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Correct and timely disbursement of payments is rg waportant aspect of the BISP cash
transfer system. Innovative Development Strate@d2S) had been contracted by the Benazir
Income Support Program (BISP) to assess the qualitye system by capturing experiences
of sampled beneficiaries. This study evaluates @mupares the four modes of payment
currently prevalent. Samples of beneficiaries werterviewed and their responses were
reported so as to identify segments in which ondevad payment is better than the other.

Payments are made available to the beneficiariediffierent stages, starting from the
notification of selection into the programme. Tlayment process includes:

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

2. Distribution of information package to receiver wem

3. Generation of delivery lists by the BISP and delwef lists to the payment agency, i.e.
Post Office, Pakistan Post, and electronic payragahcy/agencies.

4. Transfer of funds from Ministry of Finance to thdéSPB, and from BISP to payment
agency.
5. Cash transfers to receiver women. This stage véordbe different modes of payment.

6. Payment reconciliation, whereby money orders issaedl reconciled against money
orders paid.

Payments are made to Beneficiaries through theviailg payment mechanisms:
Payments through Pakistan Post

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

Payments through Smart Card Payment Mechanism

Due to innumerable complaints received about thésBa Post payment system, Smart Card
payment mechanism was introduced in a few distiict2010 as an alternative to the
Pakistan Post system. The Smart Card is an Autoniailer Machine (ATM) type card
which allows the beneficiaries to collect their nséerred installment from different
franchises in the district. These franchises wethaized by the BISP and provided with the
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required cash for payments to the beneficiarieg Béneficiary was required to collect the
payment personally from the franchise on identifara through her CNIC. A receipt was
also signed by the beneficiary.

Payments through Mobile Banking Payment Mechanism

In this mode of payment beneficiaries were providgith a mobile set and a SIM card, and
were informed on the availability of payment by biteractive Voice Response (IVR)
Service. The payment is then collected from a t&® using the Personal Identification
Number (PIN) that is also sent via text message. @dneficiary was required to collect the
payment personally from the franchise on identifara through her CNIC. A receipt was
also signed by the beneficiary.

Payments through Debit Card Payment Mechanism

This mode of payment is based on an ATM card whidbws the beneficiary to withdraw
payment installments through the ATM of a bank atited by BISP. BISP transfers the
funds to the bank who in turn distributes themh® beneficiaries. This is the latest mode of
payment and is now being introduced in all therititst.

Objectives

IDS was contracted to study BISP’s payments meshai The specific objectives of the
spot check of the payments process are as follows:-

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

Gauge perceptions and gather information regareipgriences relating to the payments
process through Focus Group Discussions (FGD3s)ali(gtive approach)

Ascertain the timeliness of delivery of payments.

Methodology

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

FGDs were conducted with the intention of gainihg bpinion of stakeholders concerning
the payment procedures. Questions were asked inntamactive group setting where

participants were free to respond in any way. Thanmstakeholders in the payments
disbursement process, which includes the BISP @pasmwing, beneficiaries, payment

agencies, franchises and IDS representative, jpated in the FGDs. IDS arranged one FGD
for each of the sampled districts in the Paymeit §heck Phase 8.

Sampling

The Payment Spot Check was carried out in two stegfage 1 was carried out in two phases
which covered districts from the Test Phase Sur$gge 2 (remaining six phases) covered

#
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districts from the National Roll Out Survey. Thdalosample size for the Payments Spot
Check is 11,000, covering approximately 1,375 berafes in 8 phases. Thus districts are
grouped in each phase in such a way so that thewineas close as possible to 1,375
households.

A total of 20 districts had been proposed to beeced in the Payments Processes Spot
Check, which is 17% of the total districts in tlemgpling frame. This is considered a fairly
large and statistically significant sample to rejere all the provincés

Table 1 below shows the cases available for argafgsithe Payments Spot Check. Details of
the districts and the number of households to vereal in each district are provided later in
this report. Overall, 91.7 percent of the total penwas included in the dataset for analysis.

Table 1. Cases Available for Analysis
Sample \ Not Available to Respond  Available to Respond  Percentage

Debit Card 7594 757 6837 90.00%
Pakistan Post 452 105 347 76.80%
Mobile Banking 930 14 916 98.50%
Smart Card 2024 41 1983 98.00%

Total 11000 | 917 10083 91.70%

Table 2 below categorises the status of paymentsoéficiaries receiving payments from
the four payment mechanisms.

Table 2: Status of Payments

Pakistan Mobile
Post Banking

| am receiving payments continuously 83.9% 62.2% 60.7% 51.3%
| have not received all payments 8.9% 28.9% 34.5% 39.2%
I ha_ve been notified of my payments being 2 0% 3.50% 0.3% 1,206
available but have not collected any payments
I hg\(e n_ot received any payments nor a 5204 5.4% 4.5% 8.4%
notification

Table 2 shows a major proportion of beneficiarieeach payment mechanism have reported
receiving continuous payments. Additionally, sonendficiaries have identified that they
have not received all payments. This percentadgkeishighest for Debit Card beneficiaries
where 39.2 percent have reported this as theirstaiso, a small percentage of beneficiaries
have been notified of their payments being avadlduit have not collected any payments yet.

1$58&&+%*2+$%;$3 &/$')*$l&% 2& /$ % <000/ %$/ +"%<3 * | $%$ 36 *++ !

| %3/ +'% % % %& & %& ++)% !3 1&<"%& 9$=$ " 1>,60?3 22+& 19%;$ 3
0<000<000/ %%/ +"%<3 ,@ !3"$!$1&$ + I"* 1 3% 3#@<&/P%*24+$3%:$ $7 $' K
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A matter of concern is that proportions of benefigs of each payment mechanism have not
been notified of their selection and have thusraotived a single payment.

! n
A reduction in distances to the payment outlets been of significance to the BISP as it
allows for convenient and timely collection of pagmts to the beneficiaries. Figure 1 shows
distance travelled by beneficiaries to receive payts from the nearest payment outlet.

Figure 1: Distance to the Franchise/ ATM/ Post Offie
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One of the measures for successful implementatibrthe Payments System is the

convenience of the beneficiaries for retrieving rpants. It was observed that a greater
distance to a payment outlet results in higherscafiticted on the beneficiary. Given that the
selected beneficiaries are categorised as ‘ult@’ pe. they have an insignificant level of

income, this cost entails a heavy burden on beaefihiouseholds. Figure 2 below gives
details of cost incurred by beneficiaries receivipgyments from the different modes of
payments. 38.7 percent of the total beneficiargeiving payments from Pakistan Post had
to pay more than Rs. 50 to travel to the Post ©ffar receiving a single payment. This
percentage was 25.1 percent for Smart Card dstrigh.5 percent for Mobile Banking

districts, and 73.2 percent for Debit Card dissrict
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Figure 2: Cost of travelling to Franchise/ ATM/PostOffice
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Collection of payments by the beneficiaries on rtHest trip to a payment outlet allows

assessment of the efficiency of the concerned Patyvgencies. However, the number of
trips is also affected by the absence of intimatbavailability of payments, as beneficiaries
often travel to payment agencies to check for thailability of their payments. Table 3

below shows the highest percentage of beneficiaree®lling to payment outlets more than
once was reported for the Smart Card districts.

Table 3: Number of Trips to the Franchise/ ATM/ Pos Office

Pakistan Post Smart Card Mobile Banking  Debit Card
One Trip 67.00% 25.40% 55.40% 55.70%

More than One Trip 33.00% 74.60% 44.60% 44.30%

Number of Beneficiaries

"H#(( # 19 (

Table 4 illustrates whether a fee was charged foviging assistance to the beneficiaries
who could not retrieve payments themselves.

Table 4: Charging of fees for receiving payments

Pakistan Post Smart Card Debit Card

Paid a fee to receive payments 66.70% 32.60% 14.90%

Did not have to pay a fee to receive payments 33.30% 67.40% 85.10%

Number of Beneficiaries

As shown above in the Pakistan Post districts, éréent of the beneficiaries reported that
they were asked to pay a fee. 33.3 percent of ¢heficiaries were not asked to pay a fee for
receiving payments. However in the Smart Card idistr 32.6 percent beneficiaries were

4
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asked to pay a fee for receiving payments wheré7as percent reported that they did not
have to pay a fee to receive payments. In confrd€ percent of the beneficiaries in the
Debit Card districts paid a fee to receive paymaitge 85.1 percent did not have to pay any
fee.

#OH#)

Table 5 below shows the preference of beneficiazvescerning the frequency of payments.
84.8 percent of the beneficiaries in the Pakistast Rlistricts preferred to receive their
payments on a monthly basis followed by 12.4 pdroéthe beneficiaries who preferred to
receive payments bi-monthly. For the beneficianethe Smart Card districts, 98.2 percent
preferred to receive payments on a monthly bagdiswed by 0.90 percent who wanted to
receive payments bi-monthly. 84.5 percent 41.9 gerof the beneficiaries in the Mobile
Banking and Debit Card districts preferred to reeggayments on a monthly basis where as
11.4 percent preferred to receive payments bi-mpnththe Mobile Banking districts and
42.4 percent preferred to receive payments eveegtimonths in the Debit Card districts.

