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PAKISTAN NATIONAL SOCIAL PROTECTION PROGRAMME

Environmental and Social Systems Assessment

(ESSA)
EXECUTIVE SUMMARY
Purpose OfESSA
1. The Environmental and Social Systems Assessment (ESSA) has been prepared by the World Bank for

the proposed National Social Protection Program (NSPP). The ESSA doonssocial aspects only dke
initial screening and assessmeNtNSPP design clearly indicatdldat there were no significant environmental
impacts of the ProgranThe Initial Risk Screening also highlighted thHdinciples 1, 5 and 6 of the ESSA
pertainng to the Overall Management ofSocial Risks, Access to NSPMHenefits bythe Marginalized,
Vulnerable and Indigenous Peofle) and Social Conflictwere relevant for the ESSA exercise.

2. ESSA includes the following information: (a) a summary of sodgkisrand benefits associated with

the proposed activities required to achieve the Program Development Objective (PDO) and the Disbursement
Linked Indicators (DLIs) for each results area; (b))
thapd vy to these activities; (c) an evalwuation of the
soci al management systems; (d) an assessment of the

management systems are consistent wittBtleen k s cor e envi r on marelatmitothen d soc i
Bankd golicy and associated guidance materials; and (e) a set of recommendations and actions which the
borrower has agreed to undertake to improve the implementation of applicable systems.

3. This report was prepared lje Bank staff and consultants through a combination of reviews of
existing program materials amdailable technical literature amdsentiallyajualitative field research consisting

of interviews withkey informants focus groupsdiscussions an@dministration of aquestionnairdo BISPS s

field staff Findings of the assessment will be used in the formulation of an overall Program Action Plan (PAP)
with key measures to improve social management outcomes ¢fralgeam. The fidings, conclusions and
opinions expressed in the ESSA document are those of the Rankmmendations contained in the analysis
have beemliscussed and agreed with Bevernment of Pakistan and counterparts.

Program Objectives, Result Areas And Disbursemnt Linked Indicators

4, The Program Development Objectiveis to strengthen the national social safety net systems for the poor
to enhance their human capital and acte@ssmplementary services.

i. The Program will advance strengthening of safety net systelish wm turn will:

a. Consolidate the achievements, and ensure effective delivery of basic income support and cash
transfers linked to education -tesponsibilities, which collectively demonstrated impact on
promoting the human capital development of childsgmeducing short term malnutrition and
improving enrolment and attendance to basic education.

b. | mprove beneficiariesdéd access to compl ementar
the poor with opportunities to achieve sslffficiency over the loger run.

il. Specific interventions to be supportedtbg Program fall into the following two resalteas:
(i) Institutional and Systems Developnmeduding update of the NSER, and strengthening
administration and service delivery of BISP programs.
(i) IncomeSupport for Human Development and Access to Complementary Sendgiceing
consolidation and expansion of the WeT progr
complementary social and productive services.

A core principal of the ESSA is to favoi d-confichaccasrobaenssobect®oci al con
territorial di sputes. o0 Page 6, Interim Gui danc ek Dmetatons®olicyEnvi r on me
and Country Services, June 18, 2012.



Result Area One: Institutional and System®evelopment

5. Update of National SocieEconomic Registry(NSER). The Program wilksupportnationwide update

of the NSER to maintain a relevant and credible regi§thys will build upon the lessons learned from the
ongoingfirst phase of the NSER updatshich is being implemented in 16 districts by using a revised PMT
formula. The first phase is using a combination of edoedoor survey and edemand registration in selected
districts. AValue for Money (VfM)analysis is being carried out to assesscibimparative outcomes of each
approach. The results of the VfM study will inform the final approach for the national rollout of the NSER
update.

6. Improved Safety Net Administration and Strengthened Service Delivery The Program will

support the government to improve BISP systems and operations towards a more beneficiary centric service
delivery model.This includes support tenhance trgISP MIS with adequaterpcedures for data cross checks,

and regular internal anekternal reporting standards for improved transparency and accountal#iRyTehsil

offices are the frontline for program operations, however, they face capacity constraints and have inadequate
service delivery procedures and standardd.| SP 6 s ferationalr teajectorp will entail expanded
responsibility of Tehsil office staff v&vis: implementation of the WeT program; increased interaction with

and support to BBCs; and integrated case managemergneficiaries The Program will support a result
oriented revision of the current operating model for the field offices along with implementation of the new
modelThe Programwill also support enhanced communication as a critical component of improved service
delivery.

Result Area Two: Income Support faa Human Development and Access to Complementary
Services

7. Consolidation and Expansion of Waseela-Taleem The Program will support consolidation and

scaleup of the WeT progralh 0 b oost enrol ment and attendance of pri
children (512 year old) in the districts where the supply side capacity is favorable. The Program will support
expansion of the WeT from 32 to 50 districts nationwide.This imillude adjustment of WeT implementation
arrangements \igvis the roles of key actors i.e. BISP, provinces, and implementation partners. BISP will
devise suitable models of collaboration and coordination between federal and provincial authoritiets, distr
education officials, and other local actors. The Program will support capacity building of all key actors,
including the local governments in accordance with their roles in the WeT implementation process. Capacity
building of BBCs will be a key elemeint the expansiorof the Wet programThese committees serve as a vital

platform to reinforce compliance with WeT -cesponsibilities, and will have to be further strengthened to carry

on t his rol e. The Program wil|l siang peoween BIBB &hd Gs r ol e
beneficiaries. In addition, BBCs will be leveraged to share information about the importance of education for
children, provide information about service delivery in education, and at the same time offer an opportunity for

the beeficiaries to share their concerns with the service providers.

8. Access to Complementary Social and Productive Servicgbe Program will facilitate BISP

benefi ci ar icanplémentacy csecislsand tpimductive servigath an expectation that, overnie,

participation in these programs will contribute to theirimproved welfare and economgufidfency. Social

programs include, among otheeslucation nutrition, anchealths er vi ces such as the Pri me
Health Insurance scheme. Puotlve services would include labor markaterventions such as access to

finance, formal and neformal skills training, anésset transf schems such as the oredministered by the

Pakistan Bverty Alleviation Fund (PPAF) e Program will supporassessment of beneficiary characteristics

union council level by using the updat®&l6ER data tddentify needs visxvis the relevantcomplementary

servicesThe Programwill support the management tools to operationalize linkages.

Technical Assistance S$10 million equivalent)

9. A Technical Assistance (TA) component will be an Investment Project Financing (IPF) loan for an
amount of US$10 million. The objective of the TA component is to strengthen the capacity of the
implementation agency to design, deliver, and monitor and eealua activities needed to achieve the Program

objectives. The Operation will provide strategic TA to guide the achievement of DLIs and Program Actions;

2 currently, there are 383 functional Tehsil offices out of a total sanctioned number of 452. The gap in numbers is dsectaripggroor
accessibility and few number of current beneficiaries in areas witfiumational Tehsil offices.

2



support capacity building of the implementing agency, BISP, where necessary; and finance spegpalized i
identified by BISP. This will be achieved through assistance in four programmatic areas: development
of a dynamic National SociBconomic Registry (NSER) model; Monitoring and Ewdion

(M&E); capacity building; and strengthening of fiduciary,social and environmental controls



Table 1.1: DisbursementLinked I ndicators

Unit Indicative Timeline for DLI/DLR Achievement
Total Metz);su Type of DLI
Financing As % of remen Scalability of (Process,
Allocated Total DLI i YO or Disbursement Output
to DLI Financing Baseline (No Prior Year 1 Year 2 Year 3 Year 4 S Intermediate
(US$ Amount o | Results (Yes/No) Outcome
million) YIN, Outcome)
text)
DLI 1. Atleast | JPto
50% of
Percentage 10% of BISP
of BISP BISP -
. - benefici | Up to 80%
beneficiary beneficiar
ary of BISP
households y ..
househol| beneficiary
from Phase 2 household ds f h hold
(national s form s from ousenolds , ;
Phase 2 | from Phase | (No DLR in Intermediate
rollout) 0 % Phase 2 o . X . Yes
— . o districts | 2 districts this perial) Outcome
districts with districts
updated have have have
PF())vert undated updated | updated PSC
y P PSC information
Score Card PSC . .
. . informat | in the NSER
(PSC) informatio | . .
\ . . ion in
information nin the the
in the NSER NSER NSER
Allocated
amount:
(USS, 35 38.89 15 10 10 0
millions)
Definition/ This DLI measures the update of welfare information of current BISP beneficiary households in the NSER. The nationwidethpd$ER aims to include
Description | all households in Pakistan interested to provide mé&ion. In accordance with the operational guidelines of the NSER update, information on householg
of welfare gathered through the PSC Survey will be entered into the NSER database. All surveyed households will receivesoergPMT

achievement




The update of welfare farmation of current BISP beneficiary households in the NSER can be robustly measured based on the unique national ID of th
recipients of benefit transfers (a prerequisite to access BISP benefits). This DLI will be met when PSC informatiorgef tirecintage of BISP beneficiary
households (current beneficiaries FY2016/2017)@2m the NSER update Phase 2 have been upditede 2 districts include all districts of Pakistan exce

the first 16 districts included in Phase 1 of the NSER update.

Scalable
after the
DLR for
:::rbien Scalable after
theDLR for
met. Year 2 has
US$15 ﬁtLIJ;)seque been met.
million to $2,500,00 Subsequently
be owillbe | $.000.000
Formula disbursed | disbursed disbursed for | @
on for every
. 10 every 15
achieveme percentage
nt of 10% percgntag points
DLR e points increase in the
increase
in the DLR, up to
DLR. u the DLR for
U0 this Year 3
to the
DLR for
this Year
2
Currently,
o) 2, BISP has
Percentage
. not
of tehsi redefined
: . 0
offices with Staff At Ieas_t20/o Up to 40% of
adequate - of tehsil o
; responsibilit ) tehsil offices
skills and . . (No offices .
. ies to align (No DLR . . trained and .
performing ; S DLR in | trained and . Output/Intermedi
. with new % in this . ; performing Yes
redefined o ) this performing ' ate Outcome
o tehsil office period) : ' redefined
responsibiliti . period) | redefined o
X functions, . ... | responsibilitie
esin responsibiliti
therefore, S
accordance es
X no staff
with
. have been
Operational .
- trained
Guidelines .
accordingly




Allocated

amount:
(USS, 5 5.56 o} o} 3 2
millions)
Definition/ This DLI refers to adequate capacity in tehsil offices for improved services to beneficiaries. This will be based onaffiediebpacity assessment;
" operational guidelines duly approved by the Secretary, BISP; a trainidiglenor new responsibilities; a training plan and refresher training plan; and trair|
Description | . o L . AT . .
of imparted to 40% tehsil offices with fair distribution across provinces and regions.

achievement

Redefined responsibilities will include, but will not be limited to integrateg caanagemedtas defined in the operational guidelines.

scalable after
the DLR for
Year 3 has bee

US$3 met.
million (0 be | & 000 wi
Formula o} d dlsb_ursed O e disbursed fo
achievement every 10
of 20% percentage
DLR. points increase
in the DLR, up
to the DLR for
this Year 4
BISP MIS
audit has
been
DLI 3. No system (No completed,
S audit has Yes/N .(NO .DLR DLRin and .| (NoDLR in Output/Intermedi
enhancement been done in this . accompanyi . . No
. o] ) this this period) ate Outcome
action plan on the BISP period) iod ng MIS
implemented MIS period) enhancemen
t action plan
has been
implemented
AIIocate.d 5 556 i i 5 i
amount:




Definition/

This DLI aims to enhance the data integrity, security, and operatonatiness of the BISP MIS including NSER. The DLI will be met when an independe

Cl?fescnpnon audit firm, with established expertise, conducts a complete audit of the overall BISP information systems includingutesy amadda timéound action plan
. for enhancemeris developed and satisfactorily implemented.
achievement
Formula 0 0 0 0 0
In at
least 32
WeT
DIl 2, districts,
Number of
WeT
Waseelee-
related In up to 50
Taleem ; -
function WeT districts,
(WeT)
. s are WeT related
districts . .
being functions are
where WeT : X ;
related (No DLR carried _ beingcarried _
; A out by (No DLR in | out by Output/Intermedi
functions are 0 % in this 7 . . 0 Yes
4 . provinci | this period) | provincial and ate Outcome
carried out period) .
N al and tehsil offices
by provincial ; )
; tehsil in accordance
and tehsil \ . .
) . offices with offices
offices in ) .
in operational
accordance A
X . accordan guidelines
with revised ;
Operational ce W|th
Guidelines operatio
nal
guidelin
es
AIIocatgd 10 11.11 3 5 o} 5
amount:
The objective of this DLI is to ensure continuity of key WeT functions through their internalization within the respssifitiesignated BISP staff. This wil
be elaborated in the revised WeT operatigneédelines to be approved by the Secretary BISP. This DLI will be met when the below outlined functions af
Definition/ included in tehsil and provincial office KPIs; and offices are accordingly carrying out these responsibilities as measgtredrithual performmee
Description | measurement arrangements.
of

achievement

Provincial functions include microsupply capacity assessment and coordination with provincial education departmentficéehsponsibilities include
ongoing registration of beneficiary children and data entry for dange verification. Functions will be outlined in operational guidelines for provincial ang

tehsil offices.




scalable after
the DLR for
zﬁlfosn Year 2 has beer
met.
to be Subsequently,
disburse $2,5000,000
don will be
Formula 0 achieve 3 disbursed for
ment of every 9 point
32 increase (9
P districts) in the
g'EtF;'CtS DLR up to the
) DLR for this
Year 4
DLI 5. At least 1
Number of million %Fijllitc?nls
children of children of .
WeT WeT children of
- - WeT
beneficiary beneficiary beneficiar
families paid families are o y
. families are
for at least paid for at ;
(No paid for at
two - (No DLR . least two
: 0.5 million S DLR in . least two
consecutive : % in this . consecutive . Yes Outcome
children ' this consecutive
quarters period) eriod) guarters Larters based
based on P based on gn
compliance compliance i
with with compliance
with
attendance attendance
co- o atterdance ce
responsibiliti responsibiliti ;esponsmllltle
es es
Allocated | 22.22 5 5 10 10
amount:
Definition/ The DLI will be met when the BISP MIS confirms that the designated number of children are attending school and corrésmiletihgve been paid for tw
Descripton [consecutive quarters against compliance data col | ectrengdatais dsedaagarnerate e
of payment lists against which the PSP release funds to respective benefie@ridies are considered paid for each of the two consecutive quarters when n

achievement

is transferred by the PSP to beneficiary accounts.




US$10
million to be
disbursed on

scalable after
the DLR for
Year 3 has beer
met.
Subsequently,
$2,000,000

Formula 0 0 million will be
pgy_ment tol disbursed upon
million payment to
children. every 100,000

children up to
the DLR for
this Year 4

Ina

minimu

m of

2,000

DLI 6. Union

Number of Councils In a minimum

Union in WeT of 2,500

Councils in districts, Union

WeT at least Councils in

districts that one WeT districts,

have at least BISP at least one
one BISP Benefici BISP

Beneficiary 1’6.00 Numbe .(NO .DLR ary (No DLR in | Beneficiary Output/Intermedi

. Union in this . . ) X Yes

Committee Councils r period) Committ | this period) | Committee ate Outcome

(BBC) ee has has been

formed and been formed and

respective formed respective
mother and mother leader
leader respectiv trained on
trained on e mother core WeT
core WeT leader functions
functions trained

on core

WeT

function

s




Allocated

. 5 5.56 o} 3 0 2
amount:
Definition/ This DLI measures progress in the formation and training of the BBCs, essential for WeT implementation. At least onelB8B€ femmed and trained in all
Description | Union Councils (where there last 10 WeT beneficiary families) in each of the 50 WeT districts. The protocols for BBC formation require that at least
of meeting of the BBC has been held, and BBC mother leaders receive training on core WeT functions. These include thriodnéaael mechanism,

achievement

motivating WeT compliance, and providing feedback to BISP and its implementing partners.

Formula o} o} o} 0 0
For at least
60% of Union
DL 7. Councils,
Percentage BISP has
of Unlo_n . developed ang
Council with made
information available
on (online and
aggregatgd . (No for
ghoa]lcrgcl:éeprlstlc % i(r':l?hiZLR DLRin | (NoDLRin | provinciallteh No Output/Intermedi
o : this this period) | sil offices), ate Outcome
beneficiaries period) iod inf :
available at period) information
all on aggregated
- . characteristics
administrativ of BISP
erlg\\//iz:ir]:o(;f beneficiaries
P for provision
complementa of
ry services complementar
y services
AIIocatgd 5 556 3 d o} 5
amount:
Definition/ This DLI measures progress in the analysis and availability of data on beneficiary characteristics for the delivery meotanplgervices. To facilitate acceg
Description | to these services, BISP will develop an nalmodule to assess beneficiary characteristics using updated PSC information. The DLI will be met when
of information on beneficiary characteristics is available online for 60% of Union Councils; and available for use by pamdrteiasil levels, in acegance with

10



achievement

the complementary services operational guidelines.

o} o} 0 0
Formula
DLI 8.
At least
Number of 400,000 BISP
BISP o
b - beneficiary
ST (No households
households (No DLR . :
X Numbe R DLRin | (NoDLRin | have at least
with at least 34,736 in this ; . . No Outcome
r : this this period) | one member
G TS period) eriod) enrolled in at
enrolled in at P I
east one
least one
complementar
complementa )
i y service
ry service.
o} o} 0
Allocate_d 5 5.56 5
amount:
Definition/ This DLI measures progress in systematically facilitating access of BISP beneficiary households (including their members) witerdamypemal and
Description | productive services for which monitoring mechanisms are in place in accordance with complementary servimesbpemtlines. Beneficiary households ¢
of those who are receiving basic income support at the time of enrollment of their members into complementary service dBigpviél database of
achievement| complementary service providers and enroliment numbers witkldfus to monitor uptake of services by BISP beneficiaries.
Formula o} 0 8 8 8
Total
Financing 90 100
Allocated:

11



Environmental Impacts

10. The original project was rated as a category #AC
impactsThe proposed PforR operation is consistent with the requirements of Bank policy in that it does not
undertake or support activities, which are considered to be a high risk from an environmental perspective. The
overall scopeof the Progranis to stengthen the Ga/r n m eexistingy social safety net systesnand ensure

effective delivery of basic income support and cash transfers linked to educatiespoasibilities, which

collectively demonstrated impact on promoting the human capital develomiehiidren by reducing short

term malnutrition and improving enrolment and attendance to basic education. Similarly, the interventions of the
program cover the two result areafg) Institutional and Systeni3evelopmentincluding update of the NSER,

and strengthening administration and service delivery of BISP program$)ahmtome Support for Human
Development and Access to Complementary Servioeliding consolidation and expansion of the WeT

progr am, and facilitating beneficiariesd access to c
analysisindicates thathe cash transfers are leading to improved wellbeing among beneficiaghlotds and

have not resulted in any negative effects on the environriestanticipated that the project will continue to

have no negativenvironmental effects with not any physical and infrastructure interventions in future.

Social Impacts

11. As aProgram with the largest coverage of any income support program in Pakistan, the NSPP will lead
to positive benefits fothe poor householdsespecially women. Moreover, social benefits will include greater
coverage of the poor (vulnerable, marginalizett.) and greater proximity of the Program to the poor. The
Program will facilitatefurther refining of the on-goingorogram through a new NSER design &inéling of the
beneficiaries tocomplementary programs. There will be an increased feedback from thnetqpdine tune
paymentdelivery systems and decrease delaygpaymentprocessing and delivery and reduction of hon
deserving recipientsThe concept paper on new payment system emphasizes that beneficiary centric payments
will result in more transparegalue to biometrieenabled disbursemerdase adccesdo beneficiarieghrough
establishing more touch poirfir payment deiveryfacilitating the exceptional cases by personalized debit card
whose biometric verification is an issue, alternativechanism of payment in fflung areas and training of
agents and communities.

12. ESSA reveals thatdy risks can be grouped under (i) access to program benefits for marginalized,
vulnerable people and IP as well as (ii) social conflic€ore Principles ofthe ESSA These Core Principles
were selected based treinitial risk screening of Programterventions (See AnnexIN.

13. The women beneficiaries belong to not just a very poor group but also a highly marginalized and
Afvoi cel esso gr oy @mgencyhand powea Fiekd sconduliatiomsreal that lack of financial
knowledge, dependence on men for financial/public matters and lack of awarenesinaboial literacy has

often presened hurdles in the way that women access and use the gfaihis studies (such as tBecond

Impact Evaluatiojfound that about 64% of women retain use of the cash, ESSA consultations also found cases
where men keep money withdrawn on behalf of women. Biometridaeagidn for payment withdrawal, which

the NSPPintends to introducewill prove instrunental in reducing this risk he SecondimpactEvaluation of

the BISP progranhighlights that more than 96% of beneficiaries are satisfied twigh payments and use of

the debit ardOn the other handiteraturealso confirms that lack of familiarity with the payment instrument,

lack of access to information and inexperience in handling documents at times create issues for BDC users. In
35% of the cases that Mott MacDonald and DFID reviewed, either the beneti@dryost, misplaced or
damaged the BDC. In 31% of the cases she had lost the PIN. Almost 23% had their cards blocked, and 8% had
exchangedt with another card and card capture was reported by B%e ESSA field surveysupports this

finding and the fieldevidence suggesthat most beneficiaries do receive their gréfgwever, the ESSA found

that sever al i nter medi ar i es biitied Ehis is manky elue todheoastrainlsge o f v
on wo me n 0 s Oftenoduards fort thie. represatative bankwere identified asone such type of
intermediay. BISP beneficiaries ofteffind it cheaper topay avoluntary fee to anyone who travels and
withdraws paymentsn their behalfln addition to mobility problems, lack of financial literacy amdBigP
beneficiaries plays a major role in creating space for intermediaries to access payments on behalf of
beneficiarieslt is vital that above issues are clearly understood while finalizing the new payment mechanisms.

®http://www.bisp.gov.pk/Others/2ndimpactEvaluationkyiti://www.bisp.gov.pk/Others/2ndImpactEvaiea.pdf
* Spot Checks and Beneficiary Feedback, Grievance Redress Repori,, GBRS. P. 34
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14. Whil e Bl SP6s Cas e andiwlLgse Manageme eepdostate that most of the
complaintsreceivedare resolved, somgeneficiary women from thE S S AgGaditative sample shared that their
grievancesdate back to several months to a year and a°Halitthemore findings from the ESSA field
assessmeodnfirm thamost of thebeneficiaries areunawareof the complaints procesdinder the new
payments modex comprehensive payments MIS has been proposed that will integrate payments complaints and
grievances with partner paymentndee providers/banksMIS interfac This will allow for more efficient
tracking of payment GRM.

15. Initially, BISP startedcashdisbursements through Pakistan PosagidMoney Order system in 2008.
Subsequently it conducted pilots in 2010 (withtional Database and Registration AuthofitdADRA 1 using
SmartCard) and in 2011 (with Banks anicelecoms using Mobile BankingY.oday bulk of payments are
disbursed using Debit Cards issued by Banks which are used by Beneficiaries at ATMs all déstensapal
at designate®oint of SalgPO9 locations.

16. NSPP also needs a mechanism to addmgistration (for inclusion in BISP) issues facednopile
population. Similarly, vulnerable groups often move from place to place for livelihood or for begiak It is

difficult to help such mobile populatias BISP proceduresurrently in placefind this complicatedThe Bank

is supporting BISP to advance towards a more dynamic NSER, but the institutional infrastrutterecsl

level (ocal goverments) in Pakistan needs to be furteeengthenedbeforetaking a step furthedn the past,

the Government has proposed Mobile Registration Vehicles (MRVS) as a measure to reach out to mobile
communities. ESSA understands that registration of mgloifulations (displaced as well as nomads) is a very
sensitive matter and only a properly devised sydiased intervention can serve as a sustainable solution. For
this purpose, BISP must proactivelyoea ge wi t h NADRA, t h eutharity, and tagenciéss r e gi S
with direct experience of registering mobile populatidies develop a mechanism that allows mobile
communities and individuals to be recorded, verified and updated.

17. NSPP rolled out a social mobilization process in selected districWdgeta-e Taleem \WeT). This

served as a vehicle for beneficiary women to develop a platform for not just accessing education for the children
but in some casesjpporting each other for improved assdo BISP benefits. While social mobilization
improved sbool enrolment under WeT, its potential to cheektseeking use group dynamics for greater
communication between BISP and its beneficiaries, enable beneficiaries to voice their concesmgpand
disseminatiomemainedargely untapped. BISP will rolbut the social mobilizatioprocessinder NSPRnd the

ESSA strongly endorses thigitiative. However, a number daftepsneed to be taken by BISP to ensure that
social mobilization serves to build trust, facilitate communication and check rent sebkilggs social
mobilization isimplemented in an effective manner in tune wlitisal communities, it can present serious
problems.

18. ESSA field missions and stakeholder consuitagireveal that the Kalash (theligenoud?eoplé have

a peculiar and distinct understanding of poverty that doesvestapwith the mainstream definitions that place
emphasis on asset ownersdtifiousehold levelTheir assets have a transient qualdye communally owned
and are neither permanentrraosource of regular incomiurther, their definition of households is also transient
and embedded in their attitudes to the institution of marriage as defined in their dblitirey the previous
poverty score card survey (2010), communication problevese reportedbetween survey teams and
Indigenous People (IRpommunities;and survey result interpretatiosf Kalash assets as some regular sources
of income (when in reality this is/was not the cdsé)to the exclusion of several otherwise poor hoolsishn

the valley. The ESSA recommends BI$#explore means through which it cartend its reach taxtligenous
Peoplenoresystematically

19. ESSA assessment shewhat there is no risk of overt social conflict as a result of Program design.
Initial risk screening analysed political conflict and conflict from ineligible people but found that both potential
sources of conflict are neexistant. BISP has enjoyed political support from successive governments over its
implementation. Further, conflict from naacipients towards BISP beneficiaries was not supported by field
evidence. While there may be complaints by individuals who deem themselves to be eligible, this does not
translate into hostility towards those actually receiving gradtavever, there are some issues that lead to

5 According to aCaseManagemenReport 93% of complaints were resolved using technology based systems. According to WeT case
management report 60% of complaiate resolved in less than 90 days.

fSince this isagainst a predefined period for redress and indicategtiimal efficiencyESSA would appreciate if BISP Head Office can
acquire further information from its Tehsil offices and address such pending Bstiesvas collected in presence of BISP field staff and
they are well placed to provide more information on individual cases

"The IP are based in three valleys i.e. Birir, Rumbur and Bumburet. The %age coverage of IPs in above three valleysnegsasn@htio

% by BISP Tehsil Office in Chitral.
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tensions such as¢i) unfriendlybehaviobetween BISP staff and beneficiaries (batlwards BISP staffoy
beneficiariesas well as from BISP staff towards beneficidriasd(ii) inter-agencgoordinationissuesandsome
misplacecexpectations

Assessment ofhe Borrower6 System

20. The BISP Act, Operations ManugDM) and NSER are clear about providing Program benefits to the
poor through women recipients. The eligibility criteria as defined BPBDM defines that thprovisions of the
program are nowliscriminatory and no significant aspects of the program leads to discrimination against
minorities, certain women or age groups, nomads, didaliRs,etc. Further, the Program has flexibility to
include some vulnerablgroups such as disabled and elderly even if they are slightly above the eligibility
criteriaAlthough the nordiscriminatory nature is cledr the program does not ensure inclusivity safme
vulnerable groupsuch as communities facing disasters and initgcand neither does it adopt any specific
measures to reach out to e a particularlymarginalized and disadvantaggwup®

21. BISP has a Social Mobilization Manual and related guidelines and operations documents focusing on
WeT. Yet at the field levehuman resource and financial capacity prevents proper implementation of what has
been envisaged as a system in these docunteunrther, BISP does not have the institutional capacity to steer
the social mobilization process to achieve improved inclusibibeneficiaries. This institutional capacity
building is essential if BISP aims to use the social mobilization process effectively.

22. Capacity is also required in various operational areas to adgssble tensionarising from
inadequate crowd managemeBtSP staff are inadequate in number to deal with the volume of demand. Staff
capacity needs to be strengthened with respeditital skills such agsrowd management, information sharing
protocols etc. BISP offices need to be properly equipped for lpptigram management and safety. Further,
BISP offices need to be adequgtequippedo servebeneficiaries who often travel long distanteget there

Stakeholder Consultations

23. A Consultative Workshop took place with stakeholders as well as BISP ®MN@gember 2016.
Several issues emerged on NSER aadial mobiliation (discussed in detail in Section BJSP assured the
World Bank that it wouldconsider adoptingll recommendations seriously

Recommendations and Proposed Actions

24. Policy RelatedRecommendations

A BISP needs to strengthen its policy specifically with respestiboerability, IPs andocial mobilization.

On a policy levelBISP can benefit from clarity on what constitutes vulnerability. Bl@s terms such as
marginalized, vulnerabl poor, underprivileged, excluded, deprived and distressed interchangeably
needs to define them within its scope of wafkhile it includes some vulnerable populatieng. disabled,
thereare other forms of vulnerabilities that exist thie groundard prevent eligible women from accessing
BISP grants.Therefore it is important foBISP and its partners to develop clarity regarding population
priorities. Several government documents in the past and present have used Social Protection vocabulary.
BISP @n use theselefinitions as a startup kit and add to its own experiences from the fiel&or
example, ifthe6 d i safsfteeact edd a&Orval oeumatbé dad eischllgavaluitd iSown
understanding of vulnerable groupih the onegprevailing in other public sector institutions (national and
international) Ultimately, this clarity in vocabularywill allow BISP to further refineits vision and
implementation strategy.

A At operational levelBISP will benefit from a guiding document anultiple vulnerabilities andonstraints/
barriersthate x i s-thegfiroonu n date curentdy preventing several beneficiafiesn accessingash
grants.This will enable BISP to understand the opportunity and social costs facairgybeneficiariem
approaching BISP

8Core Principle 5 of ESSA directly relates to vulnerable groups and IP. It requires that due consideration is giverl apputipiiateness
of, and equitable access to, program benefits, giving special attentirights and interests of indigenous peoples and to the needs o
concerns of vulnerable groups
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A The IP in Kalash need special attention under BISP. There are two reasonsifdirstlig that the Kalash
have a barter economy and communal ownership of assets that does not allow for a close match with the
household assebwnership approach used by NSER and secondly because weee language and
communication deficiencies in the previous surveythe next round of NSER, onlgdals who can speak
the Kalashlanguage and have a good understanding local knowledgef the area should be involved
during surveysof IPs Another option is to conduct a pilot of NSHipdatein Kalash Valleys (Birir,
Rumbur, and Bumburetd minimize the problems faced by the IP during the previous survey and to ensure
that the methodology agted is culturally appropriate for IPs in accordance with the requirements of the
ESSA Core principle 5.0. BISP also needs to analyse if the approach used for NSER is compatib& wit
culture of Kalash.n case, the NSER approach does notvill with the culture of Kalash, the ESSA
encourages BISP to makealitical decision that allows BISP registration of all IP women (according to an
estimate, a mere 2,500) irrespective of poverty scores.

