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0. INTRODUCTION. WORK METHODOLOGY AND WORK DEVELOPMENT 

PROCESS. 

 

0.1. Summary. 

 

This project corresponds to a business plan based on a company that provides social 

and health services at home to children, the elderly and dependents, the company will 

be called Amb tu. 

 

Amb tu is born with the idea of solving the socio-sanitary needs at home in a legal, fast 

and comfortable way, with highly qualified staff. It distinguishes itself from the competition 

by offering more services, speed of the process, training and excellent quality / price 

relationship. 

 

The way in which we will approach our target market is through two of Kotler's (1982) 

competitive strategies. The first the competitive strategy chosen is differentiation. We will 

use the 4Ps to to differentiate ourselves from the competition with service, 

communication, distribution and price. 

 

On the other hand, the second competitive strategy chosen is the ‘niche’ strategy 

detailed by Kotler and Keller in Marketing Management (2012). Our company will focus 

its resources on addressing only the market of the province of Castellón.  

 

With this we want to know the potential of the market, know better the needs of customers 

without making a large investment and with less risk. In case of obtaining good results, 

we would consider carrying out a market development strategy throughout the national 

territory, since we would have a base of satisfied customers who can recommend us. 

 

Our client profile usually varies depending on the service that we demand, we place the 

age range between 30 and 80 years. As for the purchasing power of customers, it can 

be contracted by all types of customers, since the price of the service is quite competitive, 

but it is more aimed at customers with a medium-high purchasing power. 

 

The project will be structured in the following way. In the first place, we will try to see the 

analysis of current market opportunities and how to take advantage of them. We will also 

show what our activity will consist of and how we will differentiate ourselves from other 

competitors in depth. 
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Secondly, we will analyze the situation of the company, the environment, both the 

variables that can be controlled by the company and those that do not and other aspects 

related to marketing. 

 

In the third place, we will make a human resources plan. In this we will deepen on the 

staff that will be part of the company and on what functions they will perform. And also, 

a financial plan on the forecast of sales of these services in order to see if the business 

project is profitable or not. And finally, we will try to deepen the conclusions that we have 

reached after the realization of this business plan. 

 

0.2. Purpose of the TFG and justification of the choice of subject. 

 

The main objective of this project is to investigate the potential of this market need and 

define the actions we will take to start up the company. Regarding the justification of the 

subject, we thought this business idea was interesting because this year we had the 

need to hire this type of services since my grandmother broke her hip. And looking for 

companies that were dedicated to this type of service in the province of Castellón we 

realized that there were few compared to other areas of Spain. 

 

In addition, according to data from the INE (2018) the aging of the Spanish population is 

a reality and future predictions indicate that it will increase in the coming years. Finally, 

Spanish life expectancy shows increasing growth.  

 

This is why we believe that focusing in the market ‘niche’ of elderly can be an interesting 

decision because in the most important population group in the coming years. And 

therefore, these services will gain weight in the market and I think it is an interesting 

investment today. 

 

0.3. Work methodology. 

 

The methodology that we have adopted to carry out the project is as follows. In the first 

place, I met my tutor in a meeting in which we talked about what kind businesses I was 

interested in, where I could look for information to inspire me and how I should do it. 

 

Secondly, once I was clear that I would be dealing with my project, I set dates for each 

evaluation of each of the sections and these was sent to the tutor to keep in mind when 



10 
 

I was going to send each part. And thirdly, I started to develop the work in compliance 

with the terms previously determined. 

 

 

0.4. Relationship of the TFG with the subjects of the Degree. 

 

In the present project we have used knowledge acquired throughout the Degree in 

Business Administration and Management. The materials that are used for the realization 

of this work are the following. 

 

Fundamentals of Marketing (2nd year) and Operational Marketing (3rd year). Especially 

in point 7, aspects related to Marketing are discussed, this knowledge has helped us to 

carry out a complete analysis and actions efficiently. 

 

English for the company (3rd year). To carry out the project and the exhibition, the 

knowledge of this subject has been important to improve both for the writing and the 

exhibition. 

 

Analysis and formulation of strategies (3rd year). Especially for points 5 and 6, we have 

used the knowledge acquired in this subject to analyze the competition and use effective 

strategies for the situation detected. 

In this project we have also used knowledge acquired in the following subjects. Financial 

Accounting, Operation Management and Analysis of Financial Statements, to establish 

the Financial Plan and address the economic viability of the company. 
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1. EXECUTIVE SUMMARY. 

1.1. Problem-solution-opportunity. 

 

At present, the Spanish population is deeply aged and according to experts it will not be 

mitigated in the coming decades. According to data from the Transforma España 

Foundation, the group over 65 years of age will register a large increase, since in 1960 

these represented 8.2% of the total, in 2018 it represents 19% and according to the 

forecasts in 2031 they will shoot up to 26, 2%. (Conde, 2018).  

 

Another aspect to be highlighted is the increase in life expectancy in Spain, since 

according to the latest OECD report, Spain is the second country with the highest life 

expectancy of the entire OECD, with an average of 83 years. And the prospects indicate 

that it will increase in the coming years. (Poncini, 2017) 

 

Taking into account these aspects, the business idea is to offer social and health services 

for the elderly, children and dependents, covering the province of Castellón. Amb tu will 

not use intermediaries to sell our services, and we will sell your services directly through 

the website and the physical store located in the city of Castellón. 

 

This business idea could have a good opportunity in the current market, since it is a 

service with prospects of increasing in the future and with a competition not very fierce 

compared to other areas of Spain. The target audience, as we mentioned earlier, is 

usually a person of about 30-80 years old and with a medium-high purchasing power. 

 

1.2. What we do. 

 

To build this company we will have to analyze what the competition offers to have a 

global orientation of what it is necessary to possess to offer a quality service that satisfies 

our clients. 

 

For this we will hire a group of specialists, when necessary with experience in different 

branches. Psychology, Medicine, Physiotherapy, Nursing, social worker and Pediatrics. 

These will analyze the medical situation of each client and advise the caregiver about 

what is to take into account and the methodology to follow. In certain cases, the specialist 

will be who will perform the appropriate tasks. 
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For the creation of the website we subcontract to a computer company to make us a 

current web page, safe and easy to control. Besides, we will look for a physical store to 

in an accessible area so that our potential customers can approach and contract our 

services easily. 

 

1.3. The business model. 

 

Next we will show the Amb tu business plan using the CANVAS model to see the key 

aspects of the organization, as it organizes the operation where the companies create 

value. Also, the strengths and weaknesses are captured in a very visual way. (Illustration 

1) 

 

Illustration 1. Model CANVAS. 

 

Source: Own elaboration. 

 

1.4. The competitive advantage. 

 

The main competitive advantages the company will offer to the clients will be the 

diversification of services offered and the excellent quality of the service. Therefore, Amb 

tu seeks to offer a high quality home service and a wide range of services, offering 

practically a personalized service. The objective is that customers perceive the high 

quality of the service and keep it in mind over other options. 
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In addition, another aspect that can differentiate it from the competition is the response 

time in which we get in touch with our customers, guaranteeing the sending of the budget 

or allocation of personnel between 24 and 48 hours from the reception of the mail or the 

customer's visit to our local. The term of hours may vary if there is a non-working day. 

 

Another aspect that makes us different from the rest is the professionalism of the staff, 

since all the workers are specialized in their field and have proven experience. 

 

1.5. The market. 

 

Our business idea focuses on offering socio-health services at home to the elderly, 

dependents and children / babies. Therefore, the profile of our potential client is a person 

or family unit that is responsible for an elderly person, dependent or child and can not be 

in charge of this 24 hours a day. 

 

According to the latest INE data, the province of Castellón has 587,508 inhabitants and 

the distribution of ages is fragmented as follows. As we can see in the graph below, the 

population of less than 30 years is underrepresented with respect to adults from 30 to 65 

years, which are the most representative age range in the population of the province of 

Castellón.  

