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1. EXECUTIVE SUMMARY 

The main objective of this work is to create a 2024 marketing plan for Eulen Group, a 

national leader in the provision of general services to companies, institutions and public 

administrations. 

Eulen means owl in German, and this animal was already on the logo of the academy 

Alvarez had set up in Bilbao before entering the cleaning sector. 

The origin of this company is Central de Limpieza El Sol, created by David Álvarez Díez, 

based in Bilbao, in 1962. In 1974 an expansion took place with the creation of Prosesa, 

now Eulen Seguridad, and in 1982 the Eulen Group was founded in Madrid, comprising 

25 companies. 

They work in 11 sectors: industry, public administration, education and science, tourism, 

health, energy and water, transport, banking and insurance, telecommunications, 

commercial distribution and art and culture. 

Eulen operates nationally and internationally, as it is a global benchmark.  Thanks to 

their efforts they have managed to be the first in their sector and move towards the future 

with a tendency towards internationalization. 

In this marketing plan we have carried out both an internal and external analysis of Eulen 

Group in Valencia, studying factors such as the market, the public and the competition, 

in order to analyze the opportunities and threats, on the other hand, we will also study 

the weaknesses and strengths through a SWOT analysis. 
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2. THE COMPANY 

In 2012 Grupo Eulen celebrated its 50th anniversary with presence in 14 countries, more 

than 78,000 employees and consolidated sales of 1,338 million euros, in 2020 it reached 

consolidated sales of 1,440 million euros. 

Grupo EULEN is currently present in Spain, Portugal, USA, Colombia, Costa Rica, Chile, 

Jamaica, Mexico, Panama, Peru, Dominican Republic, United Arab Emirates, Oman and 

Qatar, with Chile, USA and Mexico being the countries where Grupo EULEN has the 

greatest penetration, representing 60% of employees and 67% of sales outside Spain. 

It offers a range of services: FS&M (Facility services, Facility management&consulting), 

cleaning, security, O.W.L.S. (Security Operations and International Logistic Services), 

ancillary services, maintenance, environment, health and social services, HR solutions 

and services for sustainability, covid and prevention services. 

The capital invested in this company is 100% Spanish, it is a world reference and national 

leader in the provision of general services to companies, institutions and public 

administrations. Thanks to its philosophy of maximizing the effort in the work, they have 

managed to be the first in the sector and to advance towards the future, focusing on the 

international scope. 

In 2021 it had 48,115 employees in Spain and 26,770 international employees. 

Figure 1 Grupo Eulen employees 

 

Source: Eulen.com 
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Figure 2 International employees Grupo Eulen 

 

Source: Eulen.com 

The Eulen Group is divided into different companies at a national level, each of which is 

numbered with a code for its correct registration within the company: 25 belongs to the 

company Eulen S.A., 41 Eulen Seguridad S.A., 82 Corumba Tourism S.L., 88 Eulen 

Servicios Sociosanitarios S.A. and 87 Flexiplan S.A.  

Within each company there are different departments and within each department there 

are one or more sales lines. 

Figure 3 Group companies and their departments 

 

Source: Own elaboration 
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2.1 History 

In 1962, David Álvarez founded Central de Limpieza El Sol in Bilbao. At the end of the 

1960s, the company had a training school and a laboratory where it experimented with 

products and materials. 

In 1974, the first expansion began with the creation of Prosesa, now Eulen Seguridad, 

focused on private security, such as surveillance services, security consultancy and 

integrated security, and which is today the Spanish company with the longest history in 

its sector. 

The origin of the current Eulen Group takes place in 1980, in the midst of transition, with 

inflation above 20% and in a time of uncertainty and labor conflicts, David Alvarez began 

a stage of diversification into sectors of greater technical content and added value. They 

started in activities of facilities maintenance, environment, energy control, restoration of 

facades and monuments and works. 

In 1982 the Eulen Group was presented in Madrid, comprising 25 companies and using 

the owl symbol in its logo. 

In 1992, thanks to a process of mergers and takeovers, the Eulen Group organized its 

structure to be formed by Eulen SA (cleaning services, maintenance, environment, 

auxiliary services and social and health services), Prosesa (currently EULEN 

Seguridad), Demasa, Eulen Training Institute and, two years later, Flexiplán, SA-ETT. 

2012 marks the 50th anniversary of the Eulen Group, with a presence in 14 countries, 

more than 78,000 workers and consolidated sales of 1,338 million euros. 

In 2015, David Álvarez Diez passed away and Maria José Álvarez Mezquiriz took over 

the presidency of the Eulen Group. 

 

 

 

 

 



10 

 

2.2 Mission, vision and values   

A company's mission, vision and values are three key aspects that define its identity and 

provide it with a clear direction and a solid purpose. The Eulen Group has a definition for 

each of these concepts. 

Firstly, the mission is that the services provided are of quality and contribute to improving 

the development and well-being of people, with the minimum possible environmental 

impact. 

On the other hand, the vision of the Eulen Group is to offer the services that society 

demands, creating value, with ethical and social commitment and respect for the 

environment. 

As we can see, the Eulen Group demonstrates a strong commitment to the environment 

and sustainability and is committed to continue adopting measures to reduce its 

environmental impact and promote sustainable practices in all its operations. This 

commitment is not only an ethical and social responsibility, but also a long-term 

investment in the future of the planet and the people who inhabit it. 

The Eulen Group is a company with a strong corporate culture based on solid values. 

Some of the key values that define the company include: 

1. Integrity: The company promotes ethics and transparency in all its operations and 

relationships with its customers, employees and suppliers. 

2. Excellence: The Eulen Group strives to provide high quality services and 

constantly improve to exceed the expectations of its customers. 

3. Innovation: The company is a leader in adopting new technologies and seeking 

innovative solutions to improve its services and reduce its environmental impact. 

4. Social responsibility: The Eulen Group is committed to social responsibility and 

strives to contribute to the community and sustainable development. 

5. Respect: The company promotes respect for human rights and diversity in all its 

operations and relationships with its employees and suppliers. 

These values are a reflection of the company's culture and beliefs and are embedded in 

all its actions and decisions. The promotion and fulfillment of these values are a priority 

for the Eulen Group and contribute to its long-term success. 
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3. INTERNAL ANALSYSIS 

3.1 Resources 

3.1.1 Physical Resources 

Grupo Eulen is a company that provides services in different sectors, including air 

transportation, security, cleaning and maintenance, among others. Some of the key 

material resources that the company uses to provide its services include: 

Equipment: Grupo Eulen has a wide range of equipment, including vehicles, machinery, 

tools and specialized technologies to provide its services. 

Facilities: The company has an extensive network of facilities, including offices, training 

centers, service centers and warehouses. 

Grupo EULEN is present in 14 countries: Portugal, United Arab Emirates, United States, 

Colombia, Costa Rica, Chile, Jamaica, Mexico, Panama, Peru, Dominican Republic, 

Qatar, Oman, Spain. 

Figure 4 Eulen Group Offices 

 

Source: Eulen.com 

Personnel: Grupo Eulen has a highly trained and motivated team of professionals, 

including engineers, technicians, safety experts, and service personnel. 

Suppliers and contractors: The company works with a wide network of suppliers and 

contractors to ensure the availability of the material and technological resources 

necessary to provide its services. 



12 

 

In short, material resources are an essential part of Grupo Eulen's success and the 

company constantly invests in their improvement and renewal to ensure that its services 

are of high quality and efficient. 

Figure 5 Grupo Eulen in Valencia, Paterna 

 

Source: Own elaboration 

3.1.2 Cultural Resources 

Cultural assets are those intangible aspects of a company that influence its identity and 

how it is perceived both internally and externally. Examples of cultural assets may 

include the company's mission, vision and values, its organizational culture, its reputation 

in the marketplace and its brand image. 

The owl is an important element in Grupo Eulen's logo and is commonly used as a 

symbol of wisdom, intelligence and insight. In the context of Grupo Eulen's logo, the owl 

can represent the company's experience and track record in the outsourcing sector, as 

well as its ability to provide intelligent and effective solutions and services to its clients. 

In addition, the owl can symbolize vigilance, safety and security, which could reflect the 

company's commitment to safety and quality in the delivery of its services. Overall, the 

owl is a strong and recognizable symbol that helps the company highlight its brand and 

its commitment to excellence and customer satisfaction. 
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Figure 6 Grupo Eulen logo 

 

Source: Eulen.com 

It should be noted that the Eulen Group has been offering its services for more than 60 

years, intensifying its commitment to quality and innovation in the provision of its 

services, its focus on corporate social responsibility and its ability to adapt and respond 

to the changing needs of the market and its customers. 

3.1.3 Organizational Resources 

Organizational resources are those aspects of a company's structure and management 

that influence its ability to achieve its objectives and adapt to market changes. Examples 

of organizational resources may include organizational structure, management 

processes and systems, policies and procedures, and human resources. 

In the case of Grupo Eulen, the company has a decentralized organizational structure, 

with independent business units that provide specialized services in different areas, such 

as cleaning, security, maintenance, auxiliary services, among others. This decentralized 

organizational structure allows Grupo Eulen to offer a wide range of services to its clients 

and adapt to their specific needs, while maintaining an efficient and effective 

management structure. Each business unit can focus on its area of expertise and deliver 

high-quality services to its customers, while general management provides the strategic 

vision and oversight necessary to maintain the long-term success of the company as a 

whole. 

In 2016, María José Álvarez Mezquíriz became executive chairman, following the death 

of her father, David Álvarez Díez, chairman and founder of Grupo Eulen. 

 

 

 

 

 



14 

 

Figure 7 Corporate Management Committee 

 

Source: 

https://newsletter.eulen.com/NUEVA_IMAGEN/SOCIAL/RSC/Informe_de_Sostenibilidad_2021.pdf 

The company also has efficient management systems and processes that enable it to 

manage its operations effectively and comply with quality and safety requirements in the 

provision of its services. In addition, Grupo Eulen has clear policies and procedures in 

areas such as environmental management, occupational health and safety and 

corporate social responsibility. 

In terms of human resources, Grupo Eulen has a team of highly trained professionals 

committed to quality in the provision of its services. The company also has professional 

development policies and programs to encourage the training and growth of its 

employees. 

In general, Grupo Eulen's organizational resources are fundamental to its success, as 

they enable it to manage its operations effectively and adapt to the needs of the market 

and its customers. 

