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Targeting Process Evaluation for Sectionl
Cluster: A& B Introduction

1. Introduction

The BISP Targeting Process Evaluation (TPE) was initiated in August 2011, and extends
through to March 2013. The gener al objecti v
of the targeting process and follay activities by monitoring the efficiency (time wise) and

accuracy (with respect to the Operations Management) of the project cycle stages, to provide
regular and timely feedback to BISP and recommend immediate improvements. The Process
Evaluationwilld so assi st in identifying options for

The more specific objectives are:

1 To assess whether BISP and their Partner Organizations are implementing the Targeting
Process following the methodology described in the Targeting Manual and its respective
annexes.

1 To provide intime feedback to BISP on field operations with evidenagd advice as to
how immediate improvements can be made.

9 To assess if the targeting methodology and other operations are producing the outputs

expected from the targeting process.

Make recommendations for procedural adjustments, based on field obsarvation

BISP mechanisms for dealing with grievances shall be evaluated at National, Provincial

and Divisional level to understand the communications, payment and grievance issues

A

from the beneficiariesd perspective.

=A =

The targeting of BISP beneficiaries (usedier c hangeabl y with O0receive
Poverty Score Card (PSC) is assessed separat
assignment. This synthesis report summarises the key findings séd¢badphase of case

work undertaken as part dig¢ BISP TPE. The case work component examines efficiencies

in the project cycle for posturvey activities. The report covers the easek undertaken for

Cluster A and Cluster B of the TPE, and is incremental to the Case Study Reports stipulated

in the contract and submitted separately. The findings of the synthesis report were officially
shared and agreed with BISP at a presentatidrebrnuaryl8, 2013. Prior to the presentation

key findings were also shared during-g@wing interaction with BISP coterparts over the

course of the cassork.

The findings cover a period of field work undertakeom April 2012Septembe012 Over

this period, the BISP CM8ad beerofficially launched, and hence the cases were identified
throughthe CMS system. While the CMS was in place, this case work period reflects an
early stage, when staff were just familiarising themselves with the new sys&mdgarly
developing the case studies involved extensive interviews and reviews of files and paperwork
in the ofices of BISP and partner organisations Commercial Banks, Pakistan Post,
NADRA, as well as interviews with beneficiaries. As agreed with BISP, the case studies
undertaken by the TPE were based on complaints which had been registered with BISP. A
total of 180 grievance cases and I&yment cases were investigated as per the contractual
requirement during theecondphase of the casgork.

This report onwards describes the methodology for the-wasde in greater detail, the
findings of the paymertases (Section 2) and the findings of the grievance cases (Section 3).
Section 2 includes a detailed staamldne section on our observations around
BDC issuance.
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Approach and Methodology
Approach and Team organization for Case Work

The need foistandardization of training tools, interview guidelines and training manuals, as
well as comprehensive and standardised training of the field teams, cannot be
overemphasized. The Operational Manual developed by BISP was used as the basic document
for assesing the adherence to BISP processes. The TPE sought both to determine deviations
from stipulated processes, as well as the appropriateness of the process itself in enabling BISP
to interface with beneficiaries and effectively resolving grievances.

Field Teams and Quality Assurance

The Field Teams comprise five Provincial/ Regional Coordinators and 16 Case Officers. In
addition to the Field Teams, the ICF GHK core technical team members also carried out field
work, observations and/or interws, as well as provided guidance and continuous oversight.

For providing guidance and for ensuring Quality Assurance, the Provisional/ Regional
Coordinators maintained daily telephonic communication and frequent meetings with the
field teams. They alsoviewed 100 per cent of the case studies for quality assurance.

The Payments/ Financial Specialist and Beneficiary Services Specialist maintained regular
telephonic communication with Provincial/ Regional Coordinators for guidance and quality
assurance. Tgy also held meetings with the Provincial/ Regional Coordinators as and when
required.

Field Instruments and Training Workshop

Survey Instruments, Observation Checklists, Interview Guides and Reporting Formats were
developed for assessment of thayment / grievance processes and preparation of Payments
and Grievance Case Studies. These werdgsted in the field and refined/ finalized. Based

on these TrainingModules were prepared. The caserk builds on interviews, structured
observations, angkview and analysis of documentation.