A The ESSA strongly suppor ttBISINBdRakesocidl ensbilization forrts e ns u r i
core program across the country. This should be the basis of engagement, trust building and information
sharing and making processes easier for the beneficidt@msever, it needs to be supported by clear
institutional capacity and vision.

25. BISP6 mstitutional StrengtheningThe ESSA appreciates that NSPP will augrB&sP gaff levels in

the field to minimize the problems faced by beneficialigsa- and Interdepartmental communication and
information sharingshould be improvedThe working conditions should also be improved with appropriate
logistics and facilitie§'here should be greateecruitment of female staff iBISP field officess far as the
circumstancepermitas this can be helpful for women benifries ESSA team visited BISP field offices and
noticed thatin manyinstancethere are ngroperwaiting areas availabl€his is particularly problematic for
women and childrenNhile the ESSA acknowledges that other studies have found evidence of/@dmffice
facilities’, it recommends that office systems and facilities for both BISP staff and beneficiaries need to be
standardized to ensure smooth delivery.

26. Development of SociaEngagementUnit to Facilitate Social Mobilization Rocess,Vulnerable
Groups andIPs at Federal and Provincial LevelThe specific mandate of thisnid will be to reach out to
improve and implement theoficy and strategy & Social Mobilization,ensureengagement wittvulnerable
groups and IP (if present in thatopince), develop and sapvise mechanisms to undertakeeaningful
consultatios, shae information, provide facilitation to these groups to develop practical solutions to accessing
the Program and limit rersteeking, overseeommunity level trainings ofhese groups with the help of other
relevant staff and other related task$he Social Unit Social Engagement Teanshould also undertake
development of an institutional strategy and associ@taddard Operating Procedur&OPs for consultation

and information sharing with mobilized communitiesFor this murpose, SOPs need to be develozeul
operationalizedy BISPthatcan be made part of the OM. These guidelines should be followed for planning and
conducting meaningful consultation during all plsaséthe program.

27. Social mobilization documents prepared for WeT include a process framework. ESSA is concerned
that the process does not indicate when, where and how representation of vulnerable /indigenoy# groups
applicable) will be ensured. Similgirthe process does not indicate any sensitive points where the process might
slow down or fail. No alternative measures to prevent, mitigate or minimize any such risks are indicated. ESSA
team recommendkighlighting these aspects in apyocess frameworkthat are made for BISPsore and
complementary programs.

28. Improved Implementation of Public Information CampaignsAlthough BISP OM provides
framework for carrying outPublic Information CampaignP(C), during the ESSA field surveys, its
implementationwas notedto be irregular and weak. This should be improved especially for vulnerable groups
and IPs with the help of SociBhgagementnits proposed above.

29. The PICs should also include the development of a Beneficiaries Charter and a Charter of Services
ot Il ining Bl SP6s standards and services. This shoul d
communication.

30. Trainings and Capacity Building: Implementation of training and capacity building of the
stakeholders should be improvéni;luding beneficaries and BISP staff. These activities shouldlognedwith
the need of stakeholdemspecially the BISP staff and communities. Thera @ear indication for preference

9 According toanfield office capacity assessmanidertaken b§rnst andY oung,92% of the offices have sitting facility,
88% have washroom facility, 88% have drinking water, and 46% have power backup.
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with regards to developing skills for improved community engagemengrasdroots level communication.

31. Safety and Security ProtocBISP needs to develop a safety and security protocol for its offices and
staff and implementimproved crowd management procedures and related regulation and safety gtiidelines.
ESSA recommend$at BISP should formulatea Crowd/Mass Management Rules and Regulation Maameghl
train its frontline staff in implementing. it

32. More flexible, Responsive andfficient Design of GRM for Improved Service Deliveromplaints
can only be lodged vigvis the eight predefined categorjeghich need to be made more flexible. BISP would
benefit from an assessment of its GRM process and procedure. On the beneficiary sidecdntinug the
practiceto conductuser satisfaction survefas it has done in impaevaluation studiesjo understand what
problems are faced in accessing the system anddmake the process more usgendly. On the supply side,
improvedinformation TechnologylT) procedures may need to be implemented.

33. Providing Realistic Registration and Service Delivery for Persons with Special Needs and
Circumstances:Although the percentage of biometric verification issues may remain relatively small, still this
becomes a major cause of concern when the affectedidodls are truly vulnerable and dispossessed.
Technol ogy alternatives, and/ or more flexibiférbtubdeaurd
approach is declared and adopted.

34. Promoting more Responsible and Mutually Accountable Partnershiftds recommended that while
signingcontractswith the banks, the government must adopt a comprehensive strategy for all banks to honour.
Local level bank interaction must be impartial and corruption free. BISP must stipulate training needs for bank
staff who interface with beneficiaries.

35. Introducing Confidence Building Measures for Sustaining GovernmenBeneficiary Interaction:

BISP field staff suspects that while they remain busy in offices, the middlemen manage to have easy access to
beneficiaries ad feed them all sorts of rumors and misinformation regarding BISP. Wide ranging confidence
building measure should be introduced. It is not enough to inform beneficiaries to remain vigilant to fraudsters
and fraudulent messages. It is very important tovoece bend€iaries to trust BISP fo
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I. INTRODUCTION: SCOPE OF PROPOSED PROGRAM, PDO AND DLIs™

A. Background:

36. Human Development Indek United Nations Development ProgratdNDP),Human Development

Report HDR) 2015 ranks Pakistan 147th out of 188 countries. PdstAb8endment most projects related to

social sector are implemented by provincial governments. Federal goverisnsémting toallocae budget for

developing infrastructure and quality improverehthe seial sector. At present, d&vernmento f Pakistanos
allocation for social and poverty expenditure is 4.5% of GDP. Social welfare allocation ifl@Cdduals to

207,655 million rupee.

37. Vulnerability to shocks remains a gificant challenge in Pakian.The poor are disproportionately
affected by these shocks, and in many cases, adopt harmful coping mechanisms including trezijecangity

of food intake, decreasing education related expenses, or sending children to work. For the poor antkyulnerab
shortterm shocks can also have letegm health consequences, especially for the children that are already
suffering from poor nutritional status. To assist thevernment of PakistarGpP) in tackling poverty, the

World Bank has been supporting therazir Income Support Programe (BISP) in partnership with other
donors. The World Bank will continue its assistance to Pakistan under a National Social Protection Program
(NSPP)

38. Ishaq Dar, Minister of Finance in his Budget speech 2016 rioted S P fforsto mavideeelief to
the poor and weak BG4l pro-poor expense Aneounted to 7.4 of @DP whilst in
the current fiscal year (ongoing) 1,123 billion rupee expense has already been made.

39. BISP was launched in July 2008 wittetfollowing four objectives:

A Enhance financial capacity of poor people and their dependent family members

A Formulate and implement comprehensive policies and targeted programs for the uplift of underprivileged
and vulnerable people

A Reduce poverty

A Promoteequitable distribution of wealtlespecially low income groups particularly womémgugh
provision of quarterly ash transfers)

40. BISPS snission is to fight poverty by employing multiple social protection instruments designed to

bring sustainable positive change in the lives of the persistently excluded and deprived families. Its vision
iseradication of poverty and elevating theéats of marginalized and underivileged sections of society
especially women through establishing comprehensive social protection nets.

41. Bl SP6s |l ong term objective is to meeéetoeradcategyet s se
extreme and chronic povertynéd empower women. RelevaSustainable Development Goadlsclude #1

(poverty); #5 (Gender); #4 (Education); and #17 (Means of implemenfatibis one however is not clearly

mentioned in Government documents)

42. BISPS monthly instalment chart is providedlbe:
Before July 2013 Rupee 1000/month/family
July 2013 Rupee 1200/month/family
2014 Rupee 1500/month/family

Current w.e.f. July 2@ Rupeel,61¥month/family”A Rupeel9,33&nnum

43. BISP is the largest single cash transfiergpam of Pakistan. In tHeconomic survey of Pakistan, BISP

is included under Social Safety Nets/fmor Expendure/Social Security & WelfaieSsSW. In 2009, BISP
beneficiaries were 1.7 million, a number that has steadily grown up to 5.29 million in FY 2016 (March).Annual
disburserent increased frorRupee 16 billion in FY 2009 t202 billion in FY 2016. In the padPakistan Post

has remained the mainsiitution for Cash Transfer.of tranparency and efficiency purpo$& SP Debit

1 For a full description of the program scope, PDO and DLIs as well as development and economic context of this opesatir ptea
the Project Appraisal Document (PAD).
1 Economic Survey 20156
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Card Smart Card;Mobile Phone Bankingvere introduced. Almost ninety four per cent beneficiaries are

receiing payments through technolegyabled payment mechanisms and the remaining are receiving stipends
from Pakistan Post. BI SP has achieved ®&l1"Raviaw get s u |
Meeting May 2016 confirmed this. DFID has rated BdS$utput score as A+ (2015)

44. The proposedProgranbuilds onthe previous Bank engagement in the sector during the last 7 years.

The Bankés initial support to BRokPCradia({@8$ 160hmilom gh a s
approved in 2009), complemented by a Social Safety Net Technical Assistance (TA) Project (US$ 60 million

also approved in 2009). In 2012, the TA project was restructured with additional financing of US$ 150 million

to supprt the expansion of the program and strengthening of the administration and performance of BISP. The
current project is expected to closeJume 302017.

45, Supported by the existing Bablkgproject, the BISP basic cash transfer intervention has already
demonstrated impacts on reducing stoe r m mal nutri ti on, i mproving benefic
empowerment. Impact evaluations of BISP have been carried out to provide an undeystfisdome of the

shorter term impacts of the prografhiThe impact evaluation carried out in 2013 (against the 2011 baseline)

finds positive effects on reducing wastinga measure of shetérm malnutritioni amongst girls (aged-59

months)*it also shaved an increase in consumption among beneficiaries after two years of implementation,
resulting in a 6 percentage pointds decrease in the
threshold** In addition, the BISP is found to have pogsitv ef f ect s on variables assoao
empowerment. The data indicates that women are more likely to have obtained a national ID card, more likely

to have permission to visit friends alone, and that they are more likely to report being able't6hairmpact

evaluation finds no impacts on overall household labor supply, which is in line with findings from other impact
evaluations of cash transfer progralmsthermore, there is evidenti&at the Program is enabling households to

saveand to invest irsmall livestock'®in addition, the impact evaluation of WeT found titahas a positive

impact on school enrolmenthe full package of the BISP basic cash trassiad WeT benefits has increased

primary school enrolment by 10 percentagénts, with the marginal impact of the WeT program leading to a 9
percentage point increase in primary school enrolrent.

46. The National Social Protection Program (NSPP) will be a US$100 million credit from the International
Development Association (IDAgnd will support the Government through: (i) a Program for Results (PforR) in
an amount of US$90 million to support the Governmen

amount of US$10 million to finance critical areas of Technical Assistancg l§€ig critical to achieve the
quality of results.

47. The Program adopts several operational and progra
BISP. The Bank is cognizant of the importance of common platforms for service delivery to the polwwhat a

better coordination enhanced coverage, and reduced fragmentafithe Progranmtherefore pays greater

attention to the development of a responsiafety net systepwith anupdated NSERs the foundation of this

system Federal and provincial stakdders will be engaged at all levelso ensure cleadefinition of

institutional roles during implementatiofihe Progranwill rely on best practice¢hatenable transparency and
accountability in safety net operations, includitige use of information systems, technology based
paymentsand independent monitorinfhe Pr ogram will focus on-tuBihgshesd r ol e
key systems to deliver basic income support aneutgp CCT s, and to enadaHerethat he poo
implementing, a menu of complementary social and productive services delivered by other partners.

B. Program Development Objective(s)

48. The ProgranDevelopment Objective i® strengthen the national social safety net systems for the poor
to enhace their human capital and access to complementary services.

1. The Program will advance strengthening of safety net systems, which in turn will:

2 The impact evaluation takes advantage of the BISP poverty score, which implies eligibility below the threshold. Consiguently,
impacts of the program were evaluated using regresfisnontinuity design at the threshold. Two rounds of impact evaluations were
carried out in 2013 and 2014, and a third one is being implemented in 2016. The results of the 2014 round are expeeide dodable

by BISP in April 2016, while the redslof the 2016 round are expected to be available by December 2016.

13 A reduction by more than one third in the proportion of girls agél Months who are wasted.

1 BISP First Impact Evaluation Report, Oxford Policy Management, 2014.

*The World Bank (ND), National Social Protection Project: Project Concept Note

16 Oxford Policy Management, 2016

" BISP Draft WeT Impact Evaluation Report, Oxford Policy Management, 2016
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a. Consolidate the achievements, and ensure effective delivery of basic income support and cash transfers
linked © education caesponsibilities, which collectively demonstrated impact on promoting the
human capital development of children by reducing short term malnutrition and improving enrolment
and attendance to basic education.

b. | mprove benef i anplamentarssérvicescwitretlesultimate gaal of providing the poor
with opportunities to achieve sedfifficiency over the longer run.

2. Specific interventions to be supportedthg Program fall into the following two resualteas:
(ii) Institutional andSystems Developmémtiuding update of the NSER, and strengthening administration
and service delivery of BISP programs.
(iv) Income Support for Human Development and Access to Complementary Seéngiceing
consolidation and expansion of the WeT program, dndci | i t ati ng beneficial
complementary social and productive services.

Result Area One: Institutional and Systems Development

49. Update of National SocieEconomic Registry (NSER) The Program wilsupportnationwide update

of the NSER to matain a relevant and credible registiyhis will build upon the lessons learned from the
ongoingfirst phase of the NSER updatehich is being implemented in 16 districts by using a revised PMT
formula. The first phase is using a combination of doedoor survey and omlemand registration in selected
districts. AValue for Money (VfM)analysis is being carried out to assess the comparative outcomes of each
approach. The results of the VfM study will inform the final approach for the national rollouh@fNSER
update.

50. Improved Safety Net Administration and Strengthened Service Delivery The Program will

support the government to improve BISP systems and operations towards a more beneficiary centric service
delivery model.This includes support to enfmment of BISP MIS with adequateopedures for data cross
checks, and regular internal and external reporting standards for improved transparency and accdirgRbility.
Tehsil offices are the frontline for program operations, however, they face capaogjraints and have
inadequate service delivery procedures and standfBds. SP6s f ut ure operational traj
responsibility of Tehsil office staff v&vis: implementation of the WeT program; increased interaction with

and support to BBCs; and integrated case managemdwnaficiaries The Program willsupport a resuit

oriented revision of the current operating model for the field offices along with implementation of the new
modelThe Programwill also support enhanced communication as a critical component of improved service
delivery.

Result Area Two: Income Support for Human Development and Access to Complementary
Services

51. Consolidation and Expansion of Waseela-Taleem The Program will support consolidation and

scaleup of the WeT prograno boost enrolment and attendance of primary education of BIsfhef i ci ar i es
children (512 year old) in the districts where the supply side capacity is favorable. The Program will support
expansion of the WeT from 32 to 50 districts nationwide.This will include adjustment of WeT implementation
arrangements wigvis the roles of key actors i.e. BISP, provinces, and implementation partners. BISP will

devise suitable models of collaboration and coordination between federal and provincial authorities, district
education officials, and other local actors. The Prografh smpport capacity building of all key actors,

including the local governments in accordance with their roles in the WeT implementation process. Capacity
building of BBCs will be a key element in WeT expansion. These committees serve as a vital platform t
reinforce compliance with WeT emsponsibilities, and will have to be further strengthened to carry on this role.

The Program wil/ support BBCs6 role to enhance comm
addition, BBCs will be leveraged toaie information about the importance of education for children, provide
information about service delivery in education, and at the same time offer an opportunity for the beneficiaries

to share their concerns with the service providers.

52. Access to complementary social and productive service¥he Program will facilitate BISP

benefi ci ar icanplénentacy secislsand tpimductive servieath an expectation that, over time,
participation in these programs will contribute to theproved welfare and economic sslifficiency. Social

programs include, among otheeslucation nutrition, anchealths er vi ces such as the Pri me

18 currently, there are 383 functional Tehsil offices out of a total sanctioned nuft&g.dhe gap in numbers is due to poor security, poor
accessibility and few number of current beneficiaries in areas witfiumational Tehsil offices.

19



Health Insurance scheme. Productive services would include labor niatdeetentions sut as access to
finance, formal and neformal skills training, an@dsset transfr scheme such as the oredministered by the
Pakistan Bverty Alleviation Fund (PPAF) fe Program will supporaissessment of beneficiary characteristics
the union council ével by using the updatediSER data tadentify needs visa-vis the relevantomplementary
servicesTheRogram will support the management tools to operationalize linkages.

Technical Assistance (US$10 million equivalent)

53. A Technical Assistace (TA) component will be an Investment Project Financing (IPF) loan for an
amount of US$10 million. The objective of the TA component is to strengthen the capacity of the
implementation agency to design, deliver, and monitor and evaluate the actitte=drto achieve the Program
objectives. The Operation will provide strategic TA to guide the achievement of DLIs and Program Actions;
support capacity building of the implementing agency, BISP, where necessary; and finance specialized inputs as
identified by BISP. This will be achieved through assistance in four programmatic areas: development of a
dynamic National SociEconomic Registry (NSER) model; Monitoring and Evaluation (M&E); capacity
building; and strengthening of fiduciary, social and envirortalen  controls.
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C. Disbursement Linked Indicators:

54. The Program will use the following DLIs.

Table 12: DisbursementLinked | ndicators

Unit of Indicative Timeline for DLI/DLR Achievement
Total Measu Type of DLI
Financing As % of remen Scalability of (Process,
Allocated Total DLI t YO0 or Disbursement Output
to DLI Financing Baseline (No, Prior Year 1 Year 2 Year 3 Year 4 S Intermediate
(US$ Amount %, Results (Yes/No) Outcome
million) YIN, Outcome)
text)
Up to
Blé:clénta e At least 50% of
9 10% of BISP
of BISP -
o BISP beneficia
beneficiary beneficiary| r Up to 80%
households yiry of BISP
households househol -
from Phase 2 beneficiary
(national form ds from households . ;
Phase 2 | Phase 2 (No DLR in Intermediate
fellou 0 % districts districts from Phase 2 this perial) ves Outcome
districts with have have districts have P
updated updated PSC
updated updated | . .
Poverty PSC PSC information
Score Card . . . in the NSER
informatio | informat
(PSC) i th C
information rl\]lg]EtRe ![?]n n
. e
in the NSER NSER
Allocated
amount:
(USS, 35 38.89 15 10 10 d
millions)
Definition/ This DLI measures the update of welfare information of current BISP beneficiary households in the NSER. The nationwidithpd&&ER aims to include al
Description | households in Pakistan interested to provide infiion. In accordance with the operational guidelines of the NSER update, information on household we
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of
achievement

gathered through the PSC Survey will be entered into the NSER database. All surveyed households will receive new PMT scores.

The update of welfare farmation of current BISP beneficiary households in the NSER can be robustly measured based on the unique nationeddpiehthe
of benefit transfers (a prerequisite to access BISP benefits). This DLI will be met when PSC information of thertangietge of BISP beneficiary households
(current beneficiaries FY2016/2017 Q&om the NSER update Phase 2 have been updRiede 2 districts include all districts of Pakistan except the first 1

districts included in Phase 1 of the NSER update.

Scalable
after the
DLR for
:ssrbien Scalable after
met theDLR for
Sub.seque Year 2 has
USs$15 ntly been met.
million to $2,500,00 Subsequently
be Owillbe | $000.000
Formula g:fbursed ?c;?té%fr?d disbursed for | &
achieveme| 10 eg‘f?énlf; e
nt Of 10% perc.entag Eoints 9
DLR e points increase in the
Increase | bR up to
DLR, up thg DLR for
to the this Year 3
DLR for
this Year
2
DLI 2. Currently,
Percentage BISP has
of tehsil not
offices with redefined At Ieas_tZO% Up to 40% of
of tehsil o
adequate staff (No offices tehsil offices
skills and responsibilit (No DLR . . trained and .
: . . Lo DLR in | trained and . Output/Intermedi
performing ies to align | % in this . . performing Yes
redefined with new period) thls. d peorlf(;_rmlgg redefined ate Outcome
responsibiliti tehsil office period) | redefined = | oo onsibilitie
esin functions, responsibilit S
accordance therefore, es
with no staff
Operational have been
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Guidelines trained
accordingly.
Allocated
amount:
(USS, 5 5.56 o} 0 3 2
millions)
Definition/ This DLI refers to adequate capacity in tehsil offices for improved services to beneficiaries. This will be based dnaffiediebpacity assessment; operation
S guidelines duly approved by the Secretary, BISP; a trainirdutaedor new responsibilities; a training plan and refresher training plan; and trainings imparte
Description 0 e : L T . .
of 40% tehsil offices with fair distribution across provinces and regions.

achievement

Redefined responsibilities will include, but will not be limited to integratesg ecaanagemeitas defined in the operational guidelines.

scalable after
the DLR for
Year 3 has beer

US$3 met.
million to be ;;%%%qgggtly_“
: y , wi
Formula o} 3 dlsb_ursed ON' he disbursed for
achievement every 10
of 20% percentage
DLR. points increase
in the DLR, up
to the DLR for
this Year 4
BISP MIS
audit has
been
DLI 3. No system (No completed,
LS audit has Yes/N .(NO .DLR DLRin and .| (No DLR in Output/Intermedi
enhancement been done in this ; accompanyi . . No
. o] ) this this period) ate Outcome
action plan on the BISP period) iod ng MIS
implemented MIS period) enhancemen
action plan
has been
implemented
AIIocate.d 5 556 i : 5 i
amount:
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Definition/

This DLI aims to enhance the data integrity, security, and operatonatiness of the BISP MIS including NSER. The DLI will be met when an independern

Efescnptmn audit firm, with established expertise, conducts a complete audit of the overall BISP information systems includingutesy amatla timéound action plan fo
. enhancemeris developed and satisfactorily implemented.
achievement
Formula o) 0 0 0 0
In at
least 32
WeT
Rtlrn45er of districts,
WeT
Waseelee-
Taleem relatgd Inup tq 59
(WeT) function WeT districts,
districts s are WeT related
where WeT being functions are
related (No DLR carried beingcarried
- Lo out by (No DLR in | out by Output/Intermedi
functions are 0 % in this gy . . 2 Yes
carried out period) provinci | this period) prov_|n0|e_1l and ate Outcome
by provincial al and tehsil offices
azdptehsil tehsil in accordance
offices in offices with offices
accordance in operational
with revised accordan guidelines
Operational ce with
Guidelines operatio
nal
guidelin
es
AIIocatgd 10 11.11 5 c 5 :
amount:
The objective of this DLI is to ensure continuity of key WeT functions through their internalization within the respmssifitiesignated BISP staff. This will
be elaborated in the revised WeT operatignédelines to be approved by the Secretary BISP. This DLI will be met when the below outlined functions are
Definition/ included in tehsil and provincial office KPIs; and offices are accordingly carrying out these responsibilities as measgtedrithual perfornmce measuremen
Description | arrangements.
of

achievement

Provincial functions include microsupply capacity assessment and coordination with provincial education departmentficEehspaonsibilities include
ongoing registration of beneficiary children and data entry for dange verification. Functions will be outlined in operational guidelines for provincial and {

offices.
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scalable after
the DLR for
US$5 Year 2 has beer
million met.
to be Subsequently,
disburse $2,5000,000
don will be
Formula 0 achieve 0 disbursed for
ment of every 9 point
32 gwlcre.asi ‘(gth
: : istricts) in the
g'EtF;'CtS DLR up to the
) DLR for this
Year 4
DLI 5. At least 1
Number of million Upto 1.5
children of children of million
WeT WeT children of
beneficiary beneficiary | WeT
families paid families are | beneficiary
for at least (No paid for at families are
two - (No DLR . least two paid for at
. 0.5 million S DLR in .
consecutive children % in tr_ns this consecutive | least two_ Yes Outcome
quarters period) : quarters consecutive
based on period) based on quarters based
compliance compliance | on compliance
with with with
attendance attendance | atterdance ce
co- co responsibilitie
responsibiliti responsibiliti | s
es es
Allocated | 22.22 5 5 10 10
amount:
Definition/ The DLI will be met when the BISP MIS confirms that the designated number of children are attending school and corrésmilietihgve been paid for two
Description |[consecutive quarters against compliance data col | ectrengldatais dsedamgeremte e (
of payment lists against which the PSP release funds to respective benefie@ridies are considered paid for each of the two consecutive quarters when mq
achievement | transferred by the PSP to beneficiary accounts.
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US$10
million to be
disbursed on

scalable after
the DLR for
Year 3 has beer
med.
Subsequently,
$2,000,000

Formula 0 5] million will be
pgyment tol disbursed upon
million payment to
children. every 100,000

children up to
the DLR for this
Year 4

Ina

minimu

m of

2,000

DLI 6. Union

Number of Councils In a minimum

Union in WeT of 2,500

Councils in districts, Union

WeT districts at least Councils in

that have at one WeT districts,

least one BISP at least one

BISP Benefici BISP

Beneficiary 1,600 Union| Numbe .(NO .DLR ary (No DLR in | Beneficiary Output/Intermedi

: ) in this . . . : Yes

Committee Councils r iod Committ | this period) | Committee ate Outcome

(BBC) period) ee has has been

formed and been formed and

respective formed respective
mother and mother leader
leader respectiv trained on
trained on e mother core WeT
core WeT leader functions
functions trained

on core

WeT

function

S
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Allocated

i 5 5.56 o} 3 o} 2
amount:
Definition/ This DLI measures progress in the formation and training of the BBCs, essential for WeT implementation. At least onelBBE femmed and trained in all
Description | Union Councils (where there letast 10 WeT beneficiary families) in each of the 50 WeT districts. The protocols for BBC formation require that at least o
of meeting of the BBC has been held, and BBC mother leaders receive training on core WeT functions. These include thriodraaks mechanism,

achievement

motivating WeT compliance, and providing feedback to BISP and its implementing partners.

Formula o} o} 0 o} o}
For at least
60% of Union
D) 7. Councils,
Percentage BISP has
ofUmc_m . developed and
Council with made
information available
on (online and
aggregated (No for
characteristic (No DLR . . I .
s of BISP % in this DLRin | (No DLRin | provincial/teh No Output/Intermedi
o : this this period) | sil offices), ate Outcome
beneficiaries period) iod inf :
available at period) information
all on aggregated
. . characteristics
administrativ of BISP
erf\\/,ii:irzoc:f beneficiaries
P for provision
complementad of
fy services complementar
y services
Allocated | g 5.56 5 5 5 5
amount:
Definition/ This DLI measures progress in the analysis and availability of data on beneficiary characteristics for the delivery meotanplservices. To facilitate access
Description | these services, BISP will develop an aelimodule to assess beneficiary characteristics using updated PSC information. The DLI will be met when inforn
of beneficiary characteristics is available online for 60% of Union Councils; and available for use by provincial and ééhsit leecodance with the
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achievement

complementary services operational guidelines.

o} 0 o} o}
Formula
DLI 8.
At least
Number of 400,000 BISP
BISP e
beneficiary beneficiary
households (No DLR (No . . households
X Numbe R DLRin | (NoDLRin | have at least
with at least 34,736 in this ; . . No Outcome
r : this this period) | one member
T GETTIET period) eriod) enrolled in at
enrolled in at P |
east one
least one
complementar
complementa .
. y service
ry service.
o} 0 o}
AIIocatgd 5 556 5
amount:
Definition/ This DLI measures progress in systematically facilitating access of BISP beneficiary households (including their members) witbrdiamenial and
Description | productive services for which monitoring mechanisms are in place in accordance with complementary servicesabgaidtlines. Beneficiary households ar
of those who are receiving basic income support at the time of enroliment of their members into complementary service dBisRpvél database of
achievement | complementary service providers and enrollment numbers witklots to monitor uptake of services by BISP beneficiaries.
Formula o} 0 8 8 8
Total
Financing 90 100
Allocated:
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. ESSA METHODOLOGY

55. The Environmental and Social Systems AssessmESS® mai nly takes a fisocial o

Initial screening and assessment of NSPP design clearly indicated that there were no significant environmental
impacts of the Program. Hence, this ESSA assesses social risks only.

56. Based on thisnitial assessment, aligable ESSA principles were selected for analysis. Those that
were notapplicable taProgram design were not included in the ambit of this EF8&liminary mapping of
Program design with ESSA Core Principles indicated that Core Principles 1, 5 and 6 weesplicable to

the ESSA while Principles 2, 3 and 4 did not apply to any interventions.

57. The ESSA has been prepared by the World Bank task team in accordance with the requirements of
Bank Policy Program for ResultsPforR) and associated Interim Guidance t&lofor PforR operations.
Specifically, the ESSA was developed based on (a) a review of existing policies, acts, regulations, frameworks,
and guidelines(b) review of existing studies and reports (c) meetings and interviews with various stakeholders

(c) anassessment of relevant social management systems relative to the PforR principles; (d) an assessment of
the capacity and performance of institutions. The analysitolde development of a set of recommendations to
manage social risks associated wite Brogram.

58. The ESSA used a mixed method approastainly qualitative approadfor the analysidVhile data
analysis of beneficiaries accordinguolnerabilitiesidentified in the Interim Guidance Note was planned, this
could not take place as either dataswnot accessible or it did notntain aspects of vulnerabilitg.g. IPs,
ethnicity, religion etc).Using the selected Core Principles 1, 5 and 6, the ESSA undegualkative
assessment ahclusion of marginalized groups, anBs through selecting sites that were knotenhave
marginalized populationOther aspectsuchas social conflict (under Core Principle 6) wetlso assessed
through qualitative analysia selected siteQualitative assessment included primary field datemprising of
direct field observation, interviews with key informants sasiBISP regional, divisional, tehsil and field level
staff, group and individual interviews, and focus groups discussions with BISP beneficiaries (as well as non
beneficiaries)BBC, registered complainants, indigenous people, vulnerable groups and indivéshahés short
gualitative survey to assess staff needs

59. In line with the national scale of NSPP, the ESSA undertook eountrywide assessment to ensure
the provincial/regional variations were captured in the analysi€ffort was made to select locations where
marginalized people were known to exist e.g. religious and ethnic minorities, displaced Eemgeaphical
locations and staff meetings focusedtioa following:

A Balochistin- Quetta RurglQuetta Urban

A Punjab- Rawalpindi Rural (KottliSattian, Village Parchan and Village Balawara Sharif), Rawalpindi Urban
(PirwidhaiFouji Colony), Punja Sab (Punjab);

A Khyber Pakhtunkhwa Chitral three Kalash valleys, Birir, @®nbur, andBumburet), Haripur Urban
Haripur Rural ,

A Sindh- Matiari/Hala, Thatta, Qasimabad (Hyderabad Division) and Umerkot, Mirpurkhas (Mirpurkhas
Division).

