment had
not been transferred. Another major reason for rttwae one trip to the franchise was due of
long queues. This reason was reported in 91.8 pemkethe cases. 0.6 percent of the
beneficiaries stated that they forgot their CNIChaine, while 23.9 percent and 6.6 percent
of the beneficiaries reported the reason of mose thne trip as the franchise/ATM ran out of
cash and PIN forgotten respectively.

Figure 7: Reasons for visiting Payment Outlet mor¢han once-Khushab
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Figure 7 above gives reasons for beneficiariesrtegdo have visited the Payment Outlet
more than once to collect their payments in Disticushab. 14.9 percent reported that they
had to make more than 1 trip to the Payment Oa#ethey had to wait in long queues and
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were thus unsuccessful in retrieving their paymebésO percent beneficiaries claimed that
they had to visit the nearest Payment Outlet mbaa tonce as their payments were not
transferred in their initial visit. Additionally,547 percent reported that the ATM/franchise
ran out of cash while 9.7 percent reported thay tfeegot their PINs and 14.3 percent
reported that they forgot their CNIC at home.

< ! 0 ' %

In the case of a Debit Card, the beneficiary dossreceive a notification concerning the
availability of her payments. The beneficiary \8sthe Bank to check if her instalment is
available.

Table 27 shows that, in Badin, 14.7percent of thtal tbeneficiaries receiving payments
through Debit Card may have been notified regardimg availability of their payment
through an informal system. Even though an inforeyastem of notification prevails in the
districts, it may not always be reliable.

Table 27: Natification of availability of payment-Badin

Number of Beneficiaries Percentage
| can find out when my payment is available 66 14.7
| cannot find out when my payment is available 383 85.3

Total 449 100.0

As shown in Table 28 below, 20.4 percent of theefieiaries receiving payments through

Debit Card in Khushab reported to have been infarofahe availability of their payments at

the Payment Outlet through an informal system. p@rgent of the beneficiaries claimed that
they cannot find out when their payments are albkalaThis reason also contributes to the
recurring trips made by a beneficiary to a Payntutiet.

Table 28: Notification of Availability of Payments-Khushab

I can find out when my payment is available 66 20.4
| cannot find out when my payment is available 257 79.6

9.1. Receiving Payments
As per the programme design the payments are twolbected by the beneficiary herself.

This ensures the achievement of the objective gdoamering women, as benefits received by
family, friends or relatives may not reach the sild beneficiary.

Table 29 shows that 40.5 percent of the benefesareceiving payments through Debit
Cardin in Badin do not collect their payments thelwss. This is seen as a high percentage
rendering the objective of women empowerment agmifticant. However, 59.5 percent of
the beneficiaries did report to have collectedrthpayments themselves.
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Table 29: Collection of Payments-Badin

Debit Card
Number of Beneficiaries | Percentage %
Collection of Payments by Non-Beneficiary 182 40.5
Collection of Payments by Beneficiary 267 59.5
Total 449 100.0

In Khushab, for 25.7 percent of the cases, paymeete collected by non beneficiaries.
Additionally, 74.3 percent of the beneficiaries eming payments through Debit Card
reported to have collected payments themselves ihenPayment Outlet (See Table 30).

Table 30: Collection of Payments-Khushab

Debit Card
Number of Beneficiaries Percentage
Collection of Payments by Non-Beneficiary 83 25.7
Collection of Payments by Beneficiary 240 74.3
Total 323 100.0

Possible reasons for 40.5 percent beneficiariesaitgcting payments themselves in District
Badin are shown below in Figure 8. There may betiplal reasons why a beneficiary is
unable to collect payments herself.

Figure 8: Reasons for collection of payments by nebeneficiaries-Badin
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The information reveals that of the 182 benefieiamot collecting payment themselves, 40.7
percent reported that they are unable to collegingaits themselves since they are not aware
of how to operate the ATM. 50.5 percent reportedytildo not collect the payments
themselves because they cannot travel alone agchthe no one to accompany them while
12.6 percent reported that it is too costly fornthéo travel to the ATM/franchise.
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Additionally, 20.9 percent reported that they aw® told and sick to travel to the
ATM/Payment Outlet and thus require someone elseltect payments on their behalf.

