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Preface

During the next 25 years, the senior population in America is expected to double from 35 million to 71.5 million, creating an ever-growing need for quality senior services.

There has never been a better time to target the 65+ demographic, which is a large, lucrative, and quickly growing market. This need is producing tremendous opportunities for savvy entrepreneurs who are recognizing that now is the time to carve a niche in the senior market.

Businesses that focus on senior services can range from small homebased operations to large commercial enterprises, and can be started with an investment of as little as a few hundred dollars. Your business can remain a small, one-person operation or grow into a significantly larger enterprise bringing in potentially millions of dollars in revenue.

One of the neat things about owning your own business is that you are the boss (aka head honcho, top dog, big cheese). The good news is that you get to sign the checks. The bad news is that you have to sign the checks. You also can’t call in sick or defer to someone to a higher authority. But it’s all good because we’re going to help you get on top of your game with sage advice from successful entrepreneurs, worksheets to help estimate expenses and operating costs, nitty-gritty details about the senior industry, and much more.

Let’s start with some standard business advice which is to define and know your market. If you enjoy working with older people, that could well be the easiest part of starting a business serving seniors, because this is a market that is easy to identify and reach and much in need of your services.

This guide also explores some of more prevalent lifestyle options members of the older generation will want to have as they move through their retirement years. We’re going to look at senior business ventures involving concierge services, transportation, travel, relocation services, homecare and home health-care, and senior adult day-care operations.

So relax, start reading, and explore all of the options that will soon get you on the fast track to success.


1

Serving

Seniors

The trends reveal an abundance of new opportunities for entrepreneurs who want to combine caring with nurturing. Baby boomers—members of the generation born between 1946 and 1964—have already started receiving Social Security retirement benefits, and the U.S. Census Bureau estimates the 65 and older demographic will grow faster than the total population in every state. The National Association of Area Agencies on Aging estimates by the year 2030, one in five people in the United States will be over the age of 65. The elderly population is increasing at nearly twice the rate of the general population—the 85-plus segment is projected to swell to about 19 million by 2050.

The evolving needs of older generations are having a major influence on what resources are necessary to prepare for the social and economic impact of the “senior boom.” Considering starting a business serving this market? Then you must know how urgent the need is for senior services. Jacqueline (Jacke) S. Dollar of Easy Aging, Geriatric Case Management Services, says that national demographics demonstrate the need for a variety of senior services. “Most seniors want to age-in-place in their own homes,” she says. “Today’s boomers are interested in engaging in their own retirement and are willing to pay for a professional to assist their parents.”

As people grow older, their needs and lifestyles change. There comes a time when even healthy, able-bodied seniors want to move from their larger homes into smaller ones that are easier to care for, or they may consider retirement communities. As their physical abilities naturally decline, seniors who want to stay in their own homes look for outside assistance with daily tasks, such as preparing meals, housekeeping, and managing personal hygiene. Seniors who are no longer able to drive may seek out reliable transportation to medical appointments, social functions, or shopping expeditions. And when seniors are no longer able to live alone, they may move in with family members or relocate to assisted living facilities. Almost 6.5 million seniors currently need assistance with their daily activities, and this number is expected to double by 2020.

On the other hand, seniors are healthier now than people of the same age were 30 years ago. Wellness for seniors has become an important issue in our society. As human longevity increases, there is a keen desire to remain healthy and independent for as long as possible. These active seniors have time on their hands and disposable income in the bank, and many want to travel to interesting and exotic places.

Tom Mann of TR Mann Consulting (TRMann.com), a full-service marketing and advertising agency that specializes in the senior market says the opportunities for working with the mature market are staggering. Between 2012 and 2060, the population aged 65 and older is expected to more than double from 43.1 million to 92.0 million. “When you consider these are the people who hold the bulk of the country’s money and are undergoing significant life changes, it becomes clear that they will drive the lion’s share of our economy,” he says.

All these trends mean opportunity for savvy entrepreneurs who want to start businesses serving this lucrative and growing market. Senior relocation specialists help their older clients with moving and downsizing. Home care, home health-care, and senior day-care operations all provide services to help people live at home for as long as possible. And a travel agent who specializes in making arrangements for seniors is just the ticket to send them off on a fun-filled adventure.








Stat Fact
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According to the Administration on Aging (aoa.gov), the older population—persons 65 years or older—numbered 35.6 million in 2009, representing 12.9 percent of the U.S. population, or about one in every eight Americans. By 2030, there will be about 72.1 million older persons, more than twice their number in 2000.









Dollar advises entrepreneurs to research what’s already available in the community and decide how you and your senior service will be better, different, and provide a niche not already met. “Start slowly,” she says. “Have a mentor who’s been in practice for several years and keep your day job until you’re profitable.”

When you serve seniors, you typically wear many hats—and often more than one at a time. We’ll help you discover the ones that fit the best by showing you how to design a business that complements your talents and your demographics.

You may already know what type of senior services business you want to start, or you may still be exploring your options. In this guide you’ll find the information and tools you need to start a senior adult day-care center, a senior relocation business, a home care or home health-care business, a senior concierge service, a senior transportation service, or a senior travel service.

We’ll start with an overview of the market, look at the specific services you’ll want to consider offering, and then go through the step-by-step process of setting up and running your new venture. You’ll learn about basic requirements and startup costs, daily operations, and what to do when things don’t go according to plan. We’ll discuss how to find, hire, and keep good employees. Plus, you’ll gain a solid understanding of the sales and marketing process, as well as how to track and manage the financial side of your business.

The best way to read this book is from beginning to end, and don’t skip any chapters—even if you feel some may not apply to you or the type of business you want to start. For example, you may decide that you want to zero in on senior transportation, but if you also read the chapter on senior adult day-care businesses, you may find some good ideas on how to interact and network with those centers. Or you may decide to blend one or two of the concierge services with your senior relocation or travel business.








Stat Fact
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As part of their retirement planning, many of today’s middle-aged baby boomers are “unretiring” by starting businesses that they intend to sell in 10 to 20 years. They plan to use the revenue from the sale of their company as retirement income.









What you won’t learn is how to get rich quick or become an overnight success. Being an entrepreneur requires hard work, dedication, and commitment. In addition, working with seniors can be challenging; it requires empathy, patience and understanding of their special needs. But it can also be tremendously rewarding—monetarily and personally—as you discover what a tremendous difference you can make in someone’s life.

The Pros and Cons of Franchising
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Franchising can be a great way to start a new business because even though you are in business for yourself, you’re not alone. You can start your new venture with a proven working model, an enthusiastic team of go-getters, and comprehensive hands-on training.

Here’s How It Works

In a nutshell, the franchisor lends his trademark or trade name and a business model to the franchisee, who pays a royalty and often an initial fee for the right to do business under the franchisor’s name and system. The contract binding the two parties is the franchise, but that term is also used to describe the business the franchisee operates.

The best part is the franchisor has already worked the kinks out of the system and is available to help franchisees when new challenges arise. According to the Small Business Administration, most businesses fail from lack of management skills. This is less likely to happen with a franchised business, because your franchisor is there to guide you through the maze of business ownership.

Typically you think of fast food and restaurants when you think of franchising, but virtually every business form has the potential to be franchised, and there are a number of franchised businesses that target seniors. In fact, once your business is established, you may want to consider growing it by franchising your concept.

Here Are the Cons

While there are many benefits to owning a franchise (security, training, and marketing power), there are some drawbacks. Perhaps the most significant is the cost of a franchise. The initial franchise fee can run anywhere from a few thousand to several hundred thousand dollars. Then you have continuing royalty payments to the franchisor which are based on the weekly or monthly gross income of your business. Additional expenses may include promotional and advertising fees, operating licenses and permits, insurance, and other costs of running a business.








Stat Fact
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A recent study conducted by PricewaterhouseCoopers, found that the franchising sector generates 18 million jobs in the United States alone and yields $1.53 trillion in economic output.









Another big drawback is that you have to give up some of your independence. Each franchise is different with how firm their conditions and requirements are; however, you will be bound by the contract to follow and implement the rules and procedures established by the franchisor. For example, if you neglect to pay your royalty fees or misbehave by not meeting performance standards, your franchise could be terminated and you may lose your investment. So, if you like to make your own decisions and “do your own thing,” a franchise may not be right for you.








Before You Buy

Doing your homework before buying a franchise is essential. You’ll be making a huge financial commitment, so you need to be sure the business suits you.

The International Franchise Association recommends that you investigate the following points:

       [image: ][image: ]   The type of experience required

       [image: ][image: ]   The business itself (you need a complete understanding of it)

       [image: ][image: ]   The hours and personal commitment necessary to run the business

       [image: ][image: ]   Who the franchisor is, what its track record has been, and the business experience of its officers and directors

       [image: ][image: ]   How other franchisees in the same system are doing

       [image: ][image: ]   How much the startup costs are (the franchise fee and other startup costs)

       [image: ][image: ]   How much you’re going to pay for the continuing right to operate the business (royalties)

       [image: ][image: ]   If there are any products or services you must buy from the franchisor, and how and by whom they are supplied

       [image: ][image: ]   The terms and conditions under which the franchise relationship can be terminated or renewed, and how many franchisees have left the system during the past few years

       [image: ][image: ]   The financial condition of the franchisor









You also have no control over how the franchisor operates, and the corporate office can make decisions that you may not agree with or that may even reduce your profitability. That’s why it’s so important to thoroughly research a franchise; you want to see a positive operational pattern before making a commitment.

Much of the information you’ll need about a franchise will be provided in the form of a document known as the UFOC, or Uniform Franchise Offering Circular. Under Federal Trade Commission (FTC) rules, you must receive this document at least 10 business days before you are asked to sign any contract or pay any money to the franchisor.

Buying an Existing Business
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An alternative to buying a franchise or to starting your own senior services business is to take over an existing operation. It may seem like an attractive and simple shortcut to skip the work involved in building a business from scratch and get started in an operation that’s already equipped and generating revenue, but you should approach this option with caution.

You’ll find a variety of businesses for sale advertised in trade publications, local newspapers, and through business brokers. The businesses can often be purchased lock, stock, and barrel, including equipment, office supplies, and existing clients.

Of course, there are drawbacks to buying a business. Though the actual dollar amounts required depend on the size and type of business, it often takes more cash to buy an existing business than to start one yourself. When you buy a company’s assets, you usually get stuck with at least some of its liabilities, as well. And it’s highly unlikely that you’ll find an existing business that is precisely the company you would have built on your own. Even so, you just might find the business you want is owned by someone else.

Why do people sell businesses—especially profitable ones? There are a variety of reasons. Many entrepreneurs are happiest during the startup and early growth stages of a company; once the business is running smoothly, they get bored and begin looking for something new. Other business owners may grow tired of the responsibility or be facing health or other personal issues that motivate them to sell their companies. They may just be ready to retire and want to turn their hard work into cash for their golden years. In fact, some of the most successful entrepreneurs go into business with a solid plan for how they’re going to get out of the business when the time comes.








Smart Tip
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If you buy an existing business, include a noncompete clause in your sales contract. Your new business won’t be worth much if the seller opens a competing operation down the street a few weeks after you take over the old company.









It’s also possible that the business is for sale because it has problems—and while they may not stop you from buying it, you should know all the details before you make a decision. The following steps will help you:

       •   Find out why the business is for sale. Don’t accept what the current owner says at face value; do some research to make an independent confirmation.

       •   Examine the business’s financial records for the previous three years and for the current year-to-date. Compare tax records with the owner’s claims of revenue and profits.

       •   Spend a few days observing the operation. For example, if you’re looking at a home care or home health-care service, ride along with one or two aides. If you’re considering an adult day-care, sit in at the facility for a few hours a day for several days.

       •   Speak with current clients. Are they satisfied with the service? Are they willing to give a new owner a chance? Ask for their input, both positive and negative, and ask what you can do to improve the operation. Remember, even though sales volume and cash flow may be a primary reason for buying an existing business, customers are under no obligation to stay with you when you take over.

       •   Consider hiring someone skilled in business acquisitions to assist you in negotiating the sale price and terms of the deal.