 

And finally, the age range of more than 65 years is less represented than the previous 

ones, but how the bulk of the Spanish population is in middle age, this suggests that in 

the future will grow the number of people over 65 years. (Graph 1) 

 

Graph 1. Population of the province of Castellón distributed in ages, data of 2014. 

 

Source: INE. 
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The main target audience will be elderly people who need social and health assistance 

at home. According to INE data, there are 103,397 people over 65 years of age in 

Castellón. 

 

On the other hand, the second line of business of Amb tu will be the social-health service 

for dependents. According to the latest data from the Institute for the Elderly and Social 

Services, in 2017 the number of dependents in the province of Castellón was at 7.005 

people, 5,770 receive financial benefits and the other 1,235 people receive no benefits. 

(Rios, S. y Escrig, S., 2017)  

 

And finally, the third and last line of business of the company is the social-sanitary service 

to children / babies. According to the latest INE data, in Castellón there are 90,538 

inhabitants who are between 0 and 15 years old. 

 

Therefore, adding all these records, we obtain that 200,937 inhabitants are the potential 

clients that exist in the province of Castellón and that they may request these services in 

a near future. 

 

1.6. The competition. 

 

 

As for the competition, Amb tu will have an average competition, because in the province 

of Castellón there are seven companies that are dedicated to offer this type of services. 

Our main competitors operate in both the public and private sectors and often offer home 

services to seniors and dependents, in addition to providing cleaning services to both 

individuals and companies. Some competitors also offer babysitting services for babies 

or children. And some are also caregiver placement agencies. 

 

After analyzing the market for these services, a large number of customers ask for 

assistance through a public body, the city council, and it is the city council itself that 

contacts the private company for their attention. So it is essential to achieve these 

municipal concessions to achieve customers in a short term and make our business 

viable. 

 

The competitors that operate in the province of Castellón are Sain, Cuidum, 

Interdomicilio Castellón, Asisthogar Castellón, Ayuda Familiar Castellón, Estem per tu 

and Aiudo. 
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1.7. The team. 

 

Amb tu will be formed by a highly trained team of people to develop the operations in the 

best possible way. The organization chart of the company will be the following. 

(Illustration 2) 

 

Ilustration 2. Organization chart. 

 

Source: Own elaboration. 

 

At the top of the organization chart, the manager will solve the problems that may be in 

the organization, as well as make the appropriate decisions. 

 

In the second step of the organization chart, we find 3 departments. The marketing and 

information department that will be formed by a person who will be responsible for the 

maintenance of the website and social networks.  

 

On the other hand, the doctor who will advise the caregivers and give diagnoses to our 

clients, in cases where the client needs the service of a specialist, we will hire areas like 

physiotherapy, social worker, pediatrics and nursing that will treat to our clients and 

advise the caregivers.  

 

And finally, the customer service and accounting department consisting of two people, 

these employees will be responsible for making budgets, ensure the viability of each 

service, coordinate services, administration tasks, customer service and accounting. 

 

And in the third step, 15 polyvalent caregivers who can perform almost all the services 

offered by the company. These employees will work according to the demand that we 

have, that is, they will work for hours. 

Manager

1 person.

Marketing and 
Information 

Departament.
1 person.

Doctor

1 person.

Caregivers.

Customer care and 
Accounting 

Departament.
2 people.
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1.8. Economic-financial summary. 

 

In this section we will see a summary of what deal with in point 10, the Financial Plan. 

First of all, to start up our business we will make an initial investment, since we will need 

both tangible, intangible and financial assets. 

 

In the table below (Table 1), the initial investments are shown before starting the activity 

and the depreciations that will suffer by the fixed assets in the next 3 periods. 

 

Table 1. Investment Data. 

 

Source: Own elaboration. 

 

In the following table (Table 2), the profit and loss account corresponding to the first three 

periods is shown. In it we can see that the benefits will increase in the coming years, 

since it is expected that the provision of services will grow. 
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Table 2. Annual profit and loss account. 

 

Source: Own elaboration. 

 

Finally, in the following table (table 3), the balance of the first year and the following two 

years is shown. The main aspect to be taken into account in this table is that the balance 

sheets are square, the asset must have the same amount as the liabilities and net worth 

together. 
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Table 3. Balance. 

 

Source: Own elaboration. 
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2. THE COMPANY. 

2.1. Company's presentation. 

 

We will create the company of socio-sanitary services at home at the end of 2018 and it 

will receive the name of Amb tu. This name means you. 

 

This company arose with the idea of solving the needs of lack of services at home for 

seniors, children, and dependents. Also to offer a comprehensive service at home with 

an efficient, fast and quality service, as we offer many services such as cleaning, 

cooking, care, advice, personalized exercises, medical check-ups, and so on. The CNAE 

of these activities are 8811, 8812, 8891, 9700 and 8622. 

 

To attract potential customers in the province of Castellón, the company will have a web 

portal and a physical location in the city of Castellón.  

 

2.2. Mission-Vision-Values. 

 

2.2.1. Mission. 

 

The mission of Amb tu is to offer high-quality social-health home services for the elderly, 

dependents and children. Our Company is aimed to the entire population of the province 

of Castellón that needs this type of service. 

 

2.2.2. View. 

 

The vision of Amb tu is to be recognized as a leader in the province of Castellón in socio-

sanitary services at home, offering a quality service that safeguards the health of people 

and contributes to the well-being of people. 

 

2.2.3. Values. 

 

The values of the company are the following are listed next. 

 

- Interdisciplinarity. We favor the integration of different disciplines to offer the customer 

the best possible service. 

- Comprehensive care. We try to offer a service that meets the needs of our clients, 

offering services practically on demand. 
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- Confidence. We plan the attention with time, we carry out follow-ups and evaluations 

of the service. 

- Quality. Commitment in the pursuit of excellence. 

- Continuous improvement. We are committed to the continuous improvement of our 

service processes, our technical knowledge and our clients' perception of the service. 

- Commitment to people. We commit ourselves to our workers, fostering their talent with 

training, creating an atmosphere of respect within the organization and rewarding 

workers for the fulfillment of the objectives. 

- Adaptability. We adapt to the needs of the client, offering a service practically ‘à la 

carte’. 

 

2.3. Description of the activity / Lines of business / Products and services. 

 

The main objective of this project is to be a physical and web site that offers high quality 

home services for seniors, dependents and children. This service will be offered to the 

province of Castellón. 

 

The main reason why we have opted for this business is due to the aging of the Spanish 

population and its growth prospects in the future, which will generally lead families to 

contract more this type of services and consequently, the number will increase of 

customers and the benefits. Therefore, we have seen a good business opportunity to 

take advantage of this situation. 

 

2.3.1. Strategic objectives. 

 

The strategic objectives of Amb tu are the following. 

 

- Receive an 8/10 grade of quality perceived by the client in post-service surveys in 2020. 

- Raise 20% of the investment made during the first year. 

- Achieve a market share of 10% in our target market in 2019. 

- Get more than 5000 followers on Facebook in March 2019. 

- To obtain more than 5 agreements with town halls in 2019, so that through public 

services of social services we can get more clients. 
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2.3.2. Business lines. 

 

The lines of services that we will offer our clients will be three, the line of services for the 

elderly, the line of services for dependents and the line of services for children / babies. 

 

Within the first line of services, elderly people, the services offered will be these: 24-hour 

health service, home intervention, technical service, home physiotherapy, cleaning 

service, geriatric service, psychological service, food service and accompaniment to the 

hospital. 

 

The second line of services, dependents, these will be the services of this line: 24h health 

service, home intervention, home physiotherapy, technical service, patient care, 

psychological services, food service and cleaning service. 

 

And third line of services, children / babies, the services of this line will be: babysitting 

service, physiotherapy at home, pediatric service, 24h health service, psychological 

services, food service and cleaning service. 

