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Improving Health System Literacy  
for CALD Communities  

 

INTRODUCTION 

 
This document provides applicants with advice and guidance about submitting a proposal. 
Applicants are advised to carefully review the instructions and assessment criteria prior to 
completing the application form (available for download at http://bsphn.org.au/tenders/). 
 

BACKGROUND AND CONTEXT 

 
Primary Health Networks (PHNs) have been established with the key objective of increasing the 
efficiency and effectiveness of health services for patients, particularly those at risk of poor health 
outcomes, and improving coordination of care to ensure clients receive the right care in the right 
place at the right time. 
 
The Brisbane South PHN region is home to nearly a third of Queensland’s population of people born 
overseas, and a large percentage of the state’s refugee population. Among the culturally and 
linguistically diverse (CALD) population residing in the region there is a high proportion of people 
from non-English speaking background, with low English proficiency as high as 12.6 per cent in some 
areas.  
 
It is known that people from CALD backgrounds have difficulty navigating the Australian health system 
and understanding standards in healthcare. Many CALD communities are unaccustomed to the 
concept of preventative health and primary health care. This is supported by results of the ‘Adult 
Literacy and Life Skills Survey’ conducted in 2006. The survey identified that 59 per cent of adults 
possess low levels of health literacy. Higher rates of inadequate health literacy have been identified 
among people born in a country other than Australia and in particular those from a non-English 
speaking background.  
 
Health literacy is a health determinant evidenced by the relationship between low literacy and poor 
health outcomes. At a population level, low levels of health literacy impact the financial 
sustainability of Australia’s wider health system through increased expenditure resulting from 
inappropriate and untimely use of services. Effective communication and education regarding 
available services, including how and when to access them, is key to facilitating equitable access and 
the delivery of the right care, at the right time and in the right place. Effective communication is 
influenced by factors including English language proficiency, literacy in first language, cultural 
context and access to skills and/or resources. 
 
 
 
 
 
 

http://www.bsphn.org.au/
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A scan of the current health system navigation educational opportunities showed there was scant 
availability of such programs/opportunities, whether structured or unstructured.  The current 
programs target individuals, are ad hoc and opportunistic and often limited in their geographic and 
community reach. 
 

PROCUREMENT PURPOSE 

COMMISSIONING RATIONALE 

The purpose of this commissioned work is to build capacity in health system navigation (namely 
accessing hospital and emergency department (ED), interpreter use and the Australian health 
system) in community-based, grass root CALD associations, groups and organisations working with 
the vulnerable CALD communities in target areas. Engaging the community development approach 
and innovative ideas, the provider could train community champions, leaders or link with grass root 
community activities to guide their community to navigate the Australian health system.   
 
Brisbane South PHN identified through stakeholder consultations that navigating the Australian 
health system, timely and appropriate use of ED, and low interpreter use continued to be key 
operational barriers hindering CALD communities’ access to primary health care.  Analysis of 
available data highlights more frequent use of ED by the CALD communities who have higher English 
proficiency. The review also highlighted that barriers existed across different populations and/or 
cultural groups affecting women, youth, the aged, established migrant and refugee communities 
and the newly arrived humanitarian entrants. Their key vulnerabilities identified were low levels of 
literacy in their first language, low levels of health literacy, low income and/or low English language 
proficiency.  
 
A vast array of translated resources exist, however, these are not easily accessible to the community 
due to lower literacy in both language and technology, and the lack of awareness. The literature and 
the stakeholder consultations recommended that any capacity building approach should be multi-
modal, and be done by and with the community in conjunction with health professionals. 
 
Prioritised for this strategy are vulnerable CALD communities (non-English and English speaking) in 
the Logan Local Government Area, Inala (located within the Forest Lake-Oxley SA3) and Acacia Ridge 
areas (located within Rocklea-Acacia Ridge SA3s) based on the needs assessment that indicated 
these areas have a high proportion of people from non-English speaking backgrounds, low English 
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language proficiency and a higher proportion of children and youth (0-17 years old). These 
communities have one or more of the key vulnerabilities in health literacy, i.e. low levels of literacy, 
low levels of health literacy, low income and/or low English language proficiency. 
 

SERVICE SPECIFICATIONS 

OUTCOMES SOUGHT 

 
Brisbane South PHN is seeking innovative responses to support people who are culturally and 
linguistically diverse to navigate the Australian health system.  Solutions need to be applied in 
multiple areas, be cost effective and sustainable over the medium term, address multiple languages, 
and be easily accessible.  
 

PROGRAM MODEL 

 
Partnerships, alliances and consortia arrangements are welcome but not required – any 
collaborative responses need to be submitted as a single application. 
 