       •   Remember that you can walk away from the deal at any point in the negotiation process before a contract is signed.

Starting Your Own Business
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It may be that your best path to business ownership is starting a senior services company yourself, and that’s what this book is all about. Let’s start by taking a look at what it’s like to be in the business of serving seniors.


2

Running Your

Senior Care Service

Most people start a particular type of business because they enjoy doing that kind of work, and the typical owner of a senior services business is no different. You may find it frustrating that a major portion of your time will be spent on tasks other than doing work for your clients. In fact, it won’t be unusual for you to have days that are extremely busy and you work very hard, but you don’t have interactions with clients.








Smart Tip
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On your appointment calendar, schedule a specific date and time each week to take care of essential administrative tasks, including paying bills, sending out invoices, and marketing. This is an important commitment; don’t let anything short of a crisis keep you from it.









As a solo operator, expect to spend at least one-fourth of your time on general business management and administration, marketing, purchasing, and billing. The bigger your business and the more workers you have, the more time you’ll spend managing them instead of doing the work yourself. By contrast, the smaller your operation, the more likely you’ll be doing much of the actual work as well as running the company.

For example, the owner of a small senior concierge or relocation business will typically spend a substantial amount of time working closely with clients and coordinating services. Operating a home care (typically nonmedical services) or home health-care business will often mean limited client interaction, because usually the business owner is responsible for supervising a staff of qualified caregivers who are assigned to clients according to their needs.

No matter how small or large your company is, it’s critical that you not neglect the administrative side. It won’t do you much good if you do the work but never bother to issue invoices so you get paid. Poorly maintained records can get you into trouble with the IRS and other government agencies. Sloppy purchasing procedures can mean you run out of important supplies at critical times. And if you aren’t marketing on a regular basis—even when you’ve got all the work you can handle—your business will eventually dry up.

Although you must pay attention to the business side of your company, you can still design an operation that lets you spend most of your time on tasks you enjoy.

Startup Stories
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While it is true that you learn things by doing them, another way to learn something new is by example. After all, there’s no reason you should repeat the mistakes of others if they’re willing to tell you about them first. Throughout the book, you’ll hear from our featured entrepreneurs who have started their own senior service businesses. These folks have built successful careers and have invaluable insights to share with you.

Let’s start with Dick Padgett, founder and owner of Five Star Concierge in San Diego. Padgett started his senior concierge service as a transportation and shopping business in 1998, after he realized how much his wife’s grandmother needed someone to drive her on errands and to doctor’s appointments. Since then, customer demand drove him to expand his operation to include handyman services and personal errands.

Anya Clowers is a registered nurse, travel expert, and speaker who educates travelers about the practical and medical side of travel through her business, Jet With Comfort. “I have found that active seniors are the biggest fans of this topic,” she says. Her seminars include one-hour Power Point presentations that teach senior adults how to travel self-sufficiently and “pack peace of mind” by educating them on travel insurance and medical evacuation, the importance of hydration while traveling, how to prevent blood clots, and traveling with diabetes.

After working in rehabilitation massage for six years in the Phoenix, Arizona, area, one of Candy Malburg’s clients recommended her to an activity director for a local retirement community. After talking with other activity directors in the area, reading a lot of books, and doing online research, Malburg took additional courses in geriatric massage and began working with senior residents. It wasn’t long before she expanded her business to include a total of five retirement communities and two assisted-living communities. Malburg says that working with seniors now makes up 75 to 85 percent of her business.

Karen Martin, owner and founder of Life Moves, LLC, in Hartford, Connecticut, started her moving management service approximately 15 years ago. A realtor friend knew of her nursing background and expertise in antiques and collectibles. She asked Martin for her assistance with an elderly couple who had health concerns and needed to liquidate about 70 percent of their possessions. Recognizing the need for these types of services, Martin launched her business to help seniors who were in transition because of a decline in health, the death of a partner or spouse, or a desire for a change in living arrangements. In 2004, Martin quadrupled her profits from the previous year, indicating how big a need there was for this type of service—especially with seniors.

As the moving management part of Martin’s business began slowing down due the economic collapse of the real estate market in 2007–08, Martin added a new “Health Services” division to Life Moves by becoming a patient advocate for seniors. “I accompany my clients to their doctor appointments, explain the medical visits, and follow up with instructions to them and family members,” she says. Because she is a Registered Nurse, she is able to dispense medication, provide post-operative care, and comfort measures as needed.

Judy Heft of Stamford, Connecticut, started her business in the mid ’90s to assist seniors with paying their bills and other administrative tasks. “I love working with seniors,” she says. “Sometimes they are reluctant to ask their children for help since they don’t want them to think they are incapable of handling their own affairs. Other times they are just lonely and want someone to talk to and assist them with daily money management.” Heft recognized more than a decade ago that the older population was growing significantly and knew there would be a huge need for her services. She feels the most important thing an individual should know or do before starting a senior service business is that seniors want to be treated with respect and don’t want to be told they are too old to do things.

A few years ago, Doug Iannelli simultaneously started two senior service businesses: Flying Companions and Appointment Companions. After a friend suffered from a bad stroke, he saw the need to provide disabled and older travelers with nonmedical assistance, as well as accompany seniors to appointments. “My friend had no family in the area and she needed to make arrangements to fly from one state to another for special treatment, but couldn’t go alone,” Iannelli says. “She also needed help getting to and from doctor appointments around Atlanta.” This caused Iannelli to start thinking about other individuals and families in similar situations who needed to get loved ones from one place to another. He knew with baby boomers starting to morph into senior citizens and an increasingly aging population, more and more people would be in need of assistance with appointments and traveling.

In contrast to the aforementioned homebased operations, Allen Hager started his nonmedical home-care business, Right at Home, in 1995 with 20 employees in Omaha, Nebraska. He had worked in the health-care industry for many years and kept seeing what he calls a “care gap.” This gap consists of people who fall in between healthy and needing institutional health care; they require only a little assistance to remain independent and in their homes. Because of the demand for these types of services, his operation quickly evolved into a franchise system that now supports more than 2,500 employees.

Diane Ross was already operating a thriving business in Reno, Nevada, when she added adult day care to the mix 18 years ago. Her center, The Continuum, offered a rehabilitation program with physical, occupational, and speech therapy for all ages, a child-care and preschool program, and a home safety evaluation program. The rapid growth of the senior segment in Reno, Nevada, prompted Ross to expand her offerings to meet the needs of that market.

Do You Have What It Takes?
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It takes a special type of person to work with seniors. “You have to be a people person and have very good judgment in dealing with people and the issues surrounding them,” Hager says. “Whether you are working with clients, caregivers, family members, or with the professionals who are referring you the business, there is going to be very intense people contact.” While many of your clients will be able-bodied and lucid, others will suffer from infirmities and varying degrees of dementia. In addition to strong management and entrepreneurial skills, if you plan to work directly with seniors, you need:








Beware!
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Accept the reality that accidents happen. If you are squeamish about poopy pants and sloppy eaters, some senior services, such as adult day care or home care, may not be for you. Even with adequate and qualified staff on hand, there may be times when you will be required to take care of some of your clients’ more intimate needs.









       •   Honesty and integrity. You may be trusted with access to your clients’ homes and sometimes even to their bank accounts.

       •   Patience. Even the sweetest, best-natured client will have a bad day, and you need sufficient patience to work through it.

       •   Versatility. Often, providing services for seniors necessitates wearing more than one hat at a time. Be flexible and willing to shift gears at a moment’s notice.

       •   Interpersonal skills. You need to enjoy being around seniors and not be bashful about making conversation. At the same time, you need to be a good listener. Many seniors like to reminisce about earlier times in their lives, and they have some truly interesting stories to tell.

       •   Reliability and punctuality. Your clients will appreciate being able to depend on you to pick them up on time or keep appointments as promised.

       •   Compassion. You need to be able to demonstrate understanding and encouragement with seniors whose capacities are failing.

       •   Knowledge. You can be a tremendous asset to your elderly clients by having information about various services available to senior citizens, both locally and nationwide.








Experience Is the Best Teacher

Often, the best way to learn more about yourself and others is to become personally involved in the daily operations of a business similar to the one you want to start. Get a job working with a company providing the services you intend to offer. You’ll gain important experience in the realities and logistics of the operation that will give you a solid foundation for your own business.

When doing your market research, take classes or join organizations and volunteer groups that are committed to elder care. Allen Hager, owner and founder of Omaha, Nebraska-based Right at Home, took this idea a step further by becoming a certified nursing assistant and working as an aide for about eight months. “I had always been on the desk side of health care, and I knew that I would never have another opportunity to do this,” he says. After taking the 75-hour course, passing the test, and becoming certified, Hager worked 12-hour shifts on weekends at a local nursing home. This experience gave him insight into senior citizens and the issues that concern them.









The Daily Grind
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Your daily operations will vary substantially based on the senior services business you start. You must understand what you need to do in the way of administration and operations, and set up systems from the beginning that allow you to efficiently deal with the issues you’ll encounter on a daily basis.

Keep in mind that you don’t have to do everything yourself, even if you decide you want to be a one-person show. You can outsource some of your administrative functions, such as billing. You can hire someone to design your website. You can take advantage of convenience services offered by suppliers to make your purchasing and inventory management easier.

In the next chapter, we’ll discuss creating a business plan that will get you started on the right foot.


3

Developing

Your Plan

Regardless of how well you think you know your business, you need a written business plan. Writing your plans down forces you to think them through and gives you a chance to examine them for consistency and thoroughness.

Some entrepreneurs would rather walk on hot coals than sit down and write a business plan. Other would-be business owners get so caught up in planning every detail that they never get their business off the ground. You need to find a happy medium between these two extremes.

This chapter will focus on a few issues particular to planning a business serving the senior market, but they are by no means all you need to consider when writing your plan.

Enjoy the Process

[image: ]

If you’re excited about your business, creating a business plan should be an exciting process. It will help you define and evaluate the overall feasibility of your concept, clarify your goals, and determine what you’ll need for startup and long-term operations.

This is a living, breathing document that will provide you with a road map for your company. You’ll use it as a guide, referring to it regularly as you work through the startup process and then during the operation of your business. And if you’re going to be seeking outside financing, either in the form of loans or investors, your business plan will be the tool that convinces funding sources of the worthiness of your venture.








Beware!
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When you make a change to one part of your business plan, be sure you think through how that change will affect the rest of your operation. For example, if you start out offering in-home concierge services and later decide to add shopping and errand-running, will this change your equipment needs (in particular, your vehicle)?









Putting together a business plan is not a linear process, although the final product may look that way. As you work through it, you’ll likely find yourself jumping from defining your service package to cash flow forecasts to staffing, then back to cash flow, on to marketing, and back to your service package. Take your time developing your plan; whether you want to start a one-person concierge service or a chain of home health-care operations, you’re making a serious commitment, and you shouldn’t rush it.

Choosing Your Niche
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Before you can begin any serious business planning, you must first decide what part of the senior services industry you want to enter. We will talk specifically in later chapters about senior day care, relocation services, home care and home health-care, concierge services, transportation services, and travel services for seniors. As you consider the niche you want to serve, think about your own likes and dislikes, skills, and resources. For example, if you don’t like dealing with sick people, then home health care is definitely not for you. If you like a variety of activities and would prefer not to be tied to an office, a concierge service could be for you.

Dick Padgett of San Diego’s Five Star Concierge stumbled into his business by accident. He had been out of work for quite some time and was taking care of his wife’s grandmother by providing transportation to the doctor’s office and taking her on shopping expeditions when he realized that there was a serious need for that type of service in his area. From there, his business quickly expanded to include other types of concierge services, including errand-running and handyman services.

Before starting Right at Home in Omaha, Nebraska, Allen Hager was vice president of corporate development for a large health-care company. In that job, he analyzed the senior market and its impact on the health industry. His findings raised his own concerns about seniors who do not need institutional care but who can’t quite manage on their own, so he decided to jump into the home health-care business.

Once you have decided on the best niche for you, determine if there is a market for your business.