 

 

 

https://newsletter.eulen.com/NUEVA_IMAGEN/SOCIAL/RSC/Informe_de_Sostenibilidad_2021.pdf
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3.1.4 Innovation Resources 

Innovation is a fundamental part of the Eulen Group, which has an Innovation Center, a 

space designed to promote innovation and the development of new solutions and 

services. The center works closely with the company's business units to identify 

opportunities for innovation and develop new products and services. It is a key resource 

that the company uses to foster innovation and develop new solutions and services that 

can help improve its competitiveness in the marketplace and provide better services to 

its customers. Its mission is the continuous improvement of productivity and 

competitiveness in the organization and production processes to improve its 

competitiveness, efficiency and position the company favorably with respect to its 

competitors.  

It should be noted that in 2021 they began to give birth to special efforts to create services 

for sustainable development in three key areas: energy efficiency, environmental impact 

and social factor, which contribute to building a sustainable world. Among these designs 

we can highlight energy efficiency through biomass, sustainable employment schools or 

circular cleaning. 

In 2022, Grupo Eulen invested more than 1 million euros, which it plans to increase to 

2.5 million euros (TAPAS, 2022), in research and development to explore new 

opportunities and trends in the market, participate in and acquire companies and startups 

that add value to the company's current services, which are constantly innovating. 

3.1.5 Productive Resources 

Grupo Eulen's productive resources include: 

⎯ Human resources: The company has a broad base of highly trained and 

experienced employees in a variety of areas, enabling them to offer high quality 

services to their clients. 

⎯ Technology: The Eulen Group uses advanced technology in its operations, which 

allows them to offer efficient and high quality services to their clients. 

⎯ Equipment: The company has a wide range of specialized equipment and tools 

that enable it to provide services in a variety of areas, from cleaning and security 

to building maintenance and gardening. 

⎯ Operational processes: Grupo Eulen has solid and efficient operational 

processes that enable them to provide services quickly and effectively. 
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Supplier network: The company has an extensive network of suppliers and business 

partners that allows them to access additional resources and expand their service 

capacity. 

In summary, Eulen Group's productive resources include its highly trained employee 

base, advanced technology, specialized equipment and tools, efficient operating 

processes and a broad network of suppliers and business partners. These resources 

enable them to offer high-quality services to their customers in a variety of areas. 

3.1.6 Technological Resources 

The Eulen Group uses a variety of technological resources, among which we can 

highlight the AS400 program, the operating system by which all the companies of the 

group currently operate, it is planned that by 2024 this system will be replaced by another 

called SERPA. 

In addition, the Eulen Group uses a variety of tracking and management software to 

improve the efficiency and effectiveness of its operations. Some of the tracking software 

used by the company are: 

⎯ Incident and Request Tracking System: Eulen Group uses an incident and 

request tracking system to manage customer requests, complaints, and 

problems. This system helps the company keep track of all requests and ensure 

that they are addressed in a timely and efficient manner. 

⎯ Fleet management software: The company uses fleet management software to 

track and monitor the location of company vehicles and to manage transportation 

services. This software helps the company improve vehicle use efficiency and 

reduce operating costs. 

⎯ Human resources tracking system: Grupo Eulen uses a human resources 

tracking system to manage employee information, including work history, skills, 

and performance. This system helps the company identify skills development 

opportunities and improve talent management. 

⎯ Work scheduling software: The company uses work scheduling software to 

schedule and assign tasks and activities to employees. This software helps the 

company optimize the use of resources and ensure that deadlines and objectives 

are met. 
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3.1.7. Marketing Resources  

PRODUCT/SERVICE 

In this case, Eulen Group offers a wide range of services to its customers around the 

world, including: 

⎯ Cleaning and maintenance services: the company offers cleaning and 

maintenance services for companies and organizations of all sizes, including 

cleaning of offices, hospitals, airports, shopping centers and more. 

Figure 8 Cleaning services 

 

Source: own elaboration 
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Figure 9 Maintenance services 

 

Source: own elaboration 
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⎯ Security services: Grupo Eulen also offers security services, including private 

security, surveillance and access control in companies, events and public places. 

Figure 10 Security services 

 

Source: own elaboration 
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⎯ Human resources services: the company offers human resources services, such 

as recruitment, training and development, and payroll services. 

Figure 11 Human resources services 

 

Source: own elaboration 

 

 

 

 

 

 

 

 



21 

 

⎯ Customer care services: Grupo Eulen offers customer care services for 

companies, including telephone assistance and complaint management services. 

Figure 12 Customer care services 
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Source: own elaboration 
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⎯ FS&M (Facility Services & Management) is one of the services offered by Grupo 

Eulen. This service focuses on the comprehensive management of a client's 

facilities, which includes the planning, organization, supervision and control of the 

services necessary to maintain a facility in optimal conditions. 

Within the FS&M service, the Eulen Group offers cleaning and maintenance services, 

security services, facility management services, environmental and energy management 

services, catering and restaurant services, and waste management services, among 

others. 

The objective of the FS&M service is to offer a comprehensive and customized solution 

for the maintenance and facility management needs of clients, so that they can focus on 

their core business while Grupo Eulen takes care of the management of their facilities. 

Figure 13 FS&M (Facility Services & Management) services 

 

Source: own elaboration 
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⎯ Environmental services: the Eulen Group offers a wide range of environmental 

services to help its customers comply with legal requirements and improve their 

environmental performance, including waste management, landfill cleanup, 

environmental consulting, energy efficiency and water treatment. 

Figure 14 Environmental services 

 

Source: own elaboration 
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⎯ Socio-health services: the Eulen Group offers a wide range of socio-health 

services for people who need support and care in their daily lives, including home 

help, residential care, medical care services, physiotherapy and psychology 

services. These services are designed to help people maintain their 

independence and improve their quality of life. 

Figure 15 Socio-health services 
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In summary, Grupo Eulen's product portfolio includes a wide range of services for 

companies and organizations in a variety of sectors, from cleaning and maintenance to 

security, human resources, logistics, consulting and outsourcing. 

 

 

Source: own elaboration 

Figure 16 Eulen Group Services 

 

Source: https://eulen.com/es/# 

https://eulen.com/es/
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PRICE 

The price of Eulen Group services varies widely depending on the type of service, the 

complexity of the client's needs and the geographic location. It is difficult to give an 

approximate price for Eulen Group services as each client and project is unique. 

Some of the factors that can affect the price of Grupo Eulen's services are: 

⎯ The number of personnel required for the project/service. 

⎯ The type and level of skills and experience needed for the personnel. 

⎯ The duration of the project or contract period. 

⎯ The geographical location of the project. 

⎯ The amount of services required and their complexity. 

Figure 17 The price of Eulen Group 

 

Source: Own elaboration 
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COMMUNICATION 

The Eulen Group uses different means of communication to communicate with its 

clients, employees, shareholders, etc. 

Some of the means of communication used by the Eulen Group are: 

- Website: Grupo Eulen has a website where customers can learn about the 

services offered, make inquiries and contact the company. It is a very visual 

website, following the colors of the logo, blue and white.  

First, we find the main screen, which is quite intuitive. At the top right we find four logos, 

the first one corresponds to the company contact, the second to the search within the 

website, the third to the selected language and the last one to the access to clients. 

Figure 18 Communication 

 

Source: https://eulen.com/es/# 

As main options we find the following: corporation, communication, corporate social 

responsibility and find your job. 

Then, we can find a dropdown with the different services offered, as well as the sectors 

for which they work. Depending on which option you choose, the page will redirect to 

another screen with the different services offered within the selected one. 

 

 

https://eulen.com/es/
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Figure 19 Eulen Group website 

 

Source: https://eulen.com/es/# 

In the corporation option, we can find information about Grupo Eulen, such as history, 

organization, human resources, etc. 

Figure 20 Corporation 

 

Source: https://eulen.com/es/# 

https://eulen.com/es/
https://eulen.com/es/
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The second option is a specific section for Eulen Group communication, where we find 

the press, media contact, corporate documentation and events in which the group 

participates. 

Figure 21 Communication 

 

Source: https://eulen.com/es/# 

- Under "Contacto para medios", a specific contact e-mail address is provided for 

Grupo EULEN's Marketing and Communications Department, where you can 

obtain additional information about its activities. In addition, you can contact the 

Marketing and Communications Department to obtain relevant corporate 

documentation. 

- "Prensa": press kit on its official website, where you can find information about 

the company, sales data, workforce development, as well as services and 

activities in the area of Corporate Responsibility. There is also a direct link to 

download the EULEN Group press kit in PDF format. 

In the "Corporate Social Responsibility" section, we can find the different SDGs to which 

the company subscribes as a sign of the company's sustainability. 

 

 

 

 

https://eulen.com/es/
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Figure 22 Corporate Social Responsibility 

 

Source: https://eulen.com/es/# 

Finally, the find your job section opens a new tab where you can find different job offers 

for the different services offered. 

- Social networks: Grupo Eulen has a presence in several social networks, such 

as LinkedIn, Twitter, Facebook and Instagram, where it publishes relevant 

information about the company, its services and events. 

Instagram: Grupo Eulen's official Instagram account (@grupoeulen_oficial) was first 

published in February 2022. Since then, the company has been using this platform to 

share news, photos and videos related to the company and its services, as well as to 

interact with its audience. Instagram is a very popular tool among companies to reach a 

younger and more active audience on social networks, so it is not surprising that Grupo 

Eulen is present on this platform. It currently has 3555 followers and more than 250 

publications, but we can see that it is not their main communication tool. 

 

 

 

 

 

https://eulen.com/es/
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Figure 23 Instagram 

 

Source: https://eulen.com/es/# 

Facebook: They have a Facebook page created on July 2, 2010, where they currently 

have more than 33,045 people following them. Grupo EULEN uses its Facebook page 

to share news, updates, events and other information related to the company and its 

services from different countries. It also uses Facebook as a platform to promote its 

corporate social responsibility (CSR), including its adherence to the United Nations 

Global Compact for corporate sustainability and the achievement of UN human rights, 

labor, environmental and anti-corruption goals. 

Figure 24 Facebook 

 

Source: https://eulen.com/es/# 

Youtube: Grupo EULEN publishes videos on its YouTube channel that include its new 

letter of introduction in the form of a corporate video, which reflects the company's 

philosophy, vision and main values. Other promotional or service presentation videos 

can also be found on their YouTube channel, such as videos highlighting their general 

services to companies and why they are leaders in the sector. 

 

https://eulen.com/es/
https://eulen.com/es/
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Figure 25 Youtube 

 

Source: https://eulen.com/es/# 

 

LinkedIn: Grupo Eulen uses this platform both to offer jobs and to publish information 

about its companies at an international level. 

They currently have 198,549 followers. 