Table 5: Preferred frequency of payments

Pakistan Post Smart Card Mobile Banking  Debit Card

Every Month 84.8% 98.2% 84.5% 41.9%

Every 2 Months 12.4% 0.9% 11.4% 14.7%

Every 3 Months 2.5% 0.6% 2.6% 42.4%

Every 4 Months 0.3% 0.3% 1.5% 1.0%

Number of Beneficiaries 322 1807 872 5684
ro*t +

Figure 3 below shows the reported satisfactionlle¥ebeneficiaries with their respective

modes of payment. In the Pakistan Post districB8 dercent of the beneficiaries were
‘Dissatisfied’ however 30.4 percent were ‘SatisfiekD.3 percent of the beneficiaries in the
Smart Card districts were ‘Dissatisfied’ and 31digent were ‘Satisfied’. 25.2 percent and
9.7 percent of the beneficiaries in the Mobile Bagkand Debit Card districts respectively
reported being ‘Dissatisfied” while 56.1 percentdad9.0 percent were ‘Satisfied’

respectively.
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Figure 3: Satisfaction with mode of payment
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Pakistan Post was the initial mode of payment atbply the BISP to disburse payments to
the 4.7m households in the country. However, Pakiftost was unable to handle such large
amounts of cash due to a shortage of capacityr Aftknowledging the inherent problems in

Pakistan Post, BISP started weighing up alternativedes of payments to the BISP

beneficiaries. The Smart Card and Mobile Bankingteasys were then introduced but they
didn't yield the desired results either. Therefditee Debit Card mode was introduced to

overcome the weaknesses of all the aforementioystdrs.

The Debit Card system addresses the capacity issmee banks are responsible for
transferring the funds on to the beneficiaries. sy, there are still lurking problems with
this mode of payment. For one, accessibility tonpayts has become an issue for the
beneficiaries since the ATMs are not convenientlgated for the beneficiaries. Due to
unavailability of ATMs in the nearby locations, \ted costs for the beneficiaries to retrieve
these payments have also risen significantly. A@oissue with this mode of payment is that
male household members are mostly collecting thenpats, which defeats the purpose of
women empowerment. Moreover, an alarming consegu@fcintroducing this mode of
payment is that the interaction between the BIS® the beneficiaries is minimal. This has
resulted into beneficiaries selling their debitdsarin PKR. 15,000-20,000. Lastly, long
queues at ATMs have also been a cause of concerthgdbeneficiaries and other regular
bank customers alike.
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The Benazir Income Support Programme (BISP) wasclaed in 2008 by the Government of
Pakistan as the country’s primary social safety féie idea behind this initiation is to
counter the effects of rising food and energy @rioa poorer households. The BISP gives a
cash grant of PKR 1,000 per month to deserving faailies. Since an additional purpose of
the programme is to empower women, therefore dmdyadult (above 18) female(s) in a
household are eligible to receive the cash grahgibHity is determined through the
calculation of a Proxy Mean Test (PMT) score. Thiadkng below a predetermined cut off
point are deemed as eligible to receive benefitauth the programme.

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

After the selection of the beneficiaries, the netep involves ensuring that the payments are
delivered through a safe, reliable and efficientchamism. When the programme was
launched, all payments were made through Pakistst i the form of money orders
delivered by the postman. Overtime other methods ldso been introduced. These methods
are based on the concept of branchless bankingnét to reduce intermediaries from the
payment process.
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Payments are made available to the beneficiariesliffierent stages, starting from the
notification of selection into the programme. SeguFe 4.

Figure 4: BISP’s payment cycle
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As Figure 4 above shows, the BISP’s payment cyatethe following stages:

1.

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

Distribution of information package to receiver wam

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

Transfer of funds from the Ministry of Finance t¢SB, and from BISP to payment
agency

Cash transfers to receiver women. This stage vddeshe different modes of

payment.

Payment reconciliation, whereby money orders issaaredreconciled against money
orders paid.



Innovative
Development
Strategies

Payments Spot Check Final Report ====
T
S ——

1- % # "
For the successful implementation of any cash teansrogramme, it is essential that
payments be made through a system that is swificieaft and transparent. BISP
experimented with a number of payment distributinachanisms and currently, there are
four payment disbursement mechanisms in place:

1. Pakistan Post money orders

2. Smart Card payment dispersal system
3. Mobile Banking system

4. Debit Card system

Payments through Pakistan Post

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

Payments through Smart Card Payment Mechanism

Due to innumerable complaints received about thesBa Post payment system, Smart Card
payment mechanism was introduced in a few distiict2010 as an alternative to the
Pakistan Post system. The Smart Card is an Autornfailer Machine (ATM) type card
which allows the beneficiaries to collect their ngéerred installment from different
franchises in the district. These franchises werthaized by BISP and provided with the
required cash for payment to the beneficiary. Thaeliciary was required to collect the
payment personally from the franchise on identifara through her CNIC. A receipt was
also signed by the beneficiary.

Payments through Mobile Banking Payment Mechanism

In this mode of payment beneficiaries are providethobile set and a SIM card, and are
informed of the availability of payment by an Irdetive Voice Response (IVR) Service. The
payment is then collected from a franchise usirggRlersonal Identification Number (PIN)

that is also sent via text message. The benefiasryequired to collect the payment

personally from the franchise on identificationaihgh her CNIC. A receipt is also signed by
the beneficiary.

Payments through Debit Card Payment Mechanism

This mode of payment is based on an ATM card whidbws the beneficiary to withdraw
payment installments through the ATM of a bank atited by the BISP. The BISP transfers
the funds to the bank who in turn distributes ithte beneficiaries. This is the latest mode of
payment and is now being introduced in all theritits.
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Payment Interval

The payments were initially provided to the beriafies after every two months.
Subsequently with the change in the mode of payntleatinterval also changed. Now with
the Debit Card mode of payment the interval has les¢éablished at a three month interval

22 0 "+ + & (# (

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

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

Gauge perceptions and gather information regarelipgriences relating to the payments
process through Focus Group Discussions (FGD3s)ali(gtive approach)

Ascertain the timeliness of delivery of payments

2-, '+"(
To achieve the objectives of the spot check ofpitagments process, the basic methodology
was to administer a questionnaire to a sample oéfi@aries. Four different questionnaires
were designed for this purpose; one for each mégayment. An additional function of the
questionnaires is to identify problems with thecfie mode of payments, if any. The four
guestionnaires are attached as Annex A, B, C arespectively.

FGDs were conducted with the intention of gainihg bpinion of stakeholders concerning
the payment procedures. Questions were asked inntenactive group setting where
participants were free to respond in any way. Thanmstakeholders in the payments
disbursement process - includes the BISP operatiamg, beneficiaries, payment agencies,
franchises and IDS representative participatetienFGDs. IDS arranged one FGD for each
of the sampled districts in all 8 phases of thenkayt Spot Check.

2-1 & (
The sampling frame covered all districts in thetTesase and the NRO Phase. A total of
20sample districts were selected which is 17% efttital districts in the sampling frame.
This is considered a fairly large and statisticalgnificant sample to represent all the
province$.

2-/-, b# " r(m #1
a. All Test Phase and NRO clusters to be covered
b. All modes of Payments to be covered
c. Geographical spread of districts to be ensured

I$3&&+%*2+3% ;33 &/$')*BI&% 2& IS % <000/ %P +'%<3 * | $%$ 36 *++ !
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d. Beneficiary population of districts

The total sample size laid out for the Paymentst $feeck was 11,000 households. This
sample size was distributed in the selected 20iastas per the beneficiary population of
each district. The list of the beneficiary houselsolvas provided by BISP for the sample to
be drawn.