Whom Will You Serve?
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The first step is to identify your customers. Draw a picture of who your typical client is, considering issues such as gender, age, physical and mental disabilities, and income. Think about senior preferences as they relate to your business. Will you need comfortable chairs, a television and magazines, or coffee in the waiting area? Will you have potential customers who may have physical limitations that require the use of handrails or ramps at entryways?

If your clients are likely to suffer from dementia or other handicaps and the decision to use your services will probably be made by someone else, think about who that person might be. Again, draw a picture of the caregiver—is this person an adult child, a sibling, another relative, an attorney? These visuals are important because you want to view your business through their eyes. Being able to relate to clients and their specific needs is the way that successful entrepreneurs operate.

Perhaps your clients are retirees who want to enjoy life to its fullest by traveling and making new friends. Then you may envision a financially secure senior who has the potential to become a customer for many years using your customized travel services.

When you know what you want to do and whom you want to serve, you can do the market research necessary to determine the viability of your business.








Smart Tip
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Keep geography in mind as you define your market. For many seniors, transportation is an issue. You want your business to be easily accessible to clients, or vice versa, if you are traveling to them.









Researching Your Market
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An in-depth examination of your market is essential to your success. Market research provides you with data that helps you identify and reach particular market segments and to solve or avoid marketing problems. A thorough market survey forms the foundation of any successful business. It would be impossible to develop marketing strategies or an effective product or service line without market research.

Decide on the geographic area you want to serve, and determine if there are enough people in that area who meet your customer profile. You may, for example, want to establish an upscale adult day-care center, but your research tells you that there are not enough potential clients in the geographic area you’ve defined who can afford your rates. In that case, you have two choices: You can either change the geographic area or you can change your strategy to target middle- and lower-income clients.

What is wrong with just going after anybody in the world who might ever need adult day care for any reason? Because that market segment includes literally millions of people, and it’s impossible for any small business to communicate effectively with that many people. Can you afford to send even one piece of direct mail to one million prospective customers? Of course not. But when you narrow that market down to 500 or 1,000 prospective clients in a particular area, launching a successful direct-mail campaign is affordable and manageable.

There are additional reasons for choosing a well-defined market niche. By targeting a very specific market segment, you can tailor your service package and marketing efforts to meet that audience’s needs. This focus helps you be more productive and ultimately more profitable. In addition, you can position yourself as an expert in your niche, which is a marketing advantage.








Bright Idea
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As the internet increases in popularity, you’ll find most of your competitors have websites, which you can visit to find out what type of services they offer. Or you can simply call them, pretending to be a prospective customer, and ask about what they do, how they operate, and how much they charge.









Market research also gives you information about your competitors. You need to find out what they’re doing and how that meets your market’s needs.

A key competitive issue many senior service businesses need to consider is that your competition will often be nonprofit public or private agencies that may charge significantly less than you will. If this is the case, address it in your business plan by discussing how you will compete on service.

One of the most basic elements of effective marketing is differentiating yourself from the competition. One marketing consultant calls it “eliminating the competition,” because if you set yourself apart by doing something no one else does, then you essentially have no competition. However, before you can differentiate yourself, you need to understand who your competitors are and why your customers might patronize them. Offering something no one else does could give you an edge in the market—but it could also mean that someone else has tried that avenue and it didn’t work. Don’t make hasty decisions; do your homework before finalizing your services.

Are You on a Mission?
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At any given moment, most senior services business owners have a clear understanding of their company’s missions. They know what they are doing, how and where it’s being done, and who their customers are. Problems can arise, however, when that mission is not clearly articulated into a statement, written down, and communicated to others.

Even in a very small company, a written mission statement helps everyone involved see the big picture and keeps them focused on the business’s goals. At a minimum, your mission statement should define who your primary customers are, identify your products and services, and perhaps describe the geographical location in which you operate. A mission statement should be short—usually just one sentence and certainly no more than two. For example, Hager’s mission statement concisely states: “The Mission of Right at Home is to improve the quality of life for those we serve.” A good idea is to cap it at 100 words. Anything longer than that isn’t a mission statement and will probably confuse your employees. Use the Mission Statement Worksheet on page 21 to help write yours.

Once you’ve articulated your message, communicate it as often as possible to everyone in the company, along with customers and suppliers. Post it on the wall, hold meetings to talk about it, and include a reminder of the statement in all employee correspondence.

It’s more important to adequately communicate the mission statement to employees than to customers. Sometimes companies try to use their mission statements for promotion, then as an aside use it to help their employees understand the business. That doesn’t work very well. The most effective mission statements are developed strictly for internal communication and discussion, and then if something promotional comes out of it, great. In other words, your mission statement doesn’t have to be clever or catchy—just accurate.

[image: ][image: ]








Bright Idea
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Update your business plan every year. Choose an annual date when you sit down with your plan, compare how closely your actual operation and results followed your forecasts, and decide if your plans for the coming year need adjusting. You will also need to take your financial forecasts out for another year, based on current and expected market conditions.









Although your mission statement may never win an advertising or creativity award, it can still be a very effective customer relations tool. One idea is to print your mission statement on a poster-sized panel, have every employee sign it, and hang it in a prominent place so clients can see it. You can even include it on your brochures and invoices. Karen Martin, an antiques hobbyist turned entrepreneur of a moving management firm in Hartford, Connecticut, prominently displays her mission statement on all of her brochures and on her website which reads: “Downsizing a home is a special passage in life—one that deserves time, caring attention and practical support.”

Finally, make sure your suppliers know what your mission statement is; it will help them serve you better if they understand what you’re all about.

Time to Write the Plan
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Once you’ve identified the products and services you want to offer and to whom, and have created your mission statement, you’re ready to complete your business plan.

Though the content of your business plan will be unique, there is a basic format that you should follow. This will ensure that you address all the necessary issues, as well as provide lenders and investors with a document organized in a familiar way to evaluate.

       •   Cover sheet. Add your business name, address, phone number, fax number, email address, and website.

       •   Table of contents. A TOC can be used as a working outline; be sure to add page numbers.

       •   Executive summary. This provides a brief synopsis of your senior services business.

       •   Mission statement. Describe your vision, values, services, and philosophy.

       •   Marketing plan. Provides an overview of the market and identifies the competition.

       •   Organizational plan. Identify your legal structure, and provide short-term objectives and long-range goals.

       •   Management plan. Discuss how you plan to manage your business and what your qualifications are.

       •   Financial plan. Identify startup capital and financial projections.

       •   Summary. Bring your plan together in this section.

       •   Appendices. Include supporting documents such as resumes, permits, leases, and references.

When you think your business plan is complete, look at it with a fresh eye. Is it a true and honest representation of the facts? Is it realistic? Does it consider all the possible variables that could affect your operation? After you’re satisfied, show the plan to two or three professional associates whose input you value and trust. Ask them to be brutally honest with their evaluations; you need to know if there are any glaring problems with your plan so you can correct them before they cost you time and money.

Now let’s take a look at what’s involved in starting and running a senior day-care business.


4

Adult Day-Care

Service

Today’s baby boomers face a dual challenge: They’re caring for their own children, and sometimes grandchildren, as well as caring for their parents. Middle-aged people who are trying to balance providing appropriate care for aging parents and their own youngsters are known as the sandwich generation, and many of them desperately need the break a senior adult day-care center provides. The burden of caring for older family members can be overwhelming, and a place where these seniors can socialize and participate in activities in a safe, supervised environment is a welcome option for their stressed caregivers.

Adult day-care centers range from small, individually owned operations that offer all the comforts of a close-knit family home to commercially based businesses that include a wide range of services. Some are structured to meet the needs of functional seniors who don’t need special care; others are designed for cognitively impaired and/or chronically ill senior clients. And some provide a safe, nurturing environment for clients in all categories.

Senior adult day-care centers bridge the gap between home care by a family caregiver and institutional care in a nursing facility. Elderly people who have suffered strokes, are in rehabilitation from surgery or an injury, have memory loss or dementia, physical disabilities or limitations, or visual problems are potential clients for a senior adult day-care center. There are two types of senior adult day-care centers: social and medical. Currently, informal social centers are more prevalent. They usually cater to seniors who have a higher level of functioning, although many clients may be wheelchair-bound, incontinent, or need limited assistance with daily activities. The focus in this type of setting is more on activities, social interaction, and meals. A medical day-care center provides a more complex level of care and has a registered nurse on staff who can perform tube feedings, administer medications and oxygen, and provide other related care.








Stat Fact
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According to the National Adult Day Services Association, the average age of the adult day-care consumer is 72, and two-thirds of all participants are women. Fifty-nine percent of the participants require assistance with two or more activities of daily living: eating, bathing, dressing, toileting, or transferring; 41 percent require assistance in three or more areas.









Typically, these programs operate during the same standard business hours of a traditional child day-care center, which is usually 8 A.M. to 6 P.M. Some clients may attend a senior adult day-care program a few hours a week, while others visit every day. Many centers offer respite services in the evenings and/or on weekends.

The demand for adult day care is outpacing the supply. According to a national survey by MetLife Mature Market Institute, there are approximately 4,600 centers operating in the United States, assisting more than 150,000 Americans each day. But many more are needed—and as America ages, that need will increase.

Not All Day-Care Centers Are the Same
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Senior adult day-care centers typically offer a wide variety of services, and you can put together a combination that ranges from simple to complex. Some day-care centers only provide a social outlet for seniors a few hours a day, while others offer a greater range of services, including caring for seniors with specific conditions, such as memory loss or dementia, limited mobility, or incontinence.

Depending on your goals and resources, you can start out small and stay small, earning a comfortable income; you can start out small and grow; or you can start by opening a substantial enterprise with a wide range of services and full staff. A good approach is to start by providing a relatively small number of services, then expand in both your offerings and your capacity as your business becomes established and you learn exactly what your clients and their families want and need.








Smart Tip
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The National Adult Day Services Association (NASDA) offers a vast selection of publications and resources for adult day services including standards and guidelines, marketing strategies, surveys, and training resources for employees. Visit nadsa.org or call (877) 745-1440 for more information.









Services you may provide include:

       •   Recreational and social activities

       •   Exercise, including chair aerobics

       •   Hot meals and nutritious snacks

       •   Respite care (weekends or nights)

       •   Extended hours

       •   Transportation

       •   Escorts for medical appointments

       •   Assistance with eating, walking, toileting, and medicines

       •   Personal care (bathing, shaving, grooming, dressing, foot care)

       •   Rehabilitation therapy

       •   Counseling

       •   Social services

       •   Nursing services

       •   Health monitoring (check blood pressure, temperature, and insulin levels)

       •   Support groups and educational seminars for clients, caregivers, and the community

Activities and Programs

[image: ]

Senior adult day-care centers are not glorified babysitting services where you turn the TV channel to a game show or soap opera while keeping a watchful eye on Gramps to make sure he doesn’t wander off. You need to offer programs that entertain, enrich, and inspire your senior charges. These recreational activities can be in the form of arts and crafts, exercise groups, pet therapy, games, and music therapy. Like everyone, older people like to feel useful; doing volunteer work, such as stuffing envelopes for a church or community organization, is a task even your wheelchair-bound clients can handle and enjoy.








Bright Idea
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Make your clients’ birthdays a celebration. The parties are always fun, and seniors enjoy the special attention. Purchase inexpensive party hats and favors, and announce the event ahead of time. Keep your clients’ dietary requirements in mind, and make sure the refreshments include treats everyone can enjoy.









Most older folks thrive on routine, so it will be important to have a predictable schedule. A typical day might look like this: personal grooming at 8 A.M., snacks at 9:30 A.M., special activity at 10 A.M., lunch at 11:45 A.M., quiet time with a movie at 1:30 P.M., snacks at 3 P.M., followed by a group discussion or another activity at 3:30 P.M. It’s important to provide a variety of structured activities for individuals and groups that are designed to stimulate and entertain your senior clients during the day. You may want to hire a program director to plan and organize activities.

Unlike participating at a senior community center, where they often go on field trips, your clients will remain at your facility, and you will bring the field trips to them in the form of guest speakers and live entertainment. Get the word out and invite the drama club from a neighboring school, a choir from a local church, or a safety presentation from a Scout group. Your seniors may also appreciate a demonstration by the local fire or police department.