 

2.3.3. Products and services. 

 

The services we offer on the website and in the physical store correspond to home care 

services. The services will be the following: 

 

- Accompaniment and home intervention to elderly and dependents. (1) (2) 

- Geriatrics and care for the sick. (1) (2) 

- Physiotherapy at home. (1) (2) (3) 

- Babysitting services for children and babies. (3) 

- Cleaning service at home. (1) (2) (3) 

- Psychological service. (1) (2) (3) 

- Technical service, customer orientation on what services and to what extent they can 

be subsidized by the state. (2. 3) 

- 24 hours health care. (1) (2) (3) 

- Medical service. (1) (2) (3) 

- Pediatric service. (3) 

- Physiotherapy service. (1) (2) (3) 

- Food service. (1) (2) (3) 
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(1) Seniors. 

(2) Dependent people. 

(3) Children / babies. 

 

2.4. Definition of the market: delimitation and quantification. 

 

At this point, I will try to see the stage of life of the market in which this business is 

located. As the franchise portal in Spain, franquicias.es, points out, the aging of the 

population has created a great need for products and services for the elderly, as well as 

healthcare services such as cleaning. Therefore, these services register an important 

growth in our country. (Anonymous, 2018). 

 

Regarding the profile and characteristics of our clients, as we have said before, these 

clients are both men and women from the province of Castellón who are in charge of a 

relative / acquaintance, dependent or child / baby.  

 

The age range of the clients is quite different depending on the type of service they hire, 

so we will place this range between 30 and 80 years. A large part of the potential clients 

will be able to contract our services, since the prices have a good quality / price ratio, 

although it is intended for clients with a medium-high income. 

 

2.5. Differential value. Innovation. 

 

The differential value of this business is framed in offering a wide variety of services, 

practically on demand, of high quality with a qualified staff at a reasonable price. Offering 

a service with a very interesting quality / price ratio. 
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3. IDENTIFICATION, DESCRIPTION AND ANALYSIS OF THE 

OPPORTUNITY. 

3.1. Definition of the opportunity detected. 

 

The detected opportunity arises from the growing need for socio-health services for 

elderly and dependent people, since according to the INE (2018), the aging rate of the 

Spanish population is increasing during the last 37 years and future prospects predict 

that the age range of over 65 years will grow enormously in the next 10 years.  

 

According to a study of the INE (2014), the aging of the population is rising due to the 

increase in life expectancy and the decrease in the birth rate. Therefore, adapting to the 

demand of this sector of the population is and will be more than interesting in the coming 

years. 

  

To be successful in this business, we have opted to offer several channels of 

communication, that is an omnichannel, as do many of our competitors. Developing a 

website, as more and more people use this medium to make their purchases and / or 

collect information about the possibilities they have.  

 

For this reason, developing a useful, complete and dynamic web is vital for our future 

clients to see us as a possibility to be taken into account. And through it, people can 

communicate with us and / or contract our services. 

 

We will also use the physical store to make our services tangible and reach a greater 

number of customers. According to a study by Deloitte, sales in Spain through the 

physical store occupy 95% of total sales, so that e-commerce sales despite their 

remarkable growth are still very low.  

 

This study also concludes that many users use the online medium to search and consult, 

and later buy in the physical store. A good example would be online companies like 

Amazon or Apple that are opening physical stores because their customers want an 

omnichannel experience. (Betrian, 2017). 
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3.2. Anchoring problem-solution. 

 

The aging of the population is an important social problem that affects Spanish society, 

as the rates show that aging is increasing and forecasts indicate that in the coming years 

it will increase even more. (INE, 2018). 

 

These problems come from the declining birth rate and the increase in life expectancy. 

These causes are joined by the effect of the baby boomers, people who were born 

between 1958-1977 and in which the birth rate increased significantly, who are entering 

very advanced ages which causes further exacerbation of aging. (Anonymous, 2017) 

 

All this endangers the existing welfare system in Spain, since with the reduction of the 

number of taxpayers of working age and the increase in the number of pensioners makes 

the system little viable. (Torres, 2017) 

 

And with the growing aging of the population, social services for dependent people 

become saturated and the neglect of these people who have to wait a long time to receive 

attention by the public system grows. (Borraz y Pi, 2015) 

 

For all this and in order to solve the problems of care for the elderly and / or dependents 

that currently exist and may be in the future, Amb tu will offer its customers a quality care 

service to solve these problems of neglect offering a service practically à la carte and 

with a good quality / price ratio. 

 

3.3. Analysis of the general environment (PEST). 

 

In this section an external analysis of the environment will be carried out, through the 

PESTEL analysis, where these four factors will be seen: the political-legal, economic, 

socio-cultural and technological factor. Looking at these factors we can better evaluate 

the current situation of the sector and detect possible threats and opportunities for the 

company. 

 

3.3.1. Political-legal factor. 

 

At this point we will take into account legal aspects that may affect the operation of the 

company. 
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This service has the complexity that the State finances this type of services, so it is quite 

regulated as it should be the service, the requirements and others. But also each 

community has laws independent of the others, then as our target market is centered in 

the province of Castellón, we will take into account the laws of the Valencian Community. 

And we will also take into account the laws that favor the creation of new companies and 

entrepreneurship. 

 

- Law 5/1997, of June 25, regulates the Social Services System within the 

Valencian Community. It regulates and structures the public system of the 

community. Preventing, treating and eliminating any cause or marginalization or 

social inequality. The coordination of resources and private and public initiatives, 

as well as social aspects of health and education systems. The development of 

people within society and the promotion of solidarity and citizen participation in 

the field of social services. 

 

- Royal Decree-Law 4/2013, article 7, in which they approve a reduced tax rate for 

newly created entities. They will pay in this reduced tax in the first tax period in 

which the tax base is positive and in the next. First, the tax base will be 15% and 

in the remaining time 20%. 

 

- Law 14/2013, of September 27, on support for entrepreneurs and their 

internationalization. Law that aims to support entrepreneurs and promote their 

growth and internationalization, promote entrepreneurial culture and a favorable 

environment for economic activity. 

 

- Royal Decree Law 3/2012, of February 10, in this Law aims to support 

entrepreneurs when hiring workers with an indefinite contract. Being able to 

deduct fiscally the payroll of the workers and reduce the quota of the Social 

Security of the entrepreneur. 

 

- Royal Decree 1077/2017, of December 29, which sets the minimum 

interprofessional salary for 2018. This law details the minimum interprofessional 

salary, which is set at 10,302.60 euros. 

 

- Decree 62/2017, of May 19, which establishes the procedure to recognize the 

degree of dependence to people and access to the public system of services and 

economic benefits. Applied with the Valencian council. 
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- Law 39/2006, of December 14, on Promotion of personal autonomy and attention 

to people in situations of dependency. 

 

With regard to fiscal policy in Spain, Article No. 31 of the Spanish Constitution 

establishes that all, companies and individuals, will contribute to the maintenance of 

public expenditure each will contribute depending on their economic capacity. Inspired 

by principles of equality and progressivity. 

 

On the occasion of the economic crisis, the Government of Spain reduced taxes in order 

to boost the growth of companies and create jobs. Therefore, public revenues have been 

reduced by the reduction in the number of taxpayers and by the reduction of taxes. 

 

In conclusion, this factor affects the company and it is important to take it into account 

because an alteration of any rule can affect the profitability of the business or the breach 

of a rule for not being aware, with the consequent possibility of receiving an economic 

sanction. 

 

3.3.2. Economic factors. 

 

In this section we will see economic aspects that will be taken into account for the 

development of the business idea. The economic crisis that began in 2008 was one of 

the most serious crises in history. According to the data, Spain has not yet recovered to 

pre-crisis levels in many parameters. For example, in the increase in wage inequality or 

the high rate of unemployment that affects our country. (Sánchez, 2017) 

 

But the data of recent years and macroeconomic forecasts and other economic data 

show us that the economy is recovering. As we see the following graph, the forecast of 

the unemployment rate is that it will be reduced in the coming years, as well as the year-

on-year variation in GDP. (Graph 2 and 3) 

 

In conclusion, this factor affects the company and it is interesting to take it into account 

in the future, because with it you can estimate the disposable income that our target 

audience will have, and thus have an approximation of the sales figure for that year. 
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Graph 2. Year-on-year variation of Spanish GDP in% of 2016-2019. 