Figure 26 LinkedIn 

 

Source: https://eulen.com/es/# 

In short, Grupo Eulen uses various means of communication to interact with its 

customers, employees and other stakeholders, including its website, social networks, 

email and advertising. In this way, the company seeks to maintain fluid and transparent 

communication with its stakeholders. 

DISTRIBUTION 

As Grupo EULEN is a service company with a wide range of specialized services, Grupo 

EULEN's distribution method varies according to the type of service they offer 

and the commercial agreements they have established with their clients. In 

general, Grupo EULEN uses an approach based on the provision of services 

https://eulen.com/es/
https://eulen.com/es/


34 

 

through its own personnel and resources, which involves hiring and training its 

own personnel to perform the services contracted by its clients. It also uses 

subcontracting or strategic alliances with other companies to complement its 

service offering in some cases. 

Add that they have a large fleet of vehicles adapted for the different services. 

 
Figure 27 Vehicles 

 
 

Source: https://eulen.com/es/# 

3.1.8 Financial Resources 

Thanks to SABI (Sistema Ibérico de Análisis de Balances) I have been able to analyze 

he financial resources. 

In order to draw a conclusion about the turnover of the Eulen Group, it is necessary to 

analyze the different companies that make it up. 

Firstly, in Eulen S.A. we observe an increase in operating income over the decade. 

On the other hand, in Eulen Seguridad S.A. we see how there is an increase in turnover, 

except in 2021, where we observe a decrease due to Covid-19. 

We also observed in Flexiplan S.A. an increase in turnover until 2020, where due to 

Covid-19 there is a decrease in turnover. 

Finally, Eulen Servicios Sociosanitarios S.A., in which we see an increase throughout 

the decades, except for 2020 where we observe a decrease in turnover that recovers in 

2021. 

https://eulen.com/es/
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Table 1 Financial resources 

 EULEN S.A. 

 

EULEN SEGURIDAD S.A. 

 

FLEXIPLAN, S.A. 
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EULEN SERVICIOS SOCIOSANITARIOS S.A. 

 

Source: https://sabi.bvdinfo.com/  

3.1.9 CSR Resources 

Eulen Group is a company committed to corporate social responsibility (CSR) and has a 

long history of implementing sustainable and ethical practices in its operations. Its priority 

is its commitment to social, labor, environmental and human rights concerns, which is 

reflected in the way we operate. 

Corporate social responsibility: The Eulen Group is committed to business ethics and 

transparency in its operations. The company has established a code of ethics for its 

employees and suppliers, and has implemented measures to prevent corruption and 

bribery. In addition, Grupo Eulen promotes equal opportunities, diversity in the four main 

lines in which it works: gender, generational, functional and cultural, and the integration 

of groups at risk of exclusion. 

Environment: The Eulen Group is committed to environmental sustainability and has 

implemented measures to reduce its environmental impact in its operations. The 

company has set targets to reduce its greenhouse gas emissions, promotes the use of 

renewable energies and has adopted waste management and recycling practices. In 

addition, it contributes to the achievement of 17 SDGs, including SDG 3 (Health and 

Wellness), SDG 4 (Quality Education), SDG 5 (Gender Equality), SDG 8 (Decent 

Employment and Economic Growth), SDG 10 (Reducing Inequalities), SDG 12 

(Responsible Consumption and Production), SDG 13 (Combating Climate Change) and 

SDG 17 (Partnerships to Achieve the Goals). 

 

 

https://sabi.bvdinfo.com/
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Figure 28 SDGs 

 

 

Source: Informe de sostenibilidad 2021 
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Social welfare: Grupo Eulen is committed to improving social welfare in the communities 

in which it operates, guaranteeing a safe working environment, ensuring the health of 

people, the integration of those in social exclusion and the creation of quality 

employment. 

The company also fosters human capital, essential to achieve the sustainable model, 

and in 2021 a positive evolution is reflected: 

- Gender diversity: 53% of the workforce are women. 

- Generational diversity: 51% of the workforce are employees under 30 or over 50 

years of age. 

- Functional diversity: the number of employees with disabilities increased by 

8.82% compared to 2019, they have a total of 2,217 employees with disabilities. 

- 62% of the workforce is employed on an indefinite-term basis and 68% on a full-

time basis. 

- More than 925,000 hours were spent on internal training. 

In terms of health and safety indicators, in 2021 there was a decrease compared to 2019: 

- Accident frequency rate: decrease of 5.96%. 

- Severity rate: decrease of 7.45%. 

These four pillars make it possible to achieve SDG 8 "Decent work and economic 

growth", SDG 5 "Gender equality", SDG 10 "Reducing inequalities", SDG 4 "Quality 

education" and SDG 3 "Health and well-being". 

Table 2 Social welfare 

 

Source: Informe de sostenibilidad 2021 
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3.2 Capabilities 

3.2.1 Distinctive Capabilities 

The distinctive capabilities of Grupo EULEN, a family company with 100% Spanish 

capital and a national leader in the provision of general services to companies, 

institutions and public administrations, are based on its philosophy of maximum effort at 

work and its specialization in different lines of business, as it provides a wide variety of 

services in which it guarantees excellent service, seeking the satisfaction of its clients. 

In addition, Grupo EULEN has a solid Corporate Social Responsibility strategy, with a 

commitment to social, labor, environmental and human rights concerns, which is 

reflected in the way it acts. 

3.2.2 Value Chain 

The value chain is a tool that aims to examine all the strategic activities carried out by 

the company. 

Figure 29 Value Chain representation 

 

Source: Wikipedia 

 

Support activities 

• Company infrastructure 

Grupo EULEN's infrastructure is made up of various companies nationwide that form 

part of its organization, such as EULEN S.A., EULEN Seguridad S.A., EULEN Servicios 

Sociosanitarios S.A., Flexiplán S.A. ETT (EULEN Flexiplan), Compañía Internacional de 

Protección, Ingeniería y Tecnología S.A. (PROINSA), Instituto EULEN de Formación 

S.A., and EULEN Integra S.A. 
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The EULEN Group has physical offices in 14 countries, including Portugal, United Arab 

Emirates, United States, Colombia, Costa Rica, Chile, Jamaica, Mexico, Panama, Peru, 

Dominican Republic, Qatar, Oman and Spain. 

Focusing on Spain, these are the current locations where Eulen Group offices are 

located. 

Figure 30 Grupo EULEN's infrastructure 
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Source: https://eulen.com/es/corporacion/nuestras-oficinas/ 

  

https://eulen.com/es/corporacion/nuestras-oficinas/
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• Human resources management 

It has an approach based on the development of its employees, considering them its 

most important asset. The Group has a solid culture of compliance and business ethics, 

and the identification and prevention of risks associated with possible situations of risks 

associated with possible human rights violations, corruption, bribery or money 

laundering, are of vital importance. of vital importance to the company. 

To create a corporate culture and achieve the integration of these principles into the 

company's value chain, the EULEN Group has developed a series of internal control 

mechanisms, communication channels and mandatory training. of mandatory 

compliance. 

Figure 31 Human resources management 

 

Source: own elaboration 

EULEN Flexiplán responds to the needs of companies in terms of the provision of 

workers, selection of qualified personnel, personnel training, human resources 

consulting, as well as outsourcing processes within the human resources area. 

• Technological development 

Grupo EULEN is continuously researching and developing new services to meet the 

growing needs of individuals, companies and administrations. 

In 2021, three projects stand out in the design of services for sustainability:  
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⎯ Energy efficiency through biomass: design, installation and maintenance of 

heating and cooling networks (District Heating & Cooling) and boilers, through 

biomass, using Pellet, olive pits or wood chips as fuel. 

⎯ Sustainable employment schools: theoretical and practical training service for the 

insertion in companies of vulnerable groups and at risk of exclusion, or with 

different social problems. 

- Circular cleaning: cleaning system that integrates the best sustainable practices 

learned in decades of experience and with the latest technology available, such as: 

optimal routes, waste reuse, ECO cleaning products, green energy consumption 

machinery, eco-cleaning agents, sensorization of spaces, specialists in the cleaning 

environment. 

• Acquisition 

The Eulen Group has 8,884 approved suppliers in 2021 as part of its supply chain. 

This network of suppliers must meet a series of requirements in order to be approved 

within the company: approval of the product or service, procedures, processes and 

equipment, personnel requirements, compliance with current labor regulations, among 

others. They must also provide a series of documentation in order to register them as 

approved suppliers and guarantee responsible performance. 

By 2021, 99.73 % of its suppliers will be local. A total of 1,429 new suppliers have been 

approved. Purchases from these suppliers are also registered for a total value of 

€187,253,032. 

Its commitment to responsible management of the supply chain is key to ensuring the 

sustainable model for which the Eulen Group is firmly committed and to the development 

of SDG 12 "Responsible production and consumption". 

 

 

 

 

 

 

 



44 

 

Primary activites 

• Incoming logistics 

Grupo Eulen defines inbound logistics as the operations and procedures involved in the 

efficient management of the reception, storage and distribution of goods and supplies 

required for the operation of the business.  

The following actions are part of the logistics of joining Grupo Eulen: 

Supplier management is the process of locating, evaluating and choosing suppliers that 

offer the products and materials necessary for the Eulen Group's activities. The 

negotiation of contracts, the creation of commercial agreements and the monitoring of 

supplier performance are part of this category. 

Receiving and verifying goods: After suppliers have delivered goods and supplies, a 

procedure known as receiving and verifying is used to make sure the items are accurate 

in terms of quantity, quality, and requirements. This entails examining the products and 

entering them into the inventory management system used by the Eulen Group. 

Storage and inventory management: According to operating requirements and best 

practices for inventory management, received goods and materials are stored in Eulen 

Group warehouses in an orderly and effective manner. Products must be identified, 

categorized, labeled, and registered in the inventory management system. 

Management of internal transportation is also a part of Grupo Eulen's inbound logistics 

process, as it is required to distribute goods and supplies to the various departments or 

units of the organization. This includes managing transport documentation, allocating 

vehicles, tracking deliveries, and planning routes. 

Cost reduction and process improvement: For the Eulen Group, the effectiveness and 

optimization of incoming logistics processes are key. This entails keeping an eye on and 

managing the expenses related to incoming logistics, locating and removing any 

bottlenecks in the workflow, putting continuous improvement into practice, and utilizing 

technical solutions for logistics management. 

