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Comments and Complaints 
 
The Medical Cannabis Council (MCC) recognises that that there will be times when our 
Board, Member’s, management and volunteers make mistakes, or get things wrong. In order 
to learn from such mistakes we need to know about them and encourage people to comment 
or complain. Such comments or complaints will always be taken seriously, recorded and 
responded to as detailed in the procedure for resolving complaints within this policy 
statement. 
 
1 Purpose 
 
The purpose of this policy is to provide details of how comments and complaints can be 
provided to MCC and how they will be received/managed. 
 
This Policy seeks to: 
  

- Provide a system to receive and distribute comments or complaints for consideration 
and action as appropriate; 

- Provide a system to effectively investigate complaints in relation to any aspect of 
MCC operations; 

- Develop an organisational culture that accepts comments/complaints as an 
opportunity to improve the service to Member’s and acknowledges Member’s or a 
member of the general public’s right to provide comments or complaints about 
matters that affect them; 

- Provide a process which is accessible to all, with assistance provided for Member’s 
or the general public to lodge comments or complaints where required; and 

- The privacy and fair treatment of parties involved in the provision of comments or 
complaints including staff or Members where relevant. 

 
2 Definitions 
 
A Complaint is an expression of dissatisfaction with MCC’s decisions, policies, procedures, 
activities, staff, Board, representatives or the quality of the service it provides. Dissatisfaction 
may arise from activities conducted management or from the impact of a particular policy or 
procedure. 
 
A Comment is general information provided to MCC by a Member or the general public. The 
information may be positive or negative and generally does not require follow up action. 
 
Management are staff and volunteers who make up the executive body of MCC. 
 
Managing Director is the initial position with executive authority beneath the governing 
authority of the Board. The Managing Director manages MCC at the behest of the Board. 
 
Member’s are Ordinary Member’s of MCC. 
 
MCC is the Medical Cannabis Council. 
 
Staff refers to members of management. 
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3 Policy Statement 
 

1. MCC acknowledges the right of Members and the general public to provide 
comments and complaints relating to MCC services, activities, decisions or actions.   
 

2. MCC will deal with comments and complaints received in a fair, prompt and 
professional manner.  

 
3. MCC is committed to building the capacity of management to effectively handle 

comments and complaints in an environment of continuous improvement. 
 

a. All Comments or Complaints will be acknowledged within 3 working days 
using an appropriate method of communication.  

b. Staff are empowered to deal with core MCC business, resolve issues 
wherever possible at first contact, and provide a response within 10 working 
days. 

 
4. In seeking to resolve complaints all relevant material in relation to the matter will be 

sought and a full investigation undertaken. Where an issue cannot be resolved 
quickly the complainant will be advised of the processes and timeframes within which 
a response will be received. 
 

5. Complainants will be informed of the avenues of appeal/redress available to them if 
they are not satisfied with the reply from MCC in relation to a particular outcome, 
decision or action that directly affects them. 

 
6. In receiving and managing comments and complaints, MCC will comply with relevant 

legislation such as the Independent Commissioner Against Corruption Act, Freedom 
of Information Act, Whistleblowers Protection Act and Privacy Act. 

 
4 Roles and Responsibilities 
 
The General Manager is ultimately accountable for the management of, and response to, 
complaints. 
 
Employees and Contractors are responsible for:   
 
5 Procedural for Resolving Complaints 
 
Any person, group of people, body or organisation may lodge a complaint. The Comments 
and Complaints Policy is not limited and includes all Member’s and the general public. 
 
To assist with investigation and resolution, complaints should be lodged as soon as 
practicable and, wherever possible, within 90 days of becoming aware of the matter which is 
the subject of the complaint. 
 
5.1. How to Lodge a Comment or Complaint 
 
A comment or complaint can be lodged: 
 

- By email to info@medicalcannabiscouncil.org.au 
- By post to PO Box 13, Ocean Shores, NSW, 2483. 
- For certain complaints, the Chairperson of the Board, currently Mr Adam Miller, at 

adam@buddingtech.com. 
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When lodging a comment or complaint, it is essential to provide as much information as 
possible to enable appropriate treatment of the feedback provided. This may include: 
 

- Name, address and contact details; 
- Dates relevant to the issue being communicated; 
- A complete description of circumstances/relevant information; 
- If known, the person associated with the situation; 
- What action (if any) has been taken to resolve the situation; 
- Details of the action(s) being requested; 
- Any supporting documentation that can be provided; and/or 
- Anonymous comments or complaints will not be followed up unless to not do so 

would place another person at risk or harm. 
 
5.2. Tier One 
 

1. All comments or complaints should be acknowledged within 3 working days using an 
appropriate method of communication.  

2. Management is empowered to deal with core MCC business, resolve issues 
wherever possible at first contact, and provide a response within 10 working days.  

3. If a resolution cannot be provided within this timeframe management is required to 
advise the complainant when a resolution will be provided.  

4. Details of written complaints will be recorded and workflows will monitor completion 
timeframes. Workflows will escalate a matter that is not completed within the required 
timeframes. 

 
5.3. Tier Two 
 

1. Unresolved matters will be referred to the General Manager. 
2. Workflows will monitor completion timeframes and escalate a matter that is not 

completed within the required timeframes. 
3. All discussions/communications, documentation and material associated with the 

matter must be recorded and appropriately stored (taking into consideration the 
nature of the information and the level of confidentiality to be applied). 

4. Tier 2 matters will be completed wherever possible within 10 working days of receipt 
by the General Manager. 

5. Tier 2 matters that are not completed within 10 working days will be escalated for 
action. 

 
5.4. Tier Three 
 

1. The Chairperson of the Board is responsible for working with the General Manager to 
resolve matters that have not been resolved within 20 days, and will act in the 
capacity of Investigating Officer.  

2. Workflows will escalate those matters automatically.  
3. Tier 3 investigations will, wherever possible, be completed within 28 working days.  
4. If a matter is unable to be resolved to the satisfaction of the customer they may 

request an internal review of the by the Board.  
 

 
6 References 
 
MCC Code of Conduct 
Independent Commissioner Against Corruption Act 2012 
Freedom of Information Act 1982 
Whistleblowers Protection Act 1993  



 
 
 
 
 
 

P1.05b_Comments and Complaints _v1.0                4 of 4 

Privacy Act 1988 
 
7 Further Assistance (where applicable) 
 
Further advice and/or assistance on this policy is available from management. 
 
 
Document Control and Record of Changes 
 

Version Revision Date Prepared By Approved By Summary of Change 

v0.1 05/10/2017 B. Bratter The Board  

v1.0 20/11/2017 B. Bratter The Board  

 
 
 