 

Source: UE y el Ministerio de Economía. 

 

Graph 3. Unemployment rate in Spain 2016-2019. 

 

Source: UE y el Ministerio de Economía. 

 

 

3.3.3. Social factors. 

 

At this point we will focus on the Spanish society, especially in the aspects of the elderly 

and dependent, since it is the target market to which this business mainly focuses. 

According to the latest data of the INE (2018) that encrypt the year 2017, the total 

Spanish population is 46.549.045 people, of which 22.838.035 are men and 23.711.009. 

 

The following graph shows the evolution of the aging index in Spain in the last 37 years. 

This index expresses the relationship between the number of adults over 65 and the 

number of people under 15 years of age. (Graph 4) 
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Graph 4. Spain's aging index, data from 1980-2017. 

 

Source: INE. 

 

In the graph we can see that the index had a sharp growth in the period from 1980 to 

2000. Later it stabilized and even in the period from 2005 to 2010 it was reduced. Until 

finally in the last 4 years it is growing at 2% per year. This continuous increase is due to 

the increase in life expectancy and the decrease in the birth rate. 

 

In order to deepen more in the aging of the Spanish population, we will see next the 

pyramid of Spanish population. Showing the variation of the years 1992, 2017 and the 

prediction for 2042. (Ilustration 3) 

 

Illustration 3. Pyramid of the Spanish population. 

 

Source: INE. 

 

We can see in the graph, the evolution of the Spanish population pyramid. In 1992, 

staged with the red stripe, the bulk of the population was concentrated in the age range 

of 15 to 30 years (young), this is the so-called baby boom, increased birth rate in the 
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period between 1958 and 1977. As soon as middle-aged people are not as represented 

as the previous age range, and finally, people over 65 who are the least represented. 

 

In the year 2017, which is staged with orange stripe, we can see that there has been a 

great variation with respect to the previous period moving the bulk of the baby boom up. 

In the age range from 0 to 30 years there has been a large decrease compared to the 

previous period. In terms of the median age range, there has been a great growth as 

commented above. And finally, in people over 65 there has been an increase. 

 

In the forecasts of the INE (2018) for 2042, brown line, we can see that as in the last 

year analyzed in 2017 the bulk is moving up. In the lower age range there is a significant 

decrease, therefore, it is predicted that the birth rate in Spain will decrease as has 

happened in recent years.  

 

The range of middle age is expected to decrease because in the previous period fewer 

people were born than in the 1992 period. And finally, older people are expected to 

increase enormously compared to the previous period, representing the bulk of the 

population the Spanish population. 

 

After seeing the two previous graphs, we can conclude that Spain has a social problem 

and that in the future it will go further if measures are not taken. Also that the result of 

the increase in the population over 65 is a good business possibility to adapt to the needs 

of this sector of the population.  

 

Because in the very near future it is a more than profitable option. We can also conclude 

that the result of declining birth rates, the demand for services for babies or children will 

not increase in the future. 

 

A dependent person is one who has limitations to perform one or several basic activities 

of his life, such as dressing or washing. I think it is important to see the evolution that 

this group has had in recent years. Next we will see the evolution of dependent people 

in Spain during the last 42 years. (Graph 5) 
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Graph 5. Dependency rate in Spain, data from 1975-2017. 

 

Source: INE. 

 

In the graph we can see that the dependency rate in 1975 had a very high value and that 

it was reduced year by year until the year 2000 when it stabilized. From this year to 2010 

it remained fairly constant. And finally, from 2010 to 2017 there has been constant 

growth. 

 

In conclusion, this factor affects the company and is important, since the business idea 

arises because of the social problem that currently exists regarding the growing aging of 

the Spanish population. Therefore, studying its evolution will help us to adapt to new 

needs that may arise in the future. 

 

3.3.4. Technological factors. 

 

At this point we will see the evolution of technological research that is happening in 

Spain. As it is understood, technological research is vital for the economic development 

of a country, because it increases the added value of the offer, improves competitiveness 

and reduces costs. (Valente, 2015) 

 

For the creation of Amb tu will be very important to know the technological advances in 

different branches, for example in the computer science, since how we will develop a 

web page it is important to be attentive to the innovations that can improve the online 

experience of our clients.  

 

Also apply new techniques of physiotherapy or pediatrics that can improve the 

functionality or development of our clients. As well as using new products that are more 

respectful with the environment. Therefore, it will be vital to be informed of these 
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innovations to adapt them to the company and anticipate the competition by offering the 

best possible service. 

 

As indicated by the INE (2018), R & D expenditure in Spain in 2016 stood at 13,259 

million euros, equivalent to 1.19% of GDP. Next, we will see the evolution of R + D + i 

spending in Spain over the last 4 years that we have data. (Graph 6) 

 

Graph 6. R & D expenditure in Spain, 2013-2016 data. 

 

Source: INE. 

 

In the previous graph we can see that in 2014 it decreased compared to the previous 

year and that in 2015 and 2016 this expenditure has grown considerably compared to 

previous years.  

 

This may be due to the improvement of the economic situation, since if we look at the 

following table (Table 4) that shows the expenses in R & D taking into account the 

evolution of GDP in Spain we can see that the percentage allocated to these expenses 

is decreasing. Taking into account the GDP.  
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Table 4. Evolution of R & D expenditure in Spain, data from 2013-2016. 

 

(R+D 

Expenditure/GDP)*100: 

Total 

2016 1,19 

2015 1,22 

2014 1,24 

2013 1,27 

 

Source: INE. 

 

In conclusion, this factor does not directly affect the company but it is important to take 

it into account as our company will offer a quality service and it is vital to be attentive to 

new technological or methodological innovations that arise. 
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4. DESIGN OF THE BUSINESS MODEL. 

4.1. Definition of the business model. (CANVAS) 

4.1.1. Differential value. 

 

As we have mentioned before, what differentiates Amb tu from the competition is the 

great variety of services offered to the elderly, dependents, children or babies offering a 

high quality service with a good quality / price ratio. 

 

Another feature that we intend to offer is the speed of response and to provide the 

service, since we guarantee a response time of less than 48 hours, through the online 

or physical means. 

 

4.1.2. Clients- relationship with clients. 

 

It is important to define our customer segment to which we want to go. This segment will 

differ depending on the type of service that clients contract, that is, if the service is child 

or baby care, the market segment of the person who hires this type of service will be a 

man and a woman between 25 and 40 year old.  

 

In the case of the elderly care service, those who contract this type of service are family 

members or themselves, therefore, the age range will be 50 to 80 years. And regarding 

the profile that hires the services to dependents will have a wider age range, since the 

dependent person can not be framed in any limited age range. 

 

In addition, the clients of the company will be from the province of Castellón, since it is 

the target audience to which we want to go to short term. And as for the purchasing 

power of clients, we want to target clients with a medium-high purchasing power. 

 

4.1.3. Channels. 

 

As we have said before, the company will use an omnichannel strategy to be more 

present in the market, using three channels. The first channel is the physical store that 

will be located in the city of Castellón. The second channel will be the company's website 

and third, social networks. 
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4.1.4. Key resources. 

 

One of the key resources for the good functioning of the business will be a team of highly 

qualified professionals in different fields to offer a quality service to our clients. Another 

key resource will be the possession of the necessary capital to start the business. 

 

And finally, another basic resource for the operation of the company is the work and 

commitment of each of our employees. 

 

4.1.5. Key tasks. 

 

The key business activities will be to coordinate the team to offer a quality service to our 

clients, get clients through negotiations with town halls and promotions on the web and 

physical store and standardize the tasks we perform as much as possible. Guarantee 

the economic viability of each service offered. 

 

4.1.6. Partners. 

 

The providers will serve us as material to perform the service in the best possible way. 

We will make sure to choose suppliers that offer quality products that are up to date with 

the latest innovations. 