The Eulen Group devotes its full attention to complying with customs, safety and 

environmental regulations when dealing with the inbound logistics entrusted to it. In 

addition, extensive risk management is fully operational to locate and deter virtually any 

hazards in the supply chain.  
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Essentially, the team completes its function from supplier management, inventory 

tracking through cost and resource management to delivery. The entire organization is 

based on compliance-oriented efficiency in risk prevention strategies. 

• Operations 

The Eulen Group's operational activities may vary from one state to another depending 

on the services provided and the demands of its customers. Through numerous 

interactions in numerous locations, the international entity supplies its customers 

everywhere with its goods and services. 

• Outbound logistics 

Eulen Group's outbound logistics consists of storage and transportation procedures for 

products/services that are sent to customers and subsequent users. These activities may 

change depending on the type of services provided by the Eulen Group, as well as 

customer specifications.  

Eulen Group deploys a delivery management program to effectively organize route 

planning, resource allocation (such as vehicles and operators), continuous tracking of 

shipments routed, and customer acknowledgment of receipt. If your products or materials 

depend on them, an organized inventory management framework must be used diligently 

to ensure a smooth arrival of transportation. 

At times, the Eulen Group must treat items destined for customers according to the type 

of service offered, such as packaging and labeling them appropriately, taking into 

account the rules and regulations applicable in each market. In relation to the 

international traffic of goods, it is necessary to carry out procedures related to paperwork 

or customs protocols, if any. 

If customers return items purchased through the Eulen Group, they have systematic 

procedures in place to manage the return, evaluate the item and decide whether a refund 

or replacement is necessary. In addition, distributing production also involves overseeing 

customer service tasks, such as answering questions about orders, tracking delivery, 

resolving disputes and ensuring customer satisfaction. 

It is important to note that Eulen Group's outbound logistics may vary depending on the 

type of services it offers and the specific geographic location of its operations. 
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• Marketing and sales 

Grupo Eulen is in charge of the entire marketing process of its services. They focus on 

creating new services or improving their own with their R+D+i program. They promote 

their services through their website, social networks, their posters on vehicles, etc. 

• Services 

Grupo EULEN is a global benchmark in the services sector and stands out for its 

philosophy of maximum effort at work. As a company dedicated to offering specialized 

services, it seeks continuous improvement of these services, as well as innovation. 

The company's Facility Services & Management (FS&M), private security services, 

health and social services, as well as global management services for human resources, 

employment and temporary employment.  

These services are broken down into approximately 80 lines of activity that attempt to 

cover the entire spectrum of services that a client may need, except those that constitute 

its main corporate purpose corporate purpose. 

4. EXTERNAL ANALYSIS 

4.1 Microenvironment 

4.1.1 Porter’s 5 forces 

 

In this section, we will analyze the most important aspects of the 

Eulen Group with respect to customer and supplier 

relationships, threats from new competitors and substitute 

products and, finally, rivalry among competitors using Porter's 

five forces analysis method. 

 

 

 

 

 

Figure 32 Porter’s 5 forces 

 

Source: own elaboration 
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4.1.1.1 Bargaining power of customers 

Consumer bargaining power refers to the ability of customers to influence the way a 

company operates in the market. In the case of Grupo Eulen, a corporation engaged in 

various sectors, such as cleaning, security, social and health services, among others, 

the power of these consumers is not high, since it covers different services for many 

types of customers. 

There are many offers of this type, but not like this company that specializes in so many 

services and is able to offer such a wide range of specialized services. Moreover, being 

such a large company, it has the resources necessary to offer the best possible service. 

4.1.1.2. Bargaining power of suppliers 

This refers to the ability of suppliers to influence business conditions with the companies 

to which they supply inputs or services. Regarding the bargaining power of suppliers in 

the Eulen Group, we could say that it is average, since they have some bargaining power 

due to the cost of changing suppliers and the process of approving a supplier, but it is 

true that there are many suppliers that could meet the needs of the Eulen Group. 

Therefore, suppliers have some bargaining power, but not absolute. 

4.1.1.3. Threat of new entrants 

The Eulen Group is in a very competitive market, as it offers a wide variety of services in 

different sectors. It is possible that companies already established in the specific sectors 

in which Grupo Eulen operates, as well as new emerging companies, may represent a 

threat to the company's business, although Grupo Eulen is able to create unions between 

companies in its group to further cover the needs of its clients, so it meets their needs in 

the way it can and has sufficient resources to do so. 

In addition, the Eulen Group has demonstrated a long track record in the market and has 

implemented strategies to remain competitive and continue to grow in different areas. Its 

commitment to sustainability and corporate social responsibility may be factors that allow 

it to maintain a competitive advantage over new competitors. 

4.1.1.4. Threat of substitute products 

Being a group that offers a wide range of services in different sectors, there are threats 

of substitute services depending on the specific service to be acquired. 

As for cleaning and maintenance services for facilities, buildings and public spaces, there 

are several companies that offer these services, such as ISS World, Clece, Ferrovial 

Servicios or Acciona Servicios Urbanos. 
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Regarding security services, there are companies such as Securitas and Prosegur that 

offer similar private security and surveillance services that could be an alternative to the 

services offered by Grupo Eulen. 

In the socio-health services we find companies that also offer socio-health services to 

elderly people such as SARquavitae, DomusVi or Ballesol. 

Finally, in terms of temporary employment services, there are companies such as 

Adecco, Randstad or Manpower that could be considered alternatives to Eulen Flexiplan. 

So, we could say that there are companies that offer similar services to those of the 

group, but we would have to look at the price and quality they offer for them. 

4.1.1.5. Rivalry between competitors 

It is common that in such a competitive market in which there are other companies with 

similar services to offer, there is also rivalry among competitors for leadership in the 

sector, obtaining clients and improving the quality of services.  

However, as we have mentioned above, the Eulen Group has demonstrated over the 

years the great trajectory it has and the implementation of innovative strategies to remain 

a leader in its sectors, continue to grow and expand.  

4.2 Macroenvironment 

4.2.1 PESTEL analysis 

4.2.1.1 Political factors 

Spain, for some time now, has been involved in an enormously unstable political 

panorama, full of uncertainty, governments formed by many parties, motions of censure, 

pacts or governments that do not manage to be formed until after a few years, among 

other things, currently led by the President of the Government Pedro Sánchez, due to 

the management of the COVID-19 pandemic and the challenge to achieve the formation 

of parliamentary majorities is facing a complicated situation, we add to this that the next 

general elections are at the end of this year and the municipal elections on May 28th. 

Following this situation, in 2022, a total of 26,207 companies closed, which is 10% more 

than the previous year and the highest figure since this series of data has been recorded, 

according to data from the National Statistics Institute (INE). 
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On the other hand, the war in Ukraine has affected Spanish policy, through its 

participation in the response of the European Union, Spain has supported the economic 

and political sanctions imposed by the EU against Russia in response to its role in the 

conflict in Ukraine. The conflict in Ukraine has had an impact on Spanish citizens' 

perception of foreign policy and national security. The crisis has raised concerns about 

stability in Europe and has led to further debate about the need to strengthen common 

defense and security in the EU. 

The company is a signatory to the United Nations Global Compact for corporate 

sustainability and the achievement of the UN's human rights, labor, environmental and 

anti-corruption goals. 

4.2.1.2 Economic factors 

Spain's gross domestic product in 2022 grew by 5.5% compared to 2021, the same rate 

as in the previous year. Spain's GDP per capita in 2022 was €27,870, €2,370 higher than 

in 2021, which was €25,500. 

Table 3 Economic factors 

 

Source: https://datosmacro.expansion.com/ 

Although inflation fell in March to 3.3%, the price of food increased and this is one of the 

main economic problems affecting Spanish society today, there is a reduction in VAT on 

several basic products, but it is hardly noticeable in the purchase ticket.  

On the other hand, we can also see how the rise in fuel prices has affected all Spaniards, 

since the 20 cents per liter rebate that came into effect on April 1, 2022 has disappeared. 

n addition, the price of electricity has not stopped rising either, the main cause of this 

being the increase in the price of gas caused by the instability and the situation following 

the war between Russia and Ukraine. 

https://datosmacro.expansion.com/
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The total number of unemployed in Spain was 2,862,260 in March 2023. Unemployment 

has decreased by 246,503 people (-7.93%) with respect to March 2022, which is mainly 

due to the celebration of Easter Week. 

Regarding the Eulen Group, the company has expanded internationally, which allows it 

to diversify its sources of income and reduce its dependence on the domestic market, 

but it is clear that this whole situation also directly affects companies. 

Figure 33 Unemployed in Spain 

 

Source: https://datosmacro.expansion.com/ 

4.2.1.3 Sociocultural factors 

In order to analyze this factor, different variables such as demographic evolution, 

changes in people's lifestyles, education, health, etc., must be taken into account. 

With regard to social changes, immigration and emigration rates, attitudes at work, 

religion and culture will have to be taken into account. So we can say that there is more 

and more diversity of work, since the new current situation has generated changes in 

personnel policies and jobs. In addition, women are gaining more and more responsibility 

and share in the labor market. 

As for the demographic evolution, by year, in the first two months, 51,929 births have 

been registered this 2023, compared to 52,605 in 2022 and above 48,251 in 2021. Since 

2017, the number has been progressively decreasing, with 62,188 in 2017, 59,700 in 

2018, 58,182 in 2019 and 57,157 in 2020. 

All in all, the number of Spaniards living in another country reached 2,790,317 on 

January 1, 2023, the maximum record in the Register of Spaniards Resident Abroad 

(PERE) since the INE published this statistic (2009). 

https://datosmacro.expansion.com/
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It is clear that this situation also directly affects Grupo Eulen, since the smaller the 

population, the fewer the clients and the fewer the workers, although considering that 

the company is international, this is not a concern, but we must also take into account 

the number of people over 65 years of age, which on January 1, 2022 was 47.4 million 

inhabitants, so that the country added 50,490 people to its census (INE, 2022). 

4.2.1.4 Technological factors 

The improvement of technology is a very important factor for Grupo Eulen, it works 

continuously to improve in that sense. 

It has always made efforts to improve its technology, as we can see in the creation of a 

virtual Digital Transformation Room, a pioneer in the business environment that Grupo 

Eulen has created, so that they can integrate technology into the services offered. The 

company aims to promote the incorporation of digital culture into its processes; to define 

and implement technological projects to improve processes for its clients; and to create 

an innovative open environment for all Grupo EULEN professionals, transversal to all the 

company's operations and processes, where they can learn and work in a "Learning by 

doing" model.  