Meal Preparation
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Most adult day-care centers offer nutritious snacks and hot meals as part of their programs. When preparing menus, be aware that many of your clients will have special dietary needs you’ll have to accommodate.

On-premises meal preparation means you’ll need a commercial kitchen that meets the requirements of your local health department. Expect the kitchen to take up about 15 to 20 percent of your total space. Within this area, you will need space for receiving, storage, food preparation, cooking, cleanup, and trash storage. You will also need room for a large refrigerator/freezer and a pantry or wall shelves for dry food storage.








Bright Idea
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Prepare a monthly calendar with your meal menu, and make it available to your clients and their caregivers. Your clients can arrange for alternative meals and snacks on the days you’re serving something they don’t want to eat.









An alternative to on-site meal preparation is to use a catering service. You may find this more efficient and reliable than trying to prepare meals yourself or hiring a cook, and the difference in overall cost may not be significant. Diane Ross, owner and founder of Reno, Nevada’s The Continuum, which features an adult day-care center, decided it would be cost-prohibitive to have a commercial kitchen with an on-site cooking staff, so she has all hot meals catered.

Transportation
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In most cases, getting to and from your center is the responsibility of the clients or their caregivers. You may choose to offer limited transportation services, such as taking clients to medical appointments or on other errands during the day. Of course, adding transportation to your service package means investing in vehicles, insuring them, and hiring drivers—but it can be lucrative. See Chapter 8 for more on starting a senior transportation service.

Another transportation option is to contract with an established transportation company that provides the level of service your clients need. You can pay the transportation company and bill the fees back to your clients (with a markup, of course) or just refer your clients to the company and stay out of the transaction. Because the safety and security of your clients and your own reputation are at stake, thoroughly check out any transportation company you use or recommend. Ask for proof of insurance, find out how their drivers are screened and trained, be sure they have the type of vehicles and equipment your clients need, and check their references. It’s also a good idea to check with the Better Business Bureau and your state’s Attorney General’s office to see if any complaints have been filed.

Getting Started
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Depending on what type of program you are starting—social or medical—and how many seniors you anticipate serving, startup costs could be as low as $10,000, or as much as $250,000. Unless you are homebased, your facility will likely be your biggest expense. Consider: How many seniors do you want to serve? Do you want to have a commercial kitchen or medical facilities? Will you rent your space or buy it?








A Better Pill to Swallow

Most of your senior clients will need to take medication daily. If you do not have a licensed health-care worker on staff to administer these, make it your policy that your clients need to be able to take the medicine themselves. Of course, they will be closely monitored and supervised by your staff.

Staff members should know the clients to whom they are administering medication. If they don’t, they should ask another staff member to verify the client’s identity before providing any drugs. Whether prescription or nonprescription, keep all drugs clearly marked and stored in a safe place. Any narcotics should be kept in a locked cabinet. Use a separate refrigerator to store drugs requiring refrigeration.

Prescription drugs should be in the original container or package, clearly marked with the patient’s name, drug name, and dosage instructions; prescription date and expiration date; and name and phone number of the doctor or other prescribing health professional.

Nonprescribed, over-the-counter medication should be treated with the same respect by clearly labeling the package with the patient’s name, dosage instructions, expiration date, and the contact information of the doctor or health professional who recommended the medicine.

Because health circumstances requiring medication are diverse, some clients may want to take medication on an “as-needed” basis, and you will need to set a policy on how to deal with this issue. For instance, a senior client may need emergency oxygen, glucagon for low blood sugar, have an allergic reaction that requires an epinephrine injection, or want an analgesic for an upset stomach. Some day-care providers do not administer medications “as needed,” but others may do so. Check with your attorney to make sure you have the appropriate releases on file if you decide you will provide this service. Then set a policy wherein the staff member administering the medication documents the dosage in writing on the medication log and in a note or on a form to be sent home to the caregiver so they will know when and why medication was given.

Use the Prescription Medication Permission Form and Medication Log on pages 30 and 31 to manage your clients’ medications.









Whether you start a homebased or commercially based operation, it should have adequate, open space. Some adult day-care centers use storefront properties in shopping centers and strip malls. These can be quickly and efficiently turned into practical setups with the use of dividers and partitions that provide necessary room definition while still making it easy for wheelchairs and walkers to move around. Vinyl or tile flooring is preferred over carpet, which can impede maneuverability. Your facility needs to be completely handicapped-accessible to meet the needs of your clients as well as the law. Ross says The Continuum’s space is very open, with a library area furnished with recliners and a TV. The dining room area is designed for a variety of activities in addition to meals.








Day-Care Center Equipment Checklist







	       [image: ]  4 recliners

	$1,000–$5,000




	       [image: ]  4 armchairs

	$700–$3,200




	       [image: ]  1 couch/sofa

	$500–$4,000




	       [image: ]  2 standard wheelchairs

	$300–$600




	       [image: ]  2 standard walkers

	$150–$500




	       [image: ]  2 LCD or LED TVs

	$600–$4,000




	       [image: ]  2 DVD or Blu-ray players

	$70–$600




	       [image: ]  10 DVD or Blu-ray movies

	$100–$250




	       [image: ]  1 CD player/stereo/radio

	$50–$500




	       [image: ]  1-year subscription to 2 to 3 consumer magazines

	$15–$60




	       [image: ]  1 local newspaper subscription

	$75–$125




	       [image: ]  4 board games

	$40–$100




	       [image: ]  4 decks of cards

	$6–$10




	       [image: ]  10 cubicles for storage

	$40–$150




	       [image: ]  20 books (hardcover)

	$200–$400




	       [image: ]  20 bath towels

	$70–$400




	       [image: ]  20 hand towels

	$40–$300




	       [image: ]  20 washcloths

	$20–$100




	       [image: ]  1 case disposable underwear

	$50–$75




	       [image: ]  First-aid kit

	$15–$150
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Other essentials you will need include recliners, sofas, chairs with arms, at least one spare wheelchair and an extra walker, one or more televisions with DVD players, books, cards and board games, and a storage area for clients’ personal items. Beds are generally not needed for your day-care clients; if they want to snooze, they can use the recliners or a couch. See the itemized equipment list for suggestions and estimated prices to help set up your senior adult day-care center.

How Much Should You Charge?
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Daily fees for adult day care range from $40 to $75 per day, with the average around $61. Unlike nonprofit centers, which often charge on a sliding scale, your center should offer the same rates to everyone based on the services they use. Rates are typically lower for a social adult day-care center than a medical adult day-care center because fewer services are provided and licensed medical staff is not required.

To determine your fees, do a survey of what centers providing similar services in your area are charging. Calculate your operational costs and figure out how much revenue per hour per client you need to cover your expenses and allow for a profit.








Smart Tip
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Suggest that caregivers ask their pharmacists to divide prescribed medication into two containers—one for home use and one to be kept at the day-care center.









Start by walking through the process of figuring out what it costs you per hour to operate. Include the rent, utilities, overhead, staffing, and profit, divided by the total hours you are open. This will tell you what your expenses and profit are per hour. If your staffing level allows you to care for X number of clients, then you need to charge your total expenses and profit divided by that number of clients. For example: If you determine your expenses are $200 per hour and you want a profit of 30 percent, your total would be $260 per hour. Then if your staff can handle six clients at a time, you would charge $260 divided by six, for a fee of $43 per hour per client.

Finally, consider your target market and what they can afford. Ideally, those three numbers will be very close, and you can set your fees based on that. If they’re not—if, for example, based on your costs you need to charge one and a half times the going rate in your market to break even—then you need to go back to your plan and figure out where you can adjust.

Licenses and Certifications
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Adult day-care centers fall under the jurisdiction of various state and local government entities. Contact your state’s Department of Social Services or Department of Health to find out what licenses and certifications are necessary, and what other requirements you must meet. Also check with your county health department, the local fire department, and your county or city business licensing agency to make sure you are in full compliance with all applicable laws.








Be Prepared!

Many injuries are not life-threatening and don’t require immediate medical attention. However, knowing how to treat minor injuries is a necessity when operating an adult day-care center. In addition to taking a first-aid class, Ready America (ready.gov) recommends having the following first-aid supplies on hand in the event of an emergency:

Things you should have:

       [image: ][image: ]   Two pairs of Latex, or other sterile gloves (if you are allergic to Latex)

       [image: ][image: ]   Sterile dressings to stop bleeding

       [image: ][image: ]   Cleansing agent/soap and antibiotic towelettes to disinfect

       [image: ][image: ]   Antibiotic ointment to prevent infection

       [image: ][image: ]   Burn ointment to prevent infection

       [image: ][image: ]   Adhesive bandages in a variety of sizes

       [image: ][image: ]   Eye wash solution to flush the eyes or as general decontaminant

       [image: ][image: ]   Thermometer

Things it may be good to have:

       [image: ][image: ]   Cell phone

       [image: ][image: ]   Scissors

       [image: ][image: ]   Tweezers

       [image: ][image: ]   Tube of petroleum jelly or other lubricant

Non-prescription drugs:

       [image: ][image: ]   Aspirin or nonaspirin pain reliever

       [image: ][image: ]   Anti-diarrhea medication

       [image: ][image: ]   Antacid (for upset stomach)

       [image: ][image: ]   Laxative









If your center is appropriately licensed, certified, or accredited, your clients may be eligible to receive financial benefits from the government. For example, under Public Law 106–117 of the Veteran’s Millennium Health Care & Benefits Act, eligible veterans can receive funds for noninstitutional extended-care services, such as those services provided by an adult day-care center. For more information, contact the Department of Veterans Affairs (see the Appendix for contact details).








Bright Idea
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Every few months, send home a survey to clients’ families to see what specific services they would find the most useful, and then see how you can implement those to keep your clients happy.









Also, the National Family Caregiver Support Program (Title III of the Older Americans Act) has a broad array of support services. Although funds are limited, they can sometimes provide financial relief to caregivers in need of respite care. They can be contacted through the U.S. Administration on Aging (see Appendix for contact information).

In some states, Medicaid reimbursements or other state-funded health insurance programs (e.g., Medi-Cal in California) are available for eligible participants in qualified, licensed adult day-care centers. Private insurance companies will sometimes pay for senior adult day-care if it is determined that the elderly person would otherwise need to go to a nursing home. Also, IRS tax credits may be available for using an adult day-care center when caring for an elderly family member.

Medicare funds are not currently available to cover adult day-care costs, but Congress is always tinkering with Medicare benefits, so pay attention to legislation that might benefit your center or your clients.

Even though some private insurance and government financial assistance may be available, most of your clients will pay for your services out of their own pockets. You may even prefer that they do if you don’t want to haggle with all the stipulations and requirements that might otherwise be imposed on your center by federal, state, and local authorities.

Most of the clients at The Continuum pay with private funds; however, because the center is licensed and accredited, it has a contract with the state of Nevada that allows it to provide services for eligible seniors. Ross says the center also accepts clients who have respite grant funding.

Put It in Writing
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Your contract should clearly outline the services you provide, the costs of those services, and terms of payment. It should be signed by you and either your client or the person responsible for your client, and copies should be provided to both parties.

Policies and Procedures

It’s important to think through your policies completely before you open for business. Give each client or caregiver a copy of your policies as part of his or her contract, and have an acknowledgment signed that the client has read, understood, and agreed to abide by your rules. Your policy statement should address such issues as:

       •   Hours of operation, including days of the week and holiday closings.

       •   Fee structure, including rates, when payments are due, late payment policies, and any circumstances under which you expect to be paid even though your client wasn’t there.

       •   What sort of notice is required when clients deviate from their expected schedule.

       •   Whether you allow unexpected drop-ins.

       •   Whether you will accept clients who are ill. A common policy is for day-care centers to insist that clients with contagious conditions such as colds or the flu stay home until they are well so they do not infect your other clients.

       •   How you will deal with clients who exhibit aggressive or violent behavior, or who have chronic adjustment issues. Most day-care facilities are not equipped to care for someone who poses a danger to himself or others.

       •   Your plan for weather or other natural disasters. For example, your policy may be that if local public schools are closed due to snow, hurricane, or other threatening conditions, you will also be closed.