 

The products will be cleaning, physiotherapy material, school material, orthopedic 

material, etc. 

 

4.1.7. Income flow - income lines. 

 

The payment of the services can be made through the website or in the physical store. 

Our billing policy will consist in the client paying 50% of the service before the service 

and at the end of the service, 30 days. 

And the payment systems that our company makes available to customers will be. 

 

- Credit card. 

- PayPal. 

- Wire transfer. 

- Cash. 
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4.1.8. Flow of expenses. 

 

The expenses that will have the company will be the following ones. The page web will 

comport expenses, since to design and to maintain it will behave expenses. On the other 

hand, the rent of the physical premises, Internet access, electricity and water expenses 

will be monthly expenses that must be paid. 

 

Third, the wages of workers. Fourth, payments to suppliers for supplying materials for 

the development of services. On the other hand, office material for the development of 

administration, accounting, operations and marketing tasks. 

 

Finally, the taxes generated due to the development of the business, and as well as, the 

payment of Social Security taxes for the salary of our workers. For the payment of 

expenses, the company will pay 30 days unless the suppliers demand other 

requirements. 
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5. ANALYSIS OF COMPETITORS. 

5.1. Segmentation of the industry. 

 

Market segmentation divides the market into groups of similar characteristics and needs 

in order to offer a differentiated offer tailored to each of the target groups. (Espinosa, 

2013) 

 

In the following table we can see the strategic group of the home care industry that is or 

has activity in the province of Castellón, taking as a variable the range of services and 

products they offer. We can see that Amb tu offers more care than the other companies 

in the area. (Table 5) 

 

Table 5. Services offered by the competition. 

 
Interdomicilio 

Castellón 

Asisthogar 

Castellón 

Sain Servicios 

C.B. 

Ayuda Familiar Cuidum Estem per tu Aiudo Amb tu 

Escort and home 

care. 
V V V V V V V V 

Home clean. 
V V V V V V V V 

Care for children. 
V X V V X X X V 

Psychological 

attention. 
X X X V X V X V 

Medical care. 
X X X X X V V V 

24H service. 
X X V X X X X V 

Advice or 

technical service. 
V X X X X X X V 

Care for the 

elderly. 
V V V V V V V V 

Source: Own elaboration. 

 

In the following illustration, the companies that compete in this type of service are shown, 

taking as variables the price and the amount of services they offer. First, we can see that 

there are a number of companies that offer many services at a high price, such as 

Interdomicilio, Ayuda Familiar Castellón, Asisthogar Castellón and Sain.  

 

In this group Amb tu will be located, being the second company that offers the most 

services. Second, there is a company that offers fewer services and has a high price. 

This is Estem per tu. And third and last, there are two companies that offer few services 

and have a very low price, Cuidum and Aiudo. (Illustration 4) 
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Ilustration 4. Strategic group. 

 

Source: Own elaboration. 

 

5.2. Identification and analysis of the main companies in the sector. 

 

In this section we will focus on analyzing competitors with the aim of trying to see the 

services, price and distribution campaigns they carry out to attract customers. Below we 

can see that there are seven private companies operating in our target market, that is, 

home care service companies in the province of Castellón. 
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1. Interdomicilio Castellón. 

 

 

 

Web: https://www.interdomicilio.com/ 

Phone: 964034722 

Location: Camino San José 5, Castellón. 

 

It is a Spanish franchise that also operates in Mexico and Portugal. It is dedicated to 

taking care of elderly people and children, cleaning, home repairs (plumbing, carpentry, 

electricians, etc.) and home counseling. It has its own website and physical location in 

the city of Castellón. It is also a placement agency. 

 

Interdomicilio offers its clients 2 variants in terms of home care service: 

 

A. Hourly care through caregivers of the company. The cost per hour is 10.75 € + VAT 

(10%) + transfer costs to the address. 

 

B. Company acts as an intermediary between caregivers and client. In this case, the 

client will be the one who will fiscally hire the caregiver. The company will take care of 

processing the documentation, present the candidates that best suit their needs, prepare 

the payroll, replace in case of withdrawal and advice. 

 

The cost of this service offered by the company is divided into two. On the one hand, the 

cost of staff selection 200 € + VAT (21%). On the other hand, the monthly management 

of 45 € + VAT (10%). 

 

Besides, the salary set by the company that the carer will pay will be 5.36 € / h. This 

salary is above the minimum interprofessional salary. In addition, the client must pay the 

social contribution of the employer and the employee. 
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2. Asisthogar Castellón. 

 

Web: http://www.asisthogar.com/ 

Phone: 977915755 

Location: Archpriest Bonus 1st 2nd, Vinaroz. 

 

It is a Spanish franchise that operates throughout the Spanish geography since 2005. 

It is dedicated to cleaning both individuals, companies and public bodies. It is also 

dedicated to the care of the elderly, employees of the home and placement agency of 

home caregivers. The physical location of the franchise in the province is located in the 

city of Vinaroz. 

 

The price per hour offered by Asisthogar Castellón for home care service is 10.30 € + 

VAT (10%), through the staff of the company. 

 

3. Sain Servicios, C.B. 

 

 

 

Web: https://www.asistencia-domicilio-castellon.es// 

Phone: 964261139 

Location: Major, 74, Castellón. 

 

It is a company created in 1995 in the province of Castellón. It is dedicated to home help 

to dependents, industrial cleaning and comprehensive assistance to people. The 

physical location is located in the city of Castellón. 

 

The price of the hourly service offered by Sain Servicios is 10 € + VAT (10%), through 

the staff of the company. 
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4. Ayuda Familiar Castellón. 

 

Web: http://ayudafamiliar.es/ 

Phone: 964257181 

Location: Sant Blai, 26, Castellón. 

 

It is a company created in Castellón and that only operates in the province. It is dedicated 

to the cleaning of homes, businesses and public bodies, care for the elderly, children 

and dependents, placement agency and health care. Manage home help services in the 

municipalities of Benicassim, Almazora, Chilches, Torreblanca and the Plana Alta 

Mancomunidad. 

 

It has an ISO 9001: 2008 certificate that validates it as a private company as a private 

company under the Law of Dependency for the home care service to people and the 

cleaning of facilities. 

 

The service price per hour of Ayuda Familiar Castellón is 11.50 € + VAT (10%). 

 

5. Cuidum. 

 

Web: https://www.cuidum.com// 

Phone: 900834942 

Location: Burjassot, 119, Valencia. 

 

It is a home care company that was founded in 2015. It was born with the idea of 

providing dependents with all the necessary resources so they could stay at home. 

 

Cuidum is a placement agency that focuses on finding caregivers with a specific profile 

to take care of clients who demand these services. The client will pay the company for 

the services of mediation, contract management, payroll preparation, replacement 



41 
 

service and labor counseling. In addition, it sells products related to improving the daily 

lives of customers, such as wheelchairs or articulated beds. 

 

As for the price that Cuidum offers, it is quite similar to the other placement agencies. 

Prices vary depending on the type of service. First, an initial amount of between 250 to 

550 € will be paid depending on the geographical area where the client resides. This 

includes the collection of information and selection of candidates that comply with the 

needs, coordination and monitoring of families and drafting, signing of contract and 

registration of social security. 

 

The company will determine the salary that the client must pay to the caregiver, taking 

into account the minimum interprofessional salary. Bearing in mind that the minimum 

interprofessional salary is limited to 5.36 € / h. 

 

And finally, the customer must enter Cuidum a monthly fee of between  50 € to  82.20 € 

depending on the hours contracted by the customer. For this fee entitles the substitution 

of the caregiver, mediation and monitoring by experts and preparation of monthly 

payrolls, legal and administrative advice. 

 

6. Estem per tu. 

 

 

 

 Web: http://www.estempertu.es/ 

Phone: 964526523 

Location: Ducat d'Atenes, 12 - Entlo. 12, Vila-real. 