Details of the districts and the number of housdhdb be covered in each district are
provided in Table 6 below

6: Districts Covered In Payment Spot Check

Mode of Payment | Districts \ Sample Size Percentage

Abbottabad 385 3.50%

Badin 576 5.20%

Bagh 144 1.30%

Chakwal 502 4.60%

Faisalabad 2040 18.50%

Gujrat 732 6.70%

Debit Card Jaffarabad 174 1.60%
Karachi South 824 7.50%

Khushab 389 3.50%

Loralai 115 1.00%

Mardan 502 4.60%

Rahim Yar Khan 1130 10.30%

Skardu 81 0.70%

Total 7594 69.00%
Pakistan Post Karak 134 1.20%
Khuzdar 220 2.00%

Kurram Agency 98 0.90%

Total 452 4.10%
Mobile Banking | Layyah 469 4.30%
Larkana 461 4.20%

Total 930 8.50%
Sanghar 736 6.70%
SmartCard 1y o 1288 11.70%
Total 2024 18.40%

The Payment Spot Check, as per instructions oBtB€, has been carried out in two stages.
Stagel was carried out in two phases (3 months) eddich covered five districts from the

Test Phase Survey. Stage 2 (remaining six phasesyed 15 remaining districts from the

National Rollout Survey. The total sample size floe Payments Spot Check is 11,000,
covering approximately 1,375 beneficiaries in eaththe 8 phases. Thus districts are
grouped in each phase in such a way that they rerasiclose as possible to 1,375
households. Out of the total 11,000 beneficiarie® districts with a sample size of 7,594
beneficiaries are receiving payments through thbitD@ard comprising 69.0 percent of the
total sample size. 3 districts with sample size462 beneficiaries are receiving payments

#
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through Pakistan Post, comprising 5.1 percent ef tthtal sample size. Additionally, 2

districts with the sample size of 930 beneficiaraes receiving payments through Mobile
Banking comprising 8.5 percent of the total sangite and 2 districts with the sample size
of 2,024 beneficiaries are receiving payments thinothe Benazir Smart Card comprising
18.4 percent of the total sample size.
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Table 7 shows that in the Debit Card districts, oluah sample of 7,594 beneficiaries, 757
beneficiaries were unable to respond. Hence, datthé responses of 6,837 beneficiaries has
been collected, which is 90.0 percent of the setesample. For the Pakistan Post districts,
out of a sample of 452 beneficiaries, 105 beneafesawere unable to respond. Hence, data
for the responses of 347 beneficiaries has beelectedl, which is 76.8 percent of the
selected sample. For districts with the Mobile Bagkmode of payment, 14 beneficiaries
were unable to respond. Hence data for the respari€¥16 beneficiaries has been collected,
which is 98.5 percent of the selected sample. kF®iSmart Card Districts, out of a sample of
2,024 beneficiaries 41 beneficiaries were unablespond. Hence, data for the responses of
1,983 or 98 percent of the sample beneficiariesdleas collected.

Table 7: Dataset available for analysis
Sample Not Available to Respond Available to Respond Percentage

Debit Card 7594 757 6837 90.00%
Pakistan Post 452 105 347 76.80%
Mobile Banking 930 14 916 98.50%
Smart Card 2024 41 1983 98.00%
Total 11000 917 10083 91.70%

3, # | # $ "% # &+

Table 8 shows that of the 757 beneficiaries inDlebit Card districts who were unable to
respond, 68 beneficiaries had passed away, 136fitianes had temporarily moved, 5
beneficiaries were sick/ divorced/could not answercause of cultural constraints.
Additionally, addresses for 92 were untraceable? béneficiaries had migrated to other
places and 314 beneficiaries could not be survégeduse of security compulsions. In the
Pakistan Post districts, out of the 105 benefiemwho were unable to respond, 1 beneficiary
had passed away, addresses for 12 were untrac&bheneficiaries had migrated and 57
beneficiaries could not be surveyed because ofrség@ompulsions. In the Mobile Banking
districts, out of the 14 beneficiaries who werehlado respond, 5 beneficiaries had passed
away and addresses of 9 were untraceable. In thatS@ard districts, out of the 41
beneficiaries who were unable to respond, 19 beiaeks were sick/ divorced and could not
answer because of cultural constraints, 8 beneksidad passed away, 6 beneficiaries had
temporarily moved and addresses of 8 beneficiavesg untraceable. The point to note here
is that it is the Debit Card mode of payment whymlovides maximum liberty to the
beneficiary hence it is in this mode of payment thare than 10 percent beneficiaries are not
available to respond. In some areas there are tinoea reports that the Debit Card is being
sold for Rs 15,000 to Rs 20,000. However, thesertepould not be confirmed. The non-
availability of respondents in the Pakistan Postlenof payment is the highest. But this is
primarily due to seasonal migration in these ditdriand because of the adverse security
situation because of which some beneficiaries caoldbe approached. In urban areas such

1
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as Karachi most beneficiaries live in rented hoasebdo not have any permanent addresses.
These beneficiaries frequently move house andesdb not have any roots in the area, no
one knows where they have moved to.

Table 8: Reasons for beneficiaries not available t®spond

Debit . Mobile Smart

Card FELIEEN (05 Banking Card
Sick/ Divorced/ Cultural Constraints 5 0 0 19
Beneficiary has passed away 68 1 5 8
Beneficiary has moved temporarily 136 0 0 6
Untraced Addresses 92 12 9 8
Migration 142 35 0 0
Security Compulsions 314 57 0 0
Total - 757 105 | 14 41

4- ! "l " H#H

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

Among the 347 available respondents in the PakiBtast districts, 134 beneficiaries were
notified of their selection through the Post Offipestman. Beneficiaries also have an option
of checking their status of selection into the pamg through the BISP website. This

information is provided to beneficiaries by the BI8ffices. 213 beneficiaries have reported
to have checked their selection status online. iEh@ne by means of internet cafes or with
the help of someone who possess the knowledgeaes&tipg computers and the internet.

For the Smart Card districts, 14 beneficiaries regabto have received a notification letter
for selection, 1,011 beneficiaries checked theatust online and 958 were informed by the
Post Office/Post man of their selection.

For the Mobile Banking districts, 152 beneficiarreported receiving a notification letter for
selection, 654 beneficiaries checked their stahisy® and 110 beneficiaries were informed
by the Post Office/Post man of their selection.

For the Debit Card districts, 473 beneficiariesorggd receiving a notification letter for

selection, 871 beneficiaries checked their statlis®, 5,476 beneficiaries were informed by
the Post Office/Post man of their beneficiary side¢ 14 beneficiaries’ reported to have
received a phone call from BISP, 3 beneficiariepiired form the BISP Office themselves.
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Table 9: Notification of selection as BISP benefiar

Pakistan

Smart

Mobile

Post

Card

Banking

[ recelved_ a notlflcat_lon letter 0 14 152 473 639
for selection to receive payme

| checked my status online 213 1011 654 871 2749
The Post office/man told me 134 958 110 5476 6677
Received a Phone Call from

BISP 0 0 0 14 14
Inquired from BISP Office 0 0 0 3 3
myself

Notification of selection in the program was issuedially when most districts were
following the Pakistan Post mode of payment. Itutidoe a matter of concern why letters
dispatched by BISP have reached only 7 percentemolds. This aspect can partially be
explained by the fact that the majority of housdbol65 percent) claimed that the
postman/office informed them. It shows that thestpbmethod of communication in the
hinterland of Pakistan is not very reliable and BAi8P will have to find some more reliable
means for communicating with the beneficiaries.

7. Regularity of Payments

Table 10 below shows the status of payments offluégrges in the four modes of payment
currently prevalent in the districts. In the PakistPost districts, out of a total of 347
beneficiaries, 92.8 percent beneficiaries were ivetg continuous or partial payments.
Additionally, 2.0 percent of the beneficiaries wametified on the availability of their

payments but did not collect any payments while fiePcent of the beneficiaries did not
receive any payments or notification.

In the Smart Card districts, out of a total of BI8neficiaries, 91.1 percent beneficiaries
were receiving payments continuously or receivadespayments. Additionally, 3.5 percent
of the beneficiaries were notified on the availdpibf their payments but did not collect any
payments while 5.4 percent of the beneficiariestheei received any payments nor
notification.

In the Mobile Banking districts, out of a total @16 beneficiaries, 95.2 percent beneficiaries
were receiving continuous or partial payments. Addally, 0.3 percent of the beneficiaries

were notified on the availability of their paymembist did not collect any payments while 4.5

percent of the beneficiaries did not receive anymnts or notification.

In the Debit Card districts, out of a total of 6/8Beneficiaries, 90.5 percent beneficiaries
were receiving continuous or partial payments. ddigon, 1.2 percent of the beneficiaries
were notified on the availability of their paymdnit did not collect any payments, while 8.4
percent of the beneficiaries neither received ayyents nor notification.
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Table 10: Status of payments

Pakistan  Smart Mobile Debit
Post Card Banking Card

| am receiving payments continuously 83.90% | 62.20% 60.70% 51.30%
| have not received all payments 8.90% 28.90% 34.50% 39.20%
I ha_ve been notified of my payments being 2 00% 3.50% 0.30% 1.20%
available but have not collected any payments
I hg\(e n'ot received any payments nor a 5.20% 5.40% 4.50% 8.40%
notification

In the Pakistan Post mode of payment, the percerda@eneficiaries who have reported to
be receiving payments continuously is the highe88z0 percent. This shows that this mode
of payment has improved and is now more streamlasedompared to the other modes. The
Debit Card mode fares the worst in this indicator.

Another point of concern is those beneficiaries wiawve not received any payment or a
notification of payments. This category is presenall modes of payment being highest at
8.4 percent in the Debit Card mode of payment.

7.1Reasons for not collecting payments

Table 11 below shows the reasons for the benaksiarot having collected their payments.

Out of the 38 beneficiaries from the Pakistan Rbstricts, 7.9 percent reported that they

could go alone to the Post Office. The problem adtman asking for a delivery fees for the

payment was reported by 13.2 percent. 7.9 peregrrted that the Post Office was too far

from their home. 13.2 percent reported that thesevw®t at home when the postman came to
deliver the payment. Additionally, 57.9 percenttbé beneficiaries were unaware of the

reason for not collecting payments.