       •   Holiday schedule. List the holidays on which you will close, and whether you expect to be paid for those days.

       •   Vacation schedule. If you are a homebased solo operator, your clients need to know well in advance when you will be closed for your own vacation.

Go over your contracts and policies annually and make sure they are still meeting your needs. If you make changes, provide copies of the new information to your clients and their caregivers. Have them sign and date a statement or addendum acknowledging that they have received a copy of the revisions, have read and understand them, and agree to abide by them.

Hours of Operation

Naturally your fees and hours of operation will be dictated by the type of services you offer. By opening your center during nontraditional hours—early mornings, evenings and weekends—you can broaden your market and increase revenue. Some day-care centers offer respite care for just a few hours a day—for example, 10 A.M. to 4 P.M. Others operate on a typical business-day schedule of 8 A.M. to 5 P.M. Still others offer extended hours either every day or on certain days. Consider your market and your own staffing resources when setting your hours.








Bright Idea
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Have a locker, basket, or box designated for each senior who comes to your center that will hold items such as extra clothing, disposable underwear, books, games, and other personal items.









Seasonal Issues

Adult day cares experience some seasonal fluctuations. You may see a drop-off in business during the winter holidays and perhaps over the summer, when many families go on vacation. As part of your policies, you will want to specify whether you will require advance notice when a client is not going to be there. With enough notice, you may be able to temporarily fill the gap with another client and not lose any revenue on those days. If you are expected to reserve a space in your program during a client’s absence, you will need to decide if you will charge them the full rate, a discounted rate, or no fees at all.

Safety, Emergency, and Reporting Policies

Safety is an integral part of everything you do in the operation of your senior adult day-care center. Incorporate the following health and safety issues into your policies and procedures:

       •   Admission and discharge. Establish a procedure to sign clients in and out on their arrival and departure each day. This is an important safety measure in the event some of your clients have a tendency to wander off, or to prevent their leaving with an unauthorized person. You will need to maintain daily attendance records even if your center has clients who admit themselves or does not have a “locked door” policy, allowing seniors to come and go at will.

       •   Inspections. All licensed day-care centers are subject to inspection by various state and local authorities, including the health department. When any deficiencies are identified during an inspection or review by a licensing agency, funding agency, accreditation organization, or other regulatory department, develop a written plan for the resolution. The plan should include a description of the problem, proposed timeline for the resolution, designation of responsibility for correcting the deficiency, and a description of the successful resolution of the problem.

       •   Fire safety. Fire extinguishers should be inspected every three months, and smoke alarms should have their batteries replaced every six months. Regular evacuation drills should be held, and records of such events, along with safety maintenance logs, should be kept on file.

       •   Health department reporting requirements. Certain diseases or conditions among your clients or your staff must be reported to the local health department. Some examples are communicable diseases such as chicken pox, measles, and hepatitis. For more information on reporting requirements and procedures, contact your local health department.

       •   Emergencies. You should have written procedures that your staff is expected to follow in the event of an accident, injury, sickness, or emergency evacuation. Emergency phone numbers for doctors and caregivers should be immediately accessible.

       •   Elder abuse. If you suspect that one of your clients is being abused—whether it is physically, emotionally, or financially—you must report it to your local department of protective services or equivalent agency.

       •   Client records. Maintain detailed and up-to-date records on your clients, including consent forms, medical information, attendance records, and incident reports. Keep a separate file for each client in a secure location.

       •   Confidentiality. Establish policies and procedures covering the exchange of information among clients, caregivers, staff, and other professionals or agencies that are involved with your clients. Your policies should address information obtained before the clients enter your facility’s care, during the time you are caring for them, and after they leave.








Between You and Me . . .

It’s important that clients or family members disclose pertinent health information about the people in your care; however, you should not release this information to anyone else without the written consent of the client or caregiver.

Under federal guidelines for the Health Insurance Portability and Accountability Act of 1996 (HIPAA), adult day-care centers must establish procedures that will safeguard the confidentiality of their clients’ medical records. Set up policies and closely monitor how information is shared internally and externally. This includes training your staff and volunteers, installing appropriate computer software, monitoring passwords, keeping paper records in locked cabinets, and taking other steps to protect these sensitive files.

For more information and detailed guidelines on how to implement HIPAA rules, check out the U.S. Department of Health and Human Services website at dhhs.gov/ocr/hipaa.









Staffing

[image: ]

Generally, the employees at an adult day-care center should be people who enjoy working with seniors, have tremendous patience, and are flexible enough to deal with various personalities and administrative tasks. You may be able to start with just yourself and perhaps one other care provider, but eventually you may need a receptionist, a bookkeeper, possibly a driver, a cook (or meal coordinator), and more care providers.

How you will handle staffing your company should be addressed in detail in your business plan. The mechanics of staffing—including finding, screening, and hiring employees; benefits; salary ranges; and other personnel issues—are discussed in Chapter 12.

There are many similarities between adult day care and child day care in terms of contracts, equipment, hours, licensing, staffing, and management. Therefore, you may find it helpful to read Entrepreneur’s Start Your Own Child-Care Business.


5

Relocation

Service

Many people in the rapidly growing 70-and-over population segment are selling their homes in favor of smaller houses or condos, either in traditional neighborhoods or retirement communities. This is a perfect time to cater to the relocation needs of this market.

Moving is always stressful, and it can be especially traumatic for someone who is leaving a home he or she has been in for decades that is full of precious memories. Adding to the challenge is the fact that families are more spread out geographically and not always available to help with the moving process, which can be a tremendous burden for seniors. Not only is the packing and cleaning process physically demanding; it also takes an emotional toll. A senior relocation consultant can provide an element of compassionate objectivity as decisions are made about what to keep, give away, sell, or toss.

Karen Martin, owner and founder of Life Moves, LLC, a moving management firm in Hartford, Connecticut, started her company in 1998 to help people make successful mid- and later-life moves. “I guide families in gaining meaning and comfort from the process of sorting through their treasures,” she says. She provides a variety of services to assist in downsizing or emptying a home and getting it ready for market or closing.

As a senior relocation specialist, you can offer a wide range of services. It’s typical to provide a total turnkey package, which means you’ll orchestrate every aspect of the move, including:

       •   Assistance with selling the current home

       •   Assistance with finding a new residence

       •   Assistance with selecting a moving company

       •   Sorting and downsizing

       •   Estate sales

       •   Coordinating movers, utilities, cleaning, and other tasks

       •   Packing and unpacking

Of course, no two moves will be alike, because each of your clients and situations will be unique. Martin’s services include sorting through everything in the house: garage, basement, attic, garden shed, and outer buildings. “I assist in the selection of furnishings and other possessions that the clients might want for their new home if they need that help,” she says. “I have offered packing, unpacking, and setting up their new homes. I also coordinate onsite estate sales of leftover furnishings, or I may arrange for other methods of liquidation—either buying out or auctioning.” She will also take care of shredding old financial and personal documents, donating, recycling, and refuse removal.








Stat Fact
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Approximately 41 percent of sellers in the real estate market are people over the age of 55. With baby boomers now entering retirement, this market is quickly expanding. A Senior Real Estate Specialist (SRES) is a designation for real estate agents who want to specialize in this niche.









Senior relocation specialists typically do not operate moving and storage companies; rather, they contract with those companies, as well as common carrier and small-package carriers, depending on clients’ needs. Starting a trucking company is a capital- and equipment-intensive operation that goes beyond the scope of this guide. But existing carriers will be happy to work with you to service your clients.

Senior relocation specialists also enlist the help of independent contractors and professionals, such as real estate agents, appraisers, cleaning services, and concierge services, which broaden the scope of their services to meet the various needs of their clients.

Coordinating the Move
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Even though many household moving companies bill themselves as “relocation specialists,” they do not target the senior market with the same degree of personal attention and compassion that you will.

The most common service a senior relocation specialist provides falls under the umbrella of coordinating the move. It’s your job to make sure everything gets handled and nothing gets overlooked. Although the specific service package you offer each client will vary depending on individual needs, be prepared to offer the following.

Health-Related Services

If the client is moving to a new hometown, they will need to find a new physician, hospital, dentist, and pharmacy. His or her current doctor and pharmacist can make recommendations, but this should be done prior to the move in the event your client needs medical attention immediately following the move. Most medical offices have their own medical records transfer request forms, so make sure the appropriate paperwork and insurance information are forwarded to the correct offices in a timely manner.

Utilities

Schedule connect and disconnect dates with all the utility companies: gas, water, sewer, electricity, telephone, cable, sanitation, etc. Usually utilities are turned on at the new residence the day before the move and turned off at the old dwelling the day after the move. Give a detailed list to clients with scheduled termination and activation dates for their review and approval.

Some utility companies will not allow a third party to place service orders without written permission from the account holder. In that event, you’ll need to have a notarized letter of authorization from your client. See the Letter of Authorization for Utility Company on page 43.

Notifications

Help your client put together a list of everyone who needs an address-change notification, and then handle that administrative task. Pick up a change-of-address kit from any U.S. Post Office (or go online to moversguide.usps.com) to assist with this process. Use the cards the post office provides for notifying magazines and newspapers, and for filing a change-of-address notice. For credit card companies, financial service companies and other service providers, help your client use the change-of-address form on his or her monthly statement. Or check for toll-free numbers to save time and postage.

You can add a special personal touch to your services by sending attractive change-of-address cards to the client’s family and friends. Such cards are available in any retail store that sells greeting cards, or you can create your own.

Assist your clients with notifying their financial institutions of the pending move, which may also include asking the bank to arrange the transfer of the contents of a safe deposit box to another branch or bank in the new hometown. If the client has direct deposit or automatic payments set up, these will also need to be transferred or discontinued. Also, the client’s insurance agent will need to be notified to cancel or transfer homeowner’s coverage.

If the client belongs to any clubs or associations, determine if he will need to sell, transfer, refund or resign the memberships.

Travel Arrangements

You may need to help your clients with their travel—especially if they’re moving to another city. This job can be made easier by using the services of a senior travel agent who understands and can meet any special needs your clients may have. See Chapter 9 for complete details on senior travel services.

If they plan to drive a long distance, arrange to have their car serviced before they hit the road. Or if they’re disabled or infirm, you can make arrangements to provide chauffeur service or an attendant on moving day. Meal service can be provided as well.








Bright Idea
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If your clients are traveling by automobile, pack a “trip kit” of necessary items for them to take in their car. Include bottled water, snacks, paper towels, wet wipes, a first-aid kit, audio books on tapes or CDs, and road maps for all the areas through which they will be driving.
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Auto Transport Services

Clients may ask you to make arrangements to have a car shipped or moved to the new location. Auto transport companies generally require two to three weeks’ notice, and it can take up to ten days for the vehicle to arrive at the destination. When the car is delivered, someone must be present to inspect it and note any damage on the bill of lading. Be sure the driver or delivery agent signs and dates the delivery documents after you to indicate acknowledgment of the damage—otherwise, the auto transport company may not honor the claim. Be sure your client knows that it is against the law to put any personal belongings in the vehicle to be transported.

Movers

Some clients will select their own moving companies, but most will rely on you to find the best company to meet their needs. Finding a good, reputable moving company will be a challenge in itself, but when you do, it will be well worth the effort. When comparing moving companies, ask these questions before making your selection:

       •   Will they pack? If so, how much will they charge?

       •   Will they provide packing materials for you or your client to use? If so, how much will they charge?

       •   Will they dispose of boxes and packing materials after you unpack?

       •   Will they provide a hand truck?

       •   Will they provide damage coverage?

       •   What is the total estimated moving cost?








Movers and Shakers

To avoid the high prices of traditional moving companies and the hassles that come with the lower-cost approach of renting a van and doing the entire job yourself, some moving companies will provide a truck and moving equipment that you and your employees can load. Then one of the moving company’s professional drivers will drive it to the designated location—local or long distance—where you will need to arrange to have it unloaded. Most of these companies also provide packing supplies and boxes for an additional fee.

If you have the manpower, “self-service moving” can be very cost-effective. You don’t have to worry about providing your own moving van, hiring and insuring a professional driver, and paying for gasoline and maintenance on the vehicle. And you can use your own trusted employees for packing, loading, unloading, and unpacking.
