60. Each geographical location was shortlisted after careful deliberation and discussion witlSEhe BI

Islamabad and Divisional offices and mobilizing agency. The main criteria behind shortlisting these locations is
the presence of vulnerable groups (particularly religious mingritibsplaced peopjeand indigenous
communities. The ESSA team also glisted those areas where BISP/WeT local offices are steadily shifting
towards implementtion of the new project cycldn these area8BC are functional,and theNSER desk
registrationpilot andthe biometric verificationpilot areunder process.

61. Purposie sampling was used for selection of districts. Rawalpindi was selected due to presence of
urban and rural poverty and presenc®BfC groups. Punja $8b in Hassan Abdal was selected due to presence

of a large religious minority as well as displaced papah who have relocated post 2005 earthquake in
Battagramymilitancy in Kurram and Khyber agency, and 2009 military operation in Swat. Haripur is one of the
pilot districts where BISPin collaboration with the village councils amdhational Database andeRBistration
Authority (NADRA), has introducethe NSER desk registratiopilot. Districts in Sindh were selected for urban

and rural poverty as well as prevalence of minority and mobile communities. Sample consisted of Kohli Hindus,
Matiari Hindus, and Oadd Hindu€hitral is the only district in Pakistan whdReare located. In Baldhistan in
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additionto area comprisin@f beneficiaries, the areas where vulnerable groups and minorities like Hindus and
Christians are residing were seled.

62. For qualitative assessment a range of stakeholders were included. Primary group of stakeholders or
target population were: BISP/WeT beneficiaries as well asbewoeficiaries, indigenous people, vulnerable
groups (religious minorities, widows, FemalHeaded Households (FHHs), disabled, elderly, mobile
communities/nomads and the displaced (people who have missed out the targeting window); registered
complainants (both beneficiaries and Ammeficiaries who have used GRM). Details regarding the nuafber
beneficiaries, nofeneficiariesare included irAnnexIl.

63. The wider group of stakeholders who were approached for sharing information included: BISP/WeT
staff (office and field) regional, divisional, tehsil and field level. Particularly staff involeetb be involved) in
design, implementation (monitoring & evaluation), and decision makahgil and field level
BISP/WeTmplementation staffvere considered critical in this assessment and primarily the foEUSSSA
assessmememained on them.

64. Basedon need and mutual consultation within the World Bank, a few other stakeholders were also
interviewed for ESSAike NADRA, Bank Al Falah; Aurat Foundatioetc.

65. For qualitative assessment, protocols and instruments were devé&oecus goups, interviews and

semi structured interviewwith key informants. Each questionnaire has a set of questions on potential risks
associated with the project; vulnerability, indus accessibility, stakehold# engagementand
communication, quality of grievaacredress, other governance matters sudkl&S and prevention ofent

seeking The questionnaismalso generated discussion on sotgalsions Most importantly, each section invited
responses to assess institutional capacity and readiness to respofBAocBncerns and ensure social
sustainability. Attention has been pr o,mecthamidnstarm t he
practices as welbs those proposed to be included in the upcoming NSPP. Separate questionnaires were
developed for bneficiaries (including beneficiaries participating in other complementary progaB&);non
beneficiariesyulnerablegroups/individuals and most importantly, the indigenpespleof Pakistan located in
Chitral. Details of tools used are providedAnnexlIIl .

66. In a few sample locationdfocus group discussions were carried out vBISP beneficiaries Birir,
Bumburet, Rumboor, Haripur, Thatta, Qasimabad/Hyderabad Quetts nonbeneficiaries(Birir, Rumhur,
Bumburet), andBBC (Pirwidhai, Parchan and Balawara Sharif) Matiari, Umerkot (Mirpur khasand Punja

Sahib 1 the samplewas such that it was more feasible to carry out several smaller group interviews comprising
of two to three womenin Quetta, interviews were carrieadit with individuakas well as with smaljroups of

two to four women.

67. A short questionnaire was designed for BISP Tehsil and field level staff. The questionnaire mainly
focused on finding the gender balance among staff at the field teeetontractuahature of their service and
commitment with BISP (its objective and mission). This data was used to discuss elerpenfisssibnal
satisfaction and job securitfhe questionnaire also focused on finding out how BISP staff gauges their capacity
and/or sKi level vis-a-vis the assignments that they handle. By attempting the qualitative questionnaire the staff
provided details regarding the number of trainings acquired in the past, and the trainings thabeaeduiveal

for improving their job performase.

68. For quantitative analysis using BISP data, GRM data set was used. This provided a district wise
analysis of complaints and their breakdown in categoti#syever, quantitative assessment according to
vulnerabilities was not possible due to rerailahlity of data.

69. The formulation of the ESSA was informed by a consultative process involving key stakeholders. A
consultation workshop was carried outstamabad on Novemb@b, 2016to better understand the concerns of
stakeholders and to seek feedback on the findings and recommendations of the ESSAdaAlorkshop was
co-led by the World Bank and BISP and generated several positive suggestions.
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lll. SOCIAL EFFECTS OF THE PROPOSED PROGRAM

70. The proposedNSPPprogramdesignas defined by th@roject Development Objectiv®DO), results
areas and DLIs poses no environmental risks. For the purposes of this ESSA, only theffeotsalvill be
assessetdhe social benefits and impacts of the program are discussed below:

A. Social Benefits

71. With the largest coverage of any income support program in PakistakSte will support BISP in
continuing to providpositive income supporbenefits for poor households especially women. Main social
benefits are described below.

Greater Coverage of the Poor (Vulnerable, marginalized etc.)

72. The program will result in coverage of more pdwuseholds The NSER updatewill result in
identificationof more deserving families who were missed/not coverdldeiprevious surveyThe current BISP
PMT was developed in 2009 and is based on a statistical Miodelhich a set of indicators are used to
fipredicto hous &hbhe thadél indudes R indicatdrs tan fall under the following broad
categories:

A Household and individual characteristics
A Ownership of durable goods and housing characteristics
A Ownership of productive assets, especially land holding, livestock and farm equipment.

73. Following the NSER full roltout and implementation (20e8)12), the PMT score has been calculated

for 25.5 million HHs, while another 1.9 million HHs remained without a score due to discrepancies/incomplete
information. The highest proportion of HHs with incompletrmation is found irBalochistanand Federally
Administered Tribal AreaHATA), 16 percent and 18 percent respectively.

74. The BISP eligibility threshold (or cidff score) was set at 16.17, based on simulations that took into
account the estimated program coverage and budget requirements. About 18 percent of the households
registered in NSER were found to have poverty scomesr than this threshold aridus classifieds eligible to

receive income suppoRurther, the Program has flexibility to include some vulnerable groups such as disabled
and elderly even if they are slightly above the eligibility criteria.

75. The recent chmges i n the countrydéds economic indicators
significantly altered the household compositiand demographic informatio&imilarly, there is a possibility

that a household having entered the BISP program at a certairofevelfare may no longer need assistance
following a significant positive change in its welfare condition, or new families that meet the eligibility criteria

now need to enter therogram Therefore, thenew NSPP program will help to improve this covesanf poor

including marginalized and vulnerable groups.

Greater Proximity to the Poor

76. The NSER updatand PMT formula will helgn ensuring geater proximity to the poor bincluding
more relevant factors related to welfare, location, interaction, dembgrapousehold, productivity and
interaction with urban statuato survey and PMT formularhe updated formula will also attemptédaclude
non-observable indicatorsThe revised formula for eligibility will allowthe determination of PMT score
adjusted for HH size and composition, andspatial difference in prices.

77. The updated selection of variables included in the formula was done on the basis of three main criteria:

(i) strong correlation with the welfare indicat(consumption); (ii) the variables should refer to indicators that

are easy to observe, measure, and verify; and (iii) sufficient frequency (for categorical variables). The proposed
updae in PMT formula will base poverty measures on expenditure pet aduivalent. The previous PMT
formula included indicators of household headds educ
Although these indicators are strong predictors of poverty outcomes in regressions, they are not easily

New PMT formula for NSER update (draft)eBazir Income Support Programme, 2015
Dipid
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observableah veri fiabl e. The updated for mul a, instead, i nc

prone to measurement error and misreporting compared to categorical variables for educational attainment
which are also hard to verify. Similarly, geogragath location is potentially an important determinant of
poverty. The preliminary PMT update includes indicators of urban status, according to the definition used in the
Pakistan Bureau of Statistics. To capture these differenceprahesedpreliminaryformula also incorporates
interactions between urban status and -ajjroatic zones, and these interactions are significant predictors of
consumption.

78. The new NSER will provide dynamic update of beneficiarié¢ss would enable BISP to improve the
coverageof its core program and reduce exclusion errors by allowing families who meet the eligibility criteria
but do not currently beneffrom income support to update their inforragt and enroll in the progranThe
ESSA acknowledges that this will lead to piee social benefits.

Refining the Earlier Program through a New NSER design an@omplementaryPrograms

79. Bl SP6s tPahamaira | envi s age @oman wilhlkte enfitEd/t@recggvcaste bereefitsy e r - w
from the progren for a maximum period of 4 yeard§ months). During or ahe end of this 4 year period,
households to which receiveromen belag will be recertified. If the dusehold falls below the defined cut off

point for recertification, the receiveroman will continue participating in the Progratcording to any new set

of rules to be defined by BI SPOo.

80. Sociceconomic egistries often hae errors at three levels i.e. design levelpiementatia level and

due to time factor.These errors directly affect the measure of accuracy of database asiomoduror
(identification of those as beneficiaries who do not fulfill the selection criteria) has a direct effect on waste of
public resources while exclusion error (identification of those asbeoeficiaries who fulfill the selection
criteria) resultsin proportionate compromise of social safety net objective. Keeping in view Article 38 of
Constitution of Pakistan which says;

A i38(c). The State shall provide for all persons emp

~ security by compulsorgocial insurance or other means.
A 38(d). Provide basic necessities of life, such as food, clothing, housing, education and medical relief, for all
such citizens, irrespective of sex, caste, creed or race, aguaEneatly or temporarily unabte.

It is thereforepivotal for BISP being a social safety net of the State to reduce both the errors to minimum.

81. It is an internationally accepted phenomenon that household demographics change to a considerable
amount in 5 years of time. Keeping in view the transinature of population around the poverty line and

change in HHs demographic profile over time, it is important for this flagship saféy et to update NSER.

An updat will help to overcome the above mentioned three levels of errors especidilpéhiiactor. Second, it

will also improve the urban representation as sample estimates of existing NSER show that about 87% of BISP
beneficiaries come from rural areas, suggesting that the PMT (designed in 2008) may have estimated the
poverty scores of the r ban poor with | ess accuracy. Third, t he
indicators of poverty and unemployment may have significantly altered the household economic position. There

is a possibility that a household having entered BISP now radgnger need assistance, or new families that

meet the eligibility criteria now need to enter the program.

Increased Feedback from the Poor to Fine Tune Delivery Systems and Decrease Delays in Payment
Processing and Delivery

82. This program will incentivizamprovement of BISP communication, information management, and
payment systems.

83. The program envisages improvements in the payment delivery mechaliSm.will continue to

modernize payment services with the objectifelevelofpng a beneficiary centric ganent model that allows
beneficiaries to open personalized bank accounts usingramehlesdankinginfrastructure andgystem. As of

January 2016, the BISP Board and the Ministry of Finance have appfuweédtroduction ofnew payment

mode| whilst thetechnical concept note for the model was approved in September Ré\ @eatures of the

model include the use dfranchlessbankinginfrastructure andystens for beneficiary payments, biometric

based paymentinteroperability andyreater payment pointeiibility for beneficiaries, and real time paynten

reporting and reconciliationThis will be complemented by the promotion of financial literacy of BISP
beneficiaries under Strategic Area Two, Hdevdopmeragi ng t
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of financial literacy training.

84. The concept paper fonew payment moddlattached as AnnebV) proposed by BISP is focuseuh
ensuing a transparerdisbursement mechanism. Use @-metric authentication is made mandatory at the time
of registration as well as each disbursem&EP beneficiaries will be ableo perform transaction at any
biometric enabled locatioimcluding bank brancles ATMs, agent dcatiors and in some casedr to aor
service. Biometric authentication will ensure 100% transparency as the registered beneficiarytidldrdy

one taking paymentsThose beneficiaries who cannot be biometrically verified due to any reason will be
allowed alternate metid of payment which is through personalized debitds.Beneficiaries overwhelmingly
endorsed the biometric payment option apositive step. These beneficies felt that they will be more
empowered by using biometric system for withdrawing cash as nobaglgatsundergo this process without
their consent.

85. In order to increasthe reach of th@ayment system, the requirement famrber of payment touch
pointsis being increasedunder the new payment mod&ach payment partner will be required to putome
touch point for every 250 beneficiaries @Retouch point at a UC Level (whichever is lower).

86. Bl SP wi |l host a centralized system fABI SP Pa
authentication requests as well as manage data related to the dismisseclaim settlements, service charge
payments etc. BISP Payment system will manage all payment related actjvitielsiding grievances and
complaints Currently participating banks are allocated beneficiaries and the amodiservice charges are
pre-funded. Underthe new model,payment partners will be provided funds for disbursement however the
service charges will be paid after beneficiary ksampletedhemwithdrawal. The payment partners will be
required to proactively encourage beneficiariesvithhdraw funds within 30 days; the payment partner will be
required to pay a markup on amounts which are not withdrawn 30 days after the funds were provided by BISP,
unless tied to a financial inclusion product which will allow benefi@agyaduation.

87. There is also a possibility gfroblems insome farsflung areas/districts (FATA, &lochistan) where

basic mobile communication facilities including data services required for BVS do not exist. In those areas
beneficiaries will be provided alternate paymanethods. Partner banks will be encouraged to provide
innovative solutions for such select districts and these would be tredtectrdly from the mainstream
payment mdel with different line of reporting and specialized reconciliation procedures, fandeded,
different rates of commission will apply. BISP will point out such exceptional districts and their differential
treatmentin the RFP and the contractdrainings of agents and internal monitoring system have also been
emphasized.

88. The above syste will improve the payment modalities of BISP by reducing the problems faced by
beneficiaries in receiving paymerds well as limiting the role of middle parties in payment withdrawatgj
thus lead to positive social impacts

89. Improved communications Wiead to improved outcomes for the beneficiaries by reducing the space
for rentseeking.

Reduction of Nondeserving Recipients

90. Despite the fact that a process of recertification sxigtich allows the smooth exit of nateserving

families, its implemenation requires strengthenintn most of the cases, the exdsnsistof only the people

who are not alive. Often these cases are not reported to BISP unless a spot or random check is made by the
institution itself. For example, in Quetta, a spot check of women aboyed8 of agavas made and it was

found that 40 out of 12&omenwere not alive

91. This subcomponent will also support the development of a beneficiary recertification strategy,
including modalities to manage the exit of beneficiaries who no longer meet the eligibility requirements for the
basic income support benefitginally, the subcomponent will develop the foundations for periodic or
continuous updates of registry data in the fulltmes will allow dynamic aspects of poverty to be addressed as
more eligible families gain access to BISP without the entire NSER balad out.

B. Major Social Issues andRisks:

92. In line with the Interim Guidance Note on ESSAykrisks can be grouped undero core principles
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(i) access to program benefits for marginalized, vulnerable people and Indigenous People (IP) as well as (ii)
social conflict’. These are briefly described below in relation to each area of NSPP intervention.

Result Area One: Institutional and Systems Development

93. This area of intervention aims to update the NSER and improve safety net administration aed servic
delivery. This includes a trial of various approaches to collecting household data and updating the NSER on a
dynamic basis. It also includes improvements in payment systems and BISP office network and

staffl nt er venti ons under t hi s ¢ o-semtdcnpayment raodets thatoallowlse v el o p
beneficiaries to open personalized bank accounts usifgdhnehlesb an ki ng systemo and al so
Bl SPsd network of over 400 Tehsil officeso.

Sacial Risks Associated witiNSER Update:

94. The ESSA exercise revealed th#te update of NSER on a dynamic basis would address
marginalization of communities who are socially marginalized siheegrevious census of poverty. While the
design of new PMT is &md on the basis of poverty, it doast include anyariables on marginalization which

is also a dimension of poverty wariations that can accommodate the cultural definitions of asset ownership
and family/marriage that are lfowed by Indigenous Peopl@Kalash in Chitral). This is likely to result in
exclusion of this community.

95. NSPP also needs a mechanism to addwesgistration (for inclusion in BISP) issues faced mobile
population. Similarly, vulnerable groups often move from place to placévédihbod or for basic survival. It is
difficult to help such mobile populations as BISP procedures currently in place find this complidetdgiank

is supporting BISP to advance towards a more dynamic NSER, but the institutional infrastructurelegdocal
(local governments) in Pakistan needs to be further developed before making thitn sieg. past, the
government has proposed Mobile Registration Vehicles (MRVsS) as a measure to reach out to mobile
communities. ESSA understands that registratiomatbile populations (displaced as well as nhomads) is a very
sensitive matter and only a properly devised sydiased intervention can serve as a sustainable solution. For
this purpose, BISP must proactivelygea ge wi t h NADRA, t h eutharity, andtagegces r e g i S
with direct experience of registering mobile populations and develop a mechanism that allows mobile
communities and individuals to be recorded, verified and updated.

96. The ESSA reviewed the fANew P MversibhoNovembesll, 2045). NSER
The document is reviewed on single criveri ability to identify marginalized and excluded groups or lack of it
that may result im social risk.

97. The ESSA review, from the outset, appreciates the fact that documentgewrider carefully looked

into various methodological options for predicting poverty before arriving at the decision to UswitPlih the
Pakistani contextThis review agrees to all assertions made for adopting the PMT methodology. The PMT
method is adopteto identify poor or ultrgpoor household for the targeting of safety net programs, particularly

in low resourced settings where collection of simple vital statistics or formal record of income is a challenge. In
the context of Pakistan and for the batésign of BISPPMTmethod is relevant for NSER.

98. ThereviewedPMT documents also lay out performance criteria for evaluation of PMT score, namely
errors of inclusion and exclusion, to gauge the target efficiency and program effectiveness. Both ofdisese err
pose a threat to the credibility of program and increase thelylayg of social exclusionparticularly if a group

is misidentified due to choice of items included in the analysis or because of their exclusion of certain item.
Particularly the itemshat augur well with income but not with social exclusion or geographic location (squatter
settlements). It is with this reference in mind the later part of the methodology is reviewed.

99. The primary aim of PMT is to predict objectively and with reliabilithe per capita income or
consumption at household level by identifying variables that are easy to measure and collect, and are sensitive to
change in poverty. The variables thus identified should have the indicators on following dimension:

v 0 i d-comflickaceasr ob axelad sobfect®o c i a | cor

A core principal of the ESSA is a
| m Gui danc ek Qgetatons@olicyEnvi r onme:

territorial di sputes. o Page 6,
and Country Services, June 18, 2012.
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Demography, paicularly agespecific data by gender, dependency ratio and household size

Measure of current command of household over resources and assets that reflect permanent income and
temporary income, water, type of construction, ownership of household amenities

Measures of prospective command of households over resources like education and employment by type.
Measures of transfer of resources, road network, access to public facilities as indicator of social exclusion.
Geographic location, residence in rural, urkequatter settlements and underdeveloped regions of

countries. Particular, food insecure regions, and areas hit by multiple disasters.

> >

> >

100. The PMT formula, takes into account first three dimension very well. The information on fourth and
fifth dimension isnot completely addressed, sincesitnot available in the data source that is used to compute
poverty scores. Most of the poor in urban areas reside in pockets of squatter settlements, which are hazardous
locations but people can be marginalized in acgtion.

101. The survey data, although the only source of consumption data in Pakistan, largelysxcasiions
on marginalizatiomndsocial exclusion.

102. Even with a weHldesigned NSERnclusionissues are acutely faced bgecifically excluded groups

swch aslndigenous Peopl@éP) in Chitral.While some women amoni§alash, recognized as the only IP group in
Pakistandor ecei ve BI SP cash grant s, E S Sdppasentlyeligiblé wlomens s e s s me
do not meet the criteria for inclusionBiSP?. This is mainly because the Kailash haygeculiar culture with a

very different understanding of househaladproperty ownershipThe Kalash use barter system, th@ioperty

is communally owned and used and not associated with a single housetsottifficult to assess their poverty

levels based on household ownership of assets with a scorecard based on conventional rutissehold
assetownership and institutions. Additionally, their language is unique and unless the survey is admhiiristere

their language, there would be uncertainty regarding its results.

103. Desk based and door to door survey both have their pros and cons. In some communities, such as
Haripur KP, registration method is important ather methodsnay gi ve r i s edring opondleh a me 6
beneficiaries the ¢BISRigHaor realized that eukuraibrynsand Fpardatd oftarl | y
impede women from accessing the de$kerefore they offered door to door registration. Howgetlee
responseshowedthapeope often felt embarrassed among their neighbors and did not want them to associate
their households with poverty. Later they approached BISP office and admitted that they closed the door as it
shames them in the community to avail government protectidnsagmverty. BISP is associated with poverty

and it is painful for people to publicly declare their poverty. Pakistan with its cultdresod f a i ¢(garloaf hi 0
nobility) prevents deserving people from registeringler BISP through this survey methd@®iSP needs to

carefully examine the success of this method before choosing which NSER survey method to adopt.

"y

104. Vulnerable people often move from place to place for livelihood or for basic survivalwas
discovered by the ESSA field assessmeRuima Shaib where Sikh community, traumatized by the militancy in
FATA, had takemrefuge at the Sikh Temple (Gurdawar@omputerized National Identity Car@NIC) holders

of Tharparkar typically leave for Mirpur Khas, Badin, Sanghar and N&katbfor livelihood.lt is difficult to
help such beneficiariessdisplacementelated issues get compounded by lack of flexibility withiesystento
register such groups

105. Regarding, minorities and IDP¢$,was observed that whereas several minorities are taking besfefits
BISP, there are several whittave beemissed out and are deserviegy Sikh community in Punja $éb
(AnnexV). This community was found to be extremely vulnerable and dependent on their religious leaders for
access to BISP. Theseemed to medhe digibility criteria for BISP due to the recent exodus from FATA as a
result of militancy However, they were too traurstricken and insecure to access BISP and were unsure if the
Program could accommodate the change in their stiti&SP P 6 s ai m NSBR dgnarkiewouldhsait

these people but methods of reaching out to them andithgdseir confidence to apply for the grants is also
required.

106.  Major risks of leaving vulnerable groups (disabled, nomads/IDPs, minorities) outside the ambit of the
programare reputational and political as these ultimately strike at the very core of BISP mission/vision. This
means that eligible people are unable to be included in the Program because their circumstances have changed
or they lack the confidence and mobility poove their eligibility. Further, several eligible households fail to

22SpurceAD Chitral
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access the cash grant because their illiteracy prevents them from using the correct procedures. It is mainly by
addressing this type of vulnerability, a form of relative poverty, th&PBwill make its work more meaningful.

SocialRisks Associatedith Developmenbf Beneficiary Centric Payment Model:

107.  Although the beneficiary centric payment model is expected to have positpactsnand reduce

several issue®NSPPneeds to also base interventions on a solid understandimigadfconstitutes vulnerability,

mar ginalization and |l ack of agency within Sodak cont e
marginalization, lack of voice and opportunity costatinue to plague eligible househal@specially women

from accessing BISRNithout understanding these dynamics, BISP will find it difficultd&visetechrological

and bankingsolutions to common issudaced by its beneficiaries in accegs its servtes. The details of

beneficiary centric payment have shown that it is focused to address several payment related issues, however,

the ESSA found thahe following aspects of marginalization and vulnerability need tocabefully understood

while finalizing thesemechanisms.

108. There are hiddenppartunity costs for availing BISP payments duevid me tadk f mobility, time
poverty, financial illiteracyand travel costs. Where banks stipulate that cash can only be withdrawn by
beneficiaries, women mentioned the resulting difficulties regarding arranging transport, paying a two way rent
for two passengers (as they cannot go alone), making alternate arrangements for hagemmatiichild care
during their absenceDuring ESSA consultations with beneficiariehist was the most commonly cited
vulnerability in relation to accessof BISP grants While the banks delivery model is designed to create
transparency, it also negtb assessidden opportunity and social costs that beneficiaries have to bear. In effect,
this means that the cash grésenefit that reaches the household is less than the full amount if these costs are
deducted.

109. The ESSAalso foundthat many banks (and tmdiranches) provide easy Benazir Debit Card (BDC)

and ATM accesstomelivhi | e t his creates ease for women benefici
over 0 ¢ o n tashogtant o fmeWhileeother studies have stated that about 70% wominrcontrol

over t he (¢ildinteryviewEvstisbeiieticiarfes revealed several cases where men did not hand over

the cash grant to them or spent it without their knowledge and congénite the biometric verification will

reduce this occurreeaunder NSPP, the opportunity costs issue will remain.

110. Rentseeking has been reported as a common issak éneas surveyed under the ESBalocchistan

is a case in point which is ar@ase the largest province Pakistan witheastpopulation density. The districts

and tehsils are located at large distances from each other. As the institutional arrangement is very weak or
almost absent at tehsil level, therefore, arrangements of cash withdrawal are also very feeble. Theralare sever
districts where there are no AT\r POS machines like Awaran, Kalat, Khuzdar, Kharan, Mastung, Barkhan,
and the Kalash Valleys. People have no option other than to travel to the nearest district where the ATM or POS
machine is available to withdraw men In such cases, for their own ease, they handover their BDCs to some
person who withdraws money feeveral beneficiaries against a fee per woman. While this step is convenient, it
also creates opportunities for reseeking This problem was also refed by several communities in Quetta
where payment is made through Pakistan Rdstvever, only a very small percentagepayments (6%) is
presently being made through Pakistan Post. Therefore, the issues being faced by the beneficiaries related to
Pakisain Post are small in numbét.was mentioned that postman delivering the money charges a fee to deliver
money at their doorstep.

111. A similar issue was observedith the POS machines installed at Omni shopsdelivering the
payment in Balohistan. Severabperators were reported to take service charges while delivering money to the
beneficiaries. This problem was also confirmed by the BdSiee, Quetta. BISP staff hawuaken actions

against such activity and repedtthe incident to stop the operatiohtbe POS machine at that specific location.

The POS machine operators sometimes hand over lesser amount to the beneficiaries as compared to the money
withdrawn. Spot checkp is done by BISP Staff in Bathistan to control this problem and it was repotteat

Barkahn and Loralai POS machines were closed after spot checking. Although it has been mentioned that spot
checking is done by BISP staif,is not clear if a periodic schedule is followed for this monitoftgther, even

with biometric payments,tiis not certain that the women will receive their full cash grant as the bank
clerk/functionary may still demand a payment. Many women may be coerced into paying the demanded amount
as women were often scared of blocked payments.
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112. RegardingBDC-relatedissuss, OPM6s Second Eval ua t¥hmghlights that ndree Bl SP
than 96% of beneficiaries are satisfied with their payments and tise débit ard On the other handiterature

also confirms that lack of familiarity with the payment instrument, lack of access to information and
inexperience in handling documents at times create issues for BDC users. In 35% of the cases that Mott
MacDonald and DFID reviewed, either theneficiary had lost, misplaced or damaged the BDC. In 31% of the

cases she had lost the PIN. Almost 23% had their cards blocked, and 8% had exchanged with another card and
card capture was reported by 3%

113. BDCs do not carry a definitive identification dfie beneficiaryand are noipersonalized cards,
(AnnexVI) T they do not displaythe nameof the person to whom it is issued or her photographCiC

number of beneficiary or any other detaitat can be used to identify the card owner. This has cagsat
confusion andproblems among beneficiaries which was reported during consultations/meetings with the
beneficiaries. Without the nanamd CNIC numbewritten on the card, it becomes difficult for them to identify

their card if mixed with cards of otheromen. As most of the women are not literate, they usually collect cards
and hand over to some close relative who can withdraw money for them. In this process, the person often mixes
up the cards and without proper identification of owner on the daigidifficult for him to return the cards to

the real owners®

114.  Mechanisms leading to corruption avidlencewere alsanalysedHBL relies on a manual system. At

HBL disbursement point a BDC can be received by showing CNIC and leaving a thumb impoessapet.

There have been reports where middlemen received BDC and money but did not give this to the beneficiary.
Banking systems are not coherent and create room for corrumiess they are standardized and strictly
monitored BISP staff expressetigir concerns that banks have their own procedural lacunas. Badin (Sind) was
identified as particularly sensitive where criminal gangs influence BISP beneficiaries to mortgage their BDCs to
buy essential goods. Later this mafia keeps track when a tranobleased and immediately withdraws money

to pocket it. BISP local staff explained that this activity at times involves hundreds of BDCs and money is often
withdrawn past midnight or early morning hours and yet it is difficult to make anyone accounptaib|éé it

the bank or the beneficiary hersdffowever, biometric verification process should reduce this type of problem
faced by beneficiaries.

115. Third Entities alsodisplay rentseeking behaviorThey create anxiety and fear among women by
waiting in the street, offering to help for a fee and misinforming beneficiaries about the ATM, such as, the
machine will capture the card or the government has announced that if any money is left in the account it will be
de-credited by eveningSuch individuals corimce women to accept their offer of help. In Quetta, Some of the
beneficiary women have also reported that unknown persons have taken money from them and assured them
that they would be registered as beneficiary in the program. Afterwards, the womea loeate but could not

trace them. These complaints hdeen reported to BISP office aldoack of information among beneficiaries
alsoleads to this risk.

116.  During field assessment only one case of embezzlement committeBlamnkamployee was discovered
in Quettd’ whichwasr esol ved successfortsl | yt hrough Bl SPo6s

Social Risks associated witBtrengthening of BISP @fices:

117.  On the strengthening of BISP offices, NSPP will play a valuable role in improving staff numbers and
increase of number of officeFhis will be a valuable contributioas the ESSA field review found that the

Bnttp://www.bisp.gov.pk/Others/2ndimpactEvaluationtytt://www.bisp.gov. pk/Others/2ndimpactEvaluation.pdf

2 Spot Checks and Beneficiary Feedback, Grievance Redress Repor,, GRRL. P. 34

1t was also reported that two cards from the same family were given to a person for withdrawing money. One of the cdrasdicakle

was withdrawn while the other card did not work at that time. While returning the BDCs, the cards were reportechdoeeritly
swapped. The person who got the money was given the cattheé which
money was given the card using which the cash was withdrawn. This resulted in a severe dispute within thvaitamilgs difficult to

settle down later.