In the Smart Card districts, 52.2 percent repotteat they lost their smart card/PIN, 1.4
percent reported that they could go alone to tlamchise. 1.4 percent reported that the
franchisee asked for a fee for the payment. 37t€epe of the beneficiaries did not receive
the smart card. 7.2 percent of the beneficiarie®weaware of the reason for which they did
not collect their payments.

In the Mobile Banking districts, 0.3 percent of theneficiaries forgot/misplaced PIN, 5.3

percent of the beneficiaries complained that ttedhisee asked for a payment fee, 2.2
percent and 0.6 percent respectively reportedttieat did not receive mobile set and had a
CNIC related issue. 91.6 percent of the benefiesawere unaware of their non-collection of
payments.

In the Debit Card districts, 22.1 percent reportiedt they lost their debit card/PIN, 4.7

percent reported that they cannot go alone to th®l/Afranchise, 3.6 percent reported that
ATM is too far from their home. 2.8 percent repdrtihat franchisee asks for fees for

payment, 0.5 percent reported that they did nativecthe debit card and 66.0 percent were
unaware of the reason of their non-collection gfrpants.
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Table 11: Reasons for not collecting payments
Pakistan @ Smart  Mobile Debit

Post Card Banking Card
| have lost my Debit Card/ Smart Card/ PIN 0.0% 52.2% 0.3% 22.1%

| cannot go alone to the ATM/ Franchise/ Post @ffig 7.9% 1.4% 0.0% 4.7%

The ATM/ Franchise/ Post Office is too far from 1 7 9% 0.0% 0.0% 3.6%

home
The Franchisee/ Postman asks for fees for paymer]  13.0% 1.4% 5.3% 2.8%
| do not know 57.9% 7.2% 91.6% | 66.0%

Did not get the Debit Card/ Smart Card/ Mobile Setf  0.0% 37.0% 2.2% 0.50%

[ V\_/as_not at home when the Postman came 13.2% 0.0% 0.0% 0.0%
delivering payment

CNIC Issue 0.0% 0.0% 0.6% 0.0%

Most of the beneficiaries did not know the reasdry wheir payments were not regular. This
implies that the onus falls on the BISP to evalumtd address the reasons for which this
category of the beneficiaries does not receivpaliments.

Loss of card and loss of PIN are problems pertitetihe Smart Card and Debit Card modes
of payments. These problems are likely to incredsie the passage of time and will become
a strain on the BISP case Management system.

7.2 Attempting to Resolve Problems
Beneficiaries have the facility of lodging complairthrough different methods. The BISP
operations wings have set up a network of tehsijsidnal and regional offices to
accommodate the beneficiaries. Table 12 shows ithdhe Pakistan Post districts, 44.4
percent attempted to resolve their problem by loggiomplaints with the BISP offices. 55.6
percent of the beneficiaries did not enquire BISBua the status of their payments.

In the Smart Card districts, 72.2 percent attemptedesolve their problem by lodging
complaints with BISP offices. 27.8 percent of thenéficiaries did not enquire BISP about
the status of their payments.

The percentage of beneficiaries attempting to wes@sues was comparatively low for the
Mobile Banking districts. Only 19.9 percent atteetpto resolve their problem by lodging
complaints with the BISP offices. 80.1 percent lo¢ tbeneficiaries did not enquire BISP
about the status of their payments.

In the Debit Card districts, 54.3 percent attemptedresolve their problem by lodging
complaints with BISP offices. 45.7 percent of thenéficiaries did not enquire BISP about
the status of their payments.

Table 12: Lodging payments related complaints

Pakistan Post Smart Card  Mobile Banking  Debit Card
Lodged a Complaint 44.4% 72.2% 19.9% 54.3%

Did not Lodge a Complaint 55.6% 27.8% 80.1% 45.7%

Number of Beneficiaries
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In the Pakistan Post mode of payment, money wascsgol to be delivered at the door step
of the beneficiary. However, due to the inefficiescin this payment disbursal system, other
modes of payment were adopted. In these modesyohgrd, the beneficiary had to incur
transportation expenses in order to travel to thgnment outlet/ agency to collect their
payments.

5- #% + # I
The different payment mechanisms are meant to ivgptioe installment distribution system
and decrease private costisat the beneficiaries incur in order to colleayments. Hence, in
the assessment of a payment mechanism it is impomwagauge the distance to payment
outlet, cost of travelling and number of trips tdlect one payment.

In the Pakistan Post mode of payment districts, eparders were supposed to be delivered
at the doorstep of the beneficiary. However, tab® shows that 65.8 percent of the

beneficiaries collected money orders from the Rffite. 34.2 percent of the beneficiaries

reported that the money order was being delivegethb postman to the beneficiary at her
doorstep.

Table 13: Payments collected at the post office

Number of Beneficiaries Percentage
Yes 212 65.8%
No 110 34.2%
Total 322 100.0%

For the 212 beneficiaries who collected paymerimfthe Post Office, 7.1 percent reported
that the postman asked for a delivery fee, 5.7 grerof the beneficiaries reported that they
worked and mostly were unavailable at home, 71régue of the beneficiaries were of the
view that the postman did not deliver money oradrtheir doorstep and they had to collect
payments at the Post Office themselves. Moreovérpercent reported that they changed
their residence address and 15.1 percent repdréedhey did not want their family members
to know that they are receiving support. See Tahlbelow.

Table 14: Reasons for collecting payments at the pooffice
Number of Beneficiaries Percentage

The Postman asks for money for home delivery 15 7.10%

| work and mostly not available at home 12 5.70%
The Postman does not deliver money orders- we are 152 71.70%
expected to collect them from the Post Office '

| have changed my residence address 1 0.50%

| do not want my family to know | am receiving sapp 32 15.10%
Total 212 100.00%
T /$%$ b+ &N &/ & .FP3 ! "' & $F $.$IB3&% 3&/IF2 *$
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Distance to Payment Outlet

One of the features that distinguish this modeayihpent from receiving money orders is that
the beneficiary is required to travel to the Payim@ntlet to collect payments. Figure 5
shows the distance beneficiaries had to travdieaearest Payment Outlet.

Figure 5: Distance to Franchise/ ATM/ Post OfficeNp=212, N\=1807, Ny=872, Ny=5684)
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For the Pakistan Post districts, the distance & rtbarest Post Office was up to 2 kms
(walking distance) travelled by 49.1 percent of bemeficiaries, while 27.4 percent had to
travel 3-5 kms and 18.9 percent had to travel &6 to reach the nearest payment Outlet. A
distance of more than 10 kms was travelled by éréemt of the beneficiaries.

For the Smart Card districts, the distance to tearest payment outlet was up to 2 kms
(walking distance) travelled by 25.5 percent of tiemeficiaries, while 45.8 percent had to
travel 3-5 kms and 18.5 percent had to travel &8 to reach the nearest Payment Outlet.
10.2 percent of the beneficiaries travelled a distaof over 10 kms to get to the payment
outlet.

For the Mobile Banking districts, the distancetie hearest payment outlet was up to 2 kms
(walking distance) travelled by 10.7 percent of leaeficiaries, 21.6 percent had to travel 3-
5 kms and 33.5 percent had to travel 6-10 kms &xhreghe nearest Payment Outlet. A
distance of more than 10 kms was travelled by Béréent of the beneficiaries.

For the Debit Card districts, the distance to tearast payment outlet was up to 2 kms
(walking distance) travelled by 4.8 percent of biemeficiaries, 14.9 percent had to travel 3-5
kms and 22.1 percent had to travel 6-10 kms tohréae nearest Payment Outlet. A distance
of more than 10 kms was travelled by 58.3 percéttiebeneficiaries.

Beneficiaries had to travel the least distancénéopayment outlet in the case of Pakistan Post
where 76.5 percent had to travel less than 5 knredoh the Post Office. This is because
Pakistan Post has the largest outreach in the gountthe Debit Card mode of payment

##
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more than 81 percent beneficiaries have to trawekrthan 5 kms to reac
This entails high personal cost for collection pfiastallment.

a payment outlet.

Cost of travelling Payment Outlet

In these payment disbursal systems, there arepwaiasion costs associated with the retrieval
of payments. Additionally, it may not to be possiltb walk to the Payment Outlet even in

cases where the franchise is within a walking dstafrom the house of the beneficiary.

Figure 6 shows that in the Pakistan Post distr@fs/ percent beneficiaries had to pay more
than Rs.50 while 14.2 percent of the beneficiapa&gl betweenRs.26-50 as transportation
cost to travel to the Payment Outlet and back. i@mum range for this expenditure was

Rs.10-25, which was incurred by 25.5 percent ofsémaple beneficiaries. 21.7 percent of the
beneficiaries did not incur any costs of travellilmgthe nearest Payment Outlet to receive
their payments.

In the Smart Card districts 25.1 percent benefigsahad to pay more than Rs.50 while 28.1
percent of the beneficiaries paid betweenRs.26<$5Qransportation cost to travel to the
Payment Outlet and back. The minimum range forekgenditure was Rs.10-25, which was
incurred by 27.6 percent of the sample beneficsard®.1 percent of the beneficiaries did not
incur any costs of travelling to the nearest Payrarilet to receive their payments.