An intensive threalay training event for the entire Field Team (Provincial/ Regional
Coordinators and Case Officers) was held during the first week of October 2011 in Islamabad.
The Training was imparted in closeardination with BISP senior managers. On the first

day, representatives from BISP provided training and guidance to the participants by
informing them about the prescribed Payments and Case Management Processes according to
the BISP Manual. The Team Lead Deputy Team Leader and relevant members of the core
team provided training on research methodologies, lines of questioning and mechanisms for
carrying out the actual field work for the case work.

The BISP TPE team also conducted another traifiorgthe field teams in July 2012. The
main objective of the training was to orient the field teams on the netibgducedCMS and

new payments mechanism i.e Benazir debit candd mobile banking. The TPE team
adjusted the approach and methodology tgnalis research with the CMS and the new
payments mechanism. ICF GHK also invited the BISP senior staff for giving presentation on
the CMS and the alternative payments mechanism.

BISP mechanisms for addressing grievances at all tiers, national, prhuviisional and
tehsil were evaluated. The cases were allocated by relevant specialists after analysing the

‘ G HK ’ GHK Consulting Ltd.
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data available in BISEMS. Figure 1 below describes the roles played by the TPE team at
various levels.

AAnalysing the data

Aldentification of the case

AAllocation the case to regional coordinator

AFinalising the case studies after receiving it from Regional Coordinators
APreparing quarterly report

AAllocating the case to relevant Case Officer

AReceiving back the case study

ASending back to case officer after identifying gaps
Ameeting with BISP officials at division and provincial level
AForwarding the case study to relevant specialist
APreparing regional quarterly reports

Avisiting beneficiaries for interviews

AFurther investigations and meetings with stakeholders
AReporting back to regional coordinator

APreparing quarterly reports

Approach and Methodology for Assessment of Payment Cases

This section gives an overview of the stakeholders of the payment process, purpose of the
payments cases assesstrard approach and methodology.

Stakeholders in the Payment Process
The payment cycle of BISBN involvesfive main stakeholders:

Ministry of Finance;

BISP Operations Wing;

BISP Finance Department

Payment Agencies such as (a) Pakistan Post; (b) Banks for payment through smart card in
the four test phase districts; (c) Banks and mobile phone companies fde mpbbihe
banking, etc; an@d) Banks for payment through Benazir Debit Cards; and

5. Receiver Women.

PN PE

Purpose of Assessment of BISP Payment Processes

The entire payments system has been established by BISP to ensure that the receiver women
get regularand timely payments at their doorsteps. The system has been in practice for about
two years and the present assignment is being undertaken to assess the payment system and to
suggest improvement#lternative Payment Mechanisms have also been startedstoeen

timely delivery of cash transfers to BISP beneficiaridse purpose of the assessment of the

BISP Payment Process is:

‘ G HK ’ GHK Consulting Ltd.
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1 To assess whether the Payment Process is being followed according to the methodology
described i n A Bl S PRFor pRyangtmthroughs Palidam &@ast and
instructions for payment through alternative mode of payments

1 To assess if the existing Payment Process is producing the expected results (timely
payment to receiver woman).

1 Tracking of payment complaints to observe the agqiuatess followed for redressal of a
payment complaint and to suggest improvements for efficiency, transparency and ease for
the receiver women.

1 To track the process of redressal of payment complaints starting from what triggered the
complaints, where werthese filed, howthese werdorwarded for redressal, hothese
were investigated, what were the results of the enquiry and finally was the complaint
timely addressed.

1 To review different Payment Modes and provide eviddrased advice for improvement
of payment system.

Q-1 Payment Cases covered paymentdy through Pakistan PastAfter employing
alternative modes of payments, Q2 payment cas@a addition to payment complaint
regarding Pakistan Postjclude payment complaints regarding Benazir Debit Cards, Benazir
Smart Cards and Mobile BankingAs advised byBISP, we also observed 56 BDC
Distribution Centres tastudy the process of distribution of BDC Cards to the beneficiaries. In
each BDCDistribution Centre we conducted exit interviews of a number of beneficiaries and
attachedtwo exit interviewsto each Payment Case prepared after observation of a BDC
DistributionCentre.

Key Questions Addressed
The key questions which were invigsted regarding payments include:

1 Were anticipated communications received, understood and appropriately acted upon by

the potential receiver women?

What concerns emerge around payments?

Did receiver women understand their rights and see the potentaddoéssing their

concerns?