Smart Tip
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Put plastic bags around the hoses of washing machines, and secure them with rubber bands to prevent leakage while in transit.









Decide if you and your employees will pack all or some of the client’s belongings yourselves or commission the moving company to do that task. Self-packing saves money, but letting the movers do it saves time and liability.

If the moving company packs, it is responsible for reparations if anything is lost or damaged. Typically, moving companies will pay up to 60 cents per pound for damage, loss, or breakage to furnishings and other household items. Some moving companies require that customers purchase additional insurance to cover damages that may occur during the move.

Before the movers arrive, dispose of toxic or flammable items like fireworks, cleaning fluids, aerosol cans, acids, and ammunition. Gas-powered machinery, such as lawn blowers, weed eaters, and snow blowers will need to be drained. For safety reasons, most movers will not transport flammable liquids.

When the movers arrive, go over all the details and paperwork, and verify delivery and payment arrangements. Commercial movers typically charge by the weight of the items on the truck and the distance they are being moved. Prior to arriving, the driver will have the truck weighed without anything in it, so make sure the movers provide you with an “empty weight” receipt as soon as they arrive.

Do a walk-through to take inventory with whomever is in charge. Point out the boxes you have designated to be loaded last and unpacked first. To avoid disputes after the move, the moving company usually has a moving inventory sheet that indicates the condition of the items being moved, which must be reviewed and signed by you or the client.

Once the truck has been loaded, give the van operator detailed directions to the new residence and include a phone number where you can be reached while they are in transit.

Have at least two people present when the moving van arrives at the new location: one to check the inventory sheets as items are unloaded, and the second to direct movers on where items are to be placed. You may want to have additional employees available to start unpacking as items are taken off the van, unless you plan on doing this after everything has been unloaded.

Research any possible delivery restrictions in advance so the movers know what to expect and can plan accordingly. For example, some communities only allow deliveries during certain times of the day, such as between 8:30 A.M. and 4:30 P.M. High-rise buildings may require dock space to be reserved in advance. Don’t let the movers be surprised at the destination; that can cause delays and may result in additional fees.

If your client is moving to a multistory building, check to see if it has a freight elevator or at least a passenger elevator that will accommodate large pieces of furniture. If it doesn’t, you’ll need to arrange the necessary labor for the furniture to be carried up the stairs, and for larger pieces to be disassembled and reassembled.

Building managers and superintendents may also want to see the moving company’s certificates of insurance proving that there is coverage to pay for damages if any occurs.

Make sure there will be suitable parking for the moving truck. If the truck has to double-park, the driver may have to drive around the block every so often to avoid getting a ticket, and that means additional charges.

Cleaning Services

At the old home, you can organize, clean, and help prepare the home for showing to prospective buyers, you can get it ready for a final walk-through or closing inspection, or you can do the final cleaning after your clients have moved out. Part of this cleaning can include removing trash and unwanted items. The trash can be picked up by the local garbage collectors or taken to the dump; anything useful can be donated to an appropriate charity for a tax deduction for your client.








Bright Idea
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Have individual floor plans for each room in the house taped to the door of that specific room to help the movers know where to place the furniture. Be sure to put the name of the room on the floor plan to avoid any misunderstandings.









At the new home, you can do a thorough cleaning before your clients arrive with their belongings. Wipe down walls and cabinets, clean and disinfect bathrooms and kitchen appliances, and vacuum and mop. The cleaning services section in Chapter 7 has more information about how to deliver this type of service.

Use the Move Coordination Checklist on page 47 as a guide when assisting your clients with their relocation needs. Not every move will require every task on the list; adjust for the special circumstances of each project. Consider attaching the checklist as an addendum to your contract.

Sorting and Downsizing
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Most of your clients will be moving from a larger home into something smaller and will need downsizing assistance. The apartments in retirement communities are typically small, and the space in an assisted-living facility may be even more limited.








Move Coordination Checklist

This checklist can be useful when helping your clients assess their relocation needs. You may want to attach it as an addendum to your contract.

At Contract Signing

[image: ][image: ]  Contact real estate agent to assist with the sale of old residence.

[image: ][image: ]  Contact real estate agent to assist with the purchase of new home.

[image: ][image: ]  Provide client with documents.

Eight Weeks Prior to Move

[image: ][image: ]  Draw a floor plan of new residence and decide what furniture to bring to new residence.

[image: ][image: ]  Compare moving companies.

[image: ][image: ]  Contact chamber of commerce or other local resources for newcomer information and packets.

[image: ][image: ]  Process change of address for subscriptions.

Six Weeks Prior to Move

[image: ][image: ]  Contact doctors, dentists, lawyers, accountant, and insurance agents and arrange to have records or information transferred.

[image: ][image: ]  When possible and practical, identify new health-care providers (e.g., physician, hospital, pharmacy).

[image: ][image: ]  Clean or repair furniture, carpets, curtains, or appliances, if needed.

Four Weeks Prior to Move

[image: ][image: ]  Inventory, sort, and downsize household furnishings, closets, and cabinets.

[image: ][image: ]  Hold an estate sale.

Three Weeks Prior to Move

[image: ][image: ]  Make arrangements for travel, hotel, and pets.

[image: ][image: ]  Properly service any automobiles that are driving a long distance.

[image: ][image: ]  Arrange to have automobile shipped.

[image: ][image: ]  Schedule connect and disconnect dates with utility companies.

Two Weeks Prior to Move

[image: ][image: ]  Arrange to transfer bank accounts and safe deposit box contents to new branch locations or new bank.

[image: ][image: ]  Process change-of-address notifications.

[image: ][image: ]  Contact moving company to confirm arrangements.

[image: ][image: ]  Cancel delivery services such as water and newspaper.

One Week Prior to Move

[image: ][image: ]  Defrost and clean freezer and refrigerator.

[image: ][image: ]  Line cabinet and closet shelves in new home.

[image: ][image: ]  Change the locks on the new home.

[image: ][image: ]  Research delivery restrictions so movers will not be surprised on moving day.

[image: ][image: ]  Begin packing.

[image: ][image: ]  Arrange to have “essentials” box and client’s suitcase packed.

One or Two Days Prior to Move

[image: ][image: ]  Arrange to have payment ready for moving company when they arrive.

[image: ][image: ]  Make sure new residence is clean and ready for move-in.

[image: ][image: ]  Test to make sure utilities are hooked up in new residence.

[image: ][image: ]  Test smoke detectors in new residence.

On Moving Day

[image: ][image: ]  Make sure all boxes are inventoried.

[image: ][image: ]  Give movers detailed directions to new location, along with your cell phone number.

[image: ][image: ]  Advise movers of any delivery restrictions.

Leaving the Former Residence

[image: ][image: ]  Turn off water, lights, and appliances.

[image: ][image: ]  Open refrigerator door if the electricity will be turned off.

[image: ][image: ]  Turn off furnace, heat, or air conditioning.

[image: ][image: ]  Lock all windows and doors.

[image: ][image: ]  Conduct final inspection of all rooms, garage, attic, and basement.

[image: ][image: ]  Remove all refuse.

[image: ][image: ]  Surrender keys and garage door opener.

At the New Residence

[image: ][image: ]  Tape a floor plan of the new home on the front door and individual floor plans on each room.

[image: ][image: ]  Check off all items (furnishings and boxes) as they come off the truck.

[image: ][image: ]  Unpack and set up bathrooms.

[image: ][image: ]  Unpack and set up bedrooms.

[image: ][image: ]  Unpack and set up kitchen.

[image: ][image: ]  Unpack and set up living/family rooms.

[image: ][image: ]  Unpack and set up remaining areas.

[image: ][image: ]  Connect telephones, televisions, and lamps; set clocks.

[image: ][image: ]  Remove refuse and packing materials.









Create a floor plan of the client’s new residence so she can start thinking about what furniture she can take and what will have to be sold or given away. Planning ahead of time how the furniture will be arranged in the new location will make the process of delivering the furniture easier. Use one of the many popular computer software programs that can quickly and easily create floor plans and furniture dimensions to scale, or do it with old-fashioned graph paper. Be sure to accurately measure everything your client is planning to take so you don’t find out the hard way that something won’t fit in the new home. Virtual furniture arranging is definitely easier than physically dragging a couch around a room.

In addition to deciding what furniture to keep, part of your downsizing efforts will be to thin out the contents of closets and cabinets. Many seniors have large collections of items that just aren’t going to fit in their new residences. Karen Martin in Hartford, Connecticut, says, “Some clients need a de-cluttering either before the house goes on the market or just so they can see what is really left. Some people, especially seniors who lived through the Depression, have saved an awful lot of stuff, including plastic containers that really have no use. Sometimes all I am asked to do is remove all of the refuse.”

Sorting must be done prior to packing and can take anywhere from a few days to a couple of weeks with an appropriate number of helpers. If you are doing this task on your own, depending on the size of the house you are downsizing, it could take anywhere from a few weeks to a few months. When going through books and papers, it’s important to know what items should be kept and what needs to be tossed. In addition to her own knowledge, Martin also relies on independent contractors who are in the antique and collectible business or have a good knowledge of what things may have historical significance. “For instance, if there was a cruise line in the 1930s and you come upon one of their menus, don’t throw that away. There are collectors for all sorts of paper goods, like sports memorabilia. I advocate recycling and not throwing away anything, especially items that have an interesting printed history.”

In her book, Gaining Control Over Home Downsizing: Inspirational Stories, Martin writes, “Home downsizing, well planned, well organized, and well executed, can be one of life’s most freeing experiences. Conversely, it can be physically exhausting, emotionally draining, and expensive.” Not only does Martin provide practical tips and tricks to save time and money, she also offers emotional insight to help ease some of life’s transitions.

If possible, have a family member sitting with the senior client when they are going through their personal things, especially papers and memorabilia. “What is so important to this process of moving forward with a positive attitude is reminiscing and having somebody who that person knows, a relative or a dear friend, to really listen, to capture the stories. There is a lot of history,” Martin says. “So my emphasis is on the process, which is going to be difficult. There are going to be tears shed. There is going to be laughter. It is kind of like a life review. It is something that only happens at this time. Adult children or other relatives who can’t be present to help an elderly person through this process really miss out. This is so important.”

Keep a list of all the furnishings the client decides to keep, and note the estimated replacement costs for moving insurance purposes. If an item will be difficult to replace, make a note of it on the list and then take extra precautions when having it moved.

Once your client has decided what she’s going to keep, you can arrange for the disposal of the remaining contents of the home. Family heirlooms may be shipped to various relatives, some useful items may be donated to your client’s favorite charity, some things may be discarded and the remainder may be sold.

Estate Sales

Your clients may want to sell their unwanted but useful and valuable household furnishings and other items at an estate sale. Your first step is to get everything organized, tagged, and priced. Create an inventory of what is to be sold so you can quickly and easily check it off when the sale is completed. Then consider how you can display the goods to their maximum advantage.

When Martin sets up for estate sales, she covers large folding tables with cloths to create an attractive display of smaller items. She says that flat top strawberry boxes found at her local grocery store are great for sorting and displaying. “I have a way of setting up sales where the better items are in the living room and dining room, and then your household items are in the kitchen.” Martin also uses antique drying racks for linens, and a unique metal rack with clips that was probably originally intended as a postcard holder to display old gloves or other special items. Be creative in finding and using innovative display tools and merchandising techniques to get the best prices for your clients.

One of the biggest concerns while holding an estate sale is security. Hundreds of people will be going through designated rooms, and sometimes the entire house. Consider the size of the house and have enough people on hand to help—some to assist with selling and others with collecting money. Martin says that she also has a worker who stands at the door and allows only a certain number of people into the home at one time. “That same person also checks the items as they leave [to make sure they’ve] been paid for. We have a system of communicating with receipts or stickers that something has been paid for,” she says. “I have what I call an intake sheet, where we have clipboards and simple sheets that have a description of the item and the amount paid.”

Promote your estate sales with yard signs and advertisements in the local newspaper. You should also build a mailing list of estate sale shoppers so you can send them a postcard announcing your sales.