In addition, Grupo Eulen is committed to the European initiative "Next Generation", 

among the projects are services such as active forests, green forestry filters, empty land, 

circular cleaning, digitization of documentary collections, rural eco-culture, rural digital 

transformation, energy efficiency through biomass, networks of hydroline stations and 

recharging for electric mobility, advanced digital telecare, women in rural areas, 

comprehensive management of urban loneliness, among others (Nota de prensa, 2021), 

aligned in turn with the Recovery, Transformation and Resilience Plan of Spain. 

Another very important aspect of technology can be found on the Eulen Group's website, 

where, thanks to the advance of technology, anyone can find all the information they 

need about the services offered by the group. 

4.2.1.5 Ecological factors 

 

As we can see, in Spain the climate is changing, heat waves or cold when it should not, 

extreme droughts or floods, all due to climate change that we are currently suffering. In 

the world emissions continue to increase, in Spain too, so we are not yet achieving real 

achievements in the decarbonization of society (PRIETO, 2023). 
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Grupo Eulen is committed to sustainability and care for the environment. The company 

has developed different initiatives to reduce its environmental impact, such as the 

implementation of environmental management systems in its facilities and the use of 

more efficient and less polluting vehicles and machinery. The company also offers 

specialized environmental management and sustainability services to its clients. 

According to the EULEN Group's CSR pillars, they are committed to managing 

environmental impact and climate change through the implementation of sustainable and 

environmentally friendly measures, for which it uses two pillars: decarbonization and 

circular economy. Decarbonization relates to actions to reduce energy consumption, 

reuse water and recycle materials. 

In addition, as I mentioned earlier in the report, the Eulen Group is committed to 17 

SDGs. 

Table 4 Ecological factors 

 

Source: Informe de sostenibilidad 2021 

4.2.1.6 Legal factors 

Some relevant results can be found about the legal factors affecting the Eulen Group in 

relation to the services it offers. 

First of all, for the processing of the data, we will make use of the following bases of 

legitimacy: 

- Consent of the data subject (art. 6.1.a of the RGPD): we will treat your data based 

on the free, specific and informed consent you provide us with in our forms. 
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- Legitimate interest (art. 6.1.f of the RGPD): Legitimate interest of the Group to 

meet the requests for information through the Web and the existing contact data 

on it. 

- Execution of the contractual relationship (art. 6.1.b of the RGPD): We will treat 

your data in accordance with this basis for: the management of the contracting of 

services after the acceptance of the estimate; the execution and fulfillment of the 

contract signed between Eulen Group and the user; payment; invoicing; 

communication between the parties. 

- Consent of the interested party (art. 21.1 of the LSSI): The sending of 

communications may be effective when expressly requested (by means of a form, 

for example) or expressly accepted (by clicking on a consent). 

On the other hand, regarding environmental limitations: 

- Royal Decree 1052/2022, of December 27, regulating low-emission zones. 

In addition, work is underway on a future law on environmental due diligence and human 

rights. This law will aim to establish obligations for companies to prevent and mitigate 

environmental and social impacts throughout their value chain. 

Also, we find the legislation on competition and antitrust: 

- Law 1/2002 on the Coordination of the competences of the State and the Autonomous 

Communities in matters of Defense of Competition establishes the legal framework to 

guarantee effective competition in the market and to prevent and sanction anti-

competitive conduct. 

Law 15/2007, of July 3, 2007, on the Defense of Competition, establishes the rules for 

the protection of free competition in the market and the prevention of anti-competitive 

behavior, such as the formation of monopolies and practices that restrict competition. 

Regarding the legislation focused on the incorporation, merger and acquisition of 

companies: 

- The Law for the Creation and Growth of Companies ("Crea y Crece") approved 

in September 2022, aims to facilitate the creation of companies, reduce 

regulatory obstacles, fight against late payments and boost their growth and 

expansion. 

- Regarding the merger and acquisition of companies, the Commercial Companies 

Law establishes the rules to be followed in the event of a merger of two or more 

registered commercial companies subject to Spanish law. 
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Temporary joint ventures (UTEs) are governed by Law 18/1982, of May 28, 1982, on the 

Tax Regime for Groupings and Temporary Joint Ventures and Regional Industrial 

Development Companies. This law establishes the legal regime applicable to these 

temporary groupings of companies and regional industrial development companies. 

It also affects the Social Security regulation, which establishes the legal framework for 

the operation of the Spanish social protection system, including the registration, 

affiliation, contribution and collection of Social Security contributions. 

Finally, the legislation on Intellectual Property, mainly regulated in the Texto Refundido 

de la Ley de Propiedad Intelectual, which establishes copyright and related rights, as 

well as the obligations and limitations thereof. 

Figure 34 Key environmental factors 

 

Source: own elaboration 
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5. COMPETITIVE ANALYSIS 

5.1 Levels of competence 

Figure 35 Levels of competence 

 

Source: own elaboration 

• Competition in the form of product 

In the first place, we find those competitors that offer the same or very similar services 

and cover the same needs as the Eulen Group. 

- ISS Facility Services: Danish company specialized in comprehensive cleaning, 

maintenance, security and ancillary services. 

- Sacyr Servicios: Spanish company offering cleaning, maintenance, security and 

ancillary services to companies and public bodies. 

- Clece: Spanish company specialized in comprehensive cleaning, maintenance, 

gardening, security and social services. 

• Competition in product category 

These competitors offer similar services but with a more limited geographical or sectorial 

scope. In this case we find:  

- ACS Group: a Spanish company offering cleaning, maintenance, security and ancillary 

services. Although its main focus is construction, it also has a services division that 

competes with Grupo Eulen. 

- Gimeno Group: offers services in different areas, such as logistics and transportation, 

construction and maintenance, supply and management of materials, among others. 
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• Generic competition 

In the third level of competition, we find services that satisfy the same need but without 

being the same services, in this case they are: 

- Sodexo: is a French company that offers catering services, cleaning and maintenance 

services, facility management services, among others. 

- Compass Group: is a British company offering food services and facility management 

services worldwide. 

• Budget competition 

At the last level we find different competitors offering different services but competing at 

this budget level: 

- Carpintería Metálica Noan: small company offering different types of metal related 

products. 

- Iberdrola: a Spanish company in the energy sector, dedicated to the generation, 

distribution and commercialization of electricity and natural gas. 

- Laimprenta: offers quality digital printing services. 

5.2 Main competitors 

The chart above shows the main competitors of the Eulen Group. They are companies 

that offer very similar services to the Eulen Group, but not exactly the same, since being 

a group of several companies covers a very wide range of services.  

Let's look a little more in depth at the companies mentioned above as direct competitors 

of the Eulen Group. 

ISS FACILITY SERVICES 

ISS Facility Services is a global services company that deals with cleaning, security, 

maintenance and facility management. The company enables its customers to focus on 

growing their business by providing smart services that will be efficient and effective. ISS 

has a large international network of employees who are well-trained and motivated to 

work to a high standard. 

ISS focuses on the safety, productivity and well-being of the people it supports and adds 

the human touch to create a happy environment. 



57 

 

The company helps its customers gain competitive advantage by adapting its services 

to their needs and changes. 

SACYR SERVICIOS 

Sacyr Servicios, a company of the Sacyr Group, develops infrastructure, services and 

business in more than 20 countries on four continents. 

Sacyr Services strives to innovate and expand nationally and internationally, becoming 

a model for all companies in the industry:  

- Sacyr Facilities: Cleaning services, garden, housekeeping, catering, concierge, 

reception, and information management etc. 

- Valoriza Medioambiente: specialist in mixed waste management, from collection 

to processing, recycling and energy recovery. 

CLECE 

Clece is a company dedicated to providing quality services to companies and institutions 

in Spain, Portugal and the UK. 

Clece serves more than 1.5 million users and customers, including self-service 

management, education and social services, cleaning services, maintenance and 

security, logistics services, gardening services, energy services, the beauty industry and 

more. 

Clece provides services to companies and institutions with the aim of improving the 

quality of life of people and the environment in which they work in general. 
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Table 5 Main competitors 

 

 

 

 

Origin Denmark Spain Spain 

Year 

founded: 

 

1901 

 

1986 

 

1992 

Number of 

employees 

in 2021: 

 

More than 460.000 

 

More than 30.000 

 

More than 42.000 

Operating 

income in 

2021: 

DKK 77,331 million 

(approximately 

€10.364 million) 

 

20.967.966€ 

 

€960.867 thousand 

 

 

 

 

 

 

 

 

 

Services 

offered: 

Cleaning 

Security 

Ancillary Services 

Technical services 

Workplace 

Capital projects 

Facility Management 

(Maintenance, 

cleaning, security, 

auxiliary services) 

Integral maintenance 

of facilities 

Energy Services 

Auxiliary Services 

Special Employment 

Center 

Infrastructure 

Maintenance 

Restoration in 

highways and 

freeways 

Services to dependent 

people 

Help and assistance 

service for the elderly 

Educational services 

Social services 

Security 

Logistics services 

Maintenance 

Facility management 

Ancillary services 

Gardening services 

Energy services 

Cleaning 

Marketing 

Source: Own elaboration 
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6. ANALYSIS AND DIAGNOSIS 

Figure 36 SWOT 

 

Source: Own elaboration 

6.1 Strengths 

Experience and trajectory in the sector 

Grupo EULEN is a leading company with extensive experience in this field, providing 

integrated services to companies, organizations and public administrations. It operates 

in 14 countries, employs more than 78,000 people and celebrated its 60th anniversary. 

Grupo EULEN is a pioneer in outsourcing general services to companies and its 

experience has made it a leader in the country. 

Transactional company 

The company has an international reputation and strong international presence, 

demonstrating its readiness to adapt to the world's trends and times. 

Strong commitment to sustainability and social responsibility 

They do much to reduce their environmental impact and improve the lives of the comm

unities in which they operate. 
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On the environmental front, the Eulen Group has implemented waste management ser

vices that reduce CO2 emissions and energy consumption. They promote the use of su

stainable transport and promote environmental education and awareness among empl

oyees and customers. 

In relation to its social commitment, Grupo Eulen has developed the following plans: inc

lusion of people with disabilities in the workplace, supporting education and leadership 

action, gender equality and combating gender-based violence. 

Quality of service 

They provide quality services that are reflected in the education and training of their 

employees, their commitment to innovation and the technology they use for their services 

and clients.  

The company is also ISO 9001, ISO 14001, OHSAS 18001, etc. certified, demonstrating 

its commitment to continuous improvement and good service, and has quality, safety 

and environmental certificates. 

Well-trained staff 

The company stands out with its commitment to the education and training of its 

employees, which ensures that they have a qualified and professional team in all the 

services they offer. 