1 To track the process of redressal of payment complaints starting from what triggered the
complaints, where were these filed, how these were forwarded for redressal, how these
were investigated, what were the results of the epcand finally was the complaint
timely addressed.

T
T

Information Gathering/ Field Work and Feedback

Information gathering and field work for the assignment include structured observations of
Payment Process, -ihepth key informant interviews of keyersons, and Interviews with
Receiver WomenDuring tracking of payment complaints we interviewed representatives of
BISP, Pakistan Post, Banks, Telcos and the Receiver Women. Case studies were prepared
after tracking these Payment Complaifitse feedbackor course correction was provided to

BISP in our fortnightly/ monthly meetings.

Interaction with Key Stakeholders
In order to assess the payments process the Core team members and the Field Team have a

continuous interaction with the key stakeleskl Structured Interviews were conducted with
the stakeholders regarding the payments process. To ensure that the Payment Process detailed

‘ G HK ’ GHK Consulting Ltd.
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in BISP Payments Manual are being strictly adhered to, structured observation of payment
processes at various levalsre conducted.

Sampling and approach for selection of Payment Cases

As in the first quarter of the assignmefdr the Quarter2 (Q2) report 180 Payment Case
Studies, 90 each from @Wters A and B, were developékhe total number of cases which
were investigated in each province/region was determined on the basis of the population of all
the districts (under each BISP divisional office) in different provinces/ regions, and, criteria
for selection of cases. The sdmpvas designed to covell the divisional offices in each
province/regiorduring the four quarterést completion of Q2 almost all the divisional offices
have been covered for case work

Each province/ region and each BISP division was covered dulrigr@nhe investigation of
payments cases. The area covered by a divisional office of BISP was sampled purposively, to
generate sufficient case studies to draw useful conclusions.

As the CMS presently does not cater to Payment ctsegxisting recorslof complaints/
cases being maintained by BlSRkistan Posind banksvereused.

Approach and Methodology for Assessment of a Grievance Cases

During meetings held with the relevant BISP officials, five broad categories of grievance
cases (were agréd¢o be analysed and reported on in the first quarter of the assignment.

These categories are:

i. Eligibility Appeals: Appeals to include those from an ineligible beneficiary regarding
eligibility, incomplete forms, declined interviews, Missed out/Excluldedseholds, Re
interviews.

ii. CNIC: CNIC update, duplicate CNIC, Token etc.

iii. Update: Change of name/gender/address etc.

iv. General: General complaints about negligence, mistreatment and corruption.

v. Others: These complaints include ineligibility complaintgjuesting to declare an
eligible beneficiary to ineligible beneficiary (inclusion erravspther nature of
complaints.

Development of Case Studies

Detailed case histories were developed by interviewing the beneficiary/complainant and
concerned stakeholders to explore the causes of grievances and the routes followed for
redressal, as well as outcomes. By adopting this methodology, complaints/greevaeree
tracked, case studies were developed and suggestions were made to improve efficiency,
transparency and further facilitation of the BISP beneficiary.

Issues were explored at different levels, with beneficiaries/potential beneficiaries and with
relevant staff at BISP and other Partner Organisations.

Interviews at beneficiary level

A checklist and a questionnaire was developed to interview aggrieved beneficiaries. The
following areas were explored in detail;

‘ G HK ’ GHK Consulting Ltd.
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Information of PSC survey: Was the PSC survey conducted and how was it administered.

Perception of BISP:What is the perception of the beneficiary about BISP in general and the
safety net programme in particular.

Communication received and understanding of grievanceAnticipated communications
received, understood and appropriately acted upon by the potential beneficiaries. How the
beneficiary/aggrieved person obtained information and the knowledge to register a
complaint/grievance.

How the grievance emergedWhat kind of griz#ances emerged and how did the potential
beneficiary proceed. What were the reasons and circumstances behind the emergence of a
complaint/grievance?

What was the response by BISP staff at different levels:When was the
complaint/grievance registered atyalevel, and what was the response by the complaint
handling officer? What treatment did they receive and was it timely, appropriate, and
satisfactory?

Awareness of Rights:Was a beneficiary/complainant aware of her rights to register a
complaint/grievane on or before registering a complaint?