In the Mobile Banking districts 65.5 percent beaiefies had to pay more than Rs.50 while
21.4 percent of the beneficiaries paid betweenRS@6s transportation cost to travel to the
Payment Outlet and back. The minimum range forekgenditure was Rs.10-25, which was
incurred by 7.0 percent of the sample beneficiaes percent of the beneficiaries did not
incur any costs of travelling to the nearest Paymrrilet to receive their payments.

In the Debit Card districts 73.2 percent benefiemhad to pay more than Rs.50 while 17.3
percent of the beneficiaries paid betweenRs.26-$5Qransportation cost to travel to the
Payment Outlet and back. The minimum range forekgenditure was Rs.10-25, which was
incurred by 6.5 percent of the sample beneficiaide8 percent of the beneficiaries did not
incur any costs of travelling to the nearest Payrrrilet to receive their payments
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Figure 6: Cost of travelling to franchise/ATM/PostOffice (N,=212, N=1807, N=872, N;j=5684)
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Number of Visits

The more the visits made to the Payment Outlets,higher the cost of travelling. In the
Pakistan Post districts, beneficiaries reporteldawe re-visited the Post Office on an average
of 1.7 times to collect one payment, while the maxin number of trips was 6. See Table 15
below.

In the Smart Card districts, beneficiaries reportechave re-visited the franchise on an
average of 1.9 times to collect one payment, whidgemaximum number of trips was 6.

In the Mobile Banking districts, beneficiaries rejeal to have re-visited the franchise on an
average of 1.7 times to collect one payment, whigemaximum number of trips was 7.

In the Debit Card districts, beneficiaries reportedhave re-visited the franchise on an
average of 1.8 times to collect one payment, whidgemaximum number of trips was 8.

Table 15: Mean Number of Trips to the Franchise/ AM/ Post Office

Pakistan Post Smart Card Mobile Banking Debit Card
Minimum 1 1 1 1
Maximum 6 6 7 8
Mean 1.7 1.9 1.7 1.8

Table 16 details the number of trips a beneficiaagl to travel to a payment outlet for
collection of her payments. 33.0 percent (70) efliteneficiaries in the Pakistan Post districts

#1
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had to visit the Post Office more than once toemllone installment. 67.0 percent (140)

reported to have collected their payment in a sitigp to the Post Office.

In the Smart Card districts74.6 percent (1,110dhefbeneficiaries had to visit the franchise
more than once to collect one installment. 25.4qwr (377) reported to have collected their
payment in a single trip to the franchise.

In the Mobile Banking districts 44.6 percent (388)the beneficiaries had to visit the
franchise more than once to collect one installmébt4 percent (480) reported to have
collected their payment in a single trip to thenfriaise.

In the Debit Card districts 44.3 percent (2,517}he beneficiaries had to visit the franchise
more than once to collect one installment. 55.%¢mr (3,167) reported to have collected
their payment in a single trip to the franchise.

Table 16: Number of trips to the franchise/ATM/postoffice

Pakistan Post Smart Card Mobile Banking  Debit Card
One Trip 67.00% 25.40% 55.40% 55.70%

More than One Trip 33.00% 74.60% 44.60% 44.30%

Number of Beneficiaries

The Smart Card mode of payment was the worst wiiBrgercent of the beneficiaries
reported that they had to visit more than onceedceive their installment. The Mobile
Banking mode is the only mode where intimation dtiba availability of their installment is
provided through an SMS. In this mode revisits wire result of lack of mobile service
coverage in rural areas.

Figure 7 shows the different reasons why the bereies had to travel to the franchise more
than once to collect a single installment. Sinas thas a multiple response questions, a
beneficiary may have chosen more than one optidreaseason(s).

#4
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Figure 7: Reasons for visiting franchise/ ATM/ PosOffice more than once
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As shown above, in the Pakistan Post districts @& cént of the beneficiaries re-visited a
franchise as their payment had not been transfefmeother reason for more than one trip to
the franchise was due to long queues. This reasmnraported in 74.3 percent of the cases.
Additionally, 10.0 percent of the beneficiaries sgpd the reason for making more than one
trip was a result of forgetting their CNIC at home.

In the Smart Card districts, 58.4 percent repotted they had to make more than one trip to
the Payment Outlet as they had to wait in long gseand thus were unsuccessful in
retrieving their payments. 83.0 percent benefiemdlaimed that they had to visit the nearest
Payment Outlet more than once as their payments wet transferred in their initial visit.
Additionally, 36.6 percent reported that the ATNHrichise ran out of cash while 7.5 percent
reported that they forgot their PINs. 7.4 percepborted the reason of more than one trip as a
result of forgetting their CNIC at home.

In the Mobile Banking districts, 91.2 percent répdrthat they had to make more than one
trip to the Payment Outlet as they had to waitoimgl queues and thus were unsuccessful in
retrieving their payments. 35.5 percent benefiemadlaimed that they had to visit the nearest
Payment Outlet more than once as their payments wat transferred in their initial visit.

Additionally, 30.1 percent reported that the ATNMHrichise ran out of cash while 1.3 percent
reported that they forgot their PINs. 1.6 percamd 8.3 percent reported the reason of more
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than one trip was due to having forgotten their Cldt home and the franchise demanding a
fee respectively.

In the Debit Card districts, 46.5 percent repottet they had to make more than one trip to
the Payment Outlet as they had to wait in long gseand thus were unsuccessful in
retrieving their payments. 58.8 percent benefiemuadlaimed that they had to visit the nearest
Payment Outlet more than once as their paymente wet transferred in their initial visit.
Additionally, 42.8 percent reported that the ATIVHrichise ran out of cash while 15.5percent
reported that they forgot their PINs. 4.4 percepbrted the reason of more than one trip was
due to having forgotten their CNIC at home.

6_ ! $ " % n
In the case of the Pakistan Post, Smart Card abd Dard districts, the beneficiary does not
receive a notification concerning the availabilifyher payments. The beneficiary visits the
Post Office/ Franchise to check if her installmisrdvailable.

Table 17 shows that, in the Smart Card distric&8 2percent of the total beneficiaries
receiving payments through Smart Card may have hetfied regarding the availability of

their payment through an informal system. Even gioan informal system of notification

prevails in the districts, it may not always beaiele. However in the Debit Card districts,
45.6 percent of the beneficiaries may have beeilietbtregarding the availability of their

payment through an informal system.

Table 17: Notification of availability of payment

Smart Card Debit Card
| can find out when my payment is available 29.80% 45.60%
| cannot find out when my payment is available 70.20% 54.40%

Number of Beneficiaries

6-, !'$ (
As per the programme design, the payments are twhlected by the beneficiary herself.
This ensures the achievement of the objective opcemering women, as the benefits
received by family, friends or relatives may naiale the selected beneficiary.

Table 18 shows that 4.7 percent of the benefigaimethe Pakistan Post districts did not
collect their payments themselves. However 95.8qrerof the beneficiaries reported to have
collected their payments themselves.

In the Smart Card districts 12.2 percent of theefieraries did not collect their payments
themselves. However, 83.9 percent of the beneigsareported to have collected their
payments themselves.

In the Mobile Banking districts 7.5 percent of theneficiaries did not collect their payments
themselves. However, 92.5 percent of the beneigsareported to have collected their
payments themselves.

#6
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In the Debit Card districts 38.7 percent of the dfmmaries did not collect their payments
themselves. However, 61.3 percent of the benefsareported to have collected their
payments themselves.

Table 18: Collection of payments

Pakistan Smart Mobile
Post Card Banking

Collection of Payments by Non 4.70% 12.20% 7 50% 38.70%

Beneficiary
Collection of Payments by Beneficiar 95.30% 83.90% 92.50% 61.30%
Number of Beneficiaries

This is an important aspect of women empowermenbur society if money is handed over
to the male members of the family, it is very lik¢hat the female beneficiary will not get
that money and hence the goal of women empowermidniot be fully achieved. Pakistan
Post mode of payments fares the best in this wine®®.3 percent of the cases the payment
was handed over to the female beneficiary. The D@did mode of payment fares the worst
where only in 61.3 percent cases the payment waddabover to the female beneficiary.

Possible reasons for beneficiaries not having cofjayments themselves are shown below in
Figure 8. There may be multiple reasons why a heiaef was unable to collect payments
herself.

Figure 8: Reasons for Collection of Payments by nebeneficiaries
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The information revealed that of the 15 benefieain the Pakistan Post who did not collect
payments themselves, 13.3 percent reported thgtweee too old and sick to travel. 80.0
percent reported they did not collect the paymémsnselves because they could not travel
alone and they had no one to accompany them whilepércent reported that it was too
costly for them to travel.

Of the 210 beneficiaries in the Smart Card distnigho did not collect payments themselves,
14.8 percent reported that they were too old ackl tsi travel.23.3percent reported they did
not collect the payments themselves because thdyg cot travel alone and they had no one
to accompany them while 37.6 percent reporteditiveas too costly for them to travel. 25.2
percent of the beneficiaries reported that theytweith a friend/ relative but could not
collect payments themselves.