%gource: ADi Hyderabad

#In this context, one case was presented by BISP Office at Quetta. The incident was reported to be a case of misapgrriation
employee of a commercial bank. The employee misuseB@of a beneficiary who applied for a replacement card. The money was
withdrawn by him and the card was also retained. The beneficiary was informed by the employee of a commercial banktiegtliae m

not been credited into her account. Later the lieiaef complained about it and declared that she had not received the card. The matter was
taken upby BISP office, Quetta and investigation was conducted. The culprit employee was suspended and embezzled amount was
recovered from him and handed over te lieneficiary. The details of the case are attached as Aflhekhis was a success story in which

the embezzled amount was recovered and handed over to the beneficiary
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current system was overwhelmed by demand. However, this component also needs to consider the inclusion of
severalsupply side issues as well as aspects ofsecurity that haypotdrtial to lead to riskthat can impact
BISPS service delivery.

118.  The location anchumberof offices need to be carefully lookedAdthough other studies e.g. Field
Capacity Assessmenindertaken by Ernst and Young 2016 revealed that 83% of the ofs are easily
accessible, th&SSA review found thatupply side issues often add to the difficulties in access. For example,
BISP office in Thatta deals with beneficiaries located in village Keti Bandar that is 120 km awasitddtisn

creates room a@hprovides operational space for third éaito appear and take money from women offering to
represent them at BISP offitecated farfrom them Physical geography of the region may also make mobility

an issue not only for the beneficiaries but alsoBtSP staff and mobilizing agency. Administratively the area

may be taken as a single unit but it may have several villages located far and wide making service delivery truly
challenging Office location neeslto be planned on density of beneficiariestidistrict.

119. Safetyissues andhteraction betweeBISP staff andbeneficiariesare important aspec&aff security

is a concern. Field staff has no official identity cards. Staff in Umerkot shared how this causes anxiety when
theyareon field assignments and often feel vulnerable as local gangs are active in tHeS8Aaaeam came

across cases where BISP field staff was harassed, followed, and even attacked, and taken to court in fabricated
cases. This places BISP staff at high askl impacts on efficiency of service deliv&gcurity and other safety

issues need to be addressed in tandem with increased staff numbers.

120. In Balochistan, several beneficiaries often travel long distances to reach BISP foffimgistemg
themselvesn the program. BISPtaff check the status in poverty survey and inform them accordingly, if they

are eligible for the grant. People who are refused often become hostile and use abusive language with BISP
staff. This has been reported by BISP staff workimgQuetta divisional offic®@uring FGDs, women also
complained about lack of empathy and support from BISP staff.

121. BISP needs to developebeficiaryfriendly officestoimprove servicedelivery. SeveralBISP Offices
visited by ESSA Teanaktk properwaiting rooms and other conveniences that lead to unrest and difficulties for
beneficiaries who mapave travelled long distancel$.needs to be clarified that other studies e.g. Capacity
Assessmentindertaken by Ernst and Youpgesens favorable figures of coreniences in BISP offices. Clearly
there is a need to standardize office facilities to ensure smooth functioning.

122. BISP offices have no safety protocols in case of a subversive activity especially in conflict affected
areas. Other process inefficiencieaemetimedead to unrest. For example, ESSA field visifTtwattaoffice

in Sindh found that the officeeceives five hundred visitors per dayHowever only a certain number of tokens

can be issued. This gives riseutrestand people suspect BISP tmging unfair or indulging in favoritism when

the real issue is lack of stafbther offices in Sindmeed improvement in basic facilities and maintenance. |
developing the network, NSPP needs to develop protocols for location and management of affeesuas

that a minimum protocol for safety, crowd management and cleanliness are followed in addition to MIS upgrade
and training of staff.

123. Bl SP shoul d al so consi der devel oping and propandg
responsibilities oétaff as well as beneficias to clarify roles and behavio

Social Risks associated withfromotion of Financial Literacy:

124. Under Strategic Area One, tiso mponent al so aims to undertake dAth
of BISP beneficiaries, leveragig Wor |l d Bank operations and Bl SPs6 ea
financi al literacy trainingb6.

125. The ESSA concurs thatrerall literacy and financial literacgmong beneficiariem particular must be
improved. llliteracy generates unnecessary fear angiety among beneficiaries in a bank and public office
setting.For example, deneficiary from KottliSattianhad an impression that her BDC could only be used at a
machine in Blue Area, Islamahad lack of information also makes women vulnerable toupfon and fraud

%In Thatta the case load was 158,000 as communicated by the AD. These 500 besgfiiatisy are not all and always new faces.
Beneficiaries often make followp visits.DFID/Mott MacDonald grievance survey indicates that 93% respondents need to visit BISP office
more than once to register their enrolment complaint or get an updateirostatus. On averageeneficiaries visit at least three times for

each grievance
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as they hand over their BDCs and pin codes to randdimiduals, mostly bank guards. Beneficiarégs scared

of paper work and ofn this fear leads them to resgeking mtermediariesNSPP needs taddresghese fears

when promoting fiancial literacy.One example is that theystem does not allow pin code change. In many
cases women fail to learn pin code assigned to them. This creates room for corruption as women carry pin code
with their BDCs, increasing their vulnerability. In factany women repeatedly showed their BDCs and pin
codes to the ESSA team. They have not yet internatize@alized the significance of secrecy regarding pin

code

126. The ESSA endorses tlhdometric verificatiorsystem as positive step towards financial inmndence

and literacy and assesses that it will benefit the majority of beneficiaries. Howdw8GA field
assessmeatsyn findingsindicatethat about two to ten percent of women engage in forms of livelihood that can
affect the quality of biometric dat&ESSA team met several women in Matiari and Umevkoo prepare local
handicraft Their thumb impression is distorted and can be inconsistent over a period Ghsirskeown ina
photograph attachedt the end of repoft Other cases related to skin dissaséso complicate biometric
verification (for actual case s@hotograph attached at the end of rep@bmewomen whoareill and cannot

move, find it difficult to use biometric verification and withdraw money. Although gbeentageof such
biometric \erification issues may remain relatively small, this becomes a major cause of concern when the
affected individuals are truly vulnerable and dispossessed.

127.  Many beneficiaries attributed their helplessnesa kack of awareness about the system, particularl

bank procedures, payment options and language. Beneficiaries complained that BISP staff provides no reasons
behind norpayment. They believe that BISP and the banks perceive them as illiterate and this explains their
attitude. A woman from among the Koindu community notedi we only know how t o mak
chil dren. We donét understand money matters and bank
They have no ti me t d&segmsihat fimarcial diteracywranlycbe imerovedlif thée BISPO

network including banks are trained to impart suchimg with patience and in easily comprehensgikps to

beneficiaries.

Result Area Two: Income Support for Human Development and Access to Complementary Services
SocialRisks associated witEonsolidation and Expansion of Wasee&aTaleem

128. Under this intervention, N 8B®(which) Will be &2 key glemnentin ic ap ac
WeT expansion. The Program will supp@BC& role to enhance communications between BISP and its
beneficiaries. The committees serve as a vital platform to reinforce compliance with We3poasibilities,

and will have to be further strengthened to take on this role. In addB®@s will be leveaaged to share

information about the importance of education for children, and will offer a venue for beneficiaries to provide
information about service delivery i n EgSAligddanissiomn and ¢
came across sevérehallengesn the social mobilization process at the field level that need to be addressed to

reduce social risks.

129. The social robilization process followed under WET was undertaken through a partnership with a
Nongovernmental OrganizatighGO).However,it lacked direction from BISP in line with a planned strategy.
BISP, therefore, could not use this process to link it with its casgram and implement trubtilding and
information sharingstrategieswith beneficiaries. Also, it was rolled out in adf paced manner that did not
allow the requisite training and orientation of community groups ¢batd leadto sustainable community
organizations.The social mobilization process must be allowed to prodeephased stepand allow for
maturity of groupsthrough training Simultaneouslyit is important to appreciate that at the grassroots level
women often have several of their own and family responsibilitiegl@docial mobilization team mulsave
realisticexpectations

130. In manyfield officeshiere isno Social MobilizatiorCoordinator (SMC) and BISP staff is not trairad
community engagement, social mobilization and community development. Ti&eceelon the mobilizing
fir mdés dordisatorandsotial @Qrganizex(SO)s is notproportionatéo theactual role and responsibilities
envisaged for the mobilizing firlBBCs are in large number and a facilitation agency is certainly required. Yet
it is important for BISP to take lead in social mobilization and improemmunication, coordination and
overdl relation between BISP field staff, and BISP beneficig@speciallyatthe BBCs level.

29 A case in point is Lal khatoon from Umar Saddar, Matiari; 79 years old; CNIC 41B#5850
%0see Log of Photographs
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131. There was no specifibcus on vulnerable groups in the socialhbitization instruments developed for

the WeT programAlso, group members were elected but the él@t process did not ensure representation
from religious and/or ethnic minorities, widows, disabled and other disadvantaged sections. The Social
Mobilization Framework and Process Flow prepared for WeT did not clearly indicate the mechanism through
which participation of vulnerable groupsait be ensured, or resentmeah be prevented (Annéx/IIl)

132.  One key aspect that requires strengthenimghe NSPP ighe issue ofack of integration of social
mobilization process within the core cash grant progrBinis prevents the development of commuitigsed
solutions to access the cash grants, restricksegiting and manipulative practices of third party agents, trust
building betweenBISP and beneficiariehroughinformation sharingThe social mobilizatiorexpected to be
supported by NSPP must link the groups with the core program also and usesthdaridgdo enable tweway
communication, encouraging of community solutions to problems of accessaail of rentseeking
practices.

133. BISP must lead and @te emphasis on social mobilization as an overarching strategy for its core and
complementary program&or this purpose, BISP needs to develoforid Engagementnit/Teamn{possibly
based within an existing Unithat oversees the entire social mobiliaatprocess, guides its implementatton
ensure that the process is used for improved communication and service delivery.

134. It is important to appreciate that social mobilization leads to increased local ownership and
participation of the people. It paves way for collectaation and decision making, givinige to localand
people driven institutionas conduits fogreater information sharirend transparency

135. Sustained participation is difficult for vulnerable groups, especially those suffering frons &rm
relative poverty and marginalization (for examplegieus/ethnic minority groupetc). Similarly, disabilty
survivors are another group for whom appropriate tools for social mobilization and engagement need to be
devised.
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IV. POLICY & LEGAL FRAMEWORK FOR MANAGING SOCIAL IMPACTS OF THE
PROPOSED PROGRAM

A. Introduction

136. The Government of Pakistan banacté laws, regulations, and procedures of relevance to social
effects of the proposed progranthe applicable social management systems in Pakistan from a legal,
regulatory, and institutional perspective, are generally appropriate and comprehensive. Othpaoepe of

the applicable environmental and soclabjal and regulatory systems is considered to be adequate to address
underlying social risks. Thus, no significant changes to the overall structure of the applicable legal and
regulatory systems are envisioned or proposed under this operation. Therfglkeetions describe the most
relevant aspects of the existing legal and regulatory framework as they apply to the proposed program.

B. Measurement of Poverty bythe Government of Pakistan

137. The methodology of poverty measuramevas first determined by tiBovernmentof Pakistarbased

on consumption data of 199®. Headcount poverty was estimated through Pakistan Household Integrated
Economic Survey (PHIES) on the basis of food intake. Official povertywiae set &upee 637.54 per person

per month (Planing Commission) at 19989 prices on the basis of consuming minimum 2350 kcal/day.
Subsequentlypoverty was calculated through considering inflation and overall expenditure. Target population
has been the lowest 60% (surviving on minimum calorie 235ldegd. Data on poverty is political as well as
technical and the one after 2008 should be taken with skepticism (Economic Survey 28,550P). In
2012atechnical committee to reviewfficial methodologyfor poverty assessment was formed. It was nthad

the data regarding poverty line/consumption basket was outdated and unrepresentative. It was also realized that
the official methodology lacked comprehensive approach and excludefbowrsegments and consumption
patterns. Improvements were introddand the poverty line now addresses both the consumption patterns and
socio economic changes. The new reference group covers households that lies'irtahtdipercentile of the
distribution of per adult equalent consumption expenditure. The calmtandard is kept constant at 2350
calorie/adulday. In terms of methodology, ldhning Commission has adopted a new poverty line based on
Cost of Basic Needs (CBN) and focuses on consumption pattern of housett@deference group. CBN is a
reliable methodology for establishing the absolute poverty line. At the first, staigeis acquired along average
spending on food / calorie count; nutritiomale and the final) Food Poverty Line (FPL). At the secosidge

data is acquired for nefood expense (i.e. clothing, shelter and education).

138.  Several laws, regulatiordprocedures have been developed at the federal and statetdeadtiress
key social risksThe most important of these overarching laws agllations related to sociptotectionand
povertyinclude the following:

C. Benazir IncomeSupport Programme (BISP) Act 2010

139. This is the main act to provide ftre establishment of Benazir Income Support Prognaithe Act is
structured into nine (9) chapters covering treliminary; program establishment, objectand purpses;
governance of the progranrestablishment of councihowers and functiosn of tmanagemeeligibility for
program benefits and its disbursement; fuamtounts and audit; employees of the program and miscellaneous

The objective and purposes of the Progeamdefinedo:

A Enhance financial capacity of the poor people and their dependent family members;

A Formulate and implement comprehensive policiestangeted programs for the uplift of underprivileged
_and vulnerable people; and

A Reduce poverty and promote equitable distribution of wealth especially for the low income groups.

140. The Act describes the governance of the program thrdBigP Council, BISP Baa, BISP
Management and other institutional setup.

141.  The highest bodjs the BISP Council President of Pakistais theChief Patron and the Prime Minister

is Executive Patron of the Council. The Council comgiseghly reputable, distinguished and well
accomplished national and international individuals who shall be appointed by the Chief Patron on the advice of
the Executive Patron. The Chairperssithe ex officioMember of the Councilhe actalso defines theowers
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of the Chairperson.

142. BISPBoard is also defined as an important institutional piltais defined thathie Programme conssst

of the Chairperson, Members,Management and such structure as determined by the Board, and shall function in
accordance Wi the regulationsThe number of members of tB®ard are also fixewvithin a range ohine to

eleven. Thes&lembers of the Boardreappointed from amongst GovernmegngovernmentaDrganizations
(NGOs)and technical experts who have relevance to thpgses of the Programme having such qualifications

and experience as may be determined by the Federal Government by notification in the official Gazette for a
term of three yearsThe Act also defines the responsibility for determining the eligibility foogramme

benefits and its disbursement. It states that the Board shall determine, from time to time, criteriafor eligibility of
persons and families for financial assistance from the Programme and funds of the Programme shall be
disbursed to eligible psons and families in a manner approved by the Board and prescribed in the regulations.

143. The powers and functions of tB#SP management are also clearly defined by the Act, which, among
other important administrative matters, include thaction related tadentification of eligible families and
grievance redress as listed below:

A Identify eligible persons or families for financial assistance or other berzefds;

A Implement mechanisms and processes that facilitate the removal of grievances and complaints related to the
Program's operatioras provided in the regulations.

144.  Grievance Redress has been given due importance in BISmhAChapteflX, the provisions forhe
Grievance Redress are further elaborated as:

A Any person or family aggrieved by a decision against the eligibility may, within thirty days of the decision,

_ file a representation in the form and to the authority as may be prescribed by the regulations.

A The representation made under-sgttion (1) shall be examined for determining eligibility for financial
assistance under the Program in accordance with the manuals approved by the Board.

145. Regarding Grievance Redress, the Board has been vested with powersetregulations. It states that
without prejudice to the provision of subsection (1), the regulations shall provieiealia, financial assistance,
payment schedule, grievance redress, social audits and operation téroemtary graduation Programs.

146. Fund, accounts and audit procedures are defined in ChélpteApart from funds, budgets and
internal control, the requirements for audits are also clearly described to ensure transparency. It staes that t
accounts of the Program shall be audited yyear by the AuditoGeneral of Pakistan in suaémanner as may

be prescribedCopy of the audit report, submitted to the President, shall be sent to the Board for information and
remedial actions, if any, and to the Council as well as the Federal Guamrfor informationThe Board shall
approve the Progradmannual report which will be laid before the Council and the Parliament.

D. Operation Manual BISP, 2010

147.  The Operations Manual (OM% the prime document describitige operations of the BISBN and
serves as the main reference document for all stakeholtteovides an insight on the design and
implementation mechanisms of BISSNIt may be noted thathe extracts given below from the Oiere
drafted in2010; ferce some descriptioreould be dated. BISP is in the process of updating the OM in the light
of past experiences and use of new technology and processes.

Objectives of OM

148. OM is prepared with the specific objectives to:

>\

Serve as a reference document fostdkeholders and enable them to understand the approach, processes,
implementation desigand activities under the Progna

Clarify the core policy and implementation arrangements for program operation;
Indicate the performance parameters expected oh#reagement, operations and personnel;

Ensure that the requirements for transparency, fairness, equity, compliance, social accountability,
accounting and auditing are met; and

> >
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A Guide the programoperation, especially the functions to be performed bstaleadholder under the
program
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Structure and Coverage

149. OM discusses the Structure of BISP at the level of the BISP Board, BISP Headquapecsically
thethenOperations Wing as well as at ProvinciaDivisional and Tehsil levels. e desigrparameters of the
Programcovering the BSP-SN programobijective; the target group of thgrogram the eligibility criteria for
beneficiaries; payment amounts; frequency of payments and delivery mechanism; and recertification as well as
exit policiesare dso discussedOM provides an overview of the entire progragtie and describes in detail the
following essential processes:

A Targeting processDescribes the preparation and implementation of the massive -witlerTargeting
Surveyonducted throughout Pakistan, including all logistical needs, capacity building activities for staff
and a national as well as lodaiiblic Information CampaidgRIC) in preparation of the data collection in
the field.

Data Processing procesdncludes he data entry offargeting Forms the verification of the submitted
information, the application of the proxy means test formula and the selection of receiver women.
Payment proces3his part looks into thegyment calculation, payment list developmemjwry through
payment agencies and payment modes.

Case Management and Customer Servic&oversthe handling ofinformation updates for receiver
women, handling oéppeals andomplaints on issues related targeting,payment andjuality of service
and protocols to address specific situations.

> > >

150.  Monitoring mechanisms during program implementatoa also detailed in OMhich ensures that

each activity is being carried out as described inQM and supports constant high quality service el
Methodologies for carrying out necessary operational evaluations as well as an impact evaluation after a set
period of time. It also provides an insight to the agreed @apliting system for continuous internal auditing as

well as for periodic extaal audits.

151. An overview of the contents and means for the magdi@aluringthe implementation of BISBN has

been describedOM explainsthat rientation and Trainig avill provide: a) details on the Orientation and
Training needed for staff of all stekolders; and b) details on Orientation needed for beneficiaries on existing
complementary programs for which BISP beneficiaries will be eligible

152. OM is accompanied by the following seven (7) Technical AnnéxelsidingTargeting Manual for
Data Collection Targeting Manual for Data Entry, Validation, Verification and Beneficiary Selegtion
Payments ManualCase Management Manyd&E Manual; Organizational Structure Manuand BISR-SN
MIS Requirements Manual

Social Aspects Covered in the OM

153. BISP is desiged to target poohouseholdsand it is one of the major safety net progsamPakistan.
The social aspects are reflected throughout the manual. However iteagare brieflydescribed as below:

Design Parametes

154. BISP-SN is targeting households thatdiving in extreme povertyThe ProgranmusesProxyMeans

Test (PMT)for the selection of beneficiarie$he PMT Formula is based on the Pakistan Social and Living
Standards Measurement Sury@&5LM) that was conducted byFBS in 20R@08 and uses variableslated to

estimated incomand consumption of householdsh e PMT al |l ows the calcul ation
household which is used for ranking households accordingctorie deciles. Households witlbverty scoren

orbelow a predeterminedligibility cut off pointare considered as ing poor and are identified adigible
householdsThus, the PMT is used as an instrument to select the poorest househthigsProgram. Presently
theeligibility cut off pointis 16.17.

155.  Eligibility Criteria: The eligibility criteria are defined in two steps:
A Identification of poor householdsThe data of households is collected by filling Treggeting Form The
eligibility of the household is determined by comparing the poverty score derived from thetapptita

the PMT formula against a poetermined eligibility cubff point. All households with poverty scooa
orbelow this cut off point are declaredelgjible rouseholds
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A Selection of receiver womeiThe beneficiaries of the BISP are all ewsarried women having valid
CNICs, within the Eligible Households.

156. Re<Certification: The initial eligibility of a receiver woman is defined for a period of four years and
she would recee cash benefits for 48 monthd/ithin this period, a receiver womanowld only exit the
program if any of the reasons detailed unBerration and Exit Policywould apply. After four years, fe
certification will be undertaken whereby the poverty score of all eligible households wilida¢cuvdated. If the
score stillfalls below the eligibility cutoff point, the household will continue to be eligible; however, if the
score is above theut-off point, the household will smoothly exit tpeogram.Before beginning reertification,
BISP may update th&argeting Form based pon information provided in the latest Household Income and
Consumption survey and any other factors considered important by the Board.

157.  Beneficiaries Once households are declared as eligible, all agtdemarried women (i.e. overl8

years of age) withithese households, and meeting the previously mentioned eligibility critebeiref ever
marriedanchol di ng a wvalid CNI C, are selected as beneficia
case an Odever marri ed wo maulddavalto et obtaio & CNiCafrora NADRACN | C, .
before applying to the Program to become eligible for receiving cash benefits.

158. Payment Amount, Frequency of Payment&id Delivery Mechanism BISP beneficiaries (receiver
women) typically receive a month(jnow quarterly)payment. A variety of mechanisms would be used for the
delivery of payments tbeneficiaries. These could include money orders, smart ¢aods replaced by debit
cards) mobile phone transfers, etc.

159. Duration and Exit PolicyThe Program aimBr maximum impact by providing beneficiaries (receiver
women) with cash transfers as long as possible, provided that the need persists and the receiver women continue
to meet withthergr amdés el i dowevel, tha fgllowing reasans woaldopide due cause for a
BISP-SN beneficiary to exit the Program:

A Recertification: After a period of four years, the BISEN will undertake agcertification process whereby
eligible ouseholds will be revaluated by filling therargeting Formandre-applying the PMT formula.
The eligibility of the household will then be-ceke f i ned according to the progr:
case t he ho uasnebbove théusoff miatatwid noiloager be eligible to receive the benefit.

_ Other reasons not related to thecegtification but also assing exclusion from the prograare:
A RenouncemenThe receiver woman decides to renounce herself as a beneficiary of the Program.
A

Fraud: The household representative has presented false mtiomrelated to eligibility and/or committed
fraud against the Program.

Design ofPublic Information Campaigrs (PIC)

160.  For the design of anIC for BISP-SN, the specific circumstances of Pakistan, which are determined
by the following factorsweretaken into consideration:
The majority of the population (more than 60%) lives in rural areas, many of them even in remote villages,
where the people have only limited access to any form of mass media;
BISP-SN is providing cash benefits only to adutrfale representatives (receiver women) of poor families
(in eligible households), which presents a challenge for the PIC for the following reasons:
a. The number of adult women in Pakistan, who are illiterate, is relatively high. Among general
population, te percentage of illiterate women is estimated at about 64%PHhyeeds to take this
into consideration; and
b. As a consequence of the above, the female pagi@t i on r at e r fore iPwerk los,t ands |
implying that majority of women stay in tlidilomes.

161. The BISP Safety Net is the first Program providing regular cash assistance to the poorest families in
Pakistan at such a scale. Although Pakistan-#dilaal and Zakat also provide services to the ptuir
number of beneficiaries was, inraparison, relatively small and the payments were not made regularly. Thus,
the concept of regular cash assistance for the poor still needs to be introduced to the Pakistani population.

162. ThePICis, therefore, intended to increase the awareness on theINSIEs target group, benefits and
main features. It is also envisaged to promote public understandingefdartpeting Sirveyand to encourage
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the participation of the population in the survey.

163. The Campaign is designed to target different audiences, among which the most important are:

Specific groups of theaiety such asxisting beneficiaries angoor segments of the population that might
be interested in participating in the Program

Stakehtders of theprogram like GoP and its variousitéies; BISP Operations Wingitleer stakeholders
such as NADRA, DEOs, POs and Payment Agency

Other organizationsr persons interested in BISP safety net suchnéstniationadrganizations, potential
donorsand nedia

164. For potential and existing beneficiaries, the materials mentioned under the local campaign will be
available in all relevant BISBN offices at the head office, provincial, divisional and tehsil levels. Beneficiaries

of the Program will furthemore receiveReceiver Women Guidelingsat will inform them on BISFESN
parameters and on their rights and obligations as BI S

165. Representativesom international gganization, potential donors as well as representatives from-BISP

SN staleholders might use other communication channels, sudirext contact with relevant BISP personnel
(Management personnel as well as Media and Public Outreach pejsand&@d| SP&6s website, wh i
provide deeper insightinto BI8Ps s atf et y n

166.  Apart from provision of PIC, lie BISP website shall provide general information on BEBPto the
public, facilitating a high level of transparency of the Program. It would also allow existing and potential
beneficiaries to interface with the Program. BISR will offer online acount access to households and
receiver voamenthrough the website. Receivelomen will have access to their account information, eligibility
status ad status of payments. Receiveowen will also be able to file appeals and complam&lserfriendly
format. The aline facility will be managed by the Beneficiary Services Offidercording to the OM, he
website will provide information oprogram and itsmplementatiorandprogram administration.

Case Management and Grievance Redrésschanism

167. The BISPSN envisages a case management system that

-

A Guidelinesforconcerned stakeholders (i.e. BISR, POs, Payment Agencies, etc.) on their key functions,
roles and responsibilities to amend omissions during the targeting process, solvedénafr i e s d comp |
in relation to payments and quality of service and update information of households and families
participating in the Program;

Provide a mechanism for social accountability of the Program and facilitate all participating hasisehold
interact with the Program@nd

Enable existing and potential beneficiaries (potential/eligible households and famgitiesjer voamen

etc.) to understand the procedures to present appeals and complaints and to update infmnntagon
household/family. Case amagement would address issues (cases) relateghdates of information for
household/receiver women; appeals by households not selected by the program; and complaints about
payments and quality of service.

168. Institutional Arrangements for Case Managemericcording to OM, for handlingall case
management issues, the BISIR shall establish @ustomer Services Unitithin the BISP Operations Wing in
Islamabacdand shall appoint specialized casanagement personnel for thisityand within Divisional Offices.
The Unit in Islamabad shall be headed by Bieector of Customer Servicesupported byCoordinatorsto
handle the field implementation féppeals, Updates and Complainighis team shall be supported through
Beneficiay Services Officerdocated in Divisional Offices.

169. Mechanisms of submitting Updates, Appeals and Complaibtsrent and potential BISBN
beneficiaries will have access to a variety of mechanisms to submit Updates, Appeals and Complaints to BISP
SN, aswell as to enquire about information on their status in the BEPThese would includén personat

relevant BISPSN offices; through telephone calls to the BISR Help Desk; o#ine through the BISFSN
website; and by mail.
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170. Entry in MIS The Operaticns Assistantat the Tehsil Offices will review all Updates, Appeals and
Complaint Forms and enter data in the MIS. The MIS will generate an identification code for each Update,
Appeal and Complaint entered in the system, to facilitate its follow up. TiIBewMl produce a report of all

cases presented. THeeneficiary Services Officewill forward the report to theAppeals, Updates and
Complaints Coordinatoat BISRSN head office.

171. Case Management Hierarchivery case related to Targeting, Payments aaliuof Service, based

on its nature, will go through the resolution process at different levels of hierarchy iRSBISRII the cases

will generally start from the lowest level in the area, typically from Tehsil office. Areas where Tehsil offices are
not functional at the time a case is identified, the next available office up in the hierarchy will manage the case.
Complaints/appeals or any other request received in headquarters, BISP Help Deskirmndtathe BISPFSN
webpage will mostly be forwardedo the office nearest to the address of the person making the
complaint/appeal/request, based on the data with BISP SN. The cases will be forwarded to higher levels for
resolution and/or acpeance, based on their naturéhe BISRSN MIS is the main resoce for case
management. It performsrée main functions for this purpose: receive cases; resolve cases; and provide to the
beneficiares an interface to the Program

Training
172.  BISP-SN OM included a comprehensigection on training of all stakeholders.
E. Social Mobilization Manual, 2014version (updating the previous versions)

173.  Social mobilization is a process that @nsidered fundamental to all BISP programs, particuliarly
keep BISP beneficiarieengaged,committed, aware and informedEssentially,local social mobilization
structures are used for the purpose.

174. The manual clearly identifies key stdkdders (BISP, Social MobilizatioRirm, Committee of BISP
Beneficiaries andLocal Village Authorities) and outlines their roles and responsibilittdso the process flow
regarding formation of beneficiary committees is clearly explained and relevant instrpremied forms) are
included. The social mobilization process has four main objectiVesstablishBBC; ii) convene regular
meetings with beeficiary committeesii) follow up with BISP beneficiaries and BISP pending families; iahd
conduct the local level beneficiary communication. Although the objectives are defined broadly so that these are
applicableto BISP core prograsii the included annexes in the social mobilization manual wartfiat by and
large/so far, social mobilizatidmas only been used for WeT.

175.  As per the manuaBISP Head quarteshould havehuman resource dedicateddocial mobilization

This staff is mad responsible for coordination, implementation, nilmg and communication. At theefsil
level, BISP AD andSocial MobilizationFirm are made responsible to guide the process. ESSA field mission
discovered that in many offices there isSmcial Mobilizaton Coordinator.

176. The SM manual clearly outlines roles and responsibilities for the Divisional Dirdey, AD, and

Social Mobilization Firm It also elaborates communication flow betwd®SP and the Social Mobilization

Firms that is represented by itdsBict Coordinators and Social Mobilizatiomeam consisting 080s and

Senior Social Organizers). Tis®cial Mobilization Firms expected to design SM maté@ad submit for BISP
approval. BISP is responsible for providing trainings to master trainbgh within BISP andSocial
Mobilization Firm The trained staff is made responsible for training field staff. It is pertinent to mention that
during ESSA mission BISP field and Divisional staff counted community engagement, social mobilization and
communty development as areas that needed capacity building and improvement. As per the manual BISP must
have regular meetings with thifgocial Mobilization Firmso that the overall BISP objective and program
implementation can be synchronized

177.  The manual provide details of the preparatory activities, preliminary field work, formatioBBE
and ongoing field work. At the preparatory stad®dSP preparessocial mobilizationinstruments for
beneficiaries. Annexes include templates on mapig; directory,BBC meetingsBBC representative form,
case resolution control, case registration control, follow up and cash transfer redeipbstly including pre
printed geographical and personal data of beneficiaries. Vulnerable groups are not specifically inciunyed
form in these instruments. Most of the information ispriated and specific (categorized and/or numbeted)
but there is no prerinted prompt to check participation of vulnerable groups
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178. BBC Representative Form is used for keeping reaufr@ledions BBC representatives are elected
through proper election that tf#0 conducts and through ballot castindpwever, ESSAfield investigations
discovered that there was no specific means for inclusion of highly marginalized groups. TheUgg84t

that representation from religious and /or ethnic minorities, widows, disabled and other disadvantaged sections
be ensured. Preferably some seaBBC should be reserved for such groups.