Il ntervi ews at Bl SP and other stakehol der 6s

A checklist and questionnaire was developed for officials and staff at the BISP level (at
various tiers) to evaluate the system, suggest improvements andersystemic constraints,
if any. The lines of investigation included the following;

What was the first response when complaint receivedResponse at the first stage of
complaint registration is very important and filters a number of issues, if harglfest a set
of SOPs.

How was it processed and tracked:The process of handling, registering, processing,
tracking and resolving grievances was evaluated.

Systemic constraints addressedSystemic constraints, if any, in grievance redressal were
assessedvhere are they, and how were they being approached currently.

Challenges and enabling factors, if anyBesides system constraints, specific challenges and
enabling mechanisms were also identified.

Sampling and Selection of Cases

In the light ofthe existing manual system (p&S), the overall approach to sampling and
selection of case studies was to give priority to those complainants who belong to the rural
population, less developed, remote and inaccessiipéas. This was because urban
populdions and those who live close to BISP offices were assumed to have better access to
follow and pursue their complaints and they also have access to national and mainstream
media channels more frequently. Similarly, it was assumed that most of the laersfidp

not have access to email, internet or even to postal services. The gender of the complainant
was also kept in mind while reporting these case studies because of the assumption that the

‘ G HK ’ GHK Consulting Ltd. n
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female members of rural/poor beneficiary families would aviatéracting directly with
outsiders, especially when complaints have to be lodged.

The approach followed by the Payment cases was mirrored broadly in determining the
sample, using population, access (rural, urban, geographical variations etc), aagensur
coverage of all BISP divisions as guiding principles. The sample was further broken down on
the basis of the nature of the grievance.

‘ G HK ‘ GHK Consulting Ltd.
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Section 2

Cluster: A& B Payment Case Studie
2. Payment Case Studies
2.1  Sampling and Coverage of BISP DivisionaDffices
During thesecondquarter, 180 payment case studies were prepared based on the sampling
principles described in the section abowée planned to cover all BISP Divisions during four
Quarters, however, we habeen able t@over almost alBISP Divisional Offices in Q1 and
Q2. The distribution of Payment Case Studies is shown in Table 2
Table 2-1: Regionwise Coverageof Payment Cases Quarter 1 & 2
. , Total BISP BISP Divisional o
Province/ Region Divisional Offices = Offices Covered &
PunjabCluster A 5 5 100%
Punjab Cluster B 8 8 100%
Sindh 5 5 100%
KPK 8 7 87.5%
Balochistan 6 6 100%
AJK 3 3 100%
GB 2 2 100%
Total 37 36 98%
Source: TPE Survey and analysis by GHK.
During Quarter 2, in each province/ region we prepared Payment Case Studies covering
differentmodes of payments as well as BDC Distribution Centres as shown in F2ble 2
Table 2-2: Region wise Distribution of Payment CasesQuarter 2
, , Pakistan BDC BDC Mobile
Province/ Region Post Centres | Complaints  Banking BSC
Punjab A 5 9 2 2 0
Punjab B 10 8 6 3 0
Sindh 3 11 10 3 3
KPK 18 11 16 3 0
Balochistan 14 14 5 0 0
AJK 5 2 8 0 0
GB 8 1 0 0 0
Total 63 56 47 11 3
This synthesis report discussgsmplaints foreach of thesenodes of payment safately in
the following sections
2.2. Payment through Pakistan Post
The major categories of Payment complaints are-Rayment or Delayed Payments and
Partial Payments (amount deducted from the maneyd e bakhaheedhgin this quarter
8% reviewed cases were regardimgrrpayment or delayed payments ahit¥o for partial
payments.
‘ G HK ‘ GHK Consulting Ltd.
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2.21.

2211

How were Payment Complaints triggered?

Generally Payment Complaints are triggered by beneficiaries who d@ve reason to
suspect that they have not received their cash transfers. These complaints arise because other
women in the same locality are getting their cash transfers.

In many cases, beneficiaries were not aware that they have become eligible firarcstein
because they did not receive an eligibility letter from BISP, and so a nhumber of their initial
instalments were misappropriated.

Beneficiaries who received their eligibility letters start to wait impatiently for their cash
transfers (money orderthrough Pakistan Post). After waiting for some, when there is an
abnormal delay then they file a Payment Complaint.

