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GRIEVANCES REDRESS & MONITORING 

SYSTEM  

‘MIPUI AW’ 

 
DP&AR (Good Governance Cell) 

with technical support from NIC, Mizoram State Centre 
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WHAT IS “MIPUI AW”? 

• “Mipui Aw” is a Web-based system for lodging of grievances 

online and ensuring speedy redressal and effective 

monitoring of citizens’ grievances. It is accessible for everyone 

at mipuiaw.nic.in 

 

• It was developed by NIC, Mizoram in collaboration with 

DP&AR(GGC), Govt. of Mizoram. 

 

• It is essentially the State Government version of the 

Centralised Public Grievances Redress and Monitoring 

System (CPGRAMS) being implemented by Department of 

Administrative Reforms & Public Grievances, Govt. of India. 
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WHAT IS “MIPUI AW”? 

 

• Launched by the Chief Minister and has been operational 

since 01.03.2012 

 

• 201 grievances received since its inception till 13.09.2016 

 

• 199 grievances resolved and disposed off till date i.e. 99.00% 

disposal 

 

• All Departments covered under the ambit of MIPUI AW 
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MIPUI AW (State CPGRAMS) 

mipuiaw.nic.in 
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Features of Mipui Aw 

(For Citizen) 

• Every citizen can lodge his/her grievance to government using 

Internet through the website mipuiaw.nic.in 

• Citizen can also submit grievance in letter to government office. 

• Citizen can view the status of his/her grievance at any time. 

• Citizen can view and print Acknowledgment and Final Reply 

Letter. 

• Citizen can even send reminder to the government regarding 

his/her grievance. 
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 REGISTRATION OF GRIEVANCES 

ONLINE VIA MIPUIAW  
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REGISTRATION OF GRIEVANCES 

ONLINE VIA MIPUIAW 
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REGISTRATION OF GRIEVANCES 

ONLINE VIA MIPUIAW 
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REGISTRATION OF GRIEVANCES 

ONLINE VIA MIPUIAW 
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PROCEDURE FOR RESOLUTION OF 

GRIEVANCES 

 

• DP&AR (GGC) receives grievances from citizens, filter the 

grievances and forward it to the concerned Department. 

 

• Upon receipt of grievances, Nodal Officer (Public Grievance) of 

concerned Departments have the following options: 

▫ Examine the case at their level 

▫ Forward to sub-ordinate organisation 

▫ Return the grievance back to DP&AR(GGC), if it is not related 

to their Department 
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Features of Mipui Aw 

(For Officials) 

• Enables Nodal Officers (Public Grievances) of each Department 

to receive grievances online forwarded by DP&AR(GGC). 

• Nodal Officer (PG) can Examine the case at his own level or 

Forward it to its sub-ordinate organisation for further action or 

can Return the grievance back to DP&AR (GGC) if it is not 

related to the Department 

• In case resolution of grievances takes time, Nodal Officers (PG) 

can make Interim Reply to complainant. 

• Enables Nodal Officers (PG) to submit “Action Taken Report” 

online after the grievances are solved. 
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Advantages of Mipui Aw 

• Benefits 

▫ Paperless movement of grievances 

▫ Speedy and cost effective 

▫ Lodging of grievances at the click of a mouse 

▫ Can reach the lowest field level 

▫ Offers a single platform for centralised monitoring of 

grievances 

 

• Beneficiaries 

▫ Nodal Officer (PG) and his/her secretariat 

▫ PG Officer of the sub-ordinate office(s) 

▫ Of course, the Complainant. 
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STANDARD NORMS FOR DISPOSAL OF 

GRIEVANCES 

• Acknowledgement of grievance by DP&AR (GGC) : 7 days 

• Examination of grievance and forwarding to the concerned 

Department: 7 days 

• Timeline for furnishing of Action Taken Report : 60 days 

• Interim Reply to complainant in case final disposal of the 

grievance cannot be done within 60 days : 60 days 

• Designated Officer:  

 Nodal Officer, DP&AR (GGC)  

 Email: ggcmiz@gmail.com 

 Ph : 0389-2333526 
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RECEIPT OF GRIEVANCE AT 

DP&AR (GGC) 
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EXAMINATION OF GRIEVANCE 

AT DP&AR (GGC) 
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FORWARDING OF GRIEVANCE 

TO CONCERNED DEPARTMENT 
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PROCEDURE FOR RESOLUTION OF 

GRIEVANCES 
• Case 1: If the Nodal Officer (PG) selects the first option, i.e. Examine 

the case at their level, then the grievance has to be resolved at the 

Department level.  

 

• Nodal Officer (PG) can call for clarification of complaints from the 

complainant before resolution of the complaints. 

 

• In case resolution of grievance takes time, Nodal Officer (PG) can 

send interim reply to the complainant. 

 

• After the grievance is examined by the Department and appropriate 

action is taken (i.e. grievance is resolved), send Action Taken Report 

online to DP&AR(GGC) 

 

• If ATR of the Department is accepted by the Government in DP&AR 

(GGC), the grievance will be disposed finally and Final Reply Letter 

sent to the complainant online by Nodal Officer (GGC). 
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RECEIPT OF GRIEVANCE AT THE 

CONCERNED DEPARTMENT 

 

20 



 

EXAMINATION OF GRIEVANCE 

AT CONCERNED DEPARTMENT 
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EXAMINATION OF GRIEVANCE 

AT CONCERNED DEPARTMENT 
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EXAMINATION OF GRIEVANCE 

AT CONCERNED DEPARTMENT 
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ACTION TAKEN REPORT FROM 

CONCERNED DEPARTMENT 
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FINAL DISPOSAL OF GRIEVANCE 
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 CHECKING STATUS OF GRIEVANCE 
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CHECKING STATUS OF GRIEVANCE 
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CHECKING STATUS OF GRIEVANCE 
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CHECKING STATUS OF GRIEVANCE 
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PROCEDURE FOR RESOLUTION OF 

GRIEVANCES 
• Case 2: If the grievance received is such that action has to be taken 

by a subordinate office, then such grievance shall be forwarded by 

Nodal Officer (PG) to the concerned subordinate organisation. 

 

• Nodal Officer (PG) of the subordinate office can call for clarification 

of complaints from the complainant or in case resolution of 

grievance takes time, he can send interim reply to the complainant. 

 

• After the grievance is examined by the subordinate office and 

appropriate action is taken (i.e. grievance is resolved), Nodal Officer 

(PG) of subordinate office shall send Action Taken Report online to 

the parent Department. 

 

• ATR received from sub-ordinate office should be forwarded online to 

Nodal Officer(GGC) for final disposal 

 

30 



 
FORWARDING OF GRIEVANCE TO 

SUBORDINATE ORGANISATION 
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PROCEDURE FOR RESOLUTION OF 

GRIEVANCES 

 

• Case 3: If the grievance forwarded from DP&AR(GGC) is not at all 

related to the Department or even its subordinate organizations, 

this option Return the grievance back can be taken.  

 

• The case will get returned back to higher authority who has 

forwarded it.  

 

• In this case, DP&AR(GGC) will re-forward the case to a suitable 

organisation for resolution of the grievance 
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RETURN OF GRIEVANCE TO 

DP&AR (GGC) 
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Thank You 
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