GOVERNANCE, QUALITY SYSTEMS AND RISK MANAGEMENT 

 
Applicants must demonstrate excellent community engagement frameworks and an appropriate 
clinical governance enabling effective delivery of services. Applicants are required to demonstrate 
alignment with any relevant standards and hold the appropriate level of accreditation 
commensurate to their scale and business. In addition to strong community engagement and an 
appropriate clinical governance, applicants are required to have robust financial and risk 
management strategies in place to manage safety, reputational, demand and financial risks and 
mitigate them through early action and identification. 

 

PERFORMANCE, REPORTING AND EVALUATION 

 
Successful applicants will be required to regularly report their performance to Brisbane South PHN. 
Performance will be monitored and measured across domains such as quality, value for money, 
efficiency, effectiveness, ability to service priority populations, and client and stakeholder satisfaction. 
Providers will be monitored across a range of Key Performance Indicators (KPIs) and metrics in line 
with the agreed performance framework. 
 

BUDGET AND FEES 

 
The indicative funds available are $60,000.00.  
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EVALUATION METHODOLOGY 

MANDATORY CRITERIA 

Applicants will be required to submit a declaration of eligibility confirming compliance with the 
below mandatory criteria (as applicable): 

 ABN, GST registration 

 Existing capacity or ability to rapidly acquire capacity for service/s 

 Ability to deliver services by appropriately trained health workers 

 Ability to deliver services which are culturally appropriate.  

EVALUATION CRITERIA 

Criteria  Weighting  

Service delivery  

Proposed activities articulate how the target communities will be reached in 
innovative ways including addressing sustainability  

30% 

Describes how existing community groups/associations/organisations will be used 
to reach maximum coverage of the target communities 

20% 

Proposed budget is within limit of funding and demonstrates efficient use of 
resources 

20% 

Provider capacity  

Demonstrates current successful collaboration and working with the target 
communities  

10% 

Demonstrates current successful collaboration and working with other providers 10% 

Demonstrates appropriate clinical governance 5% 

Demonstrates experience to report accurately on process and outcome indicators 5% 

 

DUE DILIGENCE 

Brisbane South PHN will conduct due diligence on organisation/s. Successful tenderers shortlisted 
will be required to submit the following: 

 Public Liability Insurance – Certificate of Currency (minimum $20 million per claim) 

 Professional Indemnity Insurance – Certificate of Currency (minimum $10 million per 
claim) 

 WorkCover – Certificate of Currency 

 Other certifications and insurances as appropriate to the nature of the services (e.g. 
working with children, volunteer insurance) 

 Annual Audited Accounts (most recent financial year) 

 List of accountable, legally-assigned office bearers, including names and position titles 
(e.g. directors, executive officer and company secretary) 

 A completed Vendor Form, including bank details 

 Evidence of Goods and Services Tax (GST) status and registration date. 
The standard PHN contract will be used with providers. The terms and conditions will be agreed 
upon submission of EOI. 
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CONFLICT OF INTEREST 

Conflict of interest refers to situations in which personal, occupational or financial considerations 
may affect, or appear to affect the objectivity, judgment or ability to act in the best interests of 
Brisbane South PHN in relation to the outcome of this procurement. 
 
Examples of “conflict of interest” include but are not limited to the following:  
 

o Existing relationships with Brisbane South PHN either as members (board or 
collaborative partners), related parties, intermediaries and/or service providers; 

o Acceptance or provision of gratification from/to customers, intermediaries or potential 
service providers;  

o Disclosing confidential information received in the course of the procurement activity in 
order to obtain personal benefit for the individual or for any other person or entity 
related to the procurement;  

o Non-disclosure of any interests in an entity which provides services or competes in some 
way for the services tendered by Brisbane South PHN;  

o Financial interest in outside activities, other employment and directorships without 
disclosing to Brisbane South PHN;  

o Insider Trading;  
o Negotiating on behalf of the Brisbane South PHN with parties in which there is financial 

interest and no formal disclosure; 
o Acceptance of substantial gifts or entertainment (including non-monetary inducements) 

that may influence behaviour in a way that conflicts with the interests of Brisbane South 
PHN.  

o  
In order to avoid conflicts of interest, affected persons must not place themselves in a position 
where their personal interest conflicts with the interests of Brisbane South PHN. 
 

SELECTION PROCESS  

 
Applications will be reviewed against the selection criteria. Conflicts of interest of panel members 
will be declared and managed appropriately. Brisbane South PHN reserves its right to: 

 In evaluating EOI responses, take into account any matter that Brisbane South PHN, in its 
absolute discretion, considers relevant (whether or not that matter forms part of the 
evaluation criteria) 

 Develop and consider sub-criteria for any, or all, of the evaluation criteria 

 Take into account information provided in response to a particular criterion in the 
evaluation of any other criterion 

 Take into account information from its own and other sources in evaluating EOI 
responses 

 Request additional information or clarifications in relation to any EOI responses, 
including via interview or presentation. 
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ELIGIBILITY CRITERIA 

 
Applicants must provide the following documents: 

 Public Liability Insurance – Certificate of Currency (minimum $20 million per claim) 

 Professional Indemnity Insurance – Certificate of Currency (minimum $10 million per claim) 

 WorkCover – Certificate of Currency 
 Other insurances as appropriate to the nature of the services (e.g. volunteer insurance) 

 Annual Audited Accounts (most recent financial year) 

 Profit and loss statement 
 List of accountable, legally-assigned office bearers, including names and position titles (e.g. 

directors, executive officer and company secretary) 
 Evidence of Goods and Services Tax (GST) status and registration date. 