Grupo Eulen also includes the experience and know-how of its employees and 

encourages the exchange of knowledge and experience between different departments 

and areas of the company, thereby creating value in service and customer satisfaction. 

Specialization in services 

Grupo Eulen is a company specializing in various cleaning and maintenance, safety, 

service, handling and handling, environmental issues. 

Grupo Eulen has a dedicated and well-trained team in each region, responsible for 

providing solutions tailored to the needs of each customer. 

For example, in cleaning and maintenance, Grupo Eulen provides cleaning services to 

all kinds of places, from workplaces to hospitals, with its personnel specialized in special 

processes and products suitable for all kinds of places and needs. 

In the field of security, Grupo Eulen has trained employees to provide private security 

and monitoring of events and fixed installations, as well as electronic security services 

such as alarms and surveillance cameras. 
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Grupo Eulen provides additional services such as reception, concierge, customer service 

and after-sales services. It always provides services with a focus on quality and customer 

satisfaction. 

In addition, Grupo Eulen has experience in certain sectors such as chemistry, food, 

energy and hospitals and is able to offer solutions based on the needs of all sectors and 

companies. 

Technology and innovation 

The Eulen Group continually invests in research and development to improve its services 

and processes. 

One of the areas where Eulen Group is investing in technology and innovation is 

electronic security, offering the best solutions for security and monitoring testing such as 

surveillance cameras, access search, access and facial recognition. 

Another new area of Grupo Eulen is cleaning and maintenance, developing state-of-the-

art cleaning machines and products that make it efficient and effective in cleaning all 

areas. 

The company also attaches importance to sustainability and environmental protection 

and has developed technologies and solutions to reduce the environmental impact of its 

services, such as the use of environmentally friendly products and good waste 

management. 

6.2 Weaknesses 

High personnel turnover rate  

High staff turnover can be a problem in any company, including Grupo Eulen, and can 

be caused by the nature of some of its services, the intensity of the work in some sectors, 

the lack of opportunities for professional growth and development, or the remuneration 

and benefits offered. 

Very old software 

Using outdated software can have many disadvantages for a company, including high 

risk for cyber attacks, low efficiency and productivity, and difficulty integrating with other 

systems and technologies. It is important to remember that software development can 

be an expensive and complex process that requires careful planning and evaluation of 

the risks and benefits involved. 
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Little participation in social networks 

The Eulen Group has perifles ne social networks but it is true that they are not as active 

as they could be, in addition, it is important to note that the effective management of 

social networks requires a significant investment of time and resources, and it is 

necessary to have trained and specialized personnel in this area. 

Increasing competition 

Increasing competition in all industries is a huge challenge for all companies and Grupo 

Eulen is no exception. Companies face increasing competition in terms of price, service 

quality, innovation and ability to meet customer needs. 

6.3 Opportunities 

Growing demand for outsourcing services at national and international levels 

Service outsourcing, also known as outsourcing, is a business model in which one 

company hires another company to take care of certain activities, tasks, or services. 

Eulen Group, cleaning services, security, maintenance, transportation, social services 

etc. With its experience and expertise in the fields, it invests in these models and meets 

the needs of its domestic and foreign customers. 

Agreements with private companies 

The Eulen Group can make agreements with private companies to provide tailored 

services tailored to each client's specific needs. These agreements are beneficial to both 

parties, as Eulen Group can expand its customer base and increase their business, while 

private companies can benefit from Eulen Group's experience and expertise in service 

management. 

Contracts with private companies can be short, medium or long and may include 

maintenance, cleaning, security, social services, transportation, etc. may include 

services. 

Diversification of services 

Diversified services can be a good strategy for Eulen Group to expand its customer base 

and meet the needs of the business. Service diversification involves introducing new 

services or expanding existing services to meet the needs of the wider market. By 

diversifying its services, the Eulen Group can attract new customers and strengthen its 

market position. 



63 

 

Expansion into emerging market 

Emerging markets are characterized by rapid economic growth and growing demand     

for the best services, making them attractive to professional services companies such a

s Grupo Eulen. 

6.4 Threats 

Current political crisis 

The political crisis can affect the Eulen Group in various ways, depending on the scope 

and duration of the crisis. It can result in reduced demand for services, increased 

operating costs, disruption of operations, regulatory uncertainty. 

Technological advances  

Technological progress is both a threat and an opportunity for the Eulen Group, 

depending on how the company responds to them. 

Advances in technology may reduce the need for service personnel in some industries, 

which may affect demand for Grupo Eulen's outsourcing services. 

Technology companies may offer external services that compete with those of Grupo 

Eulen, particularly in areas such as security and maintenance. 

Technology can affect demand for Eulen Group's services by changing the way 

consumers eat. For example, online shopping services can reduce the need for customer 

support and in-store security services. 

Demanding customers 

Customer complaints are a threat to the Eulen Group as they affect customers 

satisfaction and the company's reputation. If customers are not satisfied with the service 

they receive, they may stop working with the company and choose other options in the 

market. 

This could have a negative impact on Grupo Eulen's customers and profitability. 

In addition, customers will be more likely to make complaints and claims, which will cost 

Grupo Eulen more in terms of time and resources devoted to resolving issues. 

Suppliers with little commitment to the environment 

Suppliers without environmental commitments may pose a threat to Grupo Eulen, 

especially as the company strives to be sustainable and responsible in its operations. 
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Suppliers' failure to comply with the Eulen Group's environmental and social standards 

can adversely affect the company's reputation and ability to meet the expectations of 

customers seeking sustainable services. 

Regulatory changes 

They can affect the ability to provide services and benefits. Changes in regulations may 

include new laws, regulations, government regulations, licenses and other restrictions 

affecting the activities of the Eulen Group. 

If there are any adverse changes in the Eulen Group's ability to provide services or its 

operating costs increase, this may adversely affect its profitability and competitiveness 

in the market. 

7. TARGET AUDIENCE AND POSITIONING 

7.1 Market segmentation 

The Eulen Group's target audience is mainly 

companies, institutions and public administrations 

from different sectors that require these types of 

services for their proper functioning. 

 

We also consider the Eulen Group's target audience 

to be companies that have a vision focused on 

corporate sustainability and the achievement of the 

UN's human rights, labor, environmental and anti-

corruption objectives. All of the above focused on 

local, regional, national and international levels. 

 

 

 

 

 

Figure 37 Market segmentation 

 

Source: own elaboration 
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7.2 Positioning 

With this positioning map we will rank the Eulen Group and its main competitors 

mentioned above according to the following attributes Services - Commitment to the 

environment. 

Table 6 Positioning 

 

ISS Spain's 2021 Sustainability Report demonstrates the company's strong 

commitment to sustainability and the environment. It has set specific targets to reduce 

the environmental impact of its operations and increase investment in renewable 

energy. 

ISS also has policies in place to reduce its carbon footprint and waste from its 

operations, and to improve frozen energy efficiency and use of sustainable resources 

in its services. In addition, his commitment to sustainability has been recognized by 

various organizations and he has received certificates in the fields of environmental 

management and accountability. 

It can be concluded that ISS has a good approach to sustainability and the 

environment and works to reduce its environmental impact and promotes sustainable 

practices in business and operations service. 

 

 

Sacyr's 2022 sustainability report indicates that the company is committed to 

protecting and caring for the environment, highlighting that they have been recognized 

for their commitment to nature in the construction and engineering sector, ranking 

second in the ranking of the most committed companies in this area. The company 

has also set specific targets for climate change, circular economy and industrial 

protection on the way to 2025. 

Sacyr is committed to sustainable development and care for the environment by 

setting goals and strategies for responsible management. 
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Clece is committed to protecting the environment and has developed an environmental 

strategy to become more ecological and sustainable every day. The company's Quality 

and Environment Department develops strategies to achieve sustainable 

development, including social, economic and environmental. 

Companies are committed to reducing their environmental impact, increasing energy 

efficiency and promoting the use of renewable energy in their facilities, among other 

measures. The company also believes responsible waste management and protecting 

biodiversity are an important part of the environment. 

 

Figure 38 Positioning map 

 

Source: Own elaboration 
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8. OBJECTIVES AND STRATEGIES 

8.1 Market objectives 

After analyzing the Eulen Group's positioning map, we will define the appropriate 

objectives for the group to continue to grow and maintain its position as a leading 

company. 

Figure 39 Market objectives 

 

Source: Own elaboration 

These objectives can be achieved by means of well-defined strategies. 
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8.2 Market strategies 

8.2.1 Growth and Diversification Strategy 

Figure 40 Ansoff Matrix 

 

Source: Own elaboration 

Analyzing the options offered by the Ansoff Matrix we can say that it would be convenient 

for Grupo Eulen to adopt, first of all, a market penetration strategy, since this strategy 

can help to increase market share, as well as to capture customers from competitors, 

build customer loyalty and cross-sell.  

The penetration pricing strategy can benefit a company by offering products or services 

at a lower price to enter the market and attract customers. 

Secondly, a service development strategy, from which you are going to get: 

- Differentiate itself from competitors by creating new services or improving 

existing ones, Eulen would differentiate itself from its competitors in the market. 

This can increase customers' understanding of price and enhance the company's 

brand. 

- Expanding the customer base: By introducing new services, Eulen can attract 

new customers and expand existing ones.This could increase customers' 

perception of value and improve the company's brand image. 

- Increased customer satisfaction: If Eulen offers innovative and quality services, 

customers will be satisfied with the company. This can increase customer 

confidence and reduce service cancellations. 

- Additional revenue: If Eulen develops new and effective services to attract new 

customers and gain their trust, the company's revenue will increase in the long 

term. 
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- Increased revenue: If Eulen can create more profitable services from existing 

services, it can increase the company's profitability. 

Finally, it would also be interesting to implement a market development strategy. 

Grupo EULEN is distinguished by its global presence in more than 14 countries, its 

commitment to innovation and the continuous improvement of its production and 

manufacturing processes to provide good service to its customers. Market development 

will allow the company to expand into new areas, increase its global presence in the 

services sector and access new growth opportunities, with its ability to maintain its 

leadership in the provision of comprehensive services to companies, organizations and 

public administrations. 

8.2.2 Competitive Strategy 

Let's analyze the competitive strategy according to Kotler and Singh. 

Considering all the initiatives mentioned in the document, we can say that Grupo EULEN 

assumes a business leadership strategy as a leader in commercial services in Spain 

with more than 7,000 clients in 14 countries and more than 75,000 employees worldwide. 

More than 60 commercial services and sales of more than 1,400 million euros in 2020. 