179.  Minimum number of beneficiaries inBBC is 25 and maximum is 100. Abeneficiary villages/towns

are clustered for 8BC. In case of less than 50 beneficiaries within 5km range, the geographical spread for a
BBC may be extended to a maximum of 10 km. This is problematic for women living in mountainous terrain.
Five to 10 KM on a straight road are perhaps manageable but in mountains, such as the Hindu Kush or
KotliSattian that ESSA team visited, beneficiaries experienced difficulty rea@i meeting venueThis

criteria needs to be revisited.

180. BBC are to be informed fullyabout BISP program(SM ManuaFeb 2014, p.15). The manual guides
SO to allow beneficiaries to discuss any aspects of BISP program.

181. The SM manual (Feb 2014. p.21) provides the following monitoring indicators and formula for social
mobilization proceséTabe 4.1)

Table 4.1: Monitoring Indicators and Formula for Social M obilization Process

Indicator Formula

Percentage of mapped beneficiaries | (Number of mapped beneficiaries/total number of beneficiaries)

Percentage of mapped pending familie] (Number ofmapped pending families/total number of families)

Number ofBBC Total number oBBC established

Percentage of planned activiti{ (Number of executed activities/total number of planned activities
executed

Percentage of cases received throl (Number of cases received throu@BCitotal number of case
BBC received)

Percentage of attendance p&C (Number of BBC members present/Number of total members
BBC) *100

F. BISP Waseelae Taleem (Primary Education CeResporsibility Cash Transfer Program)
Social Mobilization Guidelines, 2012

182. The guideline¥ pl ace emphasi s on Oparticipationé6. It
implies a simple registration; increased interaction; representation or inclusion?

183. Thedocument notes BISPbroader objectiveaswomerd empowerment, managing economic shocks

and human capital development through education and orientation on life skills. On BISP website the objectives
are noted as: supporting the achievement of millenrderelopment goals to eradicate extreme and chronic
poverty,; to empower women and to achieve wuniversal
organizational objectives amdmain consistent about them.

184. For WeT 2535 BISP beneficiary faries/recipients gather to forBBC at the community level.
Members of these community levBBC are further represented at the Union Council and Tehsil level. The
guidelines focus on forming these committees according to local norms, cultural settinggoamdphic
coverage of beneficiary families in a certain area.

185. In the second phasa nationwide rollout focuses dM&E of the social mobilization process. ESSA
emphasizes that monitoring should bebirilt and done regularly and frequently especiallyuatbissues and
indicators of accountability, transparency, efficiency and effectiveness of the program. Particular attention

%IBISP is intheprocess of revising WaseegaTaleenrelated documentgjuidelines.
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should be given to vulnerability, socteinsion andindigenous people

186. The documents provide a social mobilization procesiérdorm of a frameworkHowever thesocial
mobilization process does not indicate when, where and how representation of vulnerable /indigenous groups
will be ensuredThe ESSA recommends highlighting it in the main framework, throughout the process flow.

187.  BISPUnion CouncilCounselors are elected for a period of one year. BISP can disqualify them on valid
grounds at any time without communicating reasons. BISP Tehsil Committee is represented by Tehsil
Coordinator who is elected by the BISP Union Council Celors in committee meetings. The Tehsil
Coordinator serves as a representative of BISP Tehsil Committee and is connected to BISP Tehsil office. BISP
Tehsil Coordinatdfis also elected for a year and on valid grounds BISP can disqualify her. Further details
regarding valid ground is not provided in the document.

188. ESSA recommendshat thefollowing additionsare madein the criteria noted for BISP Mother
Leaders, BISRJnion CouncilCounselors, and BISP Tehsil Coordinator.

A Good conflict resolution skills, pferably with past record that the community can narrate as proof.

A Experienceof public dealing.

189. Capacity building sessions are included in the plan. These aim to provide orientation and elaboration
on the role and responsibilities of tBBC. The Social Mobilization Firm and BISP will organize regular
meetings witBBBC and share with them program details, address beneficiary concerns, complaints and claims.
However, the ESSA field review found that little systematic training and capacitirouibf BBC had taken

place.

G. Waseelae-Taleem Cacresponsibility CashTransfer Program: Operations Guidelines for
Communication andPublic I nformation Campaign (PIC), 2012

190. The communication strategy afIC is designed for each process of WeT: dment, Compliance
Monitoring, Payments, and Case Managem@rite communication strategy focuses on creating awareness,
increasing coverage of eligible households and dispelling any misapprehensions about the program. The
information campaign aims to uphold acotability and transparency

191. The operations guidelines identifies two main objectives oPil@ These are: (i)t explain the mai
features of WeT mwgram and the larger context within which it has been develapddii) © explain the key
features of he individual processege. Enrolment, Complianceand Case Managemengtc. and ensure
beneficiaryunderstandingandparticipationin the program

192. PICsare planned for each stage of the project starting three weeks prior to errolimere are two

kinds of PICs- national and local. The natidni@vel campaign involves BISP CommunicatiopeSialist and
advertisements are designed for electronic and print media. At the local level, BISP provincial, divisional and
tehsil offices are involved. Also a thiréifty is contracted for spreading the message in collaboration with other
local NGOs. Local announcement at public places are made. Printed material is provided to aid the process. At
the local level, the PIC activities are launched almost a week befaia@ aorolment. Banners, posters, leaflets,
pamphlets are printed in regional and local languages. For the uneducated, it is hoped that BISP logo will
convey the message. Clearlge emphasis ien public places, evetandoorqclay ovens). Men dominatedhe

public places and women, particularly those who do not have a male relative are likely to miss information.
During ESSA field missions, widows in Matiari, Qasimabad, Thattd, PunjéSahib expressed their inability to
access information made availalepublic spacesThe ESSA recommends thaformation campaigns at the

local levelcan have greater impact if undertakemabr to doodevel. If this would incurhigherexpense, then

at leastvulnerable segments of society should be reached with theoh& ADRA. This can be an option as
NADRA issues CNICs with disability symbol to all persons with disabilities. Also, NADRA offers lifetime
registration to the elderly. At the tehsil level BISP and NADRA can collaborate to print data of home addresses
of all those who are disabled or elderly.

193. The PIGs focusis on conveying features of BISP core program as well as WeT to its audience in clear

®please note that the prefix BISP here means OBl SP zatomfenf i ci ary
has used this nomenclature that can be confisimgaders.
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and comprehensible | anguage. The operations guidelin

progran that should be clear to all units, representatives of BISP and partners so that they can also consistently
follow the same line of messages and ensure that those who interface with BISP also perceive it in the same
manner 0. This rebkelization is very valua

194. The WeT PIC presents a list of primary, secondary and tertiary audience. Within primary it notes direct
beneficiaries as those eligible households and families that have school going children-Ege@ats. No

mention is made of children with ptigal disabilities, or learning disabilities. WeT information campaigns do

not specifically address guardians of such special children. Its audience does not include such organizations who
are engaged in taking care of such children. ESSA recommendsighiastie should be addressed.
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V: CAPACITY ASSESSMENT FOR MANAGING SOCIAL EFFECTS RELATED TO
PROGRAM

A. Introduction

195. This section summarizes the evaluation of the capacity of program institutions to implement the
programand managesocial risks associated with NSPHAt focuses on the institutions linked directly and
indirectly to the implementation of these systems.

B. Existing Institutional Framework of BISP

196. BISP is dedicated to fight poverty by employing multiple social protection instrurdesigned to
bring a sustainable positive change in the lives of persistently excluded and deprived ElBiibas five (5)
implementation levels:

A Policy Level Represented by the BISP Council and the BISP Board;

A National Level: BISP Headquarters egutes operations at the national level;

A Provincial Level: 6 ProvincialRegionalOffices ensure the implementation of fAiegramin all provinces;

A Divisional Level: Over 30 Divisional Offices; and

A Tehsil Level More than400 Tehsil Offices are icharge of the field work and maintain direct contacts

with beneficiaries (receiver women).
BISP Management

197. BISP Management implements policies and makes arrangements for implementation of its various
programs, as approved by the Board, and as schedudeahiral implementation plans. BISP Management is the
main executing agency and, as such, in charge of the overall management, including the administration, human
resource management, financial management, as wd&&sof prograns.

198. The mainresponsibilities of the various geographical entities are given below:

A BISP Headquartersvarious wingsarty the overall responsibility to manage the planning and
implementation process of the BISSN and secure a high level of service delivery throughout all provinces
and regions of Pakistan. As the main entity responsible for-8I$Hnmplementation, thelQ is in charge to
organize all operations and monitor the implementation of Targeting, Datg Beheficiary Selection and
PaymentsThe HQ is alsmesponsild to establish BM&E system throughoutll geographical entities,
develop and maintain an MIS ftne Programand establish procedures for Appeals (in case of non
selection as beneficias), Information Updates (for beneficiaries), Complaints (erroneous or missing
payments, low quality of service) and for referrals for other Programs.

A Provincial Offices: For each provindesgion Provincial Office is responsible to organize, plan and
coardinate operations within their province/region and to interact closely with regional authpatiesr
organizations paymentagency and anyonsultants hired foM&Es. Provincialoffices are headed by a
Director General and utilize professional stdfir administration, human resource management,
procurement for all offices in the province, payments to beneficiaries, operations planning for programme
activities in theprovincefegion in close coordination wittlivisional andtehsil offices and field agrations
management.

A Divisional Offices:They are the next operational level, each of them serving between three and five
districts. Their main responsibility is the coordination of services to beneficiaries for the resgecdioa
and thetehsil offices under its responsibilities. As sudlvisional offices communicate between théQ
and the field operations and secure that BEBPactivities are implemented as detailed out in the OM and
its Annexes and as scheduled in the annual implementationT@hsil OfficesThey are the main service
provider to beneficiaries. These offices serve as a communication point for beneficiaries as well as for the
general public for all issues that relate to the BEY They provide easy access for people tqpthgram
without the need to undertake long travettaisional offices. Tehsil office overseethe targetingprocess
conducted byartnerorganizations as well as tipaymentprocess as implemented by the payment agency.

In every day operations, they hdmdll case manageent issues, such as beneficiary data updates, appeals
from households declared ineligible and complaints on payments or quality ofSBlSfervices. In each
Tehsil Office, onéAssistant Directoandonesssistantomplainhandle the work.
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C. Institutional Capacity : Presence, Service Delivery and Outreach

199.

that the analysis is based on the available information shared with ESSAlteizign the meetings and field
surveys. Generally an effective institutional arrangement has been designed for BISP but its capacity to manage

social risks needs to be augmented significantly.

200.
logistics,

a robust institutional

andnterdepartmental communication

Infrastructure

201.

(especially in Sindh,

Bathistan,

The major issues related to the institutions are related toghand réaining of staff, mobility,

setup at Tehsillevel Chitral)

The staff in BISP offices dmot have the necessary infrastructumed &acilities like uninterrupted

power supply andother office equipmentThis impedes the official work and reduces the performance

efficiency of the staf NS PP 6 s

proposed

i nvest ment

i n

BI SP

of fi

equipmentSone locationsthat were visited did not have water and sanitation facilities, which can be
problematic for women and children.

202.

abaut 240,000beneficiaries in Balchistan with maximum number being in Nasirabad division and a sizeable
number in Kalat, Quetta and other divisions. The details of beneficiaries as shared by BISP is shown in Table
attached as AnnebX.There are 6 divisions, 3districts and 89 tehsils in Badhistan and accordingly

institutional arrangements in the province is designed at divisional, district and tehsil levels. Organization

hierarchy is headed by Director General (DG) at provincial level supportedrést@® (HQ) andother offices
as shown in Figure 5.2 attached as AnXe®ut of a total of 32 districts in &ochistan, 26 have established
offices which are presently functional. The institutional arrangementa@stydeficient at tehsil level. In most

of tehsils, offce are still not established and district level office tries to cover all the tehsils in a district. This is a

very challenging task as severahsils are locatedt very large distances in Balustan from district level
office and it is very difficult ér the beneficiaries to cover long distantesiccess BISP district offic®SPP

needs to support BISP network development under a review of demand for services in various areas.

203.

The BISP institutional setup in Babhistan is seriously understaffed and4 ositions are still vacant.

The section below presents an assessment of the present institutional capacity of BISP. It must be noted

ces

Balochistan is a particular case as it is the largest province in terms of area and in overall, there are

Staff have been allocated to offices at different institutional levels but most of the allocated positions are still
vacant as shown in Table 5.1 below. It can also be seen that several important positiDis|ik®s still

remain vacantMoving on to better and more secure jidbene of the main reasons for brain drasnmentioned
by the BISP in Balohistan. Filling of these posts should be a priority under NSPP support.

Table 5.1: BISP Staff Status (as on October 01, 26)L

Sr. No. Position Allocation Vacant
1. Director General 1 0
2. Director (HQ) 1 0
3. Divisional Director 6 2
4. Deputy Director (Initiatives) 4 1
5. Assistant Director 86 62
6. Accounts Officer 1 1
7. Assistant Accounts Officer 6 5
8. SeniorAuditor 1 1
9. Assistant Media Officer 1 1
10. Personal Assistant 8 4
11. Assistant 3 2
12. Assistant Complaint 118 92
13. Field Supervisor 86 60
14. Despatch Rider 7 0
15. Driver 8 0
16. Naib Qasid 101 80
17. Naib Qasidwatchman 20 20
18. Watchman 100 80
19. Sweeper 7 1
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Sr. No. Position Allocation Vacant
20. Gardner 7 2
Total 572 413

Some important positions to deal with social aspects are the AC who deals with public and complaints and Field

Supervisor (FS) who maintaima close liaison with the communities arday to day basis. As it can kseen
from Table 5.2 above that 78% (92 positions out of a total of 118) ofpdgitionsre still vacant which

seriously hinders the complaints and case management system of BISP. Similarly 70% positions sfilFS are

vacant wiich might resultin a serious communication gap beem communities and BISP in Balistan

Province.

204. In Mirpur Khas there are 22ltsils and only threADs. BISP staff seffinances its field missions. For
example, AD Umerkot who is also responsible for Mithi, Tharparkar covers his own transport in a place where

public transport is difficult tavail. Walking from one village to another (mostly organizechasnlets), BISP

staff has to cover several kilometers in tough weather conditions.

205. The zones in divisional directorate, Hyderabad are shown in Adhekhere are nine tehsils in Thatta
and only three ADs are dealing with beneficiary case load gD088. No waiting areas are available and BISP
does not always have their own office space. Lack of proper infrastructure and human resource produce
disgruntled beneficiaries whaightreact against the system

206. Chitral is one of the larger distts in KhyberP&htunkhwa (KB consisting of 24,000 beneficiaries.

Among these, more than 20,000 are active and about 3,500 gdmatirficiaries. There ateo ADs locatedn
two tehsil offices and the AD in Chiral tehsibversthe Kalash hdigenousPeople The two teh# offices have

two ACsand a field supervisoAs in other provinces, BISP tehsil offices in Chitral are also understaffed. They

are not aware of any OM, guidelines $tandard Operating Procedure30%) related to BISPA point of
concern is that BISBtaff does not have the capacity, equipment or institutional cover, to hiasuds related

to officesecurity One key area in relation to security ability to implementbasic safety protocols and
procedures in case of a subversive actiMbst of theBISP offices are not beneficiary friendly leading to
distressamong beneficiariedn many instanceshe offices are underequipped that affects the overall work

efficiency and output. For example beneficiary using complaint registration is not providadautomatically

generated complaint ticket as either the office lacks a printer or the required stationery or both.

207. It is very important to improve grievance redress mechanism so that any follow up appeals can be
addressed effectively. In this regaitlis important to make the user interface more meaningful and register
complaints the way these are reported.

Training and Capacity Building

208. A short qualitative survey was carried out mainly to acquire basic data about BISP field level staff and
identify their training needs. 22 survey questionnaires were filled out that included 20 men and onhe2. w

The staff consisted of ADs, ACand field supervisors who were all engaged in field as well as desk jobs. 12

staff members were permanent an@®iBadrecaved at least one BISP funded training. Yet 73% of respondents
informed that they are regularly engaged in work for which they had not received any formal training. Almost

o0 t heivesand kniyfive outodthhiee | f or

77 % wer e
22 respondent s

unsur e

with regard t

wer e con

fident

a b o u tidentifieck training meedsr e n t c

include: Community development (almost all respondents acros$ Siadted this); community and social
mobilization; communication with beneficiaries and implementing partners; crowd management; project
management, impact evatien, software development and informatia@cthinology; service delivery during
transition; effective public dealing; PCMS/CMS (every 06 months)i other technical trainings; banking
systems and how they work; field monitoring training; social mobilization, management and coordination. Some
respondents also emphasized the need of training or briefing on the proposgelsdeabe implemented by

BISP.Maj ority

al so

not ed

nany

ot her

trainingol/

Aextr a

mainly depended on their headquarters, regional and divisional offices for guidance and that they were willing

to learn anything that would be nesasy for improving their job performance.

*Reported by BISP field office
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Making Service Delivery User Friendly for Women

209. A smallnumber of women are employed in BISP field offices. In the sample offices, ESSA team met
only four women (AD Haripur, AC Haripur, NADRA token issuer Chitral and a worker in Quetta office). Given

the fact that BISP beneficiaries are women, it is impor@aribhcrease women representation in BISP offices.
However, it is equally important to introduce clear infrastructure and personnel focused safety measures in order
to provide a safe working environment to BISP women staff. If these issues are addrebsekbniger run this

can pave way for successful implementation of complementary programs (subcomponent 1.5), especially those
regarding health. BISP women staff and beneficiaries would be able to form an environment conducive for
attending t thissuesnnét thessuppoet @f reletatomplementary program staffhe ESSA
recognizes that recruiting women in all offices across the country is an uphill task but recommends that at least
priority areas are established where greater recruitment of woametake place in a phased manner.

Communication and Coordinatiorissues

210. Communication and coordinatiassuesbetween government departments is another area of concern
an issue that is mostly linked to lack of available resources such as transpoatadi@pplicable allowances. In
this situationinter-agency/department caotination becomes an issue, for exampte WeT where BISP
meetings areftennot attended bgtaff from the Department of Education.

211. Communication gagxistsbetween BISP tehsil offe and other BISP offices at divisionptovincial

and federal levelsThe M&E processieeds to be strengthendaehsil officesprepae and sharprogress reports

for the Head office. These reports are largely numerical and devaidyafualitative analgis or feedback. At

places, while engaging with BISP field stafie ESSA team realized that the former impressively
knowledgeable about the local area and issues, and even suggested improvements for the system. BISP
headquarters need to devise instrataethrough which feedback and suggestions from the field staff can be
officially and properly channelized.

212. BISP needs to engage fully with the local government. Local government is a major and most
promising stakeholder. Collaboration between BISP artkropublic sector line agencieseeds to be
strengthenedn order to ensure successful outcomes of BISP interventions. BISP must involve available
government resources in a meaningful way. Social welfare department, Nazims and councilors at the district,
tehsil, and village and town level all can play a very effective role in making BISP a success story. For this
purposeMoUs should be signed between BISP, local government, NADRA and other relevant departments.

Private Partnerships and Issues i@Bovernance

213. BISP is entering into private partnerships with commercial banks and partnering with civil society
organizations. In this regard Safeguard policies guide the World Bank to note procedural and performance
standards that are being observed. Therel@pment outcomes planned with private partners should be
consistent with ESSA and partnerships should not jeopardize sustainable development.

Partnershipswith the Mobilizing Agency.

214.  Contracts with private partners should clearly uphold the spiriaféfgbiards and sustainability must be
assuredn letter and in practic®ne example is the BBC social mobilization proc&SP staff inforned the
ESSAthat althoughthe transfer and closure policy of program was clear, it was not folloleslcould stem
from no directunitin BISP taking charge of the social mobilization process and performance of the partner.

215. The BBC(thatthe ESSA team interviewedyere unaware of several services e.g th&y not know
about the helpline toll free numbeasnd ro grievarce redress related information was ever provided to the
beneficiaries. Meeting registers were viewed and it was noted that even whBBG@heet, concrete and
substantive agendas, targets, solutions for future meetings could not be f@wesesight overthe role of
mobilizing agency is, thus, critical for BISP.

Partnershipswith the Banks

216. The Government is dealing with several Banks but primarily UBL, HBL, Al Falah, Summit and Taraqi

54



Banks. Thecontractssigned with these banks must have certain elentefitiat cl early define ba
interaction with the beneficiary. Bl®Pocal staff vocalized a few reservations and these are as follows:

By sending replacement BDCs to faraway disbursement pd@atks provide opeational space for the
middlemen.

Bankbs verification phone calls are incomprehensible
for the phone call, or have trouble understanding the language or accent, or at times are so naive that they
get confused othe phone Calls needo be in simple language and operators need to be trained to deal with

the beneficiaries.

Banks deal with a cetita client and although they know BISP is here to sthgir attitudes towards
beneficiaresis often demeaning. Not only this, bank managas® had disregard for BISP ADand their

project related requestehich they conveniently ignored.

Regardless of the fact that they haveeagrto provide services to th@@rnment banks do not allocate

ATM machines for BISP beneficiaries few local ranches are even guilty of asking their guards to pull

down shutters and close the bamkenspotting BISP beneficiaries arriving as groups.

Fraud anctorruption occur around banker example late night ATM usage on hundreds of BDCs. Banks
continue to gnore such awkwd and unusual activity. Guardsisguide BISP beneficiaries; allow or
partner with the middlemen; permit men to withdraw on behalf of wdmet banks do not stop, or keep a

check or monitor their own employees.

The ESSA notes th&®OSunder NSPP will replace the role of banks in making payments to beneficiaries
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VI: COMPARATIVE ANALYSIS OF BORROWER SYSTEMS AND BANK POLICY CORE
PRINCIPLES

A. Introduction

217.  This section provides an assessment of the extent to which the applicable systems are consistent with
the core principles and key planning elements expressed in the Bank policy on PforR (OP 9.0). It also provides a
review of aspects where gaps exist betwie two.

218. The details of the comparative analysis are included below and a detailed matrix of findings and
recommendations is attachedAnnexXl| at the end of this report.

B. Core Principle 1:

219. Environmental and social management procedures and process are designed to (a) avoid,

minimize, or mitigate against adverse impacts; (b) promote environmental and social sustainability in
program design; and (c) promote informed decision ma
social effects

220. 1.1 Bank program procedures are backed by an adequate legal framework and regulatory
authority to guide environmental and social impact assessments at the programmatic level

221.  The current legal system of Pakistan supports the environment and social assessments of projects as a
component of the EIA. The main act related to the environmental and social asses<Seuaral level IPEPA

1997 which is a fairly comprehensive legisbn and provides a legislative framework for protection,
conservation, rehabilitation and improvement of the environniRakistan Mtional Social Protection Program

is a prepoor program designed to benefit people living below a certain threshold eftypag defined by PMT.

This program desnot involve any constructioor other lanebasedactivities. PEPA 1997 (amended 2012) will,
therefore, not be applicable to this program.

222.  Other relevant document for the project is the BISP Act, 2010 and Opédvédimnal of the program.

223. BISP Act, 2010 and Operation Manual of the project does not explicitly require social assessment of
the program. However, a social screening of the beneficiaries was conducted during the poverty survey already
doneand planned to baipdatedin the near future. This assessment defines the baselines for the selection of
beneficiaries using PMTutilizing the results of poverty survellowever, BISP would benefit from a guiding
document on multiple vulnerabilities faced by beneficiaimeaccessing cash grants to frame the design of its
interventions. BISP would also benefit from a guidance framework to enable specific asses¢fent of

224. 1.2. Incorporate recognized elements of environmental and social assessment good practice,
including the following:

1.2a Early screening of potential effects

225.  This part of core principle will not be applicaliéethis program.

1.2b Consideration of strategic, technical, and site
226.  This part of core pringie will not be applicabléo this program.

1.2c Explicit assessment of potential induced, cumulative, andb@nsdary impacts

227.  This part of core principle will not be applicaliéethis program.

1.2d Identification of measures to mitigate advessgironmental or social impacts that cannot be otherwise
avoided or minimized

228.  This part of core principle will not be applicaliethis program.
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1.2e Clear articulation of institutional responsibilities and resources to support implementation of plans

229. The institutional responsibilities and resources are clearly defined in the BISP Act 2010 and in the
Operation Manual of the Project. The Act descrithesgovernance of the prograhrough BISP Council, BISP
Board, BISP Management and other institutionalset

230. BISP is dedicated to fight poverty by employing multiple social protection instruments designed to
bring a sustainable positive change in the lives of persistently excluded and deprived fBiSiRdgas five (5)
implementation levels:

Policy Level Represented by the BISP Council and the BISP Board;

National Level: BISP Headquarters executes operations at the national level;

Provincial Level: 6 ProvincialRegionalOffices ensure thenplementation of the Prograim all provinces;
Divisional Level: Over 30 Divisional Offices; and

TehsilLevel More thand00 Tehsil Offices are in charge of the field work and maintain direct contacts with
beneficiaries (receiver women).

I D > D

231. A capacity assessment is being undertaken during this pro@ased on tis capacity assessment,
staff should beallocatedo minimize the problems faced by beneficiariespecially vulnerable groups for
smooth implementation @he program(especially at tehsil level)ntra and Interdepartmental communication
and information sharing should be improv&dorking conditions should also be improved with appropriate
logistics and facilities and better job security in BI&IBo, staff skills on key issues negalbe built.

232. A Social Engagemet Unit should be createdt federal andprovincial level in each province and
embedded in the institutional arrangements of BISP. The specific mandate of this unit will be to reach out to
oversee the social mobilization process, engagementulitierabé groups and IPs (if present in that province),
carry out meaningful consultation, sharing information, provide facilitation to these gguige,community

level trainings of these groups with the help of other relevant staff and other related tasks.

1.2f Responsiveness and accountability through stakeholder consultation, timely dissemination of program
information, and through responsive grievance redress measures

233. The system defines theequirements of thé?ICs in Chater-7 of the Operation Manual ofthe
Progranand gives an overview of the contents and means for the ma&isiauring the national roll out of
BISP-SN. It also describes the permanentlygming information campaign during the implementation of BISP
SN.

234. During the field surveys, mechanisof PIC and consultations were discussed with kdgrinants
includingfield level BISP staff, and at some places the mobilizing agency. A major concern is regdedikg

of consultation andnformation sharing within BISP. The information flow betwede Headquarters in
Islamabad and the field offices must be improved. The field staff is not informed about planned activities in a
timely manner and their views and opinions are not provided due consideration at the time of policy and strategy
formation

235. The information about different aspects of BISP is being disseminated through newspapers, posters
displayed and other meaf&nnexXIIl). A help line has also been operationalized in the office and the same
information was shared through the newspdpenex-X1V). They are facilitated for registration.

236. Field Supervisor is mandated to maintain a contact between communities andTBEPusually
utilize the ommittees at thdJnion Council level including the notables, MPAs, elderly people, LHVSs,
councilors etdor facilitation in PIC

237. BISP can improve stakeholder and public consultation to make the process more inclusive of
vulnerable groups and IP. For this Purpose, S§biesildbe developed by BISP whictanbe made part of the

OM. These guidelines wilbe followed for planning and conducting meaningful consultation during all phases
of the program.

238.  Although BISP OM provides framework for carrying out PIC but during the ESSA field surveys, its

implementation is reported to eneedfor improvement This should be improved especially for vulnerable
groups and IP with the help of Sociathgagementnits proposed above.
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239. Lack of timely information sharing with the primary stakeholders i.e. the beneficiary women, and lack
of awareness raising cgaignsmayallow anxiety, distrust and reseekingto emege. BISP field staff suspect
thatwhile they remain busy in offices, the middlemen manage to have easy access to beneficiapesaand
amongthem all sorts of rumors and misinformation. Improved mobilizatidhreduce the power of the middle

man as communities will be able to devise practical solutions to mobility and other issues

240. GRMiis defined in Chapter 5 @& | S P flesatio@anual. Case Management and Customer Services
covers the handling of informatiarpdates for receiver women, handling of appeals and complaints on issues
related to targeting, payment and quality of service and protocols to address specific situations.

241.  There are four ways to launch a complaint. The beneficiary (or would be berngfiaara choice, for

each type of case, to submit: &d) & form in person at BISP tehsil office or temporary information center; b)
launch complaint through telephone; c) via internet; or d)urfase mail. The requesting womaas to submit

her CNIC number in all cases. They are expected to know their targeting form number or a CNIC number of
their household member. Once the complaint is lodged through GRM, it is recorded into one of the eight
predefined categories along with other personal detadsleT.1 shows the eight predefined categories and
their number during last two years (014 to 30Junl6).

242. The ESSA team gathered information in order to understa@GRM is usetfriendly and whether it
provides responsiveness, efficiency, effectiveness, transparency, accountability within the system. The focus
was on understanding the existing system and through beneficiaries and BISP field staffindetitéfy
strengths and shortcomingstbg system, from bdt nontechnical and technical perspective. Beneficiaries were
interviewed to assess the level of client satisfaction or dissatisfaction. Some issues are highlighted below.

Table 6.1 Distribution of Nature of Grievances

Grievance Number Percentage
Discrepancy in CNIC 339,835 75.4
Ineligibility appeal 107,282 23.8
Missed out households complaints 1,592 0.4
Household suspension form 1,234 0.3
Receiver women update form(address change) 668 0.1
Death/ refusal form 265 0.1
Re-enteringform 9 0.002
Quiality of service 5 0.001
Total 450,890 100.0

Source: BISP, Data from @Jul-2014 to 30Jun-2016

243. The single largest grievance of BISP beneficiaries (or would be beneficiaries) is related to the
Adi screpancy i n CNI C c afuded2016 Shoves thalt @5t parceft of griavadce dases fallo 1 4
into this category. Obtaining CNIC from NADRA is a mandatory condition for beneficiary enrolment, once a
woman is identified throgh  h er f a mi | yTBessecpnd satgoty yf appeals aredhed by women

who perceive that they are also eligible for BISP benefit wisth to challenge their ineligibility for BISP

benefit. This comprises the second largest category (24 Percent). The other six categories, altogether, contribute
less than 1 peree of the lodged cases in the GRM.

244.  Table 6.2, below, highlights status of lodged appeals and grievances for each category. The complaints
related to household suspension have highest acceptance rate (97 percent). Among those who put a case for
correcting he discrepancy in CNIC, the major workload of GRM system, 81 percent get a resolution.

245. Women who have tried to contest thiieligibility status have faced the highest rate of rejection. In

the last two years 46 percent of the 182,2ases lodged wergeeted.Officials report that in most of the cases
the complainant does not know the criteria for inclusion and thus face rejection of their appeal. The second
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highest rejection rate is among those who report erefimncy in CNIC (11 percentln terms ofabsolute

number these cassamount to 37,722.