This was observed across Pakistan and in the follov@@gpayment cases, Payment
Complaints were filed regarding initial instalments (sowith eligibility lettersi but most
without letters):

Punjab Cluster Bl Payment Cask Case No6 (3 MOSs)

Sindh:1 Payment CasésCase No. @ (4 MOs).

KPK: 4 Payment Casé@sCase No. 1 (4 MOs); 29 (7 MOs); 30 (6 MOs); 3M®s)
Baluchistan3 Payment CasdsCase No. 9 (2 MOs); 10 (2 MOs); and 12 (2 MOs)
GB: 3 Payment CasdasCase No. 9 (12 MOs Rs.35,000); 3 (5 MOs): 6 (5 MOs)

=A =4 =8 =8 =9

Many beneficiaries were receiving their cash transfers regularly and then there was a gap for
some months whicbhompelled them to think that there is some problem and that they should
file a complaint.

How does the beneficiary find that there is some problemegarding Payments?

A beneficiary usually finds that there is an issue of-payment, after someernchecks her
Payment Detail on BISP website and finds that (a) a humber of money orders have been
shown as generated in her name and delivered to her, though she has not received these; and
(b) the amount on a certain money order as shown on her Payntaiiti®different from

what she has actually received.

Many beneficiaries do not have access to computers and therefore monitoring visits by BISP
staff are very helpful. Beneficiaries come to know about what amounts are shown in money
orders that shoulddve been delivered. They compare this with what beneficiaries have
actually received and find out whether (a) they have received all money orders; and (b) they
have received total amount shown in the money orders.

2.2.1.2 Recommendations

9 BISP should ense that:
o eligibility letters by BISP have actually been delivered to the beneficiaries.
0 letters regarding discrepancy are delivered to the beneficiaries (so that they can get
their discrepancies removed).
0 beneficiariesof Phase | are informed about their eligibility or otherwise so that they
know whether to expect receiving their cash payments. This will avoid a number of
un-necessary complaints.

‘ G HK ’ GHK Consulting Ltd.
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T BI SP should ensure that i Recei v diciariedomme n Gu
order to f aciahnextG3t eoft hBelns PAi SEunbr ol me n't and F
provides the required information along with all necessary forms such as complaint form,
information update form, etc. This also provides her the information albdlguand how
to file a complaint.

1 There might be many cases where misappropriation continues until finally checked from
the Payment Detail. Women who are not aware of their beneficiary status may not lodge
a complaint at all. The fact the beneficiaries needuess their eligibility and payment
status in comparison with their neighbours implies that individual complaints can take a
long time to be triggered and get resolved.

1 The possibility of any misappropriation is minimized, in case the beneficiarysknnen
and what she will receive. BISP should ensure that the beneficiary is informed through
BISP eligibility letter about the first instalment (expected amount & month) that she will
receive.

1 The list of beneficiaries for whom money orders have beerergesd needs to be
displayed at the relevant BISP Offices and the relevant post offices. These should show
the name of beneficiary, and, amount and serial number of money order.

2.2.2. Where were Payment Complaints filed?

It was observed that BISftneficiaries can and have filed their payrretated complaints at
a number of offices such as:

9 BISP Divisional Office; BISP Tehsil Office; and/ or BISP Field Staff visiting the
beneficiary on a monitoring visit.
1 DG Pakistan Post; PMG Office; DPMG OféicDistrict GPO; and other Post Offices.

Figure 21 shows the overall position where & Pak Pospayment complaint§Q2) were
filed. Overall about 86% complaints were filed with BISP OfficeObviously the
beneficiaries consider BISP to be their hdmase, and they are comfortable here.

14% of Payment Complaints were filed with different offices of Pakistan Post and were
processed and decided by Pakistan Post. However, BISP office was not informed about the
filing, processing, enquiry or results thfese payment complaints filed at different offices of
Pakistan Post.

Figure 2-1: Where were Payment Complaints Filed Q2)

PP Offices, 14%

m BISP HQ, 2%

H BISP TO/DOmE BISP HQ m PP Offices
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Figure 2-2: Where werePayment Complaints Filed?
(Comparison Q1 and Q2)

04 —
1380;:_ Compa_red to Ql ir_l this quarter more
80% 4 complaints werdiled with BISP offices and it
is encouraging to note that in this quarter
70% A beneficiaries have stopped filing in offices
60% - u Others other than BISP or Pakistan Post Offices.
50% - aPP Offices  Probably they have learnt that their complaints
40% - _ can be addressed only by BISP or Pakistan
30% - H BISP Offices Post
20% -
10% - The different provincial/ regional patterns of
0% - filing (Q2) are apparent from the following
01 Q2 figure (Figure 23). The graph shows the

number of cases filed by offices by
province/region. InSindh, Balochistan, AJ and GBall complaints were filedvith BISP
Divisional/ Tehsil Offices.