This kind of leadership gives them an important position in the market and therefore 

many business and development opportunities. In addition, Grupo EULEN's commitment 

to the community and sustainable development is the cornerstone of its leadership. 

This strategy not only reinforces their public image, but also allows them to attract 

customers who are looking for a responsible and stable company. 

8.2.3 Strategy as Competitive Advance 

Regarding the competitive advantage strategy following Porter's model, we can conclude 

that the Eulen Group will continue to use a differentiation strategy, as it focuses on 

customer satisfaction and anticipating their needs.  

The Eulen Group's services stand out thanks to EULEN's commitment to the quality of 

its work and customer satisfaction which also plays an important role in its outstanding 

market position, as can be seen in its philosophy of "maximum effort at work". 

 

 

 



70 

 

9. ACTION PROGRAM 

Table 7 Action program 

4P’s actions Actions Objective Strategy 

 
 
 
 
 
 
 
 
 
 
 

Service 
(Product) 

 
 
 
Incorporate 
technology in its 
services (cleaning 
robots). 

1. Increase sales by 8% in the 
next 12 months. 
 
2. Increase customer 
satisfaction level by 20% in 
the next 24 months. 
 
3. Reduce staff turnover by 
15% in the next 12 months. 
 
4. Increase profitability by 8% 
over the next 12 months. 

Service 
development 
strategy 

 
 
Training services 
in digital skills and 
new technologies. 

1. Increase sales by 8% in the 
next 12 months. 
 
2. Increase customer 
satisfaction level by 20% in 
the next 24 months. 
 
3. Reduce staff turnover by 
15% in the next 12 months. 

Service 
development 
strategy 

 
Price 

Negotiate rates 
and conditions 
with suppliers 

4. Increase profitability by 8% 
over the next 12 months. 

Penetration 
strategy 

 
 

Distribution 

 
Real-time routing, 
fleet and delivery 
management 
software 

2. Increase customer 
satisfaction level by 20% in 
the next 24 months.  
 
4. Increase profitability by 8% 
over the next 12 months. 

Service 
development 
strategy 
 
Penetration 
strategy 

 
 
 
 
 
 
 
 

 
 
Communication 

 
 
 
Publicize the 
company on 
social networks 

1. Increase sales by 8% in the 
next 12 months. 
 
4. Increase profitability by 8% 
over the next 12 months. 
 
5. Increase traffic to its official 
website and social media by 
20% over the next 12 months. 

Penetration 
strategy 
 
Market 
development 
strategy 
 

 
 
 
 
 
Participate in 
conferences and 
events 

1. Increase sales by 8% in the 
next 12 months. 
 
2. Increase customer 
satisfaction level by 20% in 
the next 24 months. 
 

Penetration 
strategy 
 
Market 
development 
strategy 
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4. Increase profitability by 8% 
over the next 12 months. 
 
5. Increase traffic to its official 
website and social media by 
20% over the next 12 months. 

 
Most relevant 
content on your 
Facebook page 

1. Increase sales by 8% in the 
next 12 months. 
 
5. Increase traffic to its official 
website and social media by 
20% over the next 12 months. 

Penetration 
strategy 
 

 
 
 
Customer service 
software 

2. Increase customer 
satisfaction level by 20% in 
the next 24 months. 
 
5. Increase traffic to its official 
website and social media by 
20% over the next 12 months. 

Penetration 
strategy 
 
Service 
development 
strategy 
 

 
 
 
 
Create a mobile 
application 

1. Increase sales by 8% in the 
next 12 months. 
 
2. Increase customer 
satisfaction level by 20% in 
the next 24 months. 
 
5. Increase traffic to its official 
website and social media by 
20% over the next 12 months. 

Penetration 
strategy 
 
Market 
development 
strategy 
 

 
 
 
TV advertising 

1. Increase sales by 8% in the 
next 12 months. 
 
5. Increase traffic to its official 
website and social media by 
20% over the next 12 months. 

Penetration 
strategy 
 
Market 
development 
strategy 
 

Source: Own elaboration 
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9.1 Service decisions 

• Action 1: Incorporate technology in its services (cleaning robots). 

Table 8 Action 1 

 
 
 
 
Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
2. Increase customer satisfaction level by 20% in the next 
24 months. 
 
3. Reduce staff turnover by 15% in the next 12 months. 
 
4. Increase profitability by 8% over the next 12 months. 

Implementation 
period 

6 months 

Budget 2.200€ * cleaning robot 
Source: own elaboration 

The integration of the cleaning robot into Eulen's cleaning service has many advantages 

for the team: 

- Increased efficiency: cleaning robots can continue to work uninterruptedly, which 

favors the supply of cleaning material. In addition, their programming allows them 

to cover the entire selected area with great care and high precision. 

- Cost savings: With the incorporation of robotic cleaning equipment, Eulen can 

reduce labor costs by reducing the number of workers performing repetitive and 

mechanical tasks. 

- Improved service quality: Robotic cleaning uses technology to provide more 

accurate and efficient dirt removal. This improves the quality of Eulen's cleaning 

services and customer satisfaction. 

- Innovative image: Integrating cleaning robots into its services can help Eulen 

stand out in the competitive market and reinforce its image as an innovative 

technology company. 

In addition, Grupo Eulen can make use of this technology in several of its specific 

services, for example:  

- Office cleaning services: cleaning robots are especially useful in office cleaning 

services because they can work autonomously at night or when the office is not 

in operation. This can help reduce labor costs, increase productivity and keep the 

workplace clean and tidy for new employees. 
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- Cleaning services in shopping malls: Shopping malls have large areas that need 

to be cleaned and maintained on a regular basis. The use of cleaning robots can 

help cover these areas more quickly and efficiently, reducing the time needed for 

cleaning and minimizing disruptions to common areas. 

- Airports: Airports are large, busy places that need to be kept clean and tidy. It is 

convenient to use a cleaning robot to cover large areas such as waiting rooms, 

corridors and general areas without disturbing passengers. 

- Hospital cleaning services: It is important to ensure good hygiene and disinfection 

in the hospital environment. Cleaning robots can help complement the work of 

cleaning staff, cleaning more thoroughly in busy areas such as waiting rooms, 

lounges and rooms. 

 

• Action 2: Training services in digital skills and new technologies, to help 

customers and workers adapt to an increasingly digital and competitive 

environment. 

Table 9 Action 2 

 
 
Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
2. Increase customer satisfaction level by 20% in the next 
24 months. 
 
3. Reduce staff turnover by 15% in the next 12 months 

Implementation 
period 

6 months 

Budget 0€ 
Source: own elaboration 

The Eulen Group could organize workshops and events for its employees and 

customers, so they can learn about the latest trends in technology and how they can 

apply them in their jobs. These events could be face-to-face or virtual, as Grup Eulen 

has spaces adapted for this type of situation and could include hands-on training 

sessions and presentations by technology experts. 

The cost would be zero because they have highly qualified personnel who could perform 

this task. 

This new training can benefit the company: 

- Improving the company's image: By providing training courses on new 

technologies, the Eulen Group can demonstrate its commitment to innovation and 

progress that can improve its image and attractiveness to customers and 

potential employees.  
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- Improving customer satisfaction: If the Eulen Group provides training to its new 

customers, it will help them better understand how to use new technologies to 

improve their own processes and business. This translates into increased 

customer satisfaction by enabling them to work more efficiently and achieve 

better results. 

- Improving productivity and efficiency: If the Eulen Group provides courses on new 

technologies to its employees, it helps them keep abreast of the latest 

technological trends and new equipment. This can increase their productivity and 

efficiency, as they can use better equipment. 

- Boosting business development: Training in new technologies is the best way for 

Grupo Eulen employees to acquire new skills and knowledge that can boost their 

professional growth and pave their own growth path in the company. 

9.2 Pricing decisions 

• Action 3: Negotiate rates and conditions with suppliers.  

Table 10 Action 3 

 
 
Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
2. Increase customer satisfaction level by 20% in the next 
24 months. 
 
3. Reduce staff turnover by 15% in the next 12 months 

Implementation 
period 

6 months 

Budget 0€ 
Source: own elaboration 

Negotiating prices and quotations with suppliers can be an important task for Grupo 

Eulen because it helps the company obtain better prices and quotations from suppliers. 

One of the strategies that Grupo Eulen can use to negotiate with its suppliers is through 

the rebate proposal, demonstrating its commitment to its suppliers, fostering loyalty and 

long-term cooperation. 

First, it helps the company obtain better prices from suppliers. By offering additional 

discounts for bulk purchases, the Eulen Group can negotiate better prices, reduce 

operating costs and increase its profit margin. 

Second, the rebate proposal can help Grupo Eulen improve its supplier management. 

By setting a minimum purchase quantity and period, the company can better plan its 

purchasing needs and ensure that its suppliers continue to comply with the terms of the 

agreement. 



75 

 

9.3 Distribution decisions  

• Action 4: Real-time routing, fleet and delivery management software 

Table 11 Aciton 4 

 
Objectives to which it 
contributes 

2. Increase customer satisfaction level by 20% in the next 
24 months.  
 
4. Increase profitability by 8% over the next 12 months. 

Implementation 
period 

12 months 

Budget 19.400€ 
Source: own elaboration 

In order to optimize the distribution of services through the use of technology, route, fleet 

and delivery management software would be developed in real time. 

Fleet Management: Fleet Management software helps Grupo Eulen monitor the location 

of its vehicles in real time. This allows it to better allocate vehicles to service operations, 

reduce customer waiting times and improve customer service. 

Route optimization: Route management software helps Grupo Eulen find the best route 

to a specific destination. Advanced route optimization algorithms calculate the best 

routes for Eulen Group employees, taking into account factors such as traffic, weather 

and customer schedules over time. 

Real-time delivery: Real-time delivery software helps Grupo Eulen track deliveries and 

inform customers about its services in real time. This increases customer satisfaction 

and provides greater transparency in the delivery process. 

Data management: Real-time fleet, route and delivery management software helps 

Eulen Group collect and analyze data on service activities. This can provide valuable 

information on employee performance, service quality and areas for improvement. 

It is possible to develop and implement software that improves the quality of deliveries, 

reduces customer waiting times, increases customer satisfaction and provides valuable 

information on the performance of its services. 

 

 

 

 



76 

 

9.4 Communication decisions  

• Action 5: Publicize the company on social networks 

Table 12 Action 5 

 
 
Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
4. Increase profitability by 8% over the next 12 months. 
 