246. Nearly 87,000 cases got rejected through GRNe overall picture of accegtce, rejectioand
pending GRM cases is shown in Figure 6.1.

Table 6.2: PercentageDistribution of Processing Stage by Type of Grieance

. Pending Accepted | Rejected Total Lodged
Grievance
% % % % N
Discrepancy in CNIC 7.6 81.3 11.1 100.0 339,835
Ineligibility appeal 5.0 49.1 45.9 100.0 107,282
Missed out households complaint 0.0 100.0 0.0 100.0 1,592
Household suspension form 2.7 97.3 0.0 100.0 1,234
Receiver women update 20.7 69.8 9.6 100.0 668
form(address change)
Death/ refusal form 24.5 74.3 1.1 100.0 265
Re-entering form 100.0 0.0 0.0 100.0 9
Quality of service 0.0 100.0 0.0 100.0 5
Total 7.0 73.7 19.3 100.0 450,890

Source: BISP, Data from-0d2014 to 36Jurr2016
Figure 6.1 GRM CasesAccepted,Rejected andPending
Pending

31562
7%

Rejected
87022
19%

Accepted
332306
74%

247. BISP6s Case Mygstemdasmtandard leBenscluding specific details to inform the women
about action taken to resolve or reject their case. The reason for repetiexplained in the rejectidetter and
future actions are communicated in case of acceptance. Time to resolve cases, orsm dbeisian is taken
and the concern staff, entity of payment agency is nofifigiven as under
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=

Duplicated CNIC:women given six months to provide complete data, otherwise she will be withdrawn
from process.

Pending Receiver Women informationupdate: women given six months to provide complete data,
otherwise she will be withdrawn from process.

Payment not receive®: days

Partial Paymen8 days.

Receiver Vdmen have not redged two consecutive payment days
Information updates’ days

Reentering ta program? days

Ineligible Receiver WomenNo specific timelines. The women can come any time and provide correct
status.

Quality of Services2 months

DDA D

>\

248. Qualitative data findingsonducted under the ESSAclude case studies of such internally displaced
persons and/or nomadic, mobile populations who have trouble in overturning household suspension.
Quantitative data findings do not synchronize with this and show that complaints related to household
suspension have highest adegge rate (97 percent) inet Case Managemenystem.

249. Qualitative findings indicate that many women have not redgpaments and or have had trouble
gettingpending payments feredited to their accounts. Their grievances may date back to several months to a
year and a halfAccording to standard procedur@&SPS grievance redress should be completed within eight

days in cases where payment has not been received; eight days where the issues is that of partial payment and;
fifteen days where the beneficiary has not recetwariconsecutive payments

250. In any casgbeneficiary $ack of awareness regarding GRM is a serious is8geording to Mott
Macdonal dés Spot Checks &@52% of he nespdndents said that theg diddnbtanow r e p ¢
where to register a complato.In the past mobilizing agencies have overlooked the need to inform
beneficiaries about the method and significance of proper complaint registiattays about grievance

registration and redressust be addresseohd the process must be made trallusive.

251.  BISP would benefit from an assessment of its GRM process and procedure. On the beneficiary side, it
must continue conductingser satisfaction surveyto understand what problenase faced in accessing the
system and he to make the process mauserfriendly.

B. Core Principle 2

252.  Environmental and social management procedures and processes are designed to avoid,
minimize, and mitigate against adverse effects on natural habitats an&hysical Cultural Resources
(PCR) resulting from the program.

253.  This core principle is not applicable as there are no physical works that can Rgi2et

C. Core Principle 3

254.  Program procedures ensure adequate measures to protect public and worker safety against the
potential risks associated with (&) construction and/oroperations of facilities or other operational
practices developed or promoted under the program and (b) exposure to toxic chemicals, hazardous
wastes, and otherwise dangerous materials.

255.  This core principle is not applicable.

D. Core Principle 4

256. Land acquisition and loss of access to natural resources are managed in a way that avoids or
minimizes displacement, and affected people are assisted in improving, or at least restoring, their

livelihoods and living standards.

257.  This core principal is not applicable #ghere are physical works which may involve land acquisition.
NSPP will not finance any land acquisition for BISP offices.
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E. Core Principle 5

258. Due consideration is given to cultural appropriateness of, and equitable access to, program
benefits, givingspecial attention to rights and interests of indigenous peoples and to the needs or concerns
of vulnerable groups.

5(a) Undertakes free, prior, and informed consultations if indigenous peoples are potentially affected (positively
or negatively) to determ&éwhether there is broad community support for the program

259.  The Bank has a clear definition of indigenous peaplesrding towhich indigenous poples are only
found in KalasNalley in Chitralvhich is included ithe R ogr amés area of coverage.

260. ThePICs aredesigned to increase the awareness on the-BI$HAts target group, benefits and main
features. It is also envisaged to promote publidenstanding for the Targetingrsey and to encourage the
participation of the populatn in the survey. The ongointcampaign is designed to target different audiences,
among which the most important are:

A Specific groups of theaxiety such as existing beneficiaries and poor segments of the population that might
be interestedni participating in the Progrgm

A Stakeholdes of the prograntike GoP and its various entitiesther stakeholders such as NARRDEQOS,
POs and Payment Agency; and

A Other organizations or pens® interested in BISHke international manizatons, potential donors and
media.

261. The design oPICs is targeted to ensure ndiscriminatory participation of the poor in the program.
However, he design desnot include any specific SOP to ensure inclusion of the indigenous peopleFtChe
BISP needs tamprove stakeholder and public consultationmake the process more inclusive of vulnerable
groups and IP. For this Purpose, SOPs will be developed by BISP which will be made part of the OM.

5(b) Ensures that indigenous peoples can participate in devising opportunities to benefit from exploitation
customary resources or indigenous knowledge, the latter (indigenous knowledge) to include the consent of the
indigenous peoples.

262.  Although the program has naliscriminatory nature, it does not ensure inclusivity of indigenous
groupsnor does it adopt By specific measures to reach out to the nodsthem during the design of the
program.There is no clear reference and guidelines related to the vulnerable people in BISP Act and OM.

263. The World Bank classifies the Kalash or KalaglanonMuslim ethnic grap, as IP The Kalash
(Chitral district)inhabitthree valleys, namely: Birir, Rumbur and Bumburet located at a distance of 34, 32 and
36 Kms respectively from Chitral city. Among these communities, BirirKalash are the most traditional in terms
of obserning and leading their lives according to ancient Kalash traditions. Althology hada sizeable
presence before the twentieth century, the Kalash population has consistently and periodically deeceeased
the last few decadest present, more than hailf the total Kalaskspeaking populationconsisf Sheikhs or

those acepting Islam. KalastvomenasIP are estimated to be aroundb@0.

264. The culture ofKalash peoplés unique and vergistinct from the various ethnicrgups surrounding
them (Picture attachedn AnneX. They are polytheists and nature plays a highly significant and spiritual role in
their daily life. As part of their religious tradition, sacrifices are offered and festivalddgive thanks for the
abundannce imaturefor their three valleysKalash have a subsistence economy and engage in barter trade.
Their assets e.g. trees and livestock are communally owneddinidualstake care of them.

265. The ESSA team provided speldad attention and took particular interest in visiting the three Kalash
valleys in Chitral; meeting and intermingling with the Kalash people and gathering information from them about
their cultural traditions and valuésall with the objective to undetend how BISP could be made moetevant

and useful for the IRvho have special rights. ESSA field missions and stakeholder consultations reveal that the
Kalash have a peculiar and distinct understanding of poverty that doalsvagscoincide with the rainstream
definitions that place emphasis bousehold access to/ownershipimdome orassetd he Kalastcommunally

own livestock as well as mountain lodges that they have inherited from their ancestors. Among the Kalash, day
to day expense is mostly borttgough interpersonal loansarter of goods and servicesranial labo.
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266.  According to Kalash tradition, livestock is dedicated to kinship and community ties, ritual sacrifice and
other cultural observances. Therefore, their assets have a transietyt gondliare neither permanent nor a
source of regular income.

267. Very few IP (reportedlyaround 3 to 4%) are BISP beneficiaries and majority were left outside the
scope due to high PMT scordseld evidencaluring he ESSA field surveghowed that poverty conditions in

these valleys are extreme. During the previous poverty score card survey (2010), communication problems
between grvey teams and IP communities resultedssues related teurvey result interpretation of Kalash
assets as sonmmegular sourcesf income (when in reality this is/was not the cdsd)to the exclusion of several
otherwise poor household in the valleyfomen also reported collectiveommunity assets as individual
belongings which also resulted in the higher PMT assoKalash community is closely knit and does not have
clear dividing lines in relations and neighbors and their overall attitude is to stay thankful rather than ungrateful.
As per their social norm they do at show themselves as miserdllat focus on beig happy,generating
positivity in line with their cultural beliefs

268. Regarding poverty score survey 2010, Katashcommunity anckey stakeholdems Chitralquestioned

the suvey methodology. Language was their prime concern as they felt enumeodtiems could not

communicateeffectively in their unique languagerhere is a large group of ndmeneficiaries in the three
valleys. This group includeseveral vulnerable womea;few widows and disabledblomen A consultation was
conductedwith the vulnerable nobeneficiaries in Rumbur valley as described in B&%

Box-1: The Non Beneficiary Kalash Widows of Rumbur Valley, Chitral

1. An elderly woman born in 1939 lives in Rumbur Valley, Chitral. She is a surviving widow whg
under extreme peerty conditions. She is physically weak and is entirely dependent on her tw
who are both married and responsible for their nuclear families. The two sons take turns in
care of her and accordingly she moves from one portion of the housedihéne

2. A widow from Rumbur Valley, Chitral is 95 years old. Due to extreme old age she has b
immobile. Her daughtein-law represented her in the meeting and shared how her husbanc

widowds son is serving his melfhaeno reguar neeanp
income as being Kalash he, like the rest of the community, reserves his livestock for servil
ties and observing cultural festival s. Th

her son must be spending ReB0089000 per month.

3. Another widow and a neheneficiary is living in extreme poverty. Here, it is pertinent to men
that among Kalash tribes day to day expense is mostly borne through interpersonal loans,
labor or sale of an otherwise cosftgm (such as a walnut tree) for a cheap price. The Kalash
potentially earn money through livestock selling or by engaging in forest work, or through g
handicrafts that Kalash women make. However, this is not the case as the Kalash culturetd
encourage business around livestock (considered pure) or handicraft. Thus even if they s
have assets, they do not sell them and only use them for religious sacdfieealth generation.

269. Kalash IP women adorn their own ancient cultural attirewanitte Muslim communities pardah is not
understood as a piece of cloth. On the other handhen do not travel unaccompanied but always with a male
relative. Thisnorm isfollowed even for visiting BISP office in Chitral or for withdrawing cash. Theresarae
exceptions however as one Bumbuhdéalash woman explained that she travels to Chitral by herself and
withdraws cash not only for herself but several other women who have difficulty in traveling.

3 Bibi Kai (CNIC # 1520105648340); Shangrai (CNIC # 152078931562) Makineebibi (CNIC # 152005656636)

Other Nonbeneficiary Kalash Widows of Birir Valley, Chitral: Chust Nama (CNIC #152P172438); Wakishi Nama
(CNIC # 1520129234150); Shia BiBi (CNIC # 1520479414582); SwalBiBi (CNIC # 1520396585580); Muhat Gul
(CNIC # 1520147246784); Shamshad (CNIC # 152@r933230); Gul Akhtar (CNIC # 1520¥0309292); Bagoshi
(CNIC # 1520105737082); Mohbali (CNIC # 1520105703622);SonaikBiBi (CNIC # 15201.1267114);VailiBiBi(CNIC

# 1520166809164)
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270. Interestngly, men do not act amgens or middleman. Even if they help women withdraw cashey
do not charge them a fee that they find would be an insult to their manliness.

271. Beneficiaries requested multiple payment withdrawal options (ATM, Pakistan Post, POS machines). It
was discussed WitBISP office in Chitral that biometric payment option might not be suitable for the disabled
and old women due to their mobility limitations.

5(c) Gives attention to groups vulnerable to hardship or disadvantage, including, as relevant, the poor, the
disabled, women and children, the elderly, or marginalized ethnic groups. If necessary, special measures are
taken to promote equitable access to program benefits.

272.  There is no clear reference and guidelines relateldP$dn BISP Act and OM.BISP lacks a clear
definition of vulnerabilityespecially in relation to IPand needto elaborate its own institutional learning and
understanding of concepts, such as, vulnerability, poverty, marginalization, inclusidigenmity, disaster and
insecurity However, he eligibility of families for participation in the program is determined on the basis of
PMT score. The model includes 23 indicators that fall under the following broad categories:

A Household and individual characteristics

A Ownership of durable goods andusing characteristicgnd
A Ownership of productive assets, especially land holding, livestock and farm equipment.

273. The above indicators are strongly related to the poverty status of any family and thus represent an
indirect relationship with the vulnerabdgoups.

274.  The provisions of the program are rdiscriminatory and no significant aspects of the program leads
to discrimination against minoritiesthnicities,disabled etc. As already mentionedhe programalsodoes not
ensure inclusivity of vulnerablgroupde.g. IPs, displaced people, disastffected peopleyansgendes).

275. Under NSPPBISP aims toimprove stakeholder and public consultation to make the process more
inclusive of vulnerablegroups For this prpose, SOPseed tobe developed by BISP whicgthouldbe made

part of the OM. These guidelineged tobe followed for planning and conducting meaningful consultation
during all phases of the program.

F. Core Principle 6

276.  Avoid exacerbating social conflict, especially in frade states, postonflict areas, or areas subject
to territorial disputes.

277. Initial risk screening analysed political conflict and conflict from ineligible people but found that both
potential sources of conflict are nemistant. BISP has enjoyed politicaipport from successive governments

over its implementation. Further, conflict from nratipients towards BISP beneficiaries was not supported by
field evidence. While there may be complaints by individuals who deem themselves to be eligible, this does no
translate into hostility towards those actually receiving grAtliteugh the program does not create social
conflict, the infrastructure, and shortage of BISP staff does cause implementation failures of such magnitude
thattensionsmay arise. BISP staffoes not have the capacity or institutional emsafeguards to handkrge

crowds

63



VIl : STAKEHOLDER CONSULTATIONS

278.  Stakeholder consultations were an integral part of the ESSA process. This section of the ESSA
highlights theviews received through @onsultation Workshop on ESSA that took place ofi RBvember
2016. The feedback receivedtla¢ Workshop is presented below.

279. Regarding the upcoming NSER update, participants were appreciative that this is being implemented.

They stated thadccordingto Mott Macdonald Pakistaf, survey willingness to accept door to dapproach is

83% while fordesk approachdsis 73%. However, a@ortodoor registratiomethodologyhas its shortcomings.

At times the target group, particularly in case of fishing comresidrivers and laborers are not available at

home duringthe day when the survey is conducteflite capture can also be an issue during the door to door
approach as the forms are filled usually in drawing r

280. The elementofis hame & i n baespoaimycannat leerigharefl.iPRAF organized community
consultations and meetings to discuss various possibilities to pull poor out of poverty especially those who have
been receiving cash grant from BISP&rong t i me . S o(tmse wh@do ha wish pooevdaldheir
poverty and | ive unde communitgmembersadfused to eang ¢octhosebniedtings y 0 )
because itvould disclose to everyone that thase recipients oBISP cash grant.

281. Onthe new payment model through POS, it was stated that biometric verificatikelysto lead to

positive results. However, given the vulnerabilities of women, ias likely to lead telimination ofrent

seeking ancexploitation as the midddmen will devise means of operation in the new systefttso, it is

culturally insensitive tha®POS staff (largelynald h ol ds womends h anaéticlmprimbFot o t ak e
the staff the aim is to quickly getthisdone. fhe ol d t he c¢ | i e hertd place itpopedy omtbe gui de
machine. However, in the procesgmen feel uncomfortable and have reported this to Mott Macdcoaley

teams.

282. Participants also spoke about the lack of eligibility of unmarried woMé&émen who are old and
never married are not eligible for the gramtlso, unmarried status for women often overlaps with
disability Further, it is unclear if transgender people qualify for the cash grant.

283.  In social mobilization, the primary issue is tlodsustainability. BISP has limited capacitydanumber

of BBCs is very largealmost 8000 BBCs in Rahim Yar Khan. These BBCs have only been provided orientation
trainings and it is almost impossible for BISP to invest time, energy, resources to kedpBBaseperational.

Originally, BBCs were conceptualized as a siftaining institution. However, we do not see this happening

and Bl SP needs to ensure that B B C-8ustaina This is fcrucralcand o nal i :
critical to the sucess of social mobilization. Communities should also be patrticipating in the M&E of the

program. According to the official documents, BBC members should be elected. However, on ground we find

that the implementation partners mostly select thekxtso chancesare that some level of elite capture is

involved in BBC formation.

284.  Communication is an important component in Bd3S$ w.oQorkmunication and aordination (both
internal between BISP and external) needs to improve within BISP and between BISP andiggbeseT his

is important so that BISP beneficiaries do not fall prey to elements of exploitation existing arounddbess.

to information should be made easiér. huge number of beneficiaries are illiterag communication
techniques should beeleted according to their needs such as use of photographs to convey message (should
not use cartoons). It is very useful that BISP makes information available on its website. However, all that
information is in English. BISP should translatecumentsnto Urdu and regional languages.g. its major

plans, strategies, projects, other documentation, mainly news/any upetateso that people at the local
community level can read it and become aware of BISP and its initiative.

285. Complementary services are yeémportant for developing capacities of the beneficiaries and making
them independent. BISP should facilitate these services to enable people to break free of poverty rather than
make them dependent, always hoping to receive money.

286. There should be a Citie n éharter froduced by BISPthat outlines what is acceptable and
unacceptable, expected and not expeatd when it comes to Beneficiary and BISP staff interaction

287. BISP is a huge program andstimportantd see how it has affected inth@usehold dynamics. Has it
empowered women because they receive cash or has it made them vulnerable with men forcibly taking away
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BDC and withdrawing cash and usiit@ We need to study theffectof this cash transfer within the household

Comments from BISP:

288. The Director Genera[D.G.), BISP, promised to discuss all recommendations within BISP before
implementing them.

289. The D.G. accepted that thleS S A6 s s orgkglash asndimenousPeopleis a new one and will
be seriously considered.

290. He statedhat theoverall impressiorof BISP is that those who do not deserve and are-ofélare
receiving BISP cash and those who deservexataded In order to deal with thisssue,BISP announced that

an official complaint can be filed against anyone whodbmmunity believes shouldoh be receiving BISP

cash grantHowever, BISP has not received a single complaint and the overall inclusion and exclusion error
remains unchanged. BISP is committed to reducing this error. But families within a community file not
complaints against each other. This is culture. They may feel and complain védatigot officially.

291. BVS may fall prey to POS agents (BISP is considering a SIM option at the moment. The beneficiary
will immediately receive a messagbouthow mud amount have they received.)

292.  BISP is fully committed to improving social mobilization.

293. NSER update will result in more coverage (expecting 100%) and that will resolve issues reported by
Balochistan province.

294.  Local government should certainly be involvedora meaningfully and BISP will be doing this in
future as it hadeen noticed that a proactive localvgrnment adds value to the program. Given that the
administration cost is only 2% makes sense to partner more constructively with the local govetrameéralso
engage them in social mobilization.

295. BISP agreed thatocialmobilization need to be improved aseveral options are being considered e.g
BISP undertakingthe mobilizatioitself or involving a partner to improve this process.

296. Supply side factorsssues are morproblematicin Sindh and Balochian. HR is a major issue in
Balochistan andew peoplefrom other provincsarewilling to go there. BISP is working to resolve these issues.
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VIIl : RECOMMENDATIONS AND PROPOSED ACTIONS

A. Introduction

297.  Thissection includes a summary of the key measures that need to be taken during implementation for
social aspects. In a broader context, measures are recommended to Hefpvehemernimprove itssystem
performance and recommendations and to address important gaps betweegrdme systems and the PforR

core principles and key elements.

298. The recommendations and proposed actions are described in detaibbelowderlined
B. Recommendations ad Proposed Actions
299. Policy Related Recommendations:

A BISP needs to strengthen its policy specifically with respect to Vulnerability, IPs and Social Mobilization.
BISP uses terms such as marginalized, vulnerable, poor, underprivileged, excluded, depridistressed
interchangeably and needs to define them within its scope of work. While it includes some vulnerable
popul ation e.g. di sabl ed, there are many types of
women from accessing BISP grants.isTill allow BISP and its partners to develop clarity regarding
population priorities. Several government documents in the past and present have used Social Protection
vocabulary. BISP can use these definitions as a startup kit and add to it its oweregsefrom the field
l evel . For exampl e, if the o6disaster affectedd are
own understanding of vulnerable groups with the ones prevailing in other public sector institutions
(national and internainal). Ultimately, all this will allow BISP to add more clarity to its vision and
implementation strategdfAnnexXV). BISP should develop a policy document on Vulnerability

A BISP will most likely benefit from a guiding document on multiple vulnerabilitiesd forms of
marginalizationthat are currently preventing seskrcouldbe beneficiaries fronaccessing cash grants
Such a document should inform all other manuals, guidelines and campaign documents that BISP uses. The
ESSA document provides useful imfieation in this regard and hopes that it will inspire BISP to take
concrete policy and programmatic measures in thisreg@aldSP  woul d benefit from an
the groundodo vulnerabilities that i mp this inforrhatiame f i ci ar
periodically

A The IP in Kalash need special attention under BISP. There are two reasonsifdirstlig, that the Kalash
have a barter economy and communal ownership of assets that does not allow for a close match with the
household sset ownership approach useg KSER and secondly because previouslyvey was not
conducted by people who could spdakal language BISP should conduct an assessmamd see if the
NSER iscompatible with the culture of Kalaslurther, n the next rand of NSER, onlydcalpeoplewho
can speak thé&alashlanguage and have a good understanding of the area should be involved during
surveysof IPs Another option is to conduct a pilot of NSEiRdatein Kalash Valleys (Birir, Rumbur, and
Bumburet)to minimize the problems faced by the IP during the previous suiwegase, the NSER
approach does not fit within the culture of Kalash, the ESSA encourages BISP to pditiea decision
that allows BISP registration of all IP women (according to an edinstmere 2,500) irrespective of

_ boverty scores.

A NSPPneeds tosupport scial mobilization forB | S Rd¥esprogram across the countrgt just for WET
related activitiesBISP must lead and place emphasis on social mobilization as an overatcaiagy for
its core and complementary prograiss should be the basis of engagement, trust building and
information sharing and making processes easier for the beneficiaries. A clear policy and framework on
objectives of social mobilization needs toibeplace.Relevant manuals and guidelines reserve leadership
role for BISP (in terms of desigig and providing key mobilizatigncommunication and training
instrument s, approving the partner fir mbomahdi el d ac
training activities). BISP must provide prime significance to developing very strong interactidBBa@th
the social mobilization structures in the local sphere.

300. BISPS Mnstitutional Strengthening: More human resource must be deputed at BISR ligvel so that

the needs of BISP beneficiarieglherable sections among women population can be addressed more efficiently
and effectivelyintra- and Inter departmental communication and information sharing should be imprétes

can be achieved thugh more regular interaction and creating systems for recording and channelizing feedback.
The working conditions should also be improved with appropriate logistics and facilities and better job. security
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301. Given the fact that BISP beneficiaries are women, it is impofiamtNSPPto increase women
representation in BISP officesherever the circumstancpsrmit, to support BISB mstitutional strengthening
However, it is equally important to introduce alénfrastructure and personnel focused safety measures in order

to provide a safe working environment to BISP women staff. If these issues are addressed, in the longer run this
can pave way for successful implementation of complementary programs (sulbemmnpb5)Under
institutional strengthening, NSPP must support BISP to manage security risks through developing protocols for
ensuring safety of offices, staff and beneficiaries.Further, BISP offices must develop a standard specification for
facilitiesT not only office equipmerit such as toilets, waiting areas amdter supply

302. ESSA field mission also discovered that in many BISP field offices there iocial #obilization
Coordinatorand BISP staff is not trained for community engagement, social matodin and community
developmentlt is recommended that neandrelevant staff be hired and provided trainingehe reliance on

the mobilizatiorfirm is notproportionateo the actual role and responsibilities envisaged for the firm. However
this cannotbe moderated unless BISP itself has the required human resource and capacity peveide
strategic guidance to the social mobilization process.

303. Development of Social Unit Social Engagement Teanto Facilitate Vulnerable Groups andIP: A
Social Unit Social Engagement Teasfould be createdr an existing Unit mandatedf the federalandin
each province and embedded in the institutional arrangements of Bi8Bpecific mandate of thisnid will be

to reach out talevelop a Policy and Strategy oackl Mobilization engagement witkulnerable groups andP|

(if present in that provincejevelop and supervise mechanisms to undena&eningful consultation; share
information andorovide facilitation toexcludedgroupsto develop practical soluths to accessing the Program
and limit rent-seekingoverseecommunity level trainings of these groups with the help of other relevant staff
andexecuteother related task.he Social Unit Social Engagement Teashould also undertakesdelopment

of an inditutional strategy and associat8@Ps for consultation and information sharing witinerablegroups
and IPs. For this prpose, SOPseed tobe developed by BISP whioten be made part of the OM. These
guidelinesshould be followed for planning and coundting meaningful consultation during all phases of the
program.

304. Social mobilization documents prepared for WeT include a process framework. ESSA is concerned
that the process does not indicatken where and how representation of vulnerable /indigenousups (if
applicable) will be ensured. Similarlyhe process does not indicate any sensitive points where the process
might slow down or fail. No alternative measures to prevent, mitigate or minimize any such risks are indicated.
ESSA team recommends hliginting these aspects in any processfine wor ks t hat acoe made
and complementary programs.

305. Improved Implementation of Public Information Campaigns:Although BISE® SOM provides
framework for carrying out PIC bwts per theESSA field mission PIC implementation needs strengthening

This should be improvetihrough the Social Units already mentionkdaddition,PICs musplace speciafocus

on the vulnerable and disadvantaged section, such as guardians of children with learning and physical
disabilities (in case of WeT).

306. The PICs should also include the development of a Beneficiaries Charter and a Charter of Services
outlining Bl SP&s §hisashodld bedcommanicated svidelyvthrotigh snultiple means of
communication.

307. Trainings and Capacity Building:lImplementation of training and capacity building of the
stakeholders should be improved. These activities should be more focused to the need of stakeholders specially
the BISP staff and communitieShereis clearindication for prefeence with regards to developing skills for
improved community engagement, and grassroots level communication

308. BISP needs to develop a safety and security protocol for its offices and staffiglachent improved

crowd managemermroceduresn addition torelated regulation and safety guidelinB$SP needs to ensure that

it provides institutional support to its staff workingunsafe conditionsBISP officesmust be made secure and

safe BISP must have a Crowd/Mass Management Rules and Regulation Mentuproceduredt is equally
important to design and clearly display Safety Guidelines in BISP offices. A safety manual must address issues
emerging out of terrorism. In Chitrdl and locations near Afghanistanthis is direly neededin the past
terraists have targeted government institutiomsd BISP needs to place adequate provisions in place
particularlyin insecure areas.
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309. Efficient Design of GRM based on Beneficiary Feedbackor Improved Service Delivery:BISP
would benefit from an assessment tf GRM process and procedure. On the beneficiary St must
continue the practice ofonducing user satisfaction survefas it hassuccessfully donen earlier Impact
Evaluation studiesp understand what problems are faced in accessing the systehwv to make the process
more useiffriendly. On tle supply side, improved information technologyocedures may need to be

implemented

310. Providing Realistic Registration and Service Delivery for Persons with Special Needs and
Circumstances: Although the prcentage of biometric verification issues may remain relatively smallisthis

still a major cause of concern when the affected individuals are truly vulnerable and dispo3ssdseaiogy

alternatives, and/or more flexible bureaucratic processes emeéce nded wheda r&v Bl merpa lolaec
declared and adopted.
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Annex Il: People Involved in the Assessment

No | LOCATION BISP Staff Beneficiaries Non- Mobilizing Agency
(Widows, Household beneficiaries
Head, Disabled or with
such children, Elderly,
Sick)
WIH D Other
H
1 ISLAMABAD BISP Officials
PUNJAB
2 RAWALPINDI Divisional Director
-DIVISIONAL AD WeT
OFFICE
3 RAWALPINDI- 3 2 17 District
PIRWIDHAI, Coordination
Fouji Colony Officer
WeT Social
Organizer
4 RAWALPINDI- 8 5 22 Social Organizer
KOTLI
SATTIAN,
Village Parchan
and Village
Balawara Sharif
5 PUNJA SAAB 1 3 42
(religious
minority)
KP
6 HARIPUR-KP AD-Haripur 4 21
AD-Ghazi
AC-Haripur
AC-Ghazi
NADRA-NSER
enumerator UC Ali
Khan
SINDH
7 HYDERABAD i AD-Qasimabad 16 5
Qasimabad, Kohli
community
(religious
minority)
8 THATTA AD-Thatta 43
AD Mirpur Sakro
AD Sujawal
AC-Thatta
Field Supervisor
Thatta
9 MATIARI AD- Hala 9 2 11 3
AD-Matiari
AC-Matiari
AD-Saeedabad
10 UMERKOT Divisional Director | 1 1 7 1
MIRPURKHAS Mirpur Khas
AD- Umerkot,
Mithi
AC-Umerkot
Chowkidar
11 BALO CHISTAN
DG 4 3 10 2
Director, Quetta
Division, BISP,
Quetta

Director, Initiation,
Regional Office,
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BISP, Quetta
AD, Regional
Office, BISP,
Quetta

FS, Quetta
AC, Quetta

12 CHITRAL AND
OTHER
REGIONS (IP
Group)

12 AD, Tehsil Office, 13 2 32 46
BISP, Chitral

AD, Tehsil Office,
BISP, Mastuj

FS, Chitral

AC, Chitral

*The disabled were represented by other members of the famitywas difficult for them to arrive at the meeting po
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Annex IlI: Methodology Toolkit

INTERVIEW QUESTIONNAIRE -1
Respondents: BISP/WeT Regional and Divisional Staff

These are quiding questions and field researchers may use theflexibtlity as long as the key objectives
and themes are considered.

Theme: Basic

1. Whatinstitutionalrisks are involved, or what challenges might emerge in the following:
a. Updating NSER (Poverty Score Card),
b. Service Delivery,
c. Payment Mechanism,
d. WeT and Complementary Program.
2. Whatcommunitybasedisks are involved, or what challenges might emerge in the following:
a. Updating NSER (Poverty Score Card),
Service Delivery
Payment Mechanism
WeT and Complementary Program.
Working conditions what dfficulties does BISP field staff experience in terms of security, safety
and conflict? (Request for data on any complaints ever made officially)
3. What measures are being introduced by BISP towards minimizing the identified risks?