Figure 9: Reasons for collection of payments by nebeneficiaries-Khushab
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As shown in Figure 9 above, in District Khushab,378ercent of the beneficiaries could not
collect their payments themselves as they had nowladge of operating the ATM.
Additionally, 14.5 percent reported that it is tamstly for them to travel to the
ATM/franchise whereas 13.3 percent beneficiaripemed that they cannot collect payments
themselves since they cannot travel alone due lwral constraints and had no one to
accompany them. Furthermore, 16.9 percent of émeficiaries reported that they were too
old and sick to travel to the Payment Outlet.

9.2 Retrieving Payments
Highlighting the problem of insufficient knowledgé operating the ATM in both districts,

beneficiaries were asked whether they are abletteeve payments from the ATM without

assistance. As shown below in Table 31, 83.1 pémdethe beneficiaries in Badin reported
being able to retrieve payments without help. Hosve\l6.9 percent of the beneficiaries
receiving payments through Debit Card claimed thay were not able to retrieve payments
from the ATM without assistance.

Table 31: Retrieving Payments without assistance-Baul

Number of Beneficiaries  Percentage

Able to Retrieve Payments Without Assistance 373 83.1
Not Able to Retrieve Payments Without Assistance 76 16.9
Total 449 100.0

In the district of Khushab, of the 323 beneficiari@ho are receiving payments from the
ATM, 30.7 percent reported that they could retridkieir payments without assistance.
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However, 69.3 percent claimed that they needed imefptrieving their payments from the
ATM. See Table 32 below.

Table 32 : Retrieving Payments without assistance-Klshab

Number of beneficiaries Percentage

Able to Retrieve Payments Without Assistance 99 30.7
Not Able to Retrieve Payments Without Assistance 224 69.3
Total 323 100.0

9.2.1 Charging of Fee for Receiving Payments
Table 33 & 34 illustrates whether a fee was chafgegbroviding assistance to beneficiaries
who could not retrieve payments themselves in Badoh Khushab.

Table 33: Charging of fees for receiving payments-Bin

Debit Card
Number of Beneficiaries Percentage
Paid a fee to receive payments 9 11.8
Did not have to pay a fee to receive payments 6 88.2

7
Total 76 100.0

Of the 76 beneficiaries in Badin who require assisé for retrieval of payments, 11.8
reported that they were asked to pay a fee. 88@peof the beneficiaries were not asked to
pay a fee for acquiring assistance.

Table 34: Charging of fees for receiving payments-Kirshab

Debit Card

Number of Beneficiaries Percentage
Paid a fee to receive payments 15 6.7
Did not have to pay a fee to receive payments 209 93.3
Total 224 100.0

In Khushab, among the beneficiaries who requiréstsxe for retrieval of payments, 6.7
percent reported that they were asked to pay &f8.percent of the beneficiaries were not
asked to pay a fee for acquiring assistance.
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In the district of Kurram Agency, the Pakistan Pwas used for delivery of payments to the
beneficiaries, during the Phase 6 Spot Check. Rwstdeliver the money orders to the
beneficiary’s address or alternatively the benafies go to the Post Office to collect their
money orders. Identification is checked at the tiaiepayment, using the CNIC of the
beneficiary.

Collecting Payments from the Post Office

9.2.Private Cost and Outreach
An efficient payment mechanism minimises privatestsowhile increasing the outreach.

Money orders sent through the Post Office are ssggbto be delivered at the doorstep of the
beneficiary. However Table 35 shows that 80.0 perad the beneficiaries in Kurram
Agency collected the money orders themselves fl@rPost Office. Only 20.0 percent of the
beneficiaries reported that the money order wasgoeielivered by the Postman to the
beneficiary at her doorstep.

Table 35: Payments Collected at the Post Office-Kuam Agenc

Number of Beneficiaries Percentage

Yes 16 80.0
No 4 20.0
Total 20 100.0

For the 16 beneficiaries who collected paymenti@Post Office, 37.5 percent reported that
the postman asks for a delivery fee, 25 percenedtthat they work and are mostly not

available at home, 37.5 percent are of the view the postman does not deliver money
orders at their door step and they have to cotlexipayments at the Post Office themselves.
See Table 36.