Of the 65 beneficiaries in the Mobile Banking dds who did not collect payments
themselves, 66.2 percent reported that they weyeotd and sick to travel. 15.4 percent
reported they did not collect the payments thenesebecause they could not travel alone and
they had no one to accompany them while 15.4 pemsgorted that it was too costly for
them to travel. 9.2 percent of the beneficiariggoreed that they went with a friend/ relative
but could not collect payments themselves.

Of the 2,198 beneficiaries who did not collect payts themselves in Debit Card districts,
19.1 percent reported that they were too old ackltei travel. 24.0 percent reported they did
not collect the payments themselves because thdyg oot travel alone and they had no one
to accompany them while 24.2 percent reportedithaas too costly for them to travel.60.5

percent of the beneficiaries reported that theydcoot operate the ATM themselves.

Tables 19 illustrate whether a fee was chargegifoviding assistance to beneficiaries who
could not retrieve payments themselves.

Table 19: Charging of fees for receiving payments

Pakistan Post Smart Card  Debit Card
Paid a fee to receive payments 66.70% 32.60% 14.90%

Did not have to pay a fee to receive payments 33.30% 67.40% 85.10%

Number of Beneficiaries

As shown above in the Pakistan Post districts, f6réent of the beneficiaries reported that
they were asked to pay a fee. 33.3 percent of ¢heficiaries were not asked to pay a fee for
receiving payments. However in Smart Card distri8&6 percent beneficiaries were asked
to pay a fee for receiving payments where as 6@rdegmt reported that they did not have to
pay a fee to receive payments. In contrast 14.8eperof the beneficiaries in the Debit Card
districts paid a fee to receive payments while §&dcent did not have to pay any fee.
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Table 20 below shows the preference of benefigaz@cerning the frequency of payments.
84.8 percent of the beneficiaries in the Pakistast Eistricts preferred to receive payments
on a monthly basis. 12.4 percent expressed a desrezeive bi monthly installments while
2.5 percent and 0.3 percent of the beneficiariesrel® to receive their installments every
three months and every four months respectively.

In the Smart Card districts, 98.2 percent of thedfieiaries preferred to receive payments on
a monthly basis. 0.9 percent expressed a desimectve bi monthly installments while 0.6
percent and 0.3 percent of the beneficiaries dédoeeceive their installments every three
months and every four months respectively.

In the Mobile Banking districts, 84.5 percent ofe theneficiaries preferred to receive
payments on a monthly basis. 11.4 percent expresselksire to receive bi monthly
installments while 2.6 percent and 1.5 percenthef beneficiaries desire to receive their
installments every three months and every four horgspectively.

In the Debit Card districts, 41.9 percent of theddeiaries prefer to receive payments on a
monthly basis. 14.7 percent expressed a desirecgve bi monthly installments while 42.4

percent and 1.0 percent of the beneficiaries desineceive their installments every three
months and every four months respectively.

In the Pakistan Post, Smart Card and Mobile Banlapstems, the preferred interval of

payment is the monthly payment. Over 85 percenehearies showed of preference for

monthly interval. Only in the Debit Card mode do s&e an acceptance of the quarterly
interval where 42.4 percent preferred quarterlynpents while 41.9 percent still indicated a
desire for monthly payments.

Table 20: Preferred frequency of payments

Pakistan Post Smart Card  Mobile Banking  Debit Card
Every Month 84.80% 98.20% 84.50% 41.90%
Every 2 Months 12.40% 0.90% 11.40% 14.70%
Every 3 Months 2.50% 0.60% 2.60% 42.40%
Every 4 Months 0.30% 0.30% 1.50% 1.00%

Number of Beneficiaries 322 1807 872 5684

Lo
Figure 9 below shows the reported satisfactionllef/éhe beneficiaries with their respective

mode of payment. Of the beneficiaries receivingnpats through the Pakistan Post, 30.4
percent reported being ‘Satisfied’ with this modepayments while 27.0 percent reported
being ‘Partially Satisfied’. Additionally, 3.7 peyot beneficiaries reported being ‘Very

Satisfied’ and 38.8 percent of the beneficiariggoreed being ‘Dissatisfied’ with their mode

of payment.
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Of the beneficiaries receiving payments throughSheart Card, 31.0 percent reported being
‘Satisfied’ with this mode of payments while 56 & pent reported being ‘Partially Satisfied’.
Additionally, 2.5 percent beneficiaries reportethigeVery Satisfied’ and 10.3 percent of the
beneficiaries reported being ‘Dissatisfied’ witkeithmode of payment.

Of the beneficiaries receiving payments through NMoBanking, 56.1 percent reported being
‘Satisfied’ with this mode of payments while 14 &rgent reported being ‘Partially Satisfied’.
Additionally, 4.0 percent beneficiaries reportedhigeVery Satisfied’ and 25.2 percent of the
beneficiaries reported being ‘Dissatisfied’ witlkeithmode of payment.

Of the beneficiaries receiving payments through Benazir Debit Card, 49.0 percent
reported being ‘Satisfied’ with this mode of payrsemwhile 27.7 percent reported being
‘Partially Satisfied’. Additionally, 13.6 percentbeficiaries reported being ‘Very Satisfied’
and 9.7 percent of the beneficiaries reported b&mgsatisfied’ with their mode of payment.

Figure 9: Satisfaction with mode of payment
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Beneficiary satisfaction level was the worst fog 8mart Card mode of payment where 66.5
percent beneficiaries reported being dissatisfiedrdy partially satisfied. This is followed
closely by the Pakistan Post mode where 65.8 pemgoressed the same dissatisfaction
level. The Debit Card mode fares the best with §&&ent beneficiaries being satisfied or
very satisfied with this mode of payment.

,/_ n % n 1 +
Reliability of a payment procedure is the predidigband timeliness of payments. A
payment procedure is considered reliable if theallments follow the programme design and
are generated/ delivered at regular intervals.

As shown in Figure 10 below, 22.4 percent of thedbeiaries in the Pakistan Post districts
rated the reliability of this mode of payment a®t@’. 33.5 percent rated it as ‘Fair’ while
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40.4 percent rated the reliability as ‘Poor’. Al§o7 percent of the beneficiaries considered
the reliability ‘Excellent’.

Of the beneficiaries in the Smart Card distric&92percent rated the reliability of this mode
of payment as ‘Good’. 59.5 percent rated it asr'Ralnile 6.9 percent rated the reliability as
‘Poor’. Also, 3.7 percent of the beneficiaries adesed the reliability ‘Excellent’.

Of the beneficiaries in the Mobile Banking distsicB5.9 percent rated the reliability of this
mode of payment as ‘Good’. 34.5 percent rated itFas’ while 25.1 percent rated the
reliability as ‘Poor’. Also, 4.5 percent of the ladficiaries considered the reliability
‘Excellent’.

Of the beneficiaries in the Debit Card districtg,5percent rated the reliability of this mode
of payment as ‘Good’. 34.0 percent rated it asr'Ralnile 8.9 percent rated the reliability as
‘Poor’. Also, 14.6 percent of the beneficiaries sidered the reliability ‘Excellent’.

Figure 10: Reliability of mode of payment
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Focus Group Discussion in the Debit Card Districts

Focus Group Discussions (FGDs) were held in 13ridistto acquire the beneficiaries’
insight in reference to the Debit Card mode of payt.e. the Benazir Debit Card. The main
stakeholders involved in this mode of payments esysincluded the beneficiaries, the
payment agencies, the payment franchises and taé B3SP staff. All the stakeholders and
IDS representatives participated in the FGDs. Tihjeative was to obtain the perspective of
all the stakeholders involved in the payment precébe beneficiaries were asked numerous
questions on the subject of payments to identifficdities, grievances and problems in the
payment mechanism.

Debit Card

A recurring theme among the majority of the DebérdC districts was the beneficiaries’
inability to successfully operate an ATM to withdraheir payments. Essentially this was
case since most of the ATMs are located in urbaasaras a result of which the beneficiaries
residing in rural areas were unable to have actes#isem or were unfamiliar with how to
operate them. In light of such obstacles, franchisere set up with the intention of
facilitating the beneficiaries with the paymentleotion process. The staff at these franchises
was tasked with swiping the beneficiary’s ATM carsing the Debit Card Swipe Machine
(DCSM) in order to extract information with regatdsthe payment installments.

It is imperative to note that despite having sefrapchises the beneficiaries still faced some
obstacles when attempting to retrieve their paysiéntith the aim to retract information on
the beneficiaries, their Debit Cards and PINs arpiired, however more often than not, the
cards are misplaced and the PINs are forgotteneremy it difficult to the DCMS.
Additionally, beneficiaries who are not well versadoperating an ATM tend to ask for the
staff's assistance which ends up costing them assthaff charges them for this service.
Furthermore, the beneficiaries had complainedttiee is no effective system by which they
are notified of the availability of payments.