As an alternative to estate sales, you may sell the items on consignment through a local auction house or consignment shop, through online auctions like eBay, or through your own auction website.

Packing
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Packing is often one of the most challenging tasks for your senior clients. Some will want you to pack everything; others will just want you to pack specialty items. Do a walk-through and identify items that need special packing attention. Decide which items will be placed in storage and which will be sold or disposed of.

If you are doing the packing, you will need to provide the packing materials. For an additional fee, most moving companies will provide moving supplies such as packing tape, bubble wrap, and wrapping paper, as well as suitable boxes, especially ones designed for holding hanging clothes, glassware, and lampshades. You can also purchase supplies from local vendors or online (see Appendix for resources).

Begin the packing process with nonessential items, such as seldom-used dishware and cookware, curios, and decorative items, art, photographs, seasonal clothing, etc. Heavier items go in smaller boxes and lighter items get packed in larger boxes for easier lifting. The label on each box should include a detailed inventory of the box contents and indicate which room it belongs in at the new location.

Seal the bottoms of boxes with a strip or two of packing tape. Pack boxes firmly to avoid the shifting of contents during the move by placing heavier items on the bottom and lighter items on top. If you need additional padding, use old towels or linens, or crumpled paper. Records and CDs should be packed vertically in boxes, not flat.

Try to box things together that you will want to unpack first and label each box accordingly: “Open First—Load Last.” This will be helpful when you arrive at the new residence and start unpacking your client’s belongings. Essential items for these containers include cookware, dishes, glasses, tableware, bedding, linens, clothing, and toiletries.

It will be easier if you pack room-by-room, keeping similar items together. Put the hardware for disassembled furniture into a plastic bag along with assembly information, label the bag, and tape it to the furniture.

When packing, keep an eye out for frayed electrical cords on lamps, radios, and other appliances. Bring it to the client’s attention and then make arrangements to have it repaired or replaced. Give the same consideration to any furniture that needs repairing, such as loose table or chair legs or broken bed slats.








Bright Idea
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Wrap lampshades individually with clean, nonprinted packing paper. Stack two or three in a large box so they will stay clean and won’t get crushed.









In the kitchen, discard any outdated cans of food. If you come across expired medications, alert the client so he can make arrangements to safely discard the drugs and update his prescriptions.








Smart Tip
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Always use clean, white paper for packing; never use newspaper because the ink rubs off and can stain light-colored objects.









Offer to provide nonskid rug pads for area rugs to make them safer in your client’s new home. Also make sure the rugs go on the truck last, so they will come off first to be placed on the floors under the furniture.

Items that will need special handling during the packing process include important documents such as birth certificates, wills, insurance policies, financial records, and stock certificates, photographs, home videos, and backup computer disks. These items should be transported personally by you or the client rather than in the moving van, or shipped by insured or certified mail.

Your client should also maintain possession of his checkbook, cash, or traveler’s checks, medications, spare glasses, driver’s license or identification card, automobile registration, insurance records, and health information. Help him pack a suitcase with comfortable clothing that will be kept accessible during the moving process.

Unpacking
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Many of your clients will want their new homes completely ready for them to enjoy the moment they walk in, and will look to you for total unpacking and setup service. This includes hanging pictures and mirrors on the walls, setting up the kitchen and bathrooms, putting linens on the beds, stocking the pantry and refrigerator, plugging in the telephone, as well as removing any remnants of the move, such as boxes, bubble wrap, and packing peanuts.

When the movers arrive, it’s helpful if the original packing team is waiting to begin unpacking as soon as boxes are taken off the truck. Their familiarity with the client’s preferences and how things were set up in the former residence will be helpful as they unpack and put away.

If the client doesn’t want you to unpack everything in its entirety, at least have an “essentials box” ready for him when he arrives at his new residence to help him get settled. Some items to include are:








Beware!
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Before leaving his or her old home for the last time, remind your client to check for spare keys in all secret hiding places, with family members, or with the neighbor.









       •   Basic tools: hammer, screwdriver, wrench, pocketknife, and tape measure

       •   Paper supplies: cups, plates, napkins, paper towels, toilet paper, and trash bags

       •   Plastic utensils

       •   Flashlight, light bulbs, emergency candles, and matches

       •   Bath and dish soap

       •   Bottled water, instant coffee, tea bags, juice, or soft drinks

       •   Scissors, masking tape, utility knife, can opener

       •   Local phone books, pen and notepad, relocation packet with information about the area

       •   Telephone, radio, and batteries

Preparing the Home for Sale
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Be prepared to offer your client the names of two or more reputable real estate agents they can talk to and select from. Some real estate agents will even give you a finder’s fee if a homeowner signs a contract with them.

Make recommendations on what your client can do to increase the salability of the home. This could include landscaping and yard cleanup, paint, and repairs. Have a list of reliable handymen and contractors and offer to oversee the work if needed.

Once the house is ready to be shown, you can help stage it for the best results. Do this by decluttering, placing containers of fresh potpourri around the house, or accessorizing with colorful pillows. The client may also want you to be present when the house is being shown to prospective buyers. Realtors prefer that the owner is absent when they are showing a house; however, as a disinterested third party, you will not interfere with the sales process, and your client might feel more comfortable about having strangers in the house if you’re there to keep an eye on things.

Choosing a New Lifestyle
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Some clients will need your assistance to help them navigate through the maze of housing options. Often people are thrown into the situation of finding alternative housing without warning. Your services can save your client many hours of thumbing through the Yellow Pages, conducting online research, making phone calls, and mapping out locations.

Help your clients assess their needs by first determining what level of assistance they need: no assistance required; part-time assistance with personal hygiene, taking medications, cleaning, or preparing meals; or full-time assistance due to dementia, prolonged illness, or loss of mobility. Other considerations will be cost range, anticipated time frame for moving, and desired area.

Retirement communities provide a variety of amenities, which will be another factor in helping your client decide where she would like to live:

       •   Retirement communities for active seniors usually offer spacious homes and villas rather than apartments. They also features amenities such as golf courses, swimming pools, clubhouses, and planned events with a program director.

       •   Senior apartments and condos are generally designed to be used by completely independent seniors. Amenities are more limited, but may include the use of laundry facilities and a swimming pool. Also, planned events and activities may be part of their program.

       •   Assisted-living facilities are usually studio-type apartments that provide housekeeping, meals, planned activities, as well as assistance with bathing, dressing, medications, and other daily living activities. Some may have special care for people suffering from Alzheimer’s or dementia.

       •   Continuing care facilities offer apartments, villas, and sometimes houses for seniors to live in independently. Meals, housekeeping, and home and yard maintenance are usually provided. Most of these facilities also have a wide range of recreational activities. If one of the residents needs additional help with daily tasks, the facility will provide assisted-living services. And if a client needs 24-hour nursing care, that can also be provided on the premises, either in the resident’s home or in the extended nursing care facility.

Not all your clients will be moving into a retirement community; some will want your assistance in moving into smaller homes, condos, or apartments that are easier for them to manage. Help them decide exactly what they want and where, then enlist the help of a qualified real estate agent in the desired area.

If your client is moving to a new community, suggest that he subscribe to the local newspaper in advance of the actual move. That will help him become familiar with the area and local events. Help him obtain anything else—such as a telephone directory, city map, dining guide. and other resource directories—that will tell him about his new home and make the adjustment as easy as possible.

Contact the town’s chamber of commerce, economic development council, agency on aging, or senior community centers and ask if they have newcomer packets already prepared that include information on area attractions, shopping, churches, and entertainment.

What to Charge

Your fees may be per hour, per project, or commission-based. Often clients only need help with specific areas or tasks, so many senior relocation specialists offer a menu of services the client can choose from.

If charging by the hour, fees for senior relocation specialists are typically between $45 and $150 per hour, depending on the location and exactly what the client needs. If this is a large project requiring the assistance of one or more employees to sort through personal belongings, then you will also need to factor in their hourly rate when billing the client.








Have Pets, Will Travel

Relocating isn’t just stressful for people but also for beloved pets. Planning is essential when pets are involved in the moving process, as they are usually sensitive to changes in their environment.

Moving companies will not move living things, including pets and plants. If your client is driving to his new home, his pet can ride along in the car, providing a greater sense of security for both the client and the pet during a stressful time. If he is traveling by air or train, help him arrange for transportation for the animal.

Consult with the client’s veterinarian about medication or sedatives to reduce or eliminate motion sickness, agitation, and crying. Health documents regarding the pet will also need to be kept in a convenient place with the owner’s other personal paperwork while on the road.

If the animal is small enough, it should travel in a pet carrier for safety reasons, even in a car. But if the pet is too big for a carrier, use a “doggy seatbelt,” available in pet supply stores. This is a harness that attaches to a car’s seatbelt and keeps the pet safely confined. Airlines and trains, of course, will have their own requirements for how pets are to be transported.

If you are making arrangements for your clients to stop overnight at a hotel or motel, you will need to find out in advance which ones will accept pets. Pack a travel suitcase for the pets that includes a leash for potty breaks, a water bottle, water, food dishes, a small supply of food and treats, and favorite toys. If it’s a local move, arrange to have the client’s pet stay with a friend or neighbor, or have the pet temporarily boarded at a kennel until the move has been completed.









Commission fees are based on a percentage of the client’s household goods and furnishings that are liquidated, and are typically between 35 and 50 percent of the total sales. Martin says she uses a sliding scale when deciding what commission percentage to charge a client. “I first take into consideration how much stuff needs to be sorted and how many people I need to work with me,” she says. “Then we see what the total sales are before calculating a final percentage. The higher the sales, the lower the commission.”








Smart Tip

[image: ]

Remember to save all moving receipts and keep complete records of all related expenses for the client’s accountant, because some or all of these expenses may be tax-deductible.









Martin bills her clients either by the hour or on commission, depending on what services are needed. “I bill the client per man hour, which is the case with a lot of my services, but if I am doing an on-site estate sale, or if I am liquidating in another way, I take a percentage of the total amount that I sell,” she says.

Estate sale professionals usually charge a commission of 25 to 50 percent of the gross proceeds. The percentage is determined by taking into account the size of the estate, the amount of sorting, the research time involved in appraising the items, the quality of the furnishings, preparation for the sale, cleaning afterward, and the number of workers needed. Martin says, “If you have to go into every drawer and every closet, it is labor-intensive.”

Equipping Your Operation

[image: ]

You don’t need a lot of equipment to get your senior relocation business started. Depending on what you already own and the equipment needed for the services you want to offer, your required startup capital could range from just a few hundred to a few thousand dollars.

Martin said one of her biggest expenses was for 12 outdoor signs that she had specially designed to promote her estate sales. “The signs are in prominent colors of fuchsia and purple and really show up on the road,” she says. “If somebody is driving by, the signs point them toward the estate sale.” The signs are sturdy corrugated cardboard on metal bases, designed to be used repeatedly. Martin says her initial investment in signs was about $800 to $900.

All you really need is a car, but if you decide to add a moving van or truck with an enclosed cargo space to your operation, used ones can be found starting at $20,000, while a brand-new van could run up to $70,000 or more. You will also have to get adequate insurance, and make sure you have qualified drivers to operate the moving van.








Relocation Service Equipment and Supply Checklist



	       [image: ]  12 large moving boxes

	$30–$50




	       [image: ]  3 wardrobe boxes

	$38–$65




	       [image: ]  8 kitchen boxes

	$30–$60




	       [image: ]  20 storage/book boxes

	$15–$50




	       [image: ]  4 rolls packing tape

	$12–$18




	       [image: ]  1 tape dispensers

	$13–$20




	       [image: ]  1 roll (80 ft.) bubble wrap

	$15–$45




	       [image: ]  1 box (25 lbs.) packing paper

	$30–$60




	       [image: ]  3 bags packing peanuts

	$17–$45




	       [image: ]  12 black markers

	$12–$20




	       [image: ]  1 box cutter

	$3–$10




	       [image: ]  1 hand truck/dolly

	$35–$150




	       [image: ]  1 easel (estate sale display)

	$25–$150




	       [image: ]  1 folding table (for display or packing)

	$45–$100




	       [image: ]  350 stickers/labels (for pricing or labeling)

	$10–$25




	       [image: ]  floor plan design software

	$80–$250













In addition to basic office equipment (see Chapter 13), use the Relocation Service Equipment and Supply Checklist above to get started. This list includes enough moving supplies for an average home; you may decide to buy more supplies than the amount indicated. If you have the cash, a place to store things, and can get bulk pricing, this will save you money in the long run.