 
Organisation/s eligible to apply include, but are not limited to, the following current legislations and 
their subordinate legislation or regulations as may be amended from time to time: 

 Associations Incorporation Act 1981 (Qld) 

 Religious, Educational and Charitable Institutions Act 1861 (Qld) 

 Cooperatives Act 1997 (Qld) 

 Corporations Act 2001 (Cth) (provided such organisation is a company limited by 
guarantee with not-for-profit objectives) 

 Community Services Act 2007 (Qld) 

 Local Government Act 2009 (Qld) 

 Education (General Provisions) Act 2006 (Qld) (including Parent and Citizens 
Associations) 

 Private allied health practices.  
Applications are welcome from a single organisation or a collaboration of organisations however the 
lead organisation must satisfy the mandatory and eligibility conditions.  
 

SUBMITTING YOUR PROPOSAL 

KEY DATES 

Stage Process Date 

EOI/RFP EOI released to market 29 May 2018 

Market briefing 8 June 2018 

Responses received by 29 June 2018 

Selection completed by  10 July 2018 

Contract stage Due diligence and contract preparation 29 June –24 July 2018 

Contracts executed 31 July 2018 

Services commence 1 August 2018 

QUESTIONS 

 
If you have any questions or require further information throughout the process, please email your 
question to emonsef@bsphn.org.au or phone 07 3864 7575. 
Please be aware that any new information provided in addition to this EOI will be made available to 
all who have received the EOI.  
 

mailto:emonsef@bsphn.org.au
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SUBMITTING YOUR PROPOSAL 

 
Expressions of interest are due at 3pm on 29 June 2018.  

 Proposals can be submitted electronically via email  
o Electronic: email your application form and documents as only PDF or Word documents 

to tenders@bsphn.org.au 
o Attachments are to be no larger than 10MB in total. Attachments can be sent in separate 

emails. Please ensure all attachments are identified (named) adequately.  
 

 Or posted/delivered in hardcopy  

o Hardcopies can be posted to: Brisbane South PHN – Tenders PO Box 6435, Upper Mt 
Gravatt, QLD 4122  

o Or delivered to: Brisbane South PHN – Tenders First Floor, Building 20, Garden City Office 
Park, 2404 Logan Road, Eight Mile Plains, QLD 4113  

 

DECLARATION AND GENERAL CONDITIONS FOR APPLICATIONS AND FUNDED 
PROGRAMS 

 

 The successful applicant will be offered a contract with Brisbane South PHN comprising the 
Brisbane South PHN’s Contract Terms and Conditions and a Program Schedule. The Contract 
Terms and Conditions passes on clauses to providers from our Deed of Agreement with the 
Australian Government Department of Health.  
 

 The following conditions apply to the application process: 
o Incomplete or ineligible applications cannot be processed or considered  
o This EOI does not create a legal or binding commitment, arrangement or 

understanding between Brisbane South PHN and the recipient of the Invitation to 
Tender. Any such commitment will be the subject of further negotiation and 
documentation 

o Completion and submission of the Expression of Interest Application Form will not 
necessarily result in funding 

o This EOI may be reviewed and amended at any time 
o The applicant unconditionally agrees to bear all expenses and costs associated with 

preparing their application. 
 

 Brisbane South PHN reserves the right to:  
o Seek clarification and additional information in relation to applications in writing or 

verbally 
o Vary the process or any part at any time before or after receipt of an application; 

and/or 
o Accept or reject any or all applications. 

 

 Brisbane South PHN may share the information received through the application process 
with any member of the assessment panel and within Brisbane South PHN. 
 
 
 
 

mailto:tenders@bsphn.org.au
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 The following conditions apply to funded programs: 
o Successful applicant (lead) organisation will be asked to sign an agreement with 

Brisbane South PHN outlining the specific program deliverables, timeframe, agreed 
budget and reporting requirements 

o Brisbane South PHN may attach special conditions to a service. Any special conditions 
applied to the service will be agreed with the applicant and outlined in the Program 
Schedule 

o Successful applicant is requested to submit tax invoices in order for payment to be 
processed 

Brisbane South PHN reserves the right to undertake quality assurance checks on all lead 
organisations to ensure funding is spent in accordance with the Contract Terms and Conditions and 
Program Schedule.  