Collection of Payments

Although there is a clause that requires the belagies to collect their payments in person,
yet it is common practice for non-beneficiariesctlect payments on their behalf. As a

result, there is no guarantee that the full paysian¢ delivered to the beneficiaries. As per
the BISP officials, as a result of this practicemerous complaints of not receiving complete
payments were launched by such beneficiaries. €ogmt such cases occurrences, officials
at some of the payment agencies attempted to vbf\beneficiaries by asking for proof of

identity such as CNICs before retrieval of paymewsen asked why the beneficiaries send
friends or family to collect payments on their bghsome claimed that due to old age and
sick health they were unable to do so themselva®er® stated that due to cultural constraints
they were unable to travel long distances unaccomeday a male member of the household
coupled with frequent visits to the payment ageneie they were not effectively notified of

any delays in payments. Furthermore the benefegaaisserted that they did not have the
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proper knowledge to operate the ATM machine assaltref which a trusted or educated
person from a village was given the responsiboityollecting installments on behalf of the
beneficiaries residing in the respective villageldaionally, the beneficiaries reported that
the bank’s network was usually down and that teree only two ATMs available.

Advantages and Disadvantages of Receiving Paymenitsough Debit Cards

Although the Debit Card mode of payments eliminatésrmediaries from the payment

process, the inability to use the ATM stands asagomobstacle in the efficiency of this

system. Additionally, as compared to the Pakistast Ifnode of payment where delivery of
payments at the doorstep was to take place; iD#iet Card mode of payment beneficiaries
have to travel to the ATMs themselves. Also, lodDepit Cards and PINs adds to the list of
issues. Collecting payments and registering comfdaiegarding loss of Debit Card/PINs

entails a considerable cost on a beneficiary hald&hincome. In the postal payment system
there was no responsibility on the beneficiarydtely keep a Debit Card and remember its
PIN.

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

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

Suggestions to improve the processes in both cistinclude provision of training to use
ATMs and opening an additional number of franchigedditionally, the appointment of a
bank official at the payment outlet should be dedc This will allow the official to rectify
minor problems of the beneficiaries at spot andicedthe burden on the Payment Agency
Officials.
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Focus Group Discussion in the Smart Card Districts

Focus Group Discussions (FGDs) were held in 2idistto acquire the beneficiaries’ insight
in reference to the Smart Card mode of payment Benazir Smart Card. The main
stakeholders involved in this mode of payments esysincluded the beneficiaries, the
payment agencies, the payment franchises and taé B3SP staff. All the stakeholders and
IDS representatives participated in the FGDs. Tihjeative was to obtain the perspective of
all the stakeholders involved in the payment precébe beneficiaries were asked numerous
questions on the subject of payments to identifficdities, grievances and problems in the
payment mechanism.

Smart Card

Under the previous mode of payments i.e. Pakistast, Beneficiaries were being charged a
delivery fee by the postman. As a result, the nebtbiopayment was upgraded to the Smart
Card system. Franchises were set up with the iotemtf facilitating the beneficiaries with
the process of collecting payments. The officialthase franchises were tasked with swiping
the beneficiaries’ ATM cards using the Debit Candifg Machine (DCSM) in order to
extract information with regards to the paymentahlmsents.

A major problem in relation to receiving paymeritsough the Benazir Smart Card is the fact
that no effective system of notifying the benefi@a was set in place to inform them on the
availability of their payments. As a result, muléivisits were made to the franchise in order
to enquire about and collect their payments whihaicostly and time consuming task.
Additionally, the beneficiaries indicated sentingeof dissatisfaction with the frequency of
installments i.e. they prefer monthly instalmentgher than a quarterly instalment of
payments.

Moreover, when enquiring from officials at the fcairse or BISP tehsil office with regards to
availability of payments, the beneficiaries were pmvided with any useful information as
the staff was not aware of any updates themselustead, the beneficiaries were redirected
to the BISP district office or divisional office.

Collection of Payments

Although there is a clause that requires the bergies to collect their payments in person,
yet it is common practice for non-beneficiariexctdiect payments on their behalf. However,
the beneficiaries’ immediate family members i.ethé@/mother, husband, son/daughter,
brother are issued the payments under the provitiainthey provide the officials with the
beneficiaries’ CNIC and their Smart Card.

Furthermore, the beneficiaries are unaware of howse their Smart Card despite having
received a letter with the Smart Card which progliddormation and instructions on the use
of this card. Since a majority of the beneficiares illiterate, as a result they were unable to
fully comprehend and benefit from the instructioRemembering their PINs was also a
problem for most beneficiaries; without which theguld not use the Smart Card and access

4
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their payments. Additionally, the beneficiarieseoftforgot to bring their CNICs. In such a
situation verification is carried based on the ymeton the Smart Card, but were given a
warning that they would not be issued their paymeantthe event that they cannot provide
their CNIC at the next instalment.

Advantages and Disadvantages of Receiving Paymeitisough Debit Cards

Beneficiaries are overall satisfied with this maafepayment as compared to the Pakistan
Post; suggesting that this method is more secundditzey are able to purchase household
items themselves when they collect their instalmentperson. Also, an advantage of this
system is that the picture of the beneficiary aa &mart Card can be used for verification in
case the beneficiary forgets her CNIC. There anegdiwhen the card does not work or the
franchise runs out of cash; with the Pakistan Bgstem the payments are delivered at the
doorstep of the beneficiaries. This saved the benaeks the cost of travelling to and from
the franchise.

However, since not all the beneficiaries collectrpants in person and send friends or family
to do so instead, there is a possibility that thgnpents do not reach the beneficiary. In
addition, the beneficiaries are not literate andndb understand the procedure, hence the
franchise charges a standard amount of Rs. 200 asssstance fee.

It was suggested that improvements can be madesirsystem by increasing the number of
payment agencies/franchises in the area to allova freduction in the number of trips the

beneficiaries make to collect their payments. Ao effective system of notification should

be put in place where the payment agencies aremeft about the generation of payments in
order for them to notify or guide the beneficiareesthe availability of their payments.
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Focus Group Discussion in the Mobile Banking Distits

Focus Group Discussions (FGDs) were held in 2idistto acquire the beneficiaries’ insight
in reference to the Mobile Banking mode of paym@&hie main stakeholders involved in this
mode of payments system included the beneficiatles,payment agencies, the payment
franchises and the local BISP staff. All the stakdérs and IDS representatives participated
in the FGDs. The objective was to obtain the patype of all the stakeholders involved in
the payment process. The beneficiaries were asketkmus questions on the subject of
payments to identify difficulties, grievances amdigems in the payment mechanism.

Mobile Banking

Once the payments are available at the franchise beneficiaries are sent a notification
through a Short Text Message (SMS). They are thaele #o collect their respective

instalments from the payment agency officials bgspnting proof of notification and identity
such as the SMS and their CNIC.

Amongst the various tribulations with the Mobilerl&&ng mode of payment, limited network
coverage stands as the biggest obstacle in tHevatiof timely payments. Lack of network
coverage in rural areas causes a delay in receasmgfification on their phones by means of
a text message. Additionally, due to high leveldlliéracy amid the beneficiaries, most are
unable to use their mobile phones, or read thertedsages. As a result, they place call or
travel to the payment agency repeatedly to checkufmlates on the availability of their
instalment.

Other issues include loss of mobile phones, dysfomal mobile phones and mobile phones
being switched off for an indefinite period of timEhese problems also add up to non-timely
payments to the beneficiaries.

The Payment Agency Officials complained with rega@the communication gaps that exist
between BISP Officials and themselves. Benefictatlgat visit their nearest franchise or
BISP tehsil office to lodge complaints are redieecto the BISP district office since all
payments related complaints are dealt with at tH&PBdistrict office. It was suggested by
these officials that information regarding delaypayments should be regularly passed on to
them, which otherwise results in crowds of beneafies assembling outside payment
agencies enquiring about their instalments.

The BISP office claimed that due to lack of a propenagement system, records of all
complaints cannot be computed. However, all theptamts - including the complaints on

the failure of receiving a notification messagee matified at the BISP Tehsil Office or BISP

District Office.

Collection of Payments

Although there is a clause that requires the belagies to collect their payments in person,
yet it is common practice for non-beneficiaries dollect payments on their behalf.
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Conversely, payment officials disagreed with theteshent claiming that payments are not
handed over to non-beneficiaries as CNICs and thungressions are mandatory for a
payment to be distributed.

Moreover, since there is not effective system dification, the beneficiaries travel to the
payment franchise in person for enquiry as a redulhich they have wait their turn in long
queues. Due to the long queues and crowd, ther¢éimes where the beneficiaries make
multiple trips to the franchise in order to collettteir payments. These multiple trips
resultantly raise the total cost of travel facedhsy beneficiaries.

Advantages and Disadvantages of Receiving Paymeitsough Mobile Banking

Receiving notice regarding the availability of pamts proves advantageous to beneficiaries,
reducing regular trips to the franchise to seelorimftion regarding their payments.
However, this may be an issue for beneficiaries wbside in areas with low network
coverage. Additionally, the beneficiaries statedt ttollecting payment themselves allowed
them to freely purchase household related itentkedf choice.

On the one hand, some beneficiaries are unableateltlong distances and wait in long

queues. Thus they prefer the Pakistan Post modeayient, as earlier payments were
delivered to their residences. However, others eprefl the Mobile Banking mode of

payment in comparison to receiving their paymemstire Pakistan Post system. This was
essentially because the postman would charge thaéefivery fee which is not charged using

the Mobile Banking method.