 

It is a company based in the city of Vila-real that offers home care services to seniors 

and dependents. Among its services are social health care, emotional support and 

support, overnight care, psychological support for family members, cognitive stimulation 

and hygiene and personal care. 

 

As for the price of the service per hour is 12 € + VAT (10%). 
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7. Aiudo. 

 

 

 

Web: https://aiudo.es/ 

Phone: 900805012 

Location: The Marina of Juan Carlos I, Muelle de la Aduana s / n, Lanzadera Building, 

Valencia. 

 

It is a company that was born in 2015 in Valencia and that operates nationally. It is a 

placement agency like Cuidum, which focuses on recruiting caregivers to offer these 

services. This company differs from the other in that it offers a medical supervision 

service. 

Aiudo offers its clients two options in terms of home care service, one is through internal 

staff and another through external personnel, who work by the hour. 

 

A. Internal personal option: 

 

The approximate cost per hour is 5.36 € + Quote to the SS + AIUDO (55 € a month) + 

VAT (21%). In addition, the client must pay 242 € as selection costs. 

 

B. External personal option, by hours: 

 

The cost per hour is 5.95 € + Contribution to the SS + AIUDO fee + VAT (21%). And in 

addition, 181.50 € must be paid as selection costs. 
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Table 6. Competitiors. 

Company Services Price Distribution 

 

- Cleaning.  

- Household employees.  

- Care for the elderly and children.  

- Home repairs.  

- Household counseling.  

- Placement agency. 

- Internal: 10,75 

€/h 

- External: 

5,36 €/h 

- Local physical in 

Castellón. 

 

- Web page. 

 

- Cleaning. 

- Care for the elderly. 

- Household employees. 

- Agency for placement of home 

caregivers. 

- Internal: 

10,30 €/h 

- Local physical in Vinaroz. 

 

- Web page. 

 

- Cleaning companies and homes. 

 

- Pet care, elderly people and 

children. 

 

- 24 hour assistance. 

 

 

- Internal: 

10 €/h. 

- Local physical in 

Castellón. 

 

- Web page. 

 

- Cleaning companies, homes and 

public bodies. 

- Care for the elderly, dependents, 

children and sick people in hospitals. 

- Psychology, chiropody, 

physiotherapy and rehabilitation 

care. 

 

- Internal: 

11,50 €/h. 

- Local physical in 

Castellón. 

 

- Web page. 

 

- Agency for placement of home 

caregivers. 

- External: 

5,36 €/h. 

- Web page. 

 

- Home care for elderly and 

dependents. 

- Household cleaning. 

- Psychological support from 

relatives. 

- Geriatric care. 

- Internal: 

12 €/h. 

- Local physical in Vila-real. 

 

- Web page. 

 

- Agency for placement of home 

caregivers. 

- Medical supervision. 

- Internal: 

5,36 €/h. 

 

- External: 

5,95 €/h 

- Physical location in 

Valencia and Madrid. 

 

- Web page. 

Source: Own elaboration. 
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6. SWOT ANALYSIS. 

 

In this section we will try to see internal and external aspects of the industry and the 

weak and strong points that the company presents against the competition. That is, the 

weaknesses, threats, strengths and opportunities. 

 

6.1. Weaknesses. 

 

The company will be unknown to customers, as it is a newly created company. Because 

of this, consumers will have more in mind more established and well-known companies. 

Therefore, the company must carry out promotional actions to solve this weakness. 

 

- Amb tu will have physical premises, which will lead to higher fixed costs than 

other companies of the competition that do not have a physical location. 

Therefore, these companies that do not have a physical location will benefit, since 

they do not have to pay the rent or purchase, and consequently they will be able 

to offer a more adjusted price. 

 

-  The strategy of the company is to offer a quality service and transmit this quality 

is essential to have qualified staff, this logically carries a cost that is reflected in 

the salary of employees. Therefore, the weakness lies in the medium / high 

salaries that the company will support and will start at a disadvantage with those 

companies that have low-qualified personnel and offer very tight prices. 

 

- The company does not sell products for risk prevention or to facilitate the day to 

day of the products, as if they do some competing companies. This allows the 

competition to get more margin with this additional line of business. 

 

6.2. Threats. 

 

- The economic crisis, as it is known at the moment, is in a recovery situation but 

it is not far from the levels of before the economic crisis of 2008. Therefore, part 

of the potential clients are in a complicated economic situation and they opt for a 

public alternative, even if this means that they have to wait months before being 

served, or for cheaper alternatives than ours. 
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- Changes in the Spanish regulations of the dependency. In Spain there is 

legislation that frames the regulation of the dependency law. As any law may 

suffer variations at some point and this causes uncertainty to companies 

operating in this sector. 

 

- New technological and methodological innovations. Given the continuous efforts 

in innovation in today's world, in the future new more effective methods or 

technological innovations that facilitate the day to day of these people can 

appear. Therefore, the company must be attentive to these innovations because 

if the competition adopts it and our company does not, it would be at a 

disadvantage compared to the competition. 

 

6.3. Strengths. 

 

- Quality of the services offered. For Amb tu quality will be one of the basic pillars, 

since we want to differentiate ourselves from the competition by offering a quality 

service. And for that reason, to demonstrate it, we will try to obtain the ISO 9001: 

2008 certification that validates the company by the Law of Dependency for the 

home care service to people and the cleaning of facilities. 

 

- Preparation of company personnel. The company will have staff widely trained in 

different disciplines to properly address the needs of customers, this knowledge 

will make us differentiate from the competition. 

 

- Variety of services offered. The company will offer a wide variety of services to 

adapt to the needs of customers, offering a service practically à la carte. 

 

6.4. Opportunities. 

 

- Perspectives of growing demand for home services for the elderly and 

dependent. As a result of the aging of the Spanish population, everything 

suggests that the demand for these services will grow because there are more 

elderly and dependent people. 

 

- Few competitors in the Valencian Community. Compared with other areas of 

Spain, in the Valencian Community there is little concentration of companies that 
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operate in home services, which makes their establishment attractive in this 

geographical area. 

 

- Boom for the maintenance of people at home. In recent years there has been an 

increase in social awareness that these people should reside in the home 

because it contributes to people being more integrated into the family bond 

instead of going to a residence and losing contact. What makes families hire this 

type of services. 

 

The following illustration shows the SWOT analysis that we have commented 

schematically. (Illustration 5) 

 

Illustration 5. SWOT analysis. 

Strengths Weaknesses 

- Quality of the services offered. 

- Preparation of company 

personnel. 

- Variety of services offered. 

- Initial lack of knowledge of the 

clients. 

- Greater fixed costs than some 

competitors. 

Opportunities Threats 

- Perspectives of growing demand 

for this type of services. 

- Few competitors in the Valencian 

Community. 

- Boost to keep the elderly / 

dependents at home. 

- Economic crisis. 

- Changes in Spanish regulations. 

- New technological and 

methodological innovations. 

Source: Own elaboration. 
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7. MARKETING PLAN. 

7.1. Marketing mix.  

 

To try to understand what Marketing is we will see some fragments of two Marketing 

gurus. According to Philip Kotler, the task of Marketing in the organization is to determine 

the interests, desires and needs of the target market and achieve the desired results 

more effectively and efficiently than competitors, so as to preserve or improve the welfare 

of the consumer. (Kotler, 2003)  

 

According to Jarome McCarthy, Marketing is divided into four ideas: product or service, 

price, distribution and promotion. (McCarthy, 1960) Next we will define the actions that 

we will carry out in each of the 4Ps to achieve the objectives set by the organization. 

 

7.1.1. Services. 

 

Amb tu will make available to the clients an extensive variety of domiciliary services, 

focusing on dependent people, elders and children. The services that we offer to our 

clients will be 24h health services, home intervention, technical service, physiotherapy 

service, cleaning service, geriatric service, psychological service, food service, hospital 

accompaniment, patient care, pediatric service and baby sitting. 

 

We will have three product lines: services for the elderly, services for dependents and 

services for children / babies. The main characteristic of these services is the quality of 

them. In addition, the wide variety of services and training of the company's personnel in 

different branches. 