Table 36: Reasons for collecting Payments at the Rd3ffice

Number of Cases Percentage
The Postman asks for money for home delivery 37.5
| work and mostly not available at home 4 25.0

The Postman does not deliver money orders- wexgected 375
to collect them from the Post Office

Total 100.0

9.2.1. Distance to Post Office
Figure 10 summaries the distance that beneficidrée® to travel to go to the nearest Post
Office in District Kurram Agency to collect theilmpments. Only 12.6 percent beneficiaries
from Kurram Agency sample have to travel less tAdams and 62.5 percent beneficiaries
have to travel 3-5 kms. The distance of the frasels greater than 6 kms for 25.1 percent of
the beneficiaries.
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Figure 10: Distance to Franchise-Pakistan Post (N€)}
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9.2.2. Cost of Travelling to Post Office
A greater distance from the Post Office leads ghéi transportation costs. Table 37 shows
that 43.8 percent beneficiaries had to pay mora Ra50 to visit the nearest post office.
This expenditure fell within the range of Rs.26#6018.8 percent. 18.8 percent beneficiaries
paid less than Rs.25 and did not incur any tranapon costs respectively. Beneficiaries
who were unable to walk due to disability, illnessold age but were living at a small
distance from the Post Office may have also bormmaveelling expenditure.

Table 37: Cost of travelling to Post Office
Number of Beneficiaries Percentage

Rs. 10-25 3 18.8
Rs. 26-50 3 18.8
More than Rs. 50 7 43.8
No cost 3 18.8
Total 16 100.0

9.2.3. Number of Visits
There is an addition in the total expenditure @mg$portation due to the number of trips to
the franchise. There have been instances wherbemheficiary had to visit the Post Office
more than once to collect one payment/instalmest.sAown in Table 38, the maximum
number of trips to collect one payment in KurrameAgy was 5. The mean number of visits
is 2.50.

Table 38: Mean Number of Visits- Pakistan Post

Number of Number of Trips
Beneficiaries

Minimum Maximum

1 5 2.50
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Table 39 shows that 75.0 percent of the benefesaniere unable to collect their payments on
the first visit to the franchise. 25.0 percent heerereported that they can successfully collect
their payments in one trip to the franchise.

Table 39: Number of visits to Post Office- Pakista®ost

Number of Beneficiaries Percentage
One Trip 4 25.0
More than One Trip 12 75.0
Total 16 100.0

Figure 11 shows why 75.0 percent of the Pakistast Beneficiaries had to re-visit the Post
Office. There may be a different reason for eagh tdence, there were multiple responses
for why beneficiaries have to revisit the Post €Hfto collect one payment.

Figure 11: Reasons for more than one trip to francise- Pakistan Post (N=12)
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As figure 11 shows, out of a total 12 responderite Wwad to visit the Pakistan Post more
than once to collect their payments, a percentdds8@ percent was recorded against the
reason that the PO had not received the paymemerdentage of 41.7 percent was also
recorded against the reason that the respondedtsohaait too long for their turn in the
gueue. Additionally 8.3 percent reported that thagl forgotten their CNIC at home.

9.3. Receiving Payments
As stated earlier, the intention of the programshéoi empower women. Thus, women are

selected as beneficiaries from eligible househdhiorder to ensure that all payments are
passed on to the receiver woman, collection of maye by the beneficiary herself is

emphasized. However, as shown in Table 40, paymargs also collected by non-

beneficiaries.
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Among payments collected from the Post Office, g@yments were collected by the
beneficiary in 31.3 percent cases. 68.7 percerth®ftime the payment was collected by a
non beneficiary from the Post Office. In all, 4 easvhere the payments were delivered to the
beneficiary’s house by the Postman, the beneficiaag present to collect the payments
herself.

Table 40: Collection of Payments-Pakistan Post Disiit
Collecting Payments from Post Office Receiving Payments at Home

Number of Beneficiaries Percentage | Number of Beneficiariey Percentage

Collection of Payments
by Non-Beneficiary 11 68.7 0 0.0
Collection of Payments 5 313 4 100.0

by Beneficiary
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Table 41 below shows the preferences of benefesaroncerning the frequency of payments.
41.9 percent of the beneficiaries in District Bagnefer to receive payments on a monthly
basis. Moreover, 12.9 percent expressed a desiee#ive bi monthly instalments while 44.3

percent and 0.9 percent of the beneficiaries ditmereceive their instalments every three
months and every four months respectively.