With respect to improvements in the current systeénnyas mutually suggested by all the
stakeholders that more franchises should be eshaoliin the district which will reduce
distances, and thus cost of travelling to the fnss® Also, BISP Officials feel that an
increased number of staff members and trainingshierstaff members are necessary for an
efficient workflow. A lack of financial resources also a cause of discouragement among the
staff.
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Focus Group Discussions in the Pakistan Post Distti

Focus Group Discussions (FGDs) were held to acdqhedeneficiaries’ insight in reference
to the current mode of payment i.e. the Pakistast.Adie main stakeholders involved in this
mode of payments system included the beneficiatles,payment agencies, the payment
franchises and the local BISP staff. All the stakdérs and IDS representatives participated
in the FGDs. The objective was to obtain the patype of all the stakeholders involved in
the payment process. The beneficiaries were asketkimus questions on the subject of
payments to identify difficulties, grievances amdigems in the payment mechanism.

Delay in payments was the main issue brought outhbybeneficiaries. This complaint was
supported and reiterated by the Pakistan Post ati#isoas they claimed that it was difficult
for the staff to distribute payments in rural artes require travelling long distances and are
difficult to reach. The BISP offices dispatched theney orders to the Post Offices which
stated that delays in distribution were causedesintook up to three days to locate some of
the beneficiaries’ place of residence. These diffies could be attributed to the beneficiaries
not having registered their updated addresses rafbemg. The tehsil office claimed to keep
a record of all beneficiaries making it easy farthto track payments; however they may not
necessarily be updated records. Additionally, badtiver conditions and security issues play
a key role in delays of distributing payments.

Collection of Payments

Pakistan Post officials reported that often bemafies do not collect their payment in person
but send non beneficiaries such as a friend otative to the Post Office in order to collect
the payments. Staff at the Post Office would hawer dhe payments to the beneficiaries
themselves upon showing proof of identity such a€NIC. This also led to delays in
disbursal of payments.

Advantages and Disadvantages of Receiving Paymeiiisough the Post Office

Since some of the beneficiaries were not allowetbawe their homes unaccompanied by a
male household member due to cultural constraihésPakistan Post mode of payment was
beneficial and advantageous as the postman comignéelivers the payments at their door
step. This allows for reducing the number of casd®re male member of the family
pressurises the staff at the Post Office to prothégpayment on behalf of the beneficiary and
thus negating the possibility of the money ordersraaching the rightful beneficiaries.

On the other hand, delays in payments due to regsertaining to weather conditions, long
distances, lack of suitable transportation, shertafavailable staff at the Post Office and
adverse security environment may be consideredaddantageous trait of the Pakistan Post
mode of payment. Staff from the Post Office sugggshowever that the delays in
distribution can be decreased significantly if mstaff is hired at the Post Offices. The main
disadvantage of the system is that the postal ssfecially postmen started charging a
standard fee of Rs.200 for delivery of a paymestaliment. When questioned on this subject
matter, the BISP staff responded that official ctaims against such charges are not made in



Payments Spot Check Final Report

writing by the beneficiaries, as a result of whitiey are unable to take any corrective
measures against officials at the Post Office.

10



Payments Spot Check Final Report

8 989

These recommendations are based on the concluste &f the Payment Spot Check
conducted in 20 districts. The recommendationsaanender

1.

Payment Related Complaints should be entered iMtreagement Information
System (MIS) of the BISP Case Management System

The transition of the mode of payment from Pakiftast & Smart Card to Debit
Card should be expedited and completed as sooosaghfe

The number of ATMs/franchises should be increasddeabit Card districts with a
view to reducing the distance a beneficiary hasaweel to collect her payments

Bank officials/ franchisees must ensure availabdit cash and adequate staff to deal
with the beneficiaries. Long queues should notllosvad to develop and
beneficiaries must collect their installment in ot

Measures should be put in place to reduce delagh modes of payments. The
payment installment must be made available by eifsp@ date of the quarter

The BISP Tehsil Staff must make efforts to elimentite charging of Fees by
franchise or ‘Bakshish’ by the post man

Post Offices should be encouraged to deliver theeyo@rder timely to beneficiary’s
door step

Beneficiary receiving payments through the Debitddaode should be trained in
using the ATM. This training can be co-opted wither segments of BISP like
Waseela-e-Taleem trainings.

The system for replacement of lost cards and Pldsld be streamlined and time lag
reduced.

In the Debit Card and the Pakistan Postal Systemhar two best methods of delivery of
payment installment. Pakistan Post with an all §aki outreach and door to door
delivery system is more suited to the BISP mand&teromen empowerment. It also
reduces the burden on the beneficiary of safegogrttie card & the PIN and reduces
load on the Case Management System for replacisgdards and PINs. The Postal
System also allows for physical contact to be maide the beneficiary.
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CONCLUSION

Disbursal of payments to the correct beneficiareea very important aspect of the BISP
social safety network. At the outset, BISP adoptexdPakistan Post mode of payment as it
was the most convenient and readily available syster disbursement to 4.7 million
households throughout Pakistan. Due to certainramtieproblems with Pakistan Postal
System, BISP started experimenting with other fdssnodes of payments. The Smart Card
mode of payment was implemented in a few distrimi$ this mode also did not prove
satisfactory. The next change brought the Mobilenkddeg system. This system was
introduced in a few districts and free mobile ploonere provided to beneficiaries. However,
this system too did not come up to the expectatidriee BISP authorities. The latest system
is the Debit Card mode of payment which has besigded to overcome the weaknesses of
all the previous three systems.

A qualitative and quantitative analysis of thesarfeystems reveals that the two best systems
are the Pakistan Postal money order system aridehg Card mode of payment

The Pakistan Post mode of payment was the firgptadomode of payment. It had capacity
issues and could not suddenly handle such largaiatm@f cash transfers and deal with 4.7
million money orders every two months. The PakisBost was going through teething
problems when the BISP decided to experiment walv methods of payments. The option
of enhancing the capacity and improving servicévdey were not explored by BISP and the
system was superseded by alternative payment natges.

The Pakistan Postal system had the largest outeesaittwas present in the entire country and
at convenient distances to the rural and urbanflogerées. The Pakistan Post also provides
the safest mode of payment as deliveries are sedpose at the doorstep of the beneficiary.
The system also ensures maximum women empowerrasnthe payment is delivered
directly to the female beneficiary. The main probdewith the system were capacity issue
that caused delays in payment which led to frustnadmongst beneficiaries. Capacity issue
of Pakistan Post and impatience of the benefigaalso caused money orders to be collected
from the post office as against being delivered hatme. Postmen started charging
beneficiaries Rs 200/- (10% of the Rs 2000/- birhbninstallment) as a delivery service
charge. Reportedly some money orders were not atelivand misappropriated by the
postmen. For this reason most beneficiaries daowsider the system as reliable.

The Debit Card mode of payment is the final modd anto be implemented in all the
districts. This system was designed to overcomentbaknesses and problems of the other
three systems. By incorporating banks in the paymsgstem the capacity issue has been
addressed. However, outreach has been affectedlbis Are few and distantly located in
rural areas. The service charge has mostly beminelied and beneficiaries are more content
with this mode because they consider their monéy isathe bank and the ability to draw
when convenient.

1#
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However, this mode of payment has transferred abeunof responsibilities onto the
beneficiary. The system warrants that the benefidmas to travel to the payment outlet to
collect her installment. This has created a costte beneficiaries which in most cases are
significant. It has also passed on the respongitoli safekeeping the debit card and the pin
to the beneficiary. This will put a strain on thESB Case Management system as debit cards
and PINs will be frequently lost and BISP will haweefrequently refurbish them.

The Debit Card mode has also adversely affected®8&m of women empowerment. The
card allows anyone to collect the payment fromAR&1. The result is that in more and more
cases persons other than the beneficiary mostlysnate collecting the payment. The
beneficiary has less control over this resourckaasehold males are reluctant to impart it to
the female beneficiary. The debit card has als@eged the beneficiary from BISP. There is
very little interaction between the beneficiary éBi$P. Beneficiaries are difficult to locate
and other BISP programs based on the prime casbkféraprogram are facing difficulties.
This estrangement has also led to the practiceslihg cards. Some beneficiaries, due to
financial compulsions, sell the Debit Card and RINRs 15,000- 20,000. Not much can be
done to stop this practice. This partially defahis purpose of the BISP social safety net.
Beneficiaries have requested that some identioatie provided on the card to allow them
to distinguish their cards.

Long queues at ATMs have been reported in mostasduring installment collection days.

Bank staff are also concerned that normal custaperations are not possible during such
days. BISP should endeavor to provide trainingeoeficiaries on how to operate the ATM.
This training can be co-opted with other BISP atities like Waseela e Taleem trainings.

In geographically spread districts like Skardu étere are very few ATM outlets. Cost and
effort associated with retrieving payments aredfage very high. The Debit Card mode of
payment in such districts causes inconvenienceadeéneficiaries.