®ooo

Theme: Vulnerability and Inclusion

1. Please identify the nature of vulnerable groups and individuals in your geographical area.

a. (Any data regarding how many female headed households as opposed to male headed households
are in BISP database? Similarly how many widows, divorcedbldidaelderly etc. are availing
BISP services?)

2. How does the project design ensure that vulnerable and disadvantaged groups/individuals have equitable
access to the project?

3. What is the O6éprocessd whereby whi ch adbiedsfpaticdant i at e d
circumstances of such individuals or groups?

a. Does incentive structure within program promote outreach measures to encourage equitable and
affordable access to program benefits?

b. What steps have been taken (or planned) to alleviatarallfinancial, or physical barriers that
hamper participation of socially marginalized or disadvantaged groups (e.g., the poor, the disabled,
children, the elderly, Indigenous Peoples, religious or ethnic minorities)?

4. Highlight the nordiscriminatory asects of the program and are there any aspects that may lead to
discrimination against minorities, certain women or age groups, nomads, disabled etc. during the project
cycle? If soi what needs to be done to avoid such a situation from arising?

5. WaseelaTaem: DLI focuses on increasing enrollment. How is BISP staff meeting the specific needs and
concerns of vulnerable and disadvantaged? Provide details.

6. How does it really benefit BISP beneficiaries if they are linked to complementary services? In what ways
has this approach improved their life in practical sense?

Theme: StakeholdesdEngagement & Communication

1. How does the project design ensure maximum stakeholder engagement? How many consultations or open
dialogues are arranged & how regularly/often? Wit be the level of stakeholder participation and how
is mutual accountability to be ensured?

2. What are the current practices of undertaking free, prior and informed consultations with stakeholders and
vulnerable groups especially Indigenous Peopld®aiis the structure and process through which public
feedback/views are received, and finally incorporated in the project design and delivery systems (BISP,
WeT and complementary programs)?
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a. (Guidelines to probe further: Is/Are public feedback/views u$ietdterely and early enough to be

considered in the design of new or changing Program activities? Does the current public feedback
mechanism reach out to a representative esestion of groups affected by the Program
(including women, Indigenous People ather ethnic minorities, the poor or other groups who
might otherwise be undeepresented)?
How are any design/delivery changes communicated to the stakeholders?

Is it possible for one to freely express views and provide feedbaBkKSP? How? What press does one

usually adopt? Does BISP pay heed to community feedback?ilfsiare experiences. Also share success

stories where BISP has incorporated community concerns.

a. (Guidelines to probe furthebDo public feedback tools used by the program work effectively to
ews

el icit peopl eds

Vi

especi al Doyconsuhatian/publio f
feedback processes promote communication and informed denisking? Is the feedback

mechanim structured in a manner that encourages an open exchange of)jviews?
5. What is the process for information disclosure?

Theme: Quality of Grievance Redress

1.
2.

6.

mar g

What mechanisms (formal and informal) are currently in place for addressing concerns and gflfevances
How effective and efficient is grievance

(Strengths/weaknesses of the system)

redress mechanism

How accessiblés GRM (geographically, technically) to women?

Does the current GRM meet good standardacgbuntabilit If soi elaborate. If not, please explain the

nature of shortcomings and their remedy.

Does the current GRM meet good standardgafsparency If soi elaborate. If not, please explain the

nature of shortcomings and their remedy.

What is the extent of client ssflaction or dissatisfaction regarding GRM?

Theme: Overall Governance

1.

2.

in

terms of responsiveness

What measures are in place for effective and efficient monitoring and evaluation? What is staff capacity in

this regard?

Regarding financial management, what is the ordinary natufiewd and corruption and how will BISP

prevent this from happening?

BISP is entering into private partnerships with commercial banks and partnering with civil society

organizations. In this regard what are the procedural and performance standardshbmigaobserved?

Are there any protocols that can be shared? *The Development outcomes planned with private partners
partnerships

should be consistent
concern)

wi t h

ESSA

and

What complementary programseaunder consideration? Are there any agreed standards for referral and
monitoring mechani sms

that the primary features of such agreements will be?

Theme: Social Conflict

1.

2.

o

Wi

t h

Ser vi

ce

providers

t hat

Does any aspect of this project threaten human security (personal, community, political, education, health

etc)?

Can the project cause situations of social conflict, such as any escalation in personal, communal, inter

regional conflict? Give examples.

Does identification of BISP and WeT beneficiaries and their receipt of benefits lead to creation of conflict
or exacerbation of existing social conflict especially in place where there is competition over resources?
Does identification of beneficiaries leanl $ocial marginalization of beneficiaries especially in the case of

vulnerable people and IPs?

a. Have there ever been any cases where beneficiaries were stigmatized by their own communities

for surviving on government aid etc?

Can the project lead to crime wolence? What are or may be the forms?
Is BISP staff equipped to handle these conflicts? How does it currently deal with local conflicts situations
and contestations? How safe or unsafe is the staff in field that deals with beneficiaries and non

beneiciaries?
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7. Does the project have any impact on the health, safety and wellbeing of BISP staff or project communities?

Provide details.
8. Districts implementing WeT are expanding in number. What specific strategies has BISP drafted to

function successfully isonflict areas, in particular?
9. What specific strategies has BISP drafted to ensure representation of displaced/ mobile families? (*These
families could be displaced due to maade or natural disaster, or even due to their own nomadic

traditions)
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INTERVIEW QUESTIONNAIRE -2
Respondents: BISP/WeT Tehsil and Field Staff

These are guiding questions and field researchers may use these with flexibility as long as the key objectives
and themes are considered.

Theme: Basic

1. Whatinstitutionalrisks are involved, or what challenges might emerge in the following:
a. Updating NSER (Poverty Score Card),
b. Service Delivery,
c. Payment Mechanism,
d. WeT and Complementary Program.
2. Whatcommunitybasedisks are involved, or what challenges might emerge in the following:
a. Updating NSER (Poverty Score Card),
Service Delivery
Payment Mechanism
WeT and Complementary Program.
Working conditions what difficulties does BISP field staff experienceeénms of security, safety and
conflict? (Request for data on any complaints ever made officially)
3. What measures are being introduced by BISP towards minimizing the identified risks?

®PoocC

Theme: Accessibility

1. How easy or difficult it is to access BISP fadd#g? Are there any cultural practices/norms that facilitate or
i mpede a womanés decision making in this regard? Ex
2. How easy or difficult it is to use payment mechanism? Are there any cultural practices/norms that facilitate
or i mpede aiomnakig inbhs regasde Exglain.
a. Any concerns regarding the new changésometrics
3. How easy or difficult it is to participate in WeT and other complementary services? Are there any cultural
practices/ norms that f acirhakinginthe regard? Explgne de a womands
4. How does it really benefit BISP beneficiaries if they are linked to complementary services? In what ways
has this approach improved their life in practical sense? Are there any cultural practices/norms that
facilitateorimp de a womands decision making in this regard?

Theme: Vulnerability and Inclusion

1. Please identify the nature of vulnerable groups and individuals in your geographical area.

a. (Any data regarding how many female headed households as opposed teeatdd households are

in BISP database? Similarly how many widows, divorced, disabled, elderly etc are availing BISP

services?)

2. How does the project design ensure that vulnerable and disadvantaged groups/individuals have equitable
access to the project?

3. What is the Oprocessd whereby which differentiated
circumstances of such individuals or groups?

a. Does incentive structure within program promote outreach measures to encourage equitable and
affordable acces to program benefits?

b. What steps have been taken (or planned) to alleviate cultural, financial, or physical barriers that
hamper participation of socially marginalized or disadvantaged groups (e.g., the poor, the disabled,
children, the elderly, Indigeus Peoples, religious or ethnic minorities)?

4. Highlight the nordiscriminatory aspects of the program and are there any aspects that may lead to
discrimination against minorities, certain women or age groups, nomads, disabled etc. during the project
cycle?lf soT what needs to be done to avoid such a situation from arising?

5. WaseelaTaleenDLI focuses on increasing enrollment. How is BISP staff meeting the specific needs and
concerns of vulnerable and disadvantaged? Provide details.
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Theme: St aBngabeménd8eQordnsunication

1. BBC: How have or will these be formed (i.e. the guidelines, eligibility, and encouragement note for inviting

participation from vulnerable groups)?
2. What are the core functions? And how meaningful BE€? Would BBC only be focsing on WeT or
other functions too?

3. How does the project design ensure maximum stakeholder engagement? How many consultations or open
dialogues are arranged & how regularly/often? What will be the level of stakeholder participation and how

is mutual accoumbility to be ensured?

4. What are the current practices of undertaking free, prior and informed consultations with stakeholders and
vulnerable groups especially Indigenous People? What is the structure and process through which public
feedback/views areeceived, and finally incorporated in the project design and delivery systems (BISP,

WeT and complementary programs)?

a. (Guidelines to probe further: Is/Are public feedback/views used effectively and early enough to be

considered in the design of new or chamg Program activities? Does the current public feedback
mechanism reach out to a representative csmgion of groups affected by the Program

(including women, Indigenous People or other ethnic minorities, the poor or other groups who

might otherwise & undefrepresented)?

How are any design/delivery changes communicated to the stakeholders?

6. Is it possible for one to freely express views and provide feedbaBKSP? How? What process does one
usually adopt? Does BISP pay heed to community feedback?ilfsiatre experiences. Also share success
stories where BISP has incorporated community concerns.

a. (Guidelines to probe furtheDo public feedback tools usdxy the program work effectively to
el icit peopleds views especi al Doyconsulation/publio f
feedback processes promote communication and informed denisking? Is the feedback
mechanism structured in a manner thatairages an open exchange of viéws?

7. What is the process for information disclosure?

o

Theme: Quality of Grievance Redress

=

What mechanisms (formal and informal) are currently in place for addressing concerns and grievances?

2. How effective and efficient isgrievance redress mechanism in terms of responsiveness

(Strengths/weaknesses of the system)

How accessiblés GRM (geographically, technically) to women?

4. Does the current GRM meet good standardacgbuntabilit If soi elaborate. If not, please expiatihe
nature of shortcomings and their remedy.

5. Does the current GRM meet good standardgafsparency If soi elaborate. If not, please explain the
nature of shortcomings and their remedy.

6. What measures are in place for effective and efficient mongiaimd evaluation? What is staff capacity in

this regard?

w

7. Regarding financial management, what is the ordinary nature of fraud and corruption and how will BISP

prevent this from happening?
8. How easy or difficult it is to avail GRM facility. Are there any bl practices/norms that facilitate or

i mpede a womanés decision making in this regard?

9. What is the extent of client satisfaction or dissatisfaction regarding GRM?

Theme: Social Conflict

Does any aspect of this project threaten human sedpetgonal, community, political, education, health
etc)?

Can the project cause situations of social conflict, such as any escalation in personal, communal, inter

regional conflict? Give examples.

Does identification of BISP and WeT beneficiaries and tregieipt of benefits lead to creation of conflict
or exacerbation of existing social conflict especially in place where there is competition over resources?
Does identification of beneficiaries lead to social marginalization of beneficiaries especihltydase of
vulnerable people and IPs?
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Vi.
Vii.

viii.

Have there ever been any cases where beneficiaries were stigmatized by their own communities for
surviving on government aid etc?

Can the project lead to crime or violence? What are or may be the forms?

Is BISP staffequipped to handle these conflicts? How does it currently deal with local conflicts situations
and contestations? How safe or unsafe is the staff in field that deals with beneficiaries and non
beneficiaries?

Does the project have any impact on the heahliffety and wellbeing of BISP staff or project communities?
Provide details.

Districts implementing WeT are expanding in number. What specific strategies has BISP drafted to
function successfully in conflict areas, in particular?

What specific strategielsas BISP drafted to ensure representation of displaced/ mobile fanlidsse
families could be displaced due to mawade or natural disaster, or even due to their own nomadic
traditions)
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INTERVIEW QUESTIONNAIRE -3

Respondents: Beneficiaries (inciding Beneficiaries participating in other complementary programs)

These are guiding questions and field researchers may use these with flexibility as long as the key objectives

and themes are considered.

Theme: Accessibility

1.

2.

How easy or difficult it is to access BISP facilities? Are there any cultural practices/norms that facilitate or

i mpede a womanbés deci

S i

on

ma Kk i

ng

n

t hi

S

regard?

How easy or difficult it is to use payment mechanism? Are there any cultural pséctioms that facilitate
or i mpede a womanbés deci s

a. Any concerns regarding the new changésometrics

on maki

ng

i n

t

E x

his regard?

How easy or difficult it is to participate in WeT and other complementary services? Are there any cultural
i mpede a womanos
How does it really benefit BISP beneficiaries if they are linked to complementary services? In what ways
has this approach improved their life in practical sen&8e® there any cultural practices/norms that

deci

practices/ norms that

facilitate or i mpede

Theme: Vulnerability and Inclusion

faci

a

womanos

itate

or

si on

maki ng i

Please identify the nature of vulnerable groups and individuals in your geographical area. In your opini

n

Are you aware of any cases where BISP staff has categorically tried to meet specific needs and concerns of

& Communi

cat

How many consultations or open dialogues are arranged & how regularly/often? What is the level of

a. (Probe if timely consultations with stakeholders and vulnerable groups especially Indigenous

What is the structure and process through which beneficiaries provide feedback and opinions to BISP?

1.

how much is BISP able to focus on vulnerable groups.
2.

vulnerable and disadvantaged? Provide details.
Theme: Stakeholderdés Emmagement
1.

stakeholder participation?

People takes place prior tatieaducing changes or not)

2.

Does BISP incorporate beneficiary feedback or not?
3. How do beneficiaries discover about any project design/delivery mecharesmged?
4,

Is it possible for one to freely express views and provide feedbaBkSP? How? What process does one
usually adopt? Does BISP pay heed to community feedback?ilfsiwre experiences. Also share success

stories where BISP has incorporated community concerns.

a. (Guidelines to probe furthebo public feedback tools usdxy the program work effectively to

el icit

peopl eds vi

e wWs

especi al Doyconsuhation/publio f

feedback processes promote communication and informed depisking? Is the feedback
mechanism structured in a manner thatairages an open exchange of views?

Theme: Quality of Grievance Redress

=

What mechanisms (formal and informal) are currently in place for addressing concerns and grievances?
How effective and efficient is grievance

(Strengths/weaknesses of the system)

redress mechanism

in

terms of

rereEEsy

How easy or difficult it is to avail GRM facility. Are there any cultural practices/norms that facilitate or

i mpede a womanbs deci

S i

on

maki

ng

What is the extent of client satisfaction asghtisfaction regarding GRM?
How accessiblés GRM (geographically, technically) to women?
Does the current GRM meet good standardacgbuntabilit® If soi elaborate. If not, please explain the

nature of shortcomings and their remedy.

n

t hi

S

regard?

Does the curreanGRM meet good standards wansparency If soi elaborate. If not, please explain the

nature of shortcomings and their remedy.
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8.

Regarding financial management, what is the ordinary nature of fraud and corruption and how will BISP
prevent this from happérg?

Theme: Social Conflict

1.

2.

o

Does any aspect of this project threaten human security (personal, community, political, education, health
etc)?
Can the project cause situations of social conflict, such as any escalation in personal, communal, inter
regional conflict? Give examples.
Does identification of BISP and WeT beneficiaries and their receipt of benefits lead to creation of conflict
or exaerbation of existing social conflict especially in place where there is competition over resources?
Does identification of beneficiaries lead to social marginalization of beneficiaries especially in the case of
vulnerable people and IPs?

a. Have there ever lem any cases where beneficiaries were stigmatized by their own communities for

surviving on government aid etc?

Can the project lead to crime or violence? What are or may be the forms?
Is BISP staff equipped to handle these conflicts? How does it dyroeal with local conflicts situations
and contestations?
Does the project have any impact on the health, safety and wellbeing of BISP staff or project communities?
Provide details.
Districts implementing WeT are expanding in number. What specific gikeatédhas BISP drafted to
function successfully in conflict areas, in particular?
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INTERVIEW QUESTIONNAIRE -4
RespondentsBISP BBC

These are guiding questions and field researchers may use these with flexibility as long as the key objectives
and themes are considered.

1. Explain the process through whiBBC have been formed or will be formed?
a. Eligibility criteria of member? (see wWvomen from disadvantaged sections of community are
encouraged to become members)
What is the structure and core function8&C?
3. What role willBBC play in ensuring participation of vulnerable groups in the project? How?
4. What role will play in minimizingsocial conflicts and antagonism (in cases where it is caused by the
project)? How?

n

1 Depending on the level of maturity/comfort ofBBC members, selected questions from each thematic
area should be asked. In case otherwise, a set of four basic questionsusth suffice.

Theme: Accessibility

1. How easy or difficult it is to access BISP facilities? Are there any cultural practices/norms that facilitate or

i mpede a womanod6s decision making in this regard? EX
2. How easy or difficult it is to use payment macism? Are there any cultural practices/norms that facilitate
or i mpede a womanés decision making in this regard?

a. Any concerns regarding the new changyésometrics
3. How easy or difficult it is to participate in WeT and other complementary sefvigee there any cultural
practices/ norms that facilitate or impede a womanos
4. How does it really benefit BISP beneficiaries if they are linked to complementary services? In what ways
has this approach improved thdife in practical sense? Are there any cultural practices/norms that
facilitate or i mpede a womandés decision making in t

Theme: Vulnerability and Inclusion

1. Please identify the nature of vulnerable groups and individuals in your geographical area. In your opinion
how much is BISP able to focus on vulnerable groups.

2. Are you aware of any cases where BISP staff has categorically tried to meet specific neznieams of
vulnerable and disadvantaged? Provide details.

Theme: Stakeholderés Engagement & Communication

1. How many consultations or open dialogues are arranged & how regularly/often? What is the level of
stakeholder participation?

a. (Probe if timely cosultations with stakeholders and vulnerable groups especially Indigenous
People takes place prior to introducing changes or not)

2. What is the structure and process through which beneficiaries provide feedback and opinions to BISP?
Does BISP incorporate heficiary feedback or not?

3. How do beneficiaries discover about any project design/delivery mechanism changes?

4. s it possible for one to freely express views and provide feedbaBKSP? How? What process does one
usually adopt? Does BISP pay heed to community feedback?ifsiare experiences. Also share success
stories where BISP has incorporated community concerns.

a. (Guidelines to probe furthebDo public feedback tools usdyy the program work effectively to
el icit peopl eds views especi al Doyconsulation/publio f mar g
feedback processes promote communication and informed demsiking? Is the feedback
mechanism structured in a manner thatairages an open exchange of views?

Theme: Quality of Grievance Redress

1. What mechanisms (formal and informal) are currently in place for addressing concerns and grievances?
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o s

How effective and efficient is grievance redress mechanism in terms responsiveness
(Strengths/weaknesses of the system)

How easy or difficult it is to avail GRM facility. Are there any cultural practices/norms that facilitate or

i mpede a womanés decision making in this regard?
What is the extent of client satisfamn or dissatisfaction regarding GRM?

How accessiblés GRM (geographically, technically) to women?

Does the current GRM meet good standardacgbuntability If soi elaborate. If not, please explain the
nature of shortcomings and their remedy.

Does he current GRM meet good standardgrahsparency If soi elaborate. If not, please explain the
nature of shortcomings and their remedy.

Regarding financial management, what is the ordinary nature of fraud and corruption and how will BISP
prevent this fom happening?

Theme: Social Conflict

1.

2.

Does any aspect of this project threaten human security (personal, community, political, education, health
etc)?
Can the project cause situations of social conflict, such as any escalation in personal, communal, inter
regional conflict? Give examples.
Does identification of BISP and WeT beneficiaries and their receipt of benefits lead to creation of conflict
or exacerbation of existing social conflict especially in place where there is competition over resources?
Doesidentification of beneficiaries lead to social marginalization of beneficiaries especially in the case of
vulnerable people and IPs?

a. Have there ever been any cases where beneficiaries were stigmatized by their own communities for

surviving on governmentaietc?

Can the project lead to crime or violence? What are or may be the forms?
Is BISP staff equipped to handle these conflicts? How does it currently deal with local conflicts situations
and contestations?
Does the project have any impact on the healifety and wellbeing of BISP staff or project communities?
Provide details.
Districts implementing WeT are expanding in number. What specific strategies has BISP drafted to
function successfully in conflict areas, in particular?
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INTERVIEW QUESTIONNAIRE -5

RespondentsNon-Beneficiaries

These are quiding questions and field researchers may use these with flexibility as long as the key objectives and
themes are considered.

Theme: Accessibility

1. Why are you a noteneficiary?
2. How easy or difficult it is to access BISP facilities?

Theme: Vulnerability and Inclusion

1. Please identify the nature of vulnerable groups and individuals in your geographical area. In your opinion
how much is BISP able to focus on vulnerable groups.

2. Are you aware of any cases where BISP staff has ignored specific needs and concerns of vulnerable and
disadvantaged? Provide details.

Theme: Stakeholderés Engagement & Communication

1. Isit possible for one to freely express views and provide feedba&BIKSP? Is there any structure or process
through which nofbeneficiaries can provide feedback and opinions to BISP? Does BISP incorporate non
beneficiary feedback or not? If nbshare experiences.

2. As a nonbeneficiaryi how do you rank BISP communi@at with community particularly regarding the
services that they offer? Are BISP information dissemination campaigns good and fair enough?

Theme: Quality of Grievance Redress

1. What mechanisms (formal and informal) are currently in place for addressingresand grievances?

How effective and efficient is grievance redress mechanism in terms of responsiveness

(Strengths/weaknesses of the system)

How easy or difficult it is to avail GRM facility.

What is the extent of client satisfaction or dissatisfaatemarding GRM?

How accessiblés GRM (geographically, technically) to women?

Does the current GRM meet good standardaaabuntability If soi elaborate. If not, please explain the

nature of shortcomings and their remedy.

7. Does the current GRM meet gbatandards ofransparency If soi elaborate. If not, please explain the
nature of shortcomings and their remedy.

8. What s likely to be the ordinary nature of fraud and corruption in this project?

n

o gk w

Theme: Social Conflict

1. Does any aspect of this projectghten human security (personal, community, political, education, health
etc)?

2. Can the project cause situations of social conflict, such as any escalation in personal, communal, inter
regional conflict? Give examples.

3. Does identification of BISP and WeJeneficiaries and their receipt of benefits lead to creation of conflict

or exacerbation of existing social conflict especially in place where there is competition over resources?

Can the project lead to crime or violence? What are or may be the forms?

5. Is BISP staff equipped to handle these conflicts? How does it currently deal with local conflicts situations
and contestations?

6. Does the project have any impact on the health, safety and wellbeing of BISP staff or project communities?
Provide details.

e
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INTERVIEW QUESTIONNAIRE -6

RespondentsMulnerable groups/Individuals (minority, elderly, disabled, FHH, displaced, nhomads,

minors, widows)

These are guiding questions and field researchers may use these with flexibility as long as the key objectives and
themes are considered.

Theme: Vulnerability and Inclusion

1. What are the needs and concerns of vulnerable groups?
2. Inyour opinion how much is BISP able to focus on vulnerable groups.
3. What prevents vulnerable and disadvantaged from accessing the progfitsBeow can these barriers be
removed to facilitate access?
4. Are you aware of any cases where BISP staff has categorically tried to meet specific needs and concerns of
vulnerable and disadvantaged? Provide details.
a. At times people suffer frontircumstances that make them vulnerable. For example, those
suffering due to natural or manade disaster and living displaced lives. What information do you
have about BISP alleviating the misery of such groups of people?

Theme: Accessibility

1. How easy odifficult it is to access BISP facilities? Are there any cultural practices/norms that facilitate or

i mpede a onedbs decision making in this regard? Expl
2. How easy or difficult it is to use payment mechanism? Are there any cultural practices/norfasilitete
or i mpede oneds decision making in this regard? Exp

a. Any concerns regarding the new changésometrics
3. How easy or difficult it is to participate in WeT and other complementary services? Are there any cultural
practices/norms that facéitt e or oneds deci sion making in this reg
4. How does it really benefit BISP beneficiaries if they are linked to complementary services? In what ways
has this approach improved their life in practical sense? Any case studies? Explain.

Theme:Stakh ol der 6 s Engagement & Communi cati on

1. How many consultations or open dialogues are arranged & how regularly/often? What is the level of
stakeholder participation?

b. (Probe if timely consultations with stakeholders and vulnerable groups especially Indideaapie
takes place prior to introducing changes or not)

2. What is the structure and process through which beneficiaries provide feedback and opinions to BISP? Does
BISP incorporate beneficiary feedback or not?

3. How do beneficiaries discover about any project design/delivery mechanism changes?

4. s it possible for one to freely express views and provide feedibaBKSP? How? What process does one
usually adopt? Does BISP pay heed to community feedback?ilfstare experiences. Also share success
stories where BISP has incorporated community concerns.

a. (Guidelines to probe furtheDo public feedback tools used by the program work effectively to
el icit peoplebds views especi al Doconsuftaicn/publio f mar g
feedback processes promote communication and informed denisiking? Is the feedback
mechanim structured in a manner that encourages an open exchange of)views?

Theme: Quality of Grievance Redress

1. What mechanisms (formal and informal) are currently in place for addressing concerns and grievances?

2. How effective and efficient is grievance redressechanism in terms of responsiveness
(Strengths/weaknesses of the system)

3. How easy or difficult it is to avail GRM facility.

4. What is the extent of client satisfaction or dissatisfaction regarding GRM?

83



7.

8.

How accessibleis GRM (geographically, technicallyotwomen and disadvantaged, for example the
disabled, elderly etc?

Does the current GRM meet good standardaaabuntability If soi elaborate. If not, please explain the
nature of shortcomings and their remedy.

Does the current GRM meet good standardransparency If soi elaborate. If not, please explain the
nature of shortcomings and their remedy.

Are the vulnerable groups more vulnerable to fraud than the ordinary beneficiaries?

Theme: Social Conflict

1.

2.

Does any aspect of this project threateman security (personal, community, political, education, health
etc)?
Can the project cause situations of social conflict, such as any escalation in personal, communal, inter
regional conflict? Give examples.
Does identification of BISP and WeT benediées and their receipt of benefits lead to creation of conflict
or exacerbation of existing social conflict especially in place where there is competition over resources?
Does identification of beneficiaries lead to social marginalization of beneficesjgcially in the case of
vulnerable people and IPs?

a. Have there ever been any cases where beneficiaries were stigmatized by their own communities for

surviving on government aid etc?

Can the project lead to crime or violence? What are or may be the forms?
Is BISP staff equipped to handle these conflicts? How does it currently deal with local conflicts situations
and contestations?
Does the project have any impact on the health, safety and wellbeing of BISP staff or project communities?
Provide details.
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INTERVIEW QUESTIONNAIRE -7

Respondentsindigenous community (Chitral)

These are guiding questions and field researchers may use these with flexibility as long as the key objectives and
themes are considered.

Theme: Indigenous People and Inclusion

What are the rights of Indigenous People?

What are the needs and concerns of vulnerable groups?

In your opinion how much is BISP able to focus on vulnerable groups.

What prevents IPs from accessing the project benefits? How can these barriers be teniaviithte

access?

5. Are you aware of any cases where BISP staff has categorically tried to meet specific needs and concerns of
IPs? Provide details.

PN PRE

Theme: Accessibility

1. How easy or difficult it is to access BISP facilities? Are there euljural or political aspects that can

facilitate or impede onedbdés decision making in this
2. How easy or difficult it can be to use payment mechanism? Are thereuftoyal or politicalaspects that
can facilitate or | mpsemrgrddBExgainss deci si on making in t

a. (inform about biometric use)
3. How easy or difficult it is to avail GRM facility.
4. How easy or difficult it is to participate in WeT and other complementary services? Are theyeltansl

or politicalaspects that can facilitate orimpl e oneds deci si on making in this
Theme: Stakeholderbés Engagement & Communication

1. What is the nature and extent of engagement between Kalash and Government of Pakistan? How much does
the government communicate with the Kalash and on wbedsions is their opinion/consultation sought?
In this backdrop how do the Kalash approach BISP, its design and delivery?

2. How much the Kalash already know about BISP? (Level of awareness)

Theme: Social Conflict

1. Does any aspect of this project threalteiman security (personal, community, political, education, health
etc) among Kalash?

2. Can the project cause situations of social conflict, such as any escalation in personal, communal, inter

regional conflict? Give examples.

Can being a BISP and WeT bergry lead to creation of conflict?

Can being a BISP beneficiary lead to social marginalization or stigmatization among Kalash?

Can the project lead to crime or violence?

gk w
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FOCUS GROUP DISCUSSION1

RespondentsBENEFICIARIES (vulnerable included)

1. What are the particular circumstances under which the vulnerable and disadvantaged groups and individuals
survive in your community?

2. What prevents vulnerable groups from accessing BISP? How can these barriers be removed to facilitate
access?

3. Inyour opinon what are Bl SPds strengths and what i mpact
community?

4. [There is always room for improvement]. Where should BISP focus on in terms of introducing improvement
initiatives? (introduce probes regarding grievaremress, social conflict, fraud/corruption and overall BISP
project execution/implementation )
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FOCUS GROUP DISCUSSION2

RespondentsNON-BENEFICIARY (vulnerable included)

1. What are the particular circumstances under which the vulnerable and disadvantaged groups and individuals
survive in your community?

2. What prevents vulnerable groups from accessing BISP? How can these barriers be removed to facilitate
access?

3. Inyour opinon what are Bl SPds strengths and what i mpact
community?

4. [There is always room for improvement]. Where should BISP focus in terms of introducing improvement
initiatives? (introduce probes regarding grievanceassirsocial conflict, fraud/corruption and overall BISP
project execution/implementation )
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FOCUS GROUP DISCUSSION3

RespondentsCOMPLAINANTS GRM

1. What has been your experience of using GRM? Why did you use it? Nature of complaint?
2. What is your opinia about GRM?
a. (Probes: elements that make matters easy, elements that make it difficult)
A Opinion on GRM6s Effectiveness
A Opinion on GRM® Efficiency
A Opinion on GRM® Responsiveness
A Opinion on GRM® regard for Accountability
A Opinion on GRM? regards for Transparency
3. Any recommendations for improving the existing GRM?