Table 41: Preferred Frequency of Payments-Badin

Number of Beneficiaries Percentage
Every Month 188 41.9
Every 2 Months 58 12.9
Every 3 Months 199 44.3
Every 4 Months 4 0.9
Total 449 100.0

Table 42 below shows the frequency of receivingainsents as desired by the beneficiaries
in District Khushab. A majority of beneficiariesgi 52.3 percent expressed a desire to
receive their instalments on a monthly basis. 2&gnt reported a preference for receiving
payments on a bimonthly basis while 40.3 percengressed a desire to receive their
instalments of payments on a quarterly basis. Qrypercent of the beneficiaries desired to
receive payments every 4 months.

Table 42: Preferred Frequency of Payments-Khushab

Every month 169 52.3
Every 2 months 19 5.9
Every 3 months 130 40.3
Every 4 months 5 15
$ o> % # %(

Figure 12 below shows the reported satisfactiorlle¥ the beneficiaries in Badin with their
respective mode of payment. 32.1 percent reporwdgb‘'Satisfied’” with this mode of
payments with 16.7 percent reported being ‘Payti8ktisfied’. Additionally, 38.5 percent
beneficiaries reported being ‘Very Satisfied’ ariZl7Lpercent of the beneficiaries reported
being ‘Dissatisfied’ with the Debit Card mode ofypzent.
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Figure 12: Satisfaction with Mode of Payment-Badin
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Figure 13 below illustrates that 60.1 percent & Heneficiaries in District Khushab were
reported as ‘Satisfied’ with this mode of paymefhiles 29.7 percent felt ‘Partially Satisfied’
with the Debit Card mode of payment. 2.5 perceainwed that they were ‘Dissatisfied’ with
this mode of payment. Additionally 7.7 percent loé¢ tbeneficiaries claimed that they were
‘Very Satisfied’ with the Debit Card mode of payménplemented in the district.

Figure 13: Satisfaction with Mode of Payment-Khusha
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Figure 14 below shows the satisfaction levels ofefieiaries with the Pakistan Post mode of
payment currently prevalent in District Kurram Aggn 45.0 percent of the sample
beneficiaries stated they were ‘Satisfied’ withstimode of payment. 30.0 percent reported
being ‘Partially Satisfied’ while 25.0 percent refgal they were ‘Dissatisfied’ with this mode
of payment.
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Figure 14: Satisfaction with Mode of Payment-KurramAgency
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Reliability of a payment procedure is the predidigband timeliness of payments. A

payment procedure is considered reliable if thealments follow the programme design and
are generated/ delivered at regular intervals.

As shown in Figure 15 below, 29.6 percent beneiesain Badin rated the reliability of this
mode of payment as ‘Good’. 16.5 percent rated itFas’ while 11.1 percent rated the
reliability as ‘Poor’. Also, 42.8 percent of the nediciaries considered the reliability
‘Excellent’.

Figure 15: Reliability of Mode of Payment-Badin
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Figure 16 shows that in District Khushab, 57.6 petcof the beneficiaries ranked the
reliability of this mode of payment as ‘Good’. 33&rcent considered it as ‘Fair’ and 1.9
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percent rated the reliability as ‘Poor’. 7.4 petcehthe beneficiaries rated the reliability of
Debit Card as ‘Excellent’.

Figure 16: Reliability of Mode of Payment-Khushab
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Figure 17 relates to reliability of the PakistarsPmode of payment being used at current in
District Kurram Agency for disbursal of payment€.@ percent of the beneficiaries in
Kurram Agency rated the mode of payment as ‘Gob8.0 percent beneficiaries rated it as
‘Fair’ while 25.0 percent considered the relialyiliff this mode of payment as ‘Poor’.

Figure 17: Reliability of Mode of Payment-Kurram Agency
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A Focus Group Discussion (FGD) was held in DissriBadin and Khushab to get insights
from the beneficiaries about the payments theyereiving. No FGD could be conducted in
Khurram Agency due to heightened security concerns.

The current system of payment activated in bo#tridis is the Debit Card. The Main
stakeholders in the system i.e. the beneficiany,ghyment agency, the franchise, the BISP
local staff and the IDS representative participatethe FGDs. The aim was to obtain the
perspective of all the stakeholders involved in pagment process. The beneficiaries were
asked different questions regarding the paymentgleatify, difficulties, grievances and
problems in the payment system.