Figure 2-3: Where Were Payment Complaints Filed Prov./Regional)

20
18
16 4
14 -
12 -
10 -

o1

u PP Offices
E BISP HQ

E u BISP TO/DO
K  GB

Punjab  Sindh KPK Baloch A

N A O ©
1

2.2.2.1. Recommendations

1 The level of understanding about BISP complaints redregst#m (among beneficiaries)
is very low. They lack the knowledge about where to file the complaint, but indirectly this
helps them because wherever they file their complaint (according to their convenience) it
is usually forwarded to Pakistan Post fologessing and conducting an enquiry for
redressal of their grievance.

1 To address this, it is necessary to create awareness among beneficiaries by delivery of
Receiver Women Guidelines.

9 Itis also necessary that BISP staff guide the beneficiaries andheeipin filing their
payment complaints so that they may not have to go to other offices to file their
complaint.

‘G H K ‘ GHK Consulting Ltd.
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2.2.3. Was Payment Complaint forwarded to Pakistan Post?

A Payment Complaint can only be addressed if it is forwarded to the relevant office of
Pakistan Post for processing, enquiry and redressal. In case of complaints filed directly by the
complainant with some office of Pakistan Post, these are properly pedcasd enquiry
conducted so that the complaint may be resolved.

The following Figure (Figure-2) shows whether complaint filed were forwarded to Pakistan
Post for processing or not.

Figure 2-4: Were Payment Complaints forwarded to Pakistan Post@2)
u Not

) . Forwarded, 8%
Filed directly

with PP, 149

® Forwarde

It was observed th&8% complaints were forwarded formally by 31 Offices to Pakistan

Post while14% were directly filed by the complainant with Pakistan P8stmecomplaints

(8%) were not forwarded to Pakistan Post. 10% werevarded informally (BISP maintains

that they forwarded a complaint for redressal while Pakistan Post denies receiving such a
complaint).In the absence of an enquiry, obvioualgomplaintwill not be resolved and the
beneficiary will be unable to getearamount that she claims to have been misappropriated.

As shown in Figure -5, in this quarter(Q-2 compared to €1), a higherpercentage of
complaints wereforwarded to Pakistan Post for investigation and redreasdl it is
encouraging to note that this quarteBISP officeshaverealizedthat paymentcomplaints
can be addressed orifythey are forwarded tBakistan Post.

‘G H K ‘ GHK Consulting Ltd.
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Figure 2-5: Were Payment Complaints Forwarded to Pakistan Post
(Comparison Q1 and Q2)

100%

90% 26%

80%

70%

60%
50% i Filed directly with PP

8%
14%

16% 1 Not Forwarded

40% i Forwarded Informally

30%

20%

10%

0% . .
Q1 Q2

i Forwarded Formally

The provincial/ regional position of forwarding cases to Pakistan (BdstQ2)is shown in
Figure 26 below.

Figure 2-6: Were Payment Complaints forwarded to Pakistan Post (Provincial/
Regional)

20

15 H

10 -

B I i:
AJK GB

Punjab Sindh KPK Baloch

M Forwarded Formally @ Forwarded Informally
i Filed directly with PRa Not Forwarded

The 6 cases forwarded informally were all from KPK. In these cases BISP maintains that
these were forwarded to Pakistan Post for enquiry but Pakistan Post denies that these cases
were received from BISP. Later during discussion it came out that these casesmpdye
discussed by BISP staff with postal employees and were not forwarded and so no action has
been taken by Pakistan Post.

About 11% payment cases were not forwarded by BISP to Pakistan Post for various reasons.
Of the four cases that were not forwarded by Punjab, two were dealt directly by BISP staff
while the MO had not even been generated in the other two cases. One case from KPK was
discussed directly by BISP staff.

‘G H K ‘ GHK Consulting Ltd.
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2.2.31 Recommendations:

1 Procedure forsending the Complaint to Pakistan Post for investigation and redressal
must be followed for each payment compldirgven if the earlier complaints have not
been addressed.