S
S
S
S
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SURVEY QUESTIONNAIRE

RespondentsBISP Tehsil and Field Staff

DO NOT WRITE YOUR NAME

1 Gender 1.1 Male 1.2 Female
2 Location 2.1 Province 2.2 District | 2.3 Tehsil/UC
3 Nature of Service in BISP 3.1 Permanent 3.2 Temporary
3.3 Desk Job 3.4 Field Job
3.5. Desk & Field 3.6 Technical/IT related
4. Years in BISP 4.1 Eight to Five 4.2 Four to Two
4.3 One or Less
5 Haveyou received training/s relevant tq 5.1 Yes 5.2 No
your job?
6 If so, how many per annum?
7 Who funded your trainings? 7.1 BISP or BISP partner| 7.2 Self 7.3 Both BISP
and Self
8 Do you normally engage in work for 8.1 Yes 8.2 No
which you haveeceived no training?
9 Are you well trained to implement the | 9.1 Yes 9.2 No 9.3 Somewhat
changes BISP is introducing in 2016
onwards
10 What types of trainings should be arranged for BISP staff for maximizing benefitefor

communities (improved social sustainability)?
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Annex-1V: Concept Paper for New Payment Model
Concept Paper for New Payment Model

1. Introduction

Benazir Income Support Programe (BISP) is the largest public sectorosial safety net progm being
operated in PakistarThe program has conducted survey all across Pakistan & has registered 7.7 million
beneficiaries. Out of these 5.6 million beneficiaries have CNIC issued by NADRA and are etigigéting
guarterly payments through BISP.

The program thus covers 27 million households who get Rs. 1500/month. The sum is disbursed on quarterly
basis through different Banks & Pakistan Post across the country. Initially, BISP started the diskisirsemen
through Pakistan Post using Money Order system in 2008; Subsequently it conducted various pilots in 2010
(with NADRA using Smart Card) and in 2011 (with Banks and Telecoms using Mobile Banking); Today bulk

of payments are disbursed using Debit Cardseidsby Banks which are used by Beneficiaries at ATMs all
across Pakistan & at designated POS (point of sale) locations. These payments are handled by 6 financial
institutions who have been awarded various districts.

This document covers the various pEeseswhich are related to New Payment Model model roll out.
2. Objectives

The overall objective of the new payment model is to select Payment Partners for disbursement of payments to
BISP beneficiaries through a biometric based system across theycddaitn objectives require integration of

BISP systems with selected Payment Partner platforms for the next 2 years for quarterly payments disbursal
and real time reconciliations of beneficiaries branchless banking accounts across the country in aatoimated
real time environment as per BISP needs through acquired payment services.

Enhancement of BISP-Bayments systems efficiency through more in depth outreach to its beneficiaries
including rural areas along with improved services standards through its automated & integrated Complaint
Management System (CMS) with stakeholders systéan swift resolution of payment complaints form an
essential part of the overall objectives. The specific objectives of the Beneficiary centric services are:

1. To ensure the payments disbursements in efficient & transparent manner by use-tifiereal
biometric verification and to ensure beneficiaries are treated with dignity and redress their issues in
easiest and fastest manner.

2. To ensure that payments are available to beneficiaries at the closest accessible Payment touch point
by increasing the numbef available touch points in Semi urban and rural areas.

3. To enhance integration between BISP systems & Payment partner platforms so that BISP has near
real time visibility & control over the payment process which runs 24 x 7 x 365 days of the year.

4. To provide beneficiaries with continual communication with beneficiaries raise awareness through
beneficiary communication campaigns.

5. To open millions of branchless banking accounts with Biometric Authentication of beneficiaries so
they can easily transact@bsest available touch points.

6. To ensure strong audit trails & reconciliation within payment system with visibility to all
stakeholders.

7. To integrate BI SP CMS wi t h prospective Ml S
processing, hanilg, management and swift resolutions on JIT basis in real time/automated
environment on (24fmhours/days) and 365 days of the ydiae basis across the country.
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3.

New Payment System

In order to meet the objectives of the new Payment model, BISP has devised a new payment system in
consultation with all stakeholders, the details of which are explained in following sections.

3.1

Salient Features of the New Payment System

The new payrant system will have following important features.

>

>

>

3.2

To ensure a transparent disbursement mechanism, use-ofdgiic authentication is mandatory at the time
of registration as well as each disbursement.

I n order to increase payment systemds reach, t he
increased. Each payment partner will be required to put up one 1 touch point for every

250 beneficiaries OR 1 touch point at a UC Level (whichever is Jower

Bl SP wi ||l host a centralized system ABI SP Payment
requests as well as manage data related to the disbursements, claim settlements, service charge payments
etc. BISP Payment system will manage allrpapt related activities.

Currently participating banks are allocated beneficiaries and the amount & service chargeduargepe
Under new model, Payment partners will be provided funds for disbursement however the service charges
will be paid aftetbeneficiary has done withdrawal.

The payment partners will be required to proactively encourage beneficiaries to withdraw funds within 30
days; the payment partner will be required to pay a markup on amounts which are not withdrawn 30 days
after the fundswere provided by BISP, unless tied to a financial inclusion product which will allow
beneficiary graduation.

New Payment System Architecture

The overall architecture for the new model for payments is shown in the diagram below:

BISP

3
BISP MIS System
Front End Web Interface for BISP, Payment partners & SBP
Data
Settlement Management
Online Authentication Management Module
Beneficiary
Payment Partner
Touch Points
Payment Reconciliation & Settlement Module Funds claim
Complaints NADRA
Etc
Payment Complaint Redressal System
BISP PAYMENT SYSTEM Authorization

Commission Claim for Payment

submission ‘ ]
Payment Payment Payment <—l

Partner Partner Partner
System _‘ System

System
Branch g Branch @ ‘ @
With Biometric giometric With Biometric Biometric

Branch
ATM ATM ATM

With Biometric Biometric
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3.3 System Architedure 7 BISP Payment System

A The overall system housed in BISP will be called BISP Payment System (BPS)
A This will comprise of following modules
A Existing MIS System
A Load eligible beneficiary list into Payment Processing Module

A Payment List Generation f&tegistered beneficiaries (CCT &
UCT)

A Payment Processing Module
A Registration of Touch Points
A Registration of Beneficiaries

A Biometric Verification via NADRA at time of Registration &
Payment
A Receive Disbursement Notification from Payment Partner
A Receive Withdrawal Notification from Payment Partner
A Reconciliation of Claims & Service Charge payments
A Payment Complaint Redressal Module

A Balance Inquiry of a branchless banking account of particular

CNIC
A Last 5 transactions on account of partic@@atC
A View Account Status
A Block Account Status
A Request Personalized Debit Card for a CRIC
A View Personalized Debit Card status
A Block Personalized Debit Card
A Unblock Personalized Debit Card
A Payment Complaint Workflow Management
BISP Payment System (BPS)
Payment Complaint
Payment Redressal Module Existing
Partner System MIS
> System
Payment Processing Module
Bio
POS b
(Agent,
Branch, NADRA
Doorstep)

#personalized Debit Card will only be given to Customers who have consistently failed Biometric Verification. And have
gone through necessary approval cycle eéards can be issued to such customers.
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4, Payment touch points

One of the key objectives of new payment model is to increase the reach of payment system & allow
beneficiaries to register & get their payments most conveniently. A payment touch point is any location where
the beneficiary can regfier in the system and transact to get their disbursement. The new payment model will

allow beneficiaries ability to use various touch points which are as follows:

Touch Point Type Beneficiary Registration Beneficiary Payments

Bank Branch

Agent Location

ATM

Door to Door Service

BISP expects that with inclusion of various types of touch points, the number of potential touch points will
drastically increase. As per SBP Branchless Banking newsletter more than 50,000 Biometric enabled agents
are currently operational offering Mobileccount opening & payments to customers. Besides this, SBP has
mandated use of Biometric verification at the time of Account opening in conventional bank branches. The
new payment model leverages on the regulatory & technology landscape to incrgesgrtéiet touch points.

In the new payment model, the primary mode of transaction is Biometric Authentication, hence BISP
beneficiaries will be able to perform transaction at any Biometric enabled location be it Bank Branch, ATM,
Agent Location and in some cases Door to Dooriserv Biometric authentication will ensure 100%
transparency as the registered beneficiary will be the only one taking payments.

Those beneficiaries who cannot be biometrically verified due to any reason will be allowed alternate method
of payment,whichis through Personalized Debit Cards.

BISP will encourage large banks to partner with existing Branchless banking networks of Telcos who already
have sigificant distribution networkBesides these, banks will also be encouraged to partner with large pub
sector organizations such as Pakistan Post, Utility Stores Corporation, NAB&#AIRt network, PSO etc.

Exceptional/Non mainstream Districts:

There is also a possibility of some far flung areas/distrietg. FATA, Baluchistan) where basic mobile
communication facilities including data services required for BVS do not exist. In those areas beneficiaries
will be provided alternate payment methods. Partner banks will be encouraged to provide innovative solutions
for such select districts and theseul be treated differently from the mainstream Payment Model with
different line of reporting and specialized reconciliation procedures, and if needed, different rates of
commission will apply. BISP will point out such exceptional districts and theierdiftial treatment in the

RFP and the contracts.

4.1  Agent On boarding criteria

Apart from ATMs, all other payment touch points require human intervention; A concern with the use of
Agent networks is that if Agents are not properly trained and due dikgérms not been done then
beneficiaries may face difficulties in getting payment.

In this regard payment partners will be required to share the detailed Agbotuating criteria & checks
which they have performed while droarding and enrolling the agen& their plans for future monitoring of
agents on oigoing basis to maintain the service quality standards desired by BISP.

In addition to the agent selection criteria laid out by Banks in light of State Bank of Pakistan regulations, BISP
would requirehe payment partners to agree with following conditions:
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a) The agents should be sufficiently trained and qualified prior to the program &-gaiog basis to operate
the POS/Biemetric devices in order to register the beneficiaries & perform transactions

b) The agents should make adequate arrangement for respectfully handling beneficiaries at the time of
registration & payments.

c) BISP will share its internal monitoring mechanism with payment partners. The partners must own the
mechanism and should ensw@operation at all levels which includes but is not limited to facilitating on

site spot check visit to Agent location, providing points of contact at District/Tehsil level for payment
complaints, regular meeting with BISP field staff.

5. Operational & Technical Processes

This section covers all the Operational Processes along with the Technical steps & Data flows which will

happen at each step in the New Payment Model. The processes have been broadly categorized into 3 areas
which are:

A Pre-disbursement
A Disbursement

A Postdisbursement

Inclusion of beneficiary
in payment list

Definition of entities in
Payment system

Payment List
generation

Disbursement of funds
Withdrawal of funds

Submission of claims
for service charges

Reconciliation &
settlement of claims

Allocation of
Districts/Region to
Payment partner

{biometric method)

Withdrawal of funds
(Card method)

Disbursement

Registration of
Beneficiaries

)
c
()]
=
@
("]
| .
>

0

]

()]
Q
put

(a8

Post Disbursement

Alternate Registration
Process - Personalized
Debit Card

'V

Besides the regular operational process related to payment, some other related processes are also defined in
this document which relate to Migration of beneficiaries, Payment complaint handling & eldtedrprocess.

Within each process following details are defined

A Operational Processrefers to activities to be done by operations team

A Technical Process:refers to functionality that New Payment system should provide

A Internal Data flow: movement of data within the BISP system between modules

A External Data flow: sending or receiving of data between BISP and external entity.

A Associated Technical specsTechnical specifications (File Format/AP1) (where required)
5.1 Pre-Disbursement

PreDisbursement processes include all the processes which are required before the Beneficiary is included in
the Payment List. These processes will start from Inclusion of beneficiary into Payment System and
beneficiarydés r egirmérana subsequentwicltision imnexi gaymaet list p a
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Upload Master Beneficiary List in
Payment System

Define Payment Partners &
Payment Locations (Districts,
Tehsils, Union Councils)

Allocate Districts to Payment Issue Alternate Payment
Partner in Payment System Instrument

If Blometric Registration method fails
Beneficiary Ready for Payment

Include Beneficiary in Payment
List

Register Beneficiary usint
Conduct Mobilization gister Beneficiary using

Register Touch Points campaign Biometric Method

5.1.1 Inclusion of beneficiary in Payment System

Operational Process:
A BISP will determine the districts for which roll out is to be carried out

A List of Eligible beneficiaries will be taken from NSER Data and uploaded in Payment Processing
Module.

Technical Process:
A User Interface should be available in system for Data Uploading in Payment Processing Module
Internal Data Flow:
A Data of all eligible beneficiaries will be provided by MIS Module to Payment Processing Module.
A This Data will serve as the Master Beneficiary Datafayment Processing
External Data Flow:
A None
5.1.2 Definition of Configuration Data (Entities)

Diff erent types of entities will be configured in the Payment Processing Module for the entire process to take
place. These entities will be as follows:

A Payment Partners

A Districts

A Details of Locations (Union Councils, Tehsils, Districts)
Operational Process:

A Payment Partners which are qualified will be defined in the System
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A Locations up to Union Council granularity will be defined in the System
Technical Process:
A User Interface should be available for definition of Payment Partner
A Bulk Data Upload should be available to define all Locations in the system.
Internal Data Flow:
None
External Data Flow:
None
5.1.3 Allocation/ De-allocation of a territory to Payment Partner

After the conduct of RFP, each Payment Partner will lmealéd one or more Districts. This data should be
mapped in the system.

Pre-Requisite:

A All Payment partners & Districts are defined in the system

Operational Process:

A Payment partner & their respective district allocation need to be defined in tamsyst
Technical Process:

A User Interface should be available for selecting a Payment partner and mapping available districts to the
Payment partner.

System should allow for Dallocation of district from a Payment partner.

Allocation/De-allocation activiy should be defined by one user & authorized by another user
(Maker/Checker).

A System should maintain the Audit Trail of all the activities (e.g. Date of allocatiafittation, User 1D
used etc.)

Internal Data Flow:
None
External Data Flow:
None
5.1.4 Registration of Touch point
Each Payment partner will provide the details of its Touch Points to be used for Beneficiary Registration &
Beneficiary Payment activity. The data of these touch points will be loaded in the Payment Processing Module.

Operational Process

A Receive Data of Touch Points from Payment Partners
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A Upload Data in BISP Payment System
A Generate Reports to verify that data meets KPI Requirements.
Technical Process
A User Interface should be available to upload the Bulk Data receivedefayment Partner

A System should provide a Visual Interface on which the Locations should be visible on Map based on
their Latitude and Longitude.

Internal Data Flow:
None
External Data Flow:
A For onetime activity the system will provide User Intack to upload data in Bulk
A For future addition/deletion or updates, API will be provided
Associated Technical Specifications
A Payment Partner Touch Point Data (File Format)
A RegisterTouchPoint  (API)
5.1.5 Mobilization of Beneficiaries &Communication strategy
BISP Media & Communication Wing will undertake design & execution of the beneficiary mobilization &
awareness campaign and bear its costs. However the payment partner is required to actively assist BISP in the
same to ensure thataximum numbers of beneficiaries are made aware about the new payment process &

timely register at the nearest payment touch point. This assistance will include but not limited to:

A Allocate team members to sit & review the campaign desigh made by Bl&hanedtheir ideas to make
it effective.

A Ensure that all the promotional material (signage, banners, leaflets posters etc.) are appropriately placed
on Payment touch points.

A staff is allocated by payment partner for effective training of Branch staéftagr Doosstep delivery
staff so they can effectively deliver services and information to beneficiary.

A Ona regular and timely basis liaison with BISP for desired improvement in campaign execution and
communication.

5.2 Disbursement Process
Disburement processes are set of processes which will start after Beneficiary is registered in the system & is
ready to receive payments. These processes cover all the activities which are part of the regular disbursement

cycle starting from the generation afypnent list upto the withdrawal of payment by beneficiary.

At a high level following processes are involved.
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MIS Module generates Payment
List

Payment List shared with partners
& Funds Disbursed to partners

Payment partners disburse funds

into beneficiary accounts Beneficiary with Al payment method
Beneficiary registered with standard payment method
Withdrawal by Beneficiary using Withdrawal by Beneficiary using
Biometric Mode Personalized Card
5.2.1 Payment List Generation
Operational Process:
A All beneficiaries marked as fRegi steredmentin the P

process will be picked by MIS Module for payment list generation.

A MIS Module will generate the Payment List

A The Payment list will be generated for each payment partner.

A Each entry in the list will be maa)ked with fASourc
A Reports will be generated for Finance Team to prepare Cheques for appropriate amounts for

disbursement of funds to payment partners.

A Payment lists will be placed on Secure FSeRver for partners to fetch from BISP.

Technical Process:

All beneficiaries I
registered in system Data will be copied MIS Module will Payment Lists will be

will be picked for to MIS Module i shared via SFTP
payment

Payment List will be
updated within
System
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Internal Data flow:

A Payment List will be generated by MIS Module and will be made availatiaymenfrocessing
Module so that when payment partners perform further operations, this data can be used for
verification.

External Data flow:
A Payment List will be lsared to Payment partners.
Associated Technical specs:
A Payment List file formabPayment IDOCNIC oAmount to be disburseaSource of Funds
5.2.2 Disbursement of Funds into Beneficiary Account
Operational Process:

A Once payment list is available on SFTP & payment partner receives the payment cheques from BISP,
the payment partner will encash the cheque into BISP LMAL account

A Using the Payment list, Payment partner will transfer funds from LMAL account to individual
branchless banking accounts (Level O/Level 1).

A Payment partner will report each Disbursement into Level O or Level 1 account back to BISP
Payment system.

A BISP Payment System will record the accumulate total funds disbursed against each Beneficiary
CNIC (This will be used for Reconciliation of Claims for service charges)

A BISP M&E team will monitor the disbursement process through Payment system dashboard to
confirm that payment partner has disbursed funds within the agreed time frame.

A BISP can create a system based verification process to query sample (say 10%) of individual

beneficiary accounts randomly for Balance Inquiry to confirm that payment is galisddursed in
account.

Technical Process:

Encash BISP Process Payment § Ngl?s”e?\lig o
Cheque and List to Credit Level

: b ; noftify
Credit LMA1 1 Beneficiary Alc disbursement

Download
Payment List

Update
Disbursement date
against CNIC

Internal Data flow:
None
External Data flow:

A Payment partner will call BISP Web service to update on Disbursement
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A BISP system will record the date of disbursement
Associated Technical specs:
Following web service will be called by Payment partner.
A UpdateDisbursement
5.3 Post Disbursement
Post Disbursement processes refer to the set of processes which will start after beneficiary has got the
disbursement. These processes will involvefigation of withdrawal by Payment partner, Reconciliation of
the claims & payment of Service charges to partner.
5.3.1 Submission of Claims
The purpose of this process is to submit the claim for Service charges after BISP beneficiary has withdrawn
money.In case beneficiary has done multiple withdrawals (in case of ATM both Biometric and Card based
transactions) then separate claims will be submitted by Payment partner.

Operational Process:

A As soon as beneficiary has withdrawn the amount, payment pafthsubmit the claim by
calling BISP System service

A BISP system will receive the claim and perform following validation
A If the withdrawal is through biometric method, system will match the
Transaction Reference with one provided during Biometric auttadiain.
System will also match other details and send OK response if data is matched
A If the withdrawal is through Card based method, system will validate that the

CNIC is marked for alternate payment method and Card number matches the
card issued at timef registration.

A Once validations are done, the claim will be marked as Accepted for further processing
A Payment system will record each claim & accumulate the total amount claimed as withdrawn

A All claims submitted within a calendar date will be processedext working day.

Technical Process:

Payment partner BISP System Transaction
submits Withdrawal receives Withdrawal Withdrawal
Claim Claim Type
Card Based Matched
heck Benef,
i Accept Claim &
Eligible for Card & Verified——p S
Card Number. Send Response
Not Verified
l Not maitched
Payment partner Reject Claim & Send
gets Response Response
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Internal Data flow:
A All successful claim request will be processed furtbeService charge disbursement
A MIS Module will use the data for generating relevant reports.
External Data flow:
A Payment partner system & BISP System will integrate through web service.
Associated Technical specs:
A Webservice: Notify Withdrawal

5.3.2 Reconciliation & Payment of Service Charges
Operational Process:

A When the claim is accepted by BISP systaritial verification is already performed
A For Biometric based claims, further reconciliation will be performed as follows
A The Transaction Reference Number submitted has not been submitted earlier
A The Amount in Claim matches the amount in withdrawal request
A For both Biometric & Card Based transaction
A The system will validate that the accumulated balance claimed against beneficiary
does not exceed the amount disbursed. This is necessary because there can be more
than 1 claim against 1 disbursement.
A The reonciliation process is automated & will generate list of Reconciled & Exception Claims.

Technical Process:

BISP System
processes each
Withdrawal claim

Txn. Ref number not
claimed already

Transaction
Type

Duplicat
e Reject Claim &

Not claimed Report
Exception

Total claim does not
exceed total disbursed

Process Claim & Pay
service charges

Internal Data flow:
A Post Reconciliation data will be processed by MIS system for calculation of service charges.
External Data flow:

A Reconciliation Reports will be placed on Secure FTP for payment partners.
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A Reconciled transaction extract will be provided to Payment partners.
Associated Technical specs:
A File Format: Reconciled Transactions

6. Interoperability

One of the key gectives of the new payment model is to ensure maximum facilitation to Beneficiary. In the
current national payment ecosystem only card based transactions from ATMs are interoperable. BISP will work
with State Bank of Pakistan (SBP) and the different gaytrpartners to ensure that interoperability of

transactions is implemented for Biometric as well as Card based transactions done by BISP beneficiaries from
any touch point of the payment partners.

The interoperability between Banks will be enabled thgtoa licensed PSO (Payment System operator) and
interoperability condition will be mandated for all the payment partners as part of the RFP process and through
the contracting so that all partners integrate through the Licensed PSO Switch on basis -afji@gure
interchange rate between themselves.

Through implementation of interoperability all the beneficiaries will be able to use any payment partner touch
point and thus will be facilitated.

7 Financial Model

The overall flow of funds during the ergipayment process is described below:

[ BISP Finance
DEBIT X
BISP Assignment A/IC GOP - NBP (6 ) CREDIT
BISP Assignment A/C ADB - NBP - > BISP — A/C in Payment Partner
BISP Assignment A/C WB - NBP
("5
BISP Finance - — BISP
Payment
System
BISP MIS
|1
Payment | 2 :|
Partner ~—r
Touch Point
{Agent) " -+ Customer/Beneficiary
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1. Payment List will be provided from BISP MIS system to Payment Partner

2. BISP will issue cheques for equivalent funds from appropriate Assignment A/C to BISP Account
maintained within Payment Partner Bank.

3. Paymen Partner will credit Beneficiaries Branchless Banking Accounts
4. The Payment touch point will pay cash to beneficiary
5. Payment partner will report withdrawal to BISP and claim service charges from BISP

6. BISP reconciles payment claims with original Payment list & authentication data and creates Net
Settlement Amount for all reconciled transactions (Total Service charges less deductions)

7. BISP Finance will Debit appropriate Assignment Accounts & Credit BA&bunt maintained with
Payment partner for the Service Charges amount.

Payment partners will be liable to pay profit on any funds which are not withdrawn by beneficiary after 30
days of disbursement into their account, unless tied to financlakion/graduation product for which prior
approval ought to be sought from BISP

8. Key Performance Indicators & Penalties

In order to make the entire model Beneficiary centric and to ensure that Payment partners comply to the
requirements specifiedylBISP & committed by partner at the time of award of contract, a set of Key
Performance Indicators (KPIs) will be defined and will be monitored by BISP & backed by contractual penalties
in case of norcompliance.

8.1 Key Performance Indicators

Area Key Performance Indicator Penalty Level

Payment Touch points | A 95% of payment touch points are | Level 5
setup before start of

Numbers of Payment disbursement cycle

touch points (1 for every

250 beneficiaries OR 1 a A 90% of the payment touch points

each Union Council

: ; should be active (Active means Level 5
whichever is lower).

beneficiaries are able to transact at
the touch point)

Disbursement of Funds ir Funds must be disbursed in Level 5
Account beneficiary account within 3 days o| Level 6

transfer to Bank Level 7
Complaints regardin Payment partner must ensure Level 5
Liquidity at Agents adequate liquidity, complaints shou| Level 6

not exceed 2% of the beneficiary | Level 7
population in allocated area
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Payment Complaints Individual Agent related complaints| Level 1
against Agent should be resolved within 7 working Level 2
days Level 3
Payment Complaint 95% of the overall complaints shou| Level 5
Redressal be resolved within agreed TAT (turf Level 6
around time) Level 7
8.2 Definition of Penalties

There will be different level of penalties for each reported instance efmmpliance. The penalties are
categorized in levels and will apply as per the nature ofaoonpliance. Multiple penalties may be applied on
a noncompliance level based on itatare.

These are:

8.2.1Level 1:

A Recovery of full payment to beneficiaries for amounts embezzled by Agents at POS locations,
Branchless Banking touch point or Doorstep service.

8.2.2Level 2:
A Payment partner will blacklist Franchise/Agent from BISP disbursements forever

8.2.3Level 3:
A Payment partner will suspend Franchise/Agent from BISP disbursements till inquiry is completed

8.2.4Level 4:
A Provision of Alternate payment touch points @se of imposition of Level 1,2,3 penalty

8.2.5Level 5:

A Deductions from Financial Institutions Service Char@estial Deductions based on number of
beneficiaries per Tehsil or Union Council based on the nature of complaint and ground realities.

8.2.6Level 6:

A Deductions from Financial Institutions Service Chargest Deduction based on number of
beneficiaries per Tehsil or Union Council based on the nature of complaint and ground realities.

8.2.7Level 7:
A BISP reports nowompliance to State Bank Bakistan for further legal/disciplinary actions.
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Annex-V: Case study Religious Minorities: Punja Shib, Sikh community of Pakistan and BISP

In the past there was a BISP office on main Hazara/Haripur road that has now closed down. Punja Saab has a
predominantly Sikh community consisting @fhty-five households settled in and around Gurdwahaine for
SikhgPunja Saab. They angovertystricken and do not own property or livestock. Four women introduced
themselves as former BISP beneficiaries ag tiad no access to payments anymore and were unawhosvof

to receive payments in the new locatidfuslims own property and rent it out to Sikh and Hindus on high rates
(Rupee 6000/month for two rooms). The major source of livelihood for Sikhs and Hindus is running small
kiosksand engaging in daily wage labo

Punja Saab is home to three groupsii®$: (i) those escaping the Afghan Taliban and US war in 2001 (ii) those
who left in response to army operation in Swat in 2009 and (iii) those who wanted to restart their lives post 2005
earthquake in Battagram. The Sikh population arriving from Khybdrkaurram Agency form the first two
groups.Hindus are mainly from Battagram and among a dozen Hindu families in Punjai Sadlp two
households relocated from Mingora while escaping from the Taliban. Those who had relatively strong finances
immediately mde travel arrangements and migrated to India with the help of the Indian High Commission
whilst others settled in Punja Saab. The respondents estimated that out of a four hundred Hindu families who
initially arrived in Punja Saab only a dozen were leftibeh

Living Condition. Mostly men take up menial lab®o run their households. Women have weak health status
and every other woman suffers from cancer, tuberculosis or hepatitis. No medical funds are available in the
area.The community identified the weéor educational institutions so that their children could start earning.
Education levels are dismally lowrfboth boy and girl childrenhére is no one studying at undergraduate level.
Education for them is a luxury and the more affordable governsodiatols offer curriculum that is irrelevant to

Hindu and Sikh communities.

Survival initiatives. There is a communitdriven income generating initiativie a sewing centre for women.
The women informed about the school and its benefits but also mentioasiethck of sewing and knitting
machines at home, lessons were difficult to practice or perfect.

Grievances. Lack of educational antealth facilities remaim key concern. The community does not trust its
politicians and feels neglected irrespectivaaligious affiliation. Initially, the IDPs lived in thenusafirkhanas
(free inn), eating from thiangar (free public kitchen) at th&urdwara Gradually the Gurdwara administration
requested IDPs to move out.

IDPs complained thathe Government neglectethemand the Gurdwara was left to mend for itself. The
community was asked repeatedly as to why they did not seek help more proactively but they did not provide
clear answers. Howevesne plausible explanation is that for them escaping the Talibanravidg safe at the
Gurdwara was blessingin itself i and they did not want to be in the limelight and become easy targets for the
Taliban. Once at the Gurdwara, they accepted it as their cocoon and started living in and aroundthdhose
cannot managjto pay rentsontinue to live in the Gurdwara and those who moved out still continue to eat from
the publickitchen,as they cannot afford to cook three meals at home.

A list of deserving cases that can definitely gain from BISP intervention arelgicem:

(Location: Punja Saab: Cases ®Forwarded for Bl SP&ds con
A (ID withheld) approached BISP Attock, Tehsil office as she has not received any payment for the past six
months. Her issue remains.
(ID withheld) Originally registered in Bunelbut moved to Punja Saab. She has never received any money.
(ID withheldc o mp |l ai ns t hat her husbando6és brotherds son (
money in Parachinar. At the time of her relocation to Punja Saab he told her that the BISR statib

T

% The group of women consatl are:Shamim Akhtar (CNIC # 371020293996); Balbeer Kaur (CNIC # 151086390164); Harnam Kaur
(CNIC # 2130291390702); Kanwal Kaur (CNIC #143081984376); Kaki Devi (CNIC # 374083434114) Ravinder Kaur (CNIC #
1730168204820) Harjeet Kaur (CNIC # 21231300534) Pakwaan Kaur. (CNIC # 173@1139240) Bhajan Kaur (b.1948) (CNIC #
1320207148988); Maan Kaur (CNIC # 173027394724). Saroop Kaur (CNIC # 21282055694) Prem Kaur (CNIC # 21208424083
0)
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remain Parachinar and took the card from hg@romising to send her money from there. This never
happened.

(ID withheld)s a cancer patient and was very unwell at the time she visited the ESSA team. She could
hardly walk or sit straight. She has m@commodation and asked for government help so that she could
manage to survive.

(ID withheldfor two years she received money after which it stopped. When askeid stieysaid the
postman stopped visiting. This shows women are not aware of the sysiéandtcan be this naive due to

lack of exposure in the public domain

(ID withheld)arrived in Punja Saab in 201&he lives in a rented house/has eight daughters, a terminally

ill son (andg), jobless husband. She pleaded for her medical bills to be paid

(ID withheld)lives in a rented home. Hepatitis patient and husband is a road side vendor with low income
(ID withheldBorn in 1948 she is feeble old and dependent on her son who has a family of his own. At times
he spends on her but mostly she is entirely on her own. She suffers from Hepatitis, sugar, arthritis. She
complained that the government has never even seen in what cotfubtyoal! survive.

(ID withheld)Old, unwell with no source of income

(ID withheld)She has primary school aged children and wants education for them. Her husband is sick and
the womaris responsible for the family. She mainly survives on Gurdwara kitche

(ID withheld)Has five daughters. She has a husband who suffers from hepatitis. Saroop is concerned about
her daughters as she is unable to fulfill their needs.

(ID withheld)raliban butchered her husband before her eyes. He had a shop and his limbs were chopped off
as the Taliban tried to convert him to Islam, finally killing him. This happened at the border of Jalalabad
and Prem Kaur with her surviving inlaws, a seventeerr ydad daughter and a fourteen year old son
escaped the horror. She wants to restart her life and become independent.
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Annex VI: Sample Picture of BDC Showing No Identification of Card Owner
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Annex VIl : BISP Office Case Study ofnvestigating Fraud
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