5. Increase traffic to its official website and social media by 
20% over the next 12 months. 

Implementation 
period 

1 week 

Budget 100€ * 7 days = 700€ 
Source: own elaboration 

Advertising Grupo Eulen on social networks, in this case Facebook, can be an effective 

strategy to increase brand visibility, improve reach and engagement with customers, and 

attract new potential customers. 

Paid advertising can help increase the visibility and reach of the content. 

The main objective of this campaign is to increase brand awareness of Grupo Eulen and 

attract new customers. 

It is important to define our target audience, in this case, workers, companies and 

individuals interested in cleaning, maintenance and security services. 

Figure 41 Advertising Grupo Eulen 

 
Source: Own elaboration 
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• Action 6: Participate in events 

Table 13 Action 6 

 
 

Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
2. Increase customer satisfaction level by 20% in the next 
24 months. 
 
4. Increase profitability by 8% over the next 12 months. 
 
5. Increase traffic to its official website and social media by 
20% over the next 12 months. 

Implementation 
period 

3 days 

Budget 2.500€ 
Source: own elaboration 

Grupo Eulen could participate in trade fairs and exhibitions, mainly in the cleaning sector, 

one of the most important services offered by Grupo Eulen. 

Hygienalia is the largest trade fair for the cleaning, professional hygiene and laundry 

sector in Spain, which can help Grupo Eulen to promote its brand and increase its 

visibility. 

The Hygienalia fair brings together the main companies in the cleaning and industrial 

hygiene sector, which means that Grupo Eulen will have the opportunity to establish 

business contacts with other professionals in the sector. 

In addition, it is a place where exhibitors can present the latest trends and technologies 

in the industrial cleaning and hygiene sector, which can help Grupo Eulen identify new 

trends and technologies that can improve its service offering. 

This event will take place on November 7th, 8th and 9th in Madrid. 

Figure 42 Hygienalia 

 

Source: www.hygienalia.com  

 

http://www.hygienalia.com/
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• Action 7: Most relevant content on your Facebook page 

Table 14 Action 7 

 
Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
5. Increase traffic to its official website and social media by 
20% over the next 12 months. 

Implementation 
period 

12 months         

Budget 0€ 
Source: own elaboration 

The Eulen Group should focus on advertising its services on its Facebook page, as it is 

a good way to reach its target audience, raise awareness and attract new customers. 

Currently, it uses its facebook page to advertise world days and how the eulen group 

contributes to them. 

In addition, Facebook offers excellent advertising tools, such as those mentioned in 

Action 5, to reach a specific audience, which means that the Eulen Group can use these 

tools to drive them to its Facebook page. 

By using Grupo Eulen's Facebook page to promote your services, you will be able to 

interact with customers and potential customers, which will build trust and improve your 

company's image. All this helps to improve the company's image and be competitive in 

the market. 

• Action 8: Customer service software 

Table 15 Action 8 

 
Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
5. Increase traffic to its official website and social media by 
20% over the next 12 months. 

Implementation 
period 

12 months 

Budget 12.000€ 
Source: own elaboration 

The use of customer service software can be beneficial for Grupo Eulen, as it improves 

customer service and increases customer satisfaction. 

Customer service software helps Grupo Eulen manage and organize customer 

conversations, enabling better and more effective communication. For example, it can 

use a support ticketing system to resolve and solve customer problems, thus improving 

the quality of service. 
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Support ticketing system is a software that is used to manage and organize support or 

customer requests. It is a tool that allows companies to receive, organize, manage and 

follow up on the technical support or customer service requests they receive from their 

users or customers. 

When the user or customers have questions, problems or support requests, they can 

submit a support request or support ticket through the support ticket system. These 

requests are logged in the system, and are assigned a tracking number or unique 

identifier, so that they are tracked and responses and solutions are provided to the user 

or customer. The system allows requests to be classified by category, priority and status, 

allowing for better organization and management of tickets. 

The benefits are many, including: 

- Improved management of customer interactions: you can manage customer 

relationships through the use of Eulen Group support tickets and organize, make 

communication more efficient and effective. Tickets can be assigned to different 

employees providing better work distribution and faster customer service. 

- Troubleshooting assistance: By using support tickets, Eulen Group can better 

track and trace customer issues.Tickets can be divided by category, priority and 

status, allowing for better organization and faster and better problem resolution. 

- Provides better performance measurement: Using support tickets, Grupo Eulen 

can measure the performance of its employees in terms of response time and 

problem resolution. This allows for the identification of areas for improvement and 

better employee training. 

- Improve customer experience: Using support tickets, Grupo Eulen can focus on 

customer issues faster and more efficiently, providing a better experience for 

these customers. This leads to greater customer satisfaction and an increase in 

the company's reputation. 
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• Action 9: Create a mobile application 

Table 16 Action 9 

 
 
Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
2. Increase customer satisfaction level by 20% in the next 
24 months. 
 
5. Increase traffic to its official website and social media by 
20% over the next 12 months. 

Implementation 
period 

12 months 

Budget 15.000€ 
Source: own elaboration 

Creating an application for the Eulen Group could be a great opportunity to improve the 

user experience and optimize the services offered. Such an app could contain: 

-  Service management: the app could allow 

customers to manage the services contracted with 

Grupo Eulen, track the status of services and receive 

real-time notifications. 

-  Job offers: the app could include an employment 

section where users could consult job offers 

available at Grupo Eulen and send their applications 

quickly and easily. 

- Payment of services: the application could allow 

customers to make payments for contracted services 

quickly and securely, using different payment 

methods. 

- Customer service chat: the application could include 

a customer service chat to resolve doubts, receive 

advice and report incidents in real time. 

- Support ticket management: the application could 

allow users to send and manage support tickets in a 

simple and fast way, allowing a follow-up of the 

status of incidents and their resolution. 

Several of these options are proposals of other actions 

mentioned above. 

 

Figure 43 Mobile application 

 

Source: own elaboration 
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• Action 10: TV advertising 

Table 17 Action 10 

 
Objectives to which it 
contributes 

1. Increase sales by 8% in the next 12 months. 
 
5. Increase traffic to its official website and social media by 
20% over the next 12 months. 

Implementation 
period 

2 weeks 

Budget 25.000€  
Source: own elaboration 

Advertising The television services of the Eulen Group provide the company with many 

advantages, including: 

- Audience Reach: TV is one of the most important media in social media, allowing 

Grupo Eulen to reach a wide range and diversity. 

- Audio-visual effects: TV is an audio-visual medium, this means that the ad can 

send information both visually and audibly, helping to retain viewers and make 

the message memorable. 

- Audience Segmentation: TV channels offer different programs for different 

viewers, allowing Grupo Eulen to segment their advertisements and select 

channels suitable for their target audience. 

- Build trust: TV ads can build trust and confidence in brands, which is beneficial 

for service providers where trust is important.  

I have created the following video as a proposal for a TV commercial. 

Click on the image below to play it. 

 

 

https://youtu.be/wwGP13Of_Gw
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10. BUDGET 

Information on the budget and who will be responsible for its preparation, as indicated in 

the following table. 

Table 18 Budget 

ACTIONS BUDGET WHO DEVELOPS? 

Action 1: Incorporate technology in its 

services (cleaning robots). 

2.200€ * 4 specific 
services = 8.800€ 

Own development 

Action 2: Training services in digital skills 

and new technologies, to help 

customers and workers adapt to an 

increasingly digital and competitive 

environment. 

 

 

0€ 

 

Own development 

Action 3: Negotiate rates and conditions 

with suppliers. 

 

0€ 

Own development 

Action 4: Real-time routing, fleet and 

delivery management software. 

 

19.400€ 

Tracking software 
provider (Movildata) 

Action 5: Publicize the company on 

social networks 

700€ Own development 

Action 6: Participate in events 2.500€ Own development 

Action 7: Most relevant content on your 

Facebook page 

0€ Own development 

Action 8: Customer service software 12.000€ Customer service 
software provider 

(Zendesk) 

Action 9: Create a mobile application 15.000€ Developed by a 
computer engineer 

Action 10: TV advertising 25.000€ Own development 

Total budget 83.400,00 €  

Source: own elaboration 
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11. CONTROL 

11.1 Efficiency indicators 

Another aspect to consider is the management of ensuring these are done and 

preventing deviations from the plan. The following table describes the monitoring plan, 

including how it will be measured and the monitoring method used for each proposed 

target. 

Table 19 Efficiency indicators 

OBJECTIVES MEASURING 

PERIODICITY 

CONTROL METHOD 

Objective 1: Increase sales by 8% in 

the next 12 months. 

Quarterly Comparison of the relative 
sales of the period with the 
sales of the previous year. 

Objective 2: Increase customer 

satisfaction level by 20% in the next 

24 months. 

Quarterly Analyze customer opinions 
on our social networks and 
send a satisfaction survey via 
email. 

 

Objective 3: Reduce staff turnover by 

15% in the next 12 months. 

 

Biannually 

Track the number of 
employees who leave the 
company on their own 
initiative and the number of 
employees who are 
terminated and compare 
with the previous year. 

Objective 4: Increase profitability by 

8% over the next 12 months. 

Quarterly Review annual results and 
compare them with those of 
the previous year. 

 

Objective 5: Increase traffic to its 

official website and social media by 

20% over the next 12 months. 

 

 

Biannually 

For the website use Google 
Analytics to know the 
number of visits, page views, 
average session duration, 
bounce rate, etc.  

For social networks, to know 
the reach of publications, the 
number of interactions (likes, 
comments, shares) and the 
growth of followers. 

Source: Own elaboration 
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11.2 Chronology 

In this section we see a table where we can evaluate the time to be used for all the 

actions mentioned in the previous section. 

Table 20 Chronology 

 MONTHS OF 2023 MONTHS OF 2024 

ACTIONS 6 7 8 9 10 11 12 1 2 3 4 5 6 7 8 9 10 11 12 

Action 1: 
Incorporate 
technology in 
its services 
(cleaning 
robots). 

                   

Action 2: 
Training 
services in 
digital skills 
and new 
technologies, 
to help 
customers 
and workers 
adapt to an 
increasingly 
digital and 
competitive 
environment. 

                   

Action 3: 
Negotiate 
rates and 
conditions 
with suppliers. 

                   

Action 4: 
Real-time 
routing, fleet 
and delivery 
management 
software. 

                   

Action 5: 
Publicize the 
company on 
social 
networks 

                   

Action 6: 
Participate in 
events 
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Action 7: 
Most relevant 
content on 
your 
Facebook 
page 

                   

Action 8: 
Customer 
service 
software 

                   

Action 9: 
Create a 
mobile 
application 

                   

Action 10: TV 
advertising 

                   

Source: Own elaboration 
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