 

7.1.2. Price. 

 

The price is an important factor, since it is the only element of the Marketing mix that 

generates income; all others generate costs. It is the Marketing element easier to adjust, 

since the other elements take more time. (Kotler and Keller, 2012) 

 

The following table shows the prices of some services offered by the company. (Table 

7) 
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Table 7. Prices. 

Service Price 

Basic cleaning service 100 € 

Premium cleaning service 250 € 

Escort service 1.000 € 

Childcare service 920 € 

Service specialists 200 € 

Source: Own elaboration. 

 

The first service consists of 8 hours of house cleaning service per month, that is, two 

hours a week. The cost of the caregivers will be 48 €. The second service consists of 14 

hours of house cleaning service per month. The cost of the caregivers will be 144 €. 

 

The third service consists of 92 hours of accompaniment of elderly or dependents per 

month. The cost of the caregivers will be 552 €. The fourth service consists of 92 hours 

of child or infant care service per month. The cost of the caregivers will be 552 €. 

 

The fifth service consists of 8 hours of specialist care service per month. The cost of the 

specialists will be 80 €. The minimum prices of the services have been determined to 

cover the costs involved in the hiring of caregivers and specialists, and also to cover all 

costs that the company has. And taking into account the demand, the competition and 

obtaining a margin to obtain benefits we will establish the price. 

 

7.1.3. Distribution. 

 

As regards the distribution of services, we will use an ultra-short channel, that is, we will 

not use any type of intermediary between us and the final customer, with the aim of 

reducing costs. In addition, it is what the competition does. 

 

To close the contracting of the services we will use two channels. These will be the 

website and the physical location in the city of Castellón. 
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7.1.4. Promotion. 

 

To attract customers we will use several promotional actions. Through public relations 

tools. 

 

- Events. Training conferences and trade fairs in this area, so that our target audience 

begins to know us and see us as a good option. 

- Sponsorship of sporting events or events. Especially through walks for seniors, to take 

advantage of the rise of running. It will explain to them what our company is dedicated 

to, what services we offer and the benefits of hiring our services. 

- Internet. As we have commented previously we will create a web page, since every 

time the outline means are used more to buy. We will perform management and 

maintenance actions on our website to make it visually appealing and we will continually 

update social networks with interesting news. 

- Corporate Identity. We will create brochures to announce in towns in the interior of 

Castellón, so that the information of the existence of our company can reach them. 

 

Through direct and interactive Marketing. 

 

- Interact with our potential customers through social networks by phone, email, chat on 

the website to resolve questions on social networks. 

- We will subcontract the service to improve the web positioning in Google. 

 

7.2. Communication plan. 

 

For our company it is important to transmit the values that we want to promote in our 

business, such as integral attention, trust, quality, continuous improvement and above 

all commitment for people. 

 

To contribute to the welfare of our customers from the web, you can access the 

company's Facebook, in which we will continually share healthy recipes, routines 

exercises for seniors, recommendations for dependent people, seniors, children and 

babies. 

 

Another important aspect in the section of the communication plan will be the company's 

logo, so that with seeing it the client quickly identifies what our brand is. And the logo will 
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be the one below (Illustration 6). We have chosen this logo with a heart because our 

company tries to contribute to improve the quality of life of the clients. 

 

Illustration 6. Amb tu logo. 

 

Source: Own elaboration. 

 

In the first year, we will invest more in promotion so that potential customers know us 

sooner and see us as a good option. The company logo will be placed on the front of the 

store and will also be included on Facebook and on the website. It will also be present 

in the contact cards that will be given to potential customers or customers, along with the 

contact number, email and social networks. 
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8. OPERATIONS. FLOWCHART. 
Client. Department of customer 

service and accounting. 

Doctor. Caregivers. 

    

Start 

Ask for a 

budget 

Receiving 

customer 

information 

Evaluation 

of the cost 

of the 

service 

demanded 

Generate 

budget 
Reception of 

the budget 

Decision 

No / No 

answer. 

End 

Customer 

acceptance 

record 

Yes 

Set day and 

time to see 

Agree 

Modus 

operandi 

Yes 
Reception of 

information 

Provision 

of the 

service 

Issuance 

of the 

invoice Payment 

End 
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To better understand the operation of the Flowchart, in the following table we will discuss 

the meaning of each symbol. (Table 8) 

 

Table 8. Flowchart symbology. 

Symbol First name Function 

 

 

 

Start / End. It represents the beginning 

and end of the process. 

 

 

 

Flow line. The arrow indicates the 

following instruction. 

 

 

 

Input / Output. Input or output of 

information. 

 

 

 

Process. Represents any type of 

operation. 

 

 

 

Document. Represents any type of 

document that enters, is 

used, generated or quits 

the procedure. 

 

 

 

Decision. It allows us to analyze a 

situation. Several paths 

are possible. 

 

 

Description of the social-health service process. 

 

First, the customers will contact the company through some communication channel of 

the company: website, phone, physical store or Facebook. In it, they will request a budget 

for certain services. 

 

Secondly, the company will receive the information and will be interested in what 

situation the client is and what services he should attend. Depending on the degree of 

complexity, the document will be generated or passed on to the doctor for evaluation. 

 

Third, in the event that the department determines that it must go through the doctor to 

make a more detailed evaluation, he will determine the budget. In case the customer 

service department believes that you can make the budget for it, you will skip this step. 

 

Fourth, it will be the generation of the budget by the customer service department. Fifth, 

the client will receive the budget for the services demanded. Sixth, the client's decision 
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on the contracting or not of the services demanded. If the decision is negative the client 

will not answer and if the client accepts he will contact the company and contract the 

service. 

 

Seventh, the customer service department will register the acceptance of the service and 

initiate the first actions for the provision of the service. In eighth place, we will establish 

a date to sign the contract with the conditions agreed between the client and the 

company. 

 

In ninth place, the client will read the contract and if he is satisfied with what is included 

in the contract, he will sign the document and pay 50% of the service. In tenth place, the 

information of the acceptance of the service will reach the doctor and this will define the 

modus operandi of the service. 

 

In eleventh place, caregivers will receive information on how to operate. In twelfth place, 

the caregivers will provide the requested service as detailed by the doctor. 

 

In thirteenth place, after providing the service, the customer service department will issue 

an invoice to the customer. In fourteenth, the customer will pay the company the 

remaining 50% through one of the forms of payment. And in fifteenth place, the process 

will end. 
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9. HUMAN RESOURCES PLAN. 

 

In this section, we will try to see the functions of the people who will work in the Company. 

These people will be specialists in different fields. Carrying out this plan correctly will be 

vital to build a strength that makes us a better option than other competing companies. 

 

9.1. Functional Flowchart. 

 

The following figure shows the functional organization chart of the company. (Illustration 

7) 

 

Illustration 7. Organization chart of Amb tu. 

  

Source: Own elaboration. 

 

The functions that the employees will carry out will differ from the department in which 

they are. The functions will be the following. 

 

- Manager. Supervision, coordination and support tasks, playing the role of leader, 

measuring results and objectives and making decisions. 

- Marketing and information department. Maintenance of the website and social 

networks. 

- Physician and specialists. Advising caregivers, diagnosing clients, customer service, 

decision making, activities and therapies. 

- Customer service and accounting. Making budgets to customers, coordinating services, 

administration tasks, customer service and accounting tasks. 

Manager.

1 person.

Department of Marketing 
and Information 

Technology.

1 person.

Doctor.

1 person.

Caregivers.

Department of customer 
service and accounting.

2 people.
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- Caregivers: Escorting, home intervention and fulfilling all the actions entrusted to them 

by the doctor or specialist. 

 

9.2. Collaborators. 

 

The company will have the collaboration of five companies that will provide their services 

and products. These services will be important to be up to our competence and thus offer 

a quality service. 

 

The first collaborator will be Seo Solutions, which is a company that is dedicated to 

improving the web positioning of its customers in order to gain more presence in the 

market. The second collaborator will be Zeta Disseny for the realization of the website.  