I The informal redressal of complaints provides an immediate fix to the individual
complainant but does not promote improved governance within Pakistan Post.

1 The case of nonedressal of earlier complaints by Pakistan Post should be referred to
higher authorities of BISP so that they can take it up with the higher authorities of
Pakistan Bst.

i To avoid unnecessary duplication and increase in workload, it should be clearly stated
that which level of BISP office should forward the complaint to which level of Pakistan
Post. Similarly the recipients of copies should also be clearly statedshAtigd be
adopted as a standard practice in all payment related complaints.

2.2.4. Was an Enquiry conducted by Pakistan Post?
The following Figure 27 shows that a formal enquiry was conducted by Pakistan P6&¥in
of the payment complaint®?2) forwarded to Pakistan Post by BISP or filed directly with
some office of Pakistan Pod5% of complaints were addressed through informal enquiries.

Figure 2-7: Enquiry of Complaints by Pakistan Post Q2)

No Enquir
24%

4 Enquiry Helc
61%

The provincial/ regional position of Enquiries of Payment Complaints by PakistafoPQs
is shown in Figure -8 below.
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Figure 2-8: Enquiry Conducted by Pakistan Post (Provincial/ Regional)
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In Q-2 an Ehquirywasnot held in 17 cases dueddferent reasons as given below:

1 KPK: Enquiry was not conducted in three cases (i) In one case, the complaint was filed
by the beneficiary before the normal delivery period and she received her money order
during normal course; (ii) in the second the pwst came and paid her the money; and
(iii) in the third case beneficiaryod6s hushb
recover Rs.14,000.

9 Balochistan:Enquiry was not conducted iive cases Jiln three cases, Pakistan Post
enquiry team could not find the complainants house, although the postman had been
delivering her money orders; (ii) two casesMO numbers were not generated by BISP
and so there was no question of fgayment by the postma

1 G-B: Enquiry was not held in five cases though many months have passed.

2.2.5. Result of the Official Enquiry:

The result of enquiry conducted by Pakistan Post is shown in the following figure (Figure 2
11). Most of the cases were decided based statement of the complainant given before the
enquiry team. The statement is signed (or has a thumb impression) and bears witnesses.

Figure 2-9: Result of Enquiry by Pakistan Post Q2)
Misappropria
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The overall results of enquiry show tH&% of complaints werelecided/ finalized (or in
many cases filed) on t he énadsfaresthe@rquirgteamplh ai nan
19% enquiries, misappropriation was proved and in many cases, appropriate action taken.

Result of B4 enquiries showed that the money osdihat were subject to the enquiry were

not even generated by BISP while %0showed that these were returned back to BISP as
undelivered. The claim of misappropriation by the postman in the%ecases was therefore

rejected. Spending umecessary timean ef f ort of BI SP and Paki st a
avoided in case the Payment Detail was seen by BISP staff before accepting the complaint or
before forwarding it to Pakistan Post for Enquiry.

The results of enquiries by Pakistan Post in Payment Cortpl@2) have been shown
according to Provincial/ Regional basis in Figur&02

Figure 2-10: Result of Enquiry by Pakistan Post (Provincial/ Regional)
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The enquiry results were as follows:

1 Money Orders not generated: These were mainBuimjab(2 cases).
1 Money Orders Misappropriated@:in Baluchistan ané in AJK;
1 Undelivered and shown as sudtreecases in Punjaliour in KPK; and, one i-B.

In some cases, money orders for the beneficiary were not generated by BISP for a long time.
BISP Offices forwarded the complaint to Pakistan Post for enquiry. Pakistan Post can do
nothingin casean MO has not been generated by BISP. fidmearding dfices were not
informed about the progress of the casel so theycould notconvey the reason of nen
generationd the beneficiary/ complainant.

In many cases, money orders could not be delivered and were returned to BISP (and shown as
AUndeliveredo on the Payment Det asuchcgsstol t was
Pakistan Post. In suchsms, deciding whether to forward or not forward a case to Pakistan

Post will result in better complaint management and avoid unnecessary load on Pakistan Post

for redressal of neexistent complaints. It may be better to inform a complainant about what
hasactually happened and advise her that the money order will¢penerated and she will

receive her 48 cash transfers of Rs.1,000 each. However, receiving and forwarding a
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