In both Districts, beneficiaries were provided AT®Aards to withdraw payment from the
ATMs.

Beneficiaries in both districts reported the ind@pito use the ATM. This may be the most
unfavourable component of the Debit Card mode ofmmnt. Insufficient knowledge of
using the ATM raises the need to seek assistante depute someone else to collect the
payment. It was reported that security guards det&iTMs in both districts are asked for
help, who in turn, charge a significant amount @n@y. Additionally, as most beneficiaries
are llliterate and live in inadequately structurexises, more often than not, the Debit Cards
and PINs are misplaced. Hence a large number oplenmts are registered in this regard.
Also, the inability to use the ATM results in Dekltairds being stuck inside the ATM. This
has become a matter of concern for the bank officiank authorities are also
inconvenienced by the long queues formed by beaefs outside the bank ATMs. Officials
and beneficiaries alike suggested that trainingukhde provided to the beneficiaries for
properly using ATMs.

The distance to payment outlet is yet another malstacle in the Debit Card mode of
payment. Participants in the district of Khushgborged that only 3 ATMs are available from
which the BISP beneficiaries are able to colledirthrespective instalments. Given that
beneficiaries may live in distant villages from tbiey area, a high cost has to be borne in
order to travel to the city to collect their instants. Also, Officials in Khushab reported a
figure of 8,736 active beneficiaries, who colldeeit instalments from three ATMs. Due to
the absence of notification regarding the avaiigbdf a beneficiary’s respective instalments,
a crowd of beneficiaries are present outside eath An the assumed date of payment
collection. These assumptions are generated frenmnformal channel of information which
exists in the districts. It was observed that ditial system of notification does not exist in
the districts and thus both beneficiaries and @fiscface numerous difficulties. The bank
officials also added that crowds of beneficiariess@e banks are a source of disturbance for
other bank customers.
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Answering the question as to why a system of ratifon does not exist, BISP and bank
officials both claimed to be unaware of the dateegkiving payments themselves.

Collection of payments

As there is no requirement of the beneficiary’s CNerification for collecting instalments,
payments in both districts are being collected by beneficiaries. Beneficiary participants in
the district of Khushab reported that in the caisa elative or a friend collecting payments
on behalf of the beneficiary, they do not recetve full amount of instalment. BISP Officials
stated that trusting their relatives and friend®e beneficiaries later register complaints
regarding incorrect payments with the Tehsil Office

Advantages and disadvantages of receiving paymémsugh the Debit Card

Although the Debit Card mode of payments eliminatésrmediaries from the payment
process, the inability to use the ATM stands asagomobstacle in the efficiency of this
system. Additionally, as compared to the Pakistast mode of payment where a delivery of
payments prevailed, in the Debit Card mode of paymieeneficiaries have to travel to the
ATMs themselves. Also, losing Debit Cards and Pédss to the list of issues. Collecting
payments and registering complaints regarding dd$3ebit Card/PINs entails a considerable
cost on a beneficiary household’s income.

However, beneficiaries rate this Debit Card modeayfment as secure and flexible in terms
of collecting payments whenever they want.

Beneficiaries are overall convinced and satisfieth this mode of payment suggesting that
this method is more secure and beneficiaries caimdvew their money any time and from
anywhere. Also there is no intervention by the ¢tase and thus no deduction of money as
was in some cases with the Post Office.

Suggestions to improve the processes in both clistinclude provision of training to use
ATMs and opening an additional number of franchigedditionally, the appointment of a
BISP Official at the payment outlet should be dieelc This will allow the official to rectify
minor problems of the beneficiaries at spot andicedthe burden on the Payment Agency
Officials.
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3 % %
Badin
Participants Name
Khurram BISP Official
Salman Askari IDS Representative
Karima Bibi Beneficiary
Sabani Beneficiary
Zainab Beneficiary
Nooran Beneficiary
Noor Jahan Beneficiary
Khushab
Participants Name
KausarParveen Assistant Director- BISP
ZareenGul Nawaz MCB Representative
AlamKhatoon Beneficiary
HayataanBibi Beneficiary
SallanBibi Beneficiary
Sabhari Beneficiary
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