It is a company from Castellón that is dedicated to the creation of customized web pages. 

 

The third collaborator will be important to develop our activity. This will be Independi to 

supply us with products such as wheelchairs or bandages. It is a company that is 

dedicated to the sale of health products and orthopedics. The fourth collaborator will be 

Folder for the signs, brochures and office materials, stationery and signage company 

that operates in Castellón. 

 

And the fifth and last collaborator will be Aincas Asesoria Inmobiliaria for the search of 

the commercial premises. It is a Castellón real estate agency that is in charge of buying 

and selling premises and houses. Our company has chosen these suppliers because 

most of them are from the area and according to their clients they are the best in 

Castellón. 
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10. FINANCIAL PLAN. 

 

In this section we will try to analyze if the start-up of the company is viable and if it has 

good prospects in the near future. 

 

10.1. Investment Plan. 

 

As shown in the following table, the company must undertake initial investments to start 

its commercial activity. These are the five investments. (Table 9) 

 

The first investment and with the most notable amount will be the tooling and materials 

with  3,540 €, since to start the activity it is important to have the uniform of the company 

and all orthopedic and cleaning material to be able to properly serve our customers. 

 

On the other hand, the second investment will be furniture with 2,000 €. This amount is 

aimed primarily at conditioning the physical premises of the company with tables, chairs, 

signs on the facade, painting, etc. 

 

The third investment will be the web page that we will subcontract so that they can do it 

to us. This will cost 1,500 € and it is essential to achieve notoriety in our target market. 

The fourth investment to develop this business will be the computer equipment with 

1,000 €, since to properly develop the work of the business is necessary computer 

equipment. 

 

The fifth and last investment will be the deposit of the physical premises of 300 € that is 

necessary for us to lend the physical premises. We can also see in the table that our 

investments will be amortized in the following years, at a rate of € 1,612 per year. The 

fixed assets that will suffer the greatest amortization will be tools and materials, with an 

annual index of 30%. 

 
Table 9. Investment Plan. 

 

Source: Own elaboration. 
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10.2. Financing Plan. 

 

In this section we will justify how we will finance the initial investment of the business 

plan. As we can see in the following table, the capital, 12,028 €, will be paid by the 

manager since this business does not need large initial investments. (Table 10) 

 

Table 10. Financing Plan. 

 

Source: Own elaboration. 

 

10.3. Profit and loss account.  

 

The following table shows the monthly profit and loss account for the 2019 period and 

the total accounts for the periods 2020 and 2021. (Table 11) 

 

In it we can see that sales will gradually increase throughout the year and with it the 

variable costs of sales account, as specialists and carers work for hours and this will  

affect this account. 

 

We can also see the significance of the salaries of employees, 3,396 € per month, which 

are essential for the proper functioning of the company. And the social charges that are 

imposed by the SS of the worker and the company. 

 

 Also, we will have to pay the municipality the garbage tax that will cost 99.37 € per year. 

Monthly payments of 200 € for electricity, water, telephone and internet. And for the office 

material will be allocated about 30 € per month. 

 

For the actions that we have previously commented on advertising, 2,500 € will be 

allocated, distributed in the months of June and December and of these 500 € will be 

allocated in April for the promotion at the Health Fair of Castellón. For the insurance of 

the physical premises a basic insurance of 400 € per year will be contracted.  
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This will be paid in the month of January. The lease of the physical premises will cost 

500 € per month. And finally, we will hire independent professional services to have 

better web positioning, with a cost of 400 € per year. 

 

On the other hand, we can appreciate that after the estimation of sales the result of the 

first year of activity will be 30,337.13 €. The next two years the profits of the Company 

will increase and therefore we can say that it will have economic viability. 
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Table 11. Profit and loss account. 

 

Source: Own elaboration. 
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10.4. Treasury Plan. 

 

In the following table we can see the treasury plan. The most interesting thing that can 

be extracted from this table is that at the end of each period the final balance is positive, 

since if it is negative we will enter into a situation of payment delay that is advisable to 

avoid to guarantee the viability of the business. (Table 12) 

 

In the month of January, the situation with less liquidity is recorded, with 4,798.91 € and 

gradually liquidity is increasing. This also happens in the following two years. 
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Table 12. Treasury Plan. 

 

Source: Own elaboration.
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10.5. Pension balance. 

 

After having seen the previous tables, the following table shows the pension balance of 

the first three years of activity of the company. (Table 13) 

 

As we have commented previously, our company will not request financing from any 

entity, since as the initial investment is quite low, the contributions will be their own. To 

conclude, I can affirm that the assets are balanced with the liabilities and the net 

patrimony and, therefore, the basic principle of accounting is fulfilled. 

 

 

Table 13. Pension balance. 

 

Source: Own elaboration. 

 

In the following table we can see the ratios: ROE, ROI and the margin on sales. The 

ROE measures the profitability of the funds invested by the company. The data obtained 

shows the profitability of this business, since in the first year it has an ROE of 71.6%. 

(Table 14) 

 

The ROI is a tool that analyzes the performance that the company has from the financial 

point of view. The results obtained are positive but it is shown that they are reduced in 

the following periods. This is due to the fact that the assets increase in the following 

periods. The margin on sales also shows a positive result and growth in the next two 

years. 
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Table 14. Basic ratios. 

 

Source: Own elaboration. 
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11. CONCLUSIONS. 

11.1. Identification of project challenges or aspects to consider / highlight. 

 

To solve the need for personnel of socio-health care at home, we have proposed the 

services of Amb tu. The company has an extensive variety of services for children, 

seniors and / or dependents. 

 

The main challenge of this project will be to reach our target audience so that we can 

build a customer base that allows us to ensure the profitability of the business and that 

we do not have liquidity problems in a short term.  

 

In order to reach this public, we will have to reinforce the communication actions by 

building a strong image of reliable and quality brand that attracts the inhabitants of the 

province of Castellón and thereby achieve a greater number of sales. 

 

One aspect to take into account is to get municipal allocations for the provision of public 

services to elderly or dependent. This will build a customer base in a short term that will 

allow us to grow in the early years. 

 

Another aspect to take into account is that a large number of competitors prefer hiring 

external personnel than internal personnel, in which the client is the one that contracts 

directly with the caregiver. We suppose that they prioritize external personnel because it 

gives them greater margin and less effort. 

 

Another aspect to take into account is the evolution of the market adapted to the elderly, 

since as we have said throughout the work, the aging of the population and the growth 

of life expectancy makes this market attractive. 

 

Another aspect to take into account is that in the last few years agencies of placement 

caregivers at home are emerging which put in contact supply and demand. This reduces 

costs and can offer more competitive prices. 

 

 

 

 

 



65 
 

11.2. Improvement points / future opportunities. 

 

Amb tu could improve certain aspects as a company. Nowadays, in a globalized world 

like today, companies strive every day to offer the best possible product or service to 

meet the needs of customers and thus achieve more sales than the competition. 

 

Therefore, Amb tu must adapt to the needs that we will detect with the experience of the 

first months of operation of the commercial activity, that is, grow and improve knowledge, 

adapting to what the market demands, such as, for example, customer surveys. As well 

as being attentive to any technological or methodological innovation in the socio-sanitary 

field. 

 

A possible opportunity could be to offer another line of business, for example, to become 

a retailer selling orthopedic products and thus grow. Another possible opportunity could 

be to expand the area of service performance, that is, expand the business throughout 

the Valencian Community. 

 

11.3. Assessment of the work process. 

 

After developing this project, we can affirm that Amb tu is a viable project and that it will 

be successful over time. We have exposed throughout the project factors that make this 

business an interesting option to invest in the coming years. 

 

The main factor is that the aging of the Spanish population makes it interesting to adapt 

to the needs of the elderly, and one of the main demands of this group are socio-health 

services. On the other hand, the skills and knowledge of employees are essential for the 

proper functioning of the company. 
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