Staffing

[image: ]

While it’s possible to run a senior relocation business as a one-person operation, where you provide all the services to your senior clients as well as manage the company, it may not be practical—especially as you grow. There will most likely be times when you’re going to need a reliable staff made up of independent contractors or full-time employees to help with sorting, packing, moving, and cleaning. Employees will need to be sensitive and understanding to the stress and anxiety that your clients may experience during this emotional time of upheaval. You may also find it helpful if staff members have a knowledge of antiques and collectibles. If you hold estate sales, you will need people to assist you with the preparation, pricing, and organization of inventory, followed by the removal of unsold items that are to be donated or recycled.

The mechanics of staffing—including finding, screening, and hiring employees; benefits; salary ranges; and other personnel issues—are discussed in Chapter 12. Address in detail how you will handle staffing your company in your business plan.

Special Designations and Organizations

[image: ]

Certified Relocation and Transition Specialists (CRTS)™ are trained professionals who provide specialized relocation services to assist mature adult individuals, as well as their families and/or caregivers throughout the entire moving process. These senior service providers understand the emotional and logistical issues their clients face which can include space planning, packing, sorting, organizing, and downsizing. To find out more about CRTS certification, visit the National Council for Therapeutic Recreation Certification (NCTRC) at www.nctrc.org.

It’s also a good idea to join a professional organization for referral and networking opportunities. Two good ones are the National Association of Senior Move Managers (NASMM), www.nasmm.com, and the National Association of Professional Organizers (NAPO), www.napo.net. Both groups offer educational programs and resources. Being members of professional organizations gives you additional credibility, and you may be allowed to place their logos on your company’s printed materials. Some also offer their members the option to participate in group insurance programs.

Stepping Stones

[image: ]

For many people, especially seniors, the relocation process can be overwhelming. As a senior relocation specialist, you will take the chaos out of moving, eliminate stress, and make the overall experience a positive one.

This step will be one of many in the aging process as older adults are faced with making lifestyle changes. Once they have resettled, another step may be bringing in home care or home health care to enable the senior adult to maintain a level of independence.


6

Home Care

and Home Health-Care Services

By 2020, nearly 14 million people in the United States will be over the age of 85, and 84 percent of them will want to continue living at home. To do that, more than half will need assistance with daily living activities.

Seniors and family members of older relatives are looking at alternatives to assisted-living and nursing homes.

The best option for most is home care or home health care, where a professional caregiver goes to the home to personally look after a loved one. This may include doing laundry, picking up around the house, reading the newspaper out loud, and preparing meals. Most important, this service includes companionship—someone who adds conversation and friendship to the life of an elderly person who is homebound, physically impaired, has difficulty getting around, or may be lonely.








Stat Fact

[image: ]

According to the 2013 Cost of Care Survey by Genworth Financial USA, the average cost of a private room in a nursing facility is $230 per day. However, most Americans would rather receive in-home care because the one-on-one attention is generally better and the expenses are lower, costing an average of $150 per day. Because of this, Genworth says the demand for in-home care is on the rise and we face an impending caregiver shortage.









Depending on the level of care the client needs, a licensed medical professional may be required to administer medications, offer rehabilitative therapy, or provide other skilled nursing care.

This at-home alternative to institutional care is not only cost effective, but allows seniors to maintain a much-desired level of independence in familiar surroundings.

Home Care Services

[image: ]

Home care businesses are usually limited to nonmedical services. They are designed to assist individuals and couples who want to retain their independence by staying in their own homes with familiar surroundings.

Personal or home care aides provide a range of services that include companionship, meal preparation, light housekeeping, personal hygiene and grooming assistance, medication reminders, mail sorting, bill paying, and transportation to medical appointments or shopping.

Some states require formal certification and training for these individuals, while others do not. For states where there is no mandatory certification, aides can voluntarily apply for a national certification from the National Association for Home Care (NAHC) to indicate their willingness to meet the association’s standards. Many states also offer non-mandatory certification courses for non-medical caregivers.

There are many benefits to becoming a certified in-home caregiver which include specialized training in CPR and first-aid, emergency preparation, end-of-life care, nutrition and meal planning, addressing legal issues regarding home caregivers, and learning how to work with the medical community. Plus, many long-term insurance companies will only recognize certified caregivers, which could be a major consideration if policy holders want to be reimbursed.

It’s important to consider personality when matching a senior with a personal or home care aide. An introverted senior may feel more comfortable with someone who is low-key and has a gentle personality, while a livelier senior may prefer an aide who is more outgoing.

Home care services may be needed for a few hours a day or around the clock. Seniors who are new to the concept of home care may initially want to start with a slow transition into the service, perhaps with light housekeeping or transportation. As they feel more comfortable around their caregivers, they may use additional services, including companionship, personal grooming, and more.

A personal or home care aide’s daily routine will vary by case. An aide may go to the same home every day for months, or even years. Most aides work with a number of clients, typically visiting four or five clients for one to two hours each day.








Match and Dispatch

To appropriately match home care or personal care aides with a senior client, you will need to ask specific questions:

       [image: ][image: ]   Where will the home care take place?

       [image: ][image: ]   Who is the primary contact person?

       [image: ][image: ]   Who is the emergency contact person?

       [image: ][image: ]   Is anyone else living in the household?

       [image: ][image: ]   Are there any pets, and will they also need care?

       [image: ][image: ]   Who are the client’s medical professionals?

       [image: ][image: ]   What is the client’s height, weight, and date of birth?

       [image: ][image: ]   What is the physical status of the client?

       [image: ][image: ]   What is the mental status of the client?

       [image: ][image: ]   Is the client on special medications?

       [image: ][image: ]   Is the client ambulatory?

       [image: ][image: ]   Is the client continent?

       [image: ][image: ]   What specific duties does the aide need to perform (e.g., personal care, meal preparation, light housekeeping, laundry, transportation, companionship)?

       [image: ][image: ]   What are the anticipated times this service will be needed? How many days a week and hours per day? Or will live-in service be required?









Let’s look at the specific services a home care business could offer.

Companionship

Companions provide mental stimulation by engaging their clients in conversation, playing cards or doing puzzles with them, taking them on walks or strolls, going out for meals or movies, or attending social or religious functions. Companions also help reduce clients’ boredom, anxiety, and loneliness. Often, companions drive clients to medical appointments or social activities, or on shopping expeditions.

Lifestyle companions provide nonmedical assistance with the tasks of daily living, such as personal hygiene, bill-paying, light housekeeping, and meal preparation. Sometimes a companion may only need to visit for a few hours a day to check on things. Another client may want a companion to come in all day or all night.

If an around-the-clock companion is needed, assign a live-in companion with whom the client can bond. Or have the same three or four companions work in shifts, providing full coverage with the comfort of familiarity. Remember that live-in companions need their own quarters, ideally a bedroom with a small sitting area and private bath. And they’ll need time off, so be sure that detail is addressed in your contract.

Night-care companions offer a degree of safety and comfort during the night, especially if the client tries to get out of bed or if there is an emergency. They will be on hand to assist a senior with bathroom care, medication, sleeplessness, or any other situation that might arise. Like live-in companions, they need a private place to sleep; even though their job is night care, it’s unlikely they’ll need to stay awake all night, every night. Their primary purpose is to be nearby and willing to assist if needed.








Bright Idea

[image: ]

Personal or home-care aides who provide live-in or night care may want to use a baby monitor so they can easily hear and quickly respond to their senior clients who awaken during the night.









A respite companion comes in to relieve the family caregiver for a few hours, overnight, or longer if needed. They carry out most of the same duties that a lifestyle companion does, including meal preparation, medication reminders, and companionship.

An in-hospital companion may sometimes be needed during the hours or days that family members cannot be with a hospitalized client. The companion can read to the client, take notes when the nurses or doctors come in, help feed the client if necessary, assist with other needs, and just generally be of comfort.

Meal Preparation

Getting seniors to eat regular, balanced meals can be a challenge. If dementia—even mild—is an issue, the client may have trouble identifying whether or not she is hungry. Sometimes medications will affect her appetite or taste sensitivity. If she is depressed, she may snack a lot and then not be hungry at meal times. Because many seniors have special dietary needs, careful and sometimes ingenious planning must go into meal preparation.

The aide will need to consider the client’s tastes and preferences when planning meals. If a client likes food with a sweet taste, vegetables such as corn, peas, carrots, or acorn squash can be prepared. Broccoli or asparagus can be camouflaged with a cheese sauce. A baked potato plain, or stuffed with finely chopped meats or vegetables, is tasty and easy to swallow.








Smart Tip
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For a client with poor eyesight, use brightly colored plates, glasses, napkins, and placemats to create a high contrast. This will allow him to distinguish foods from nonfood items in front of him.









Though not all seniors have difficulty at meal times, the personal or home care aide should be ready for clients who do. In addition to preparing meals, the aide may also need to assist the senior with eating, especially if her motor skills have weakened due to illness or injury. Sometimes modified devices—such as utensils with wrist straps or thick handles for easier manipulation, or drinking cups with straws or handles—can be used to encourage independence and the ability to self-feed. Cut food into bite-sized pieces or prepare finger foods that are easy to eat. Soup can be served in a cup instead of a bowl to eliminate the need for a spoon.

Medication Reminders

Personal and home care aides do not administer medications, but as part of their services they can remind the client when to take them. This can be done as part of the in-home service, or by calling the client on the phone.

The aide should make a list of all medications—prescribed and over-the-counter—and the times they are to be taken. The chart should be posted in a conspicuous place, visible to the client and family caregiver. Use the Medication Log on page 31 in Chapter 4 for this purpose.

Personal Hygiene and Grooming Assistance

Good hygiene promotes physical and emotional well-being and can be a great morale booster. But assistance in this area can be embarrassing or humiliating for the client. Aides should be taught how to treat clients with respect and help them preserve their modesty and dignity.








Bright Idea

[image: ]

If a client seems depressed or anxious, the aide can encourage her to put together a memory box with pictures and items representing happy times in her life, such as weddings, holidays, births, and other special events.









Sometimes the aide may only need to make sure the bathing area is safe and perhaps offer minimal assistance. Other times, clients may require transfer assistance by the use of a wheelchair or walker to a shower or tub that has safety handrails and/or a shower chair. Many states allow only certified medical personnel to provide assistance with transferring, lifting, and bathing; find out your state’s requirements before accepting clients who need this type of help. Oral hygiene is also important, and there may be times the senior client is unable to take care of this task herself. Tucking a towel under her chin and using a soft toothbrush while she is sitting up is preferable. But if she is bedridden, and state regulations permit it, the aide can still brush her teeth and gums by rolling her on her side or elevating her head.

Some clients will need assistance with dressing. That help may range from simply choosing a complete outfit and laying it out, to actually helping the client put the garments on. If your clients have difficulty with buttons or zippers, suggest acquiring clothing that can be pulled on or garments with snaps or Velcro™ fasteners.

Toileting is another issue that a senior client may need assistance with. Sometimes she may need help transferring from her wheelchair or walker to the commode. Other times she may require assistance cleaning herself. If she is incontinent, she will need to be taught how to wear disposable underwear or pads, and she may sometimes require assistance changing them.

Shopping, Errands, and Transportation

Home care aides can be available to run errands, such as picking up dry cleaning, prescriptions, library books, videos, and groceries, or doing a variety of other odd jobs. They can also escort their senior clients to medical appointments, the grocery store, or social or religious functions. Allen Hager, owner and founder of Right at Home in Omaha, Nebraska, says the aides employed by his company will be glad to drive the senior wherever he needs to go, but it has to be in the client’s own car. Also, the client is required to sign a waiver releasing the company from any liability in the event of an accident while the aide is driving. His company always checks the driving records of its aides before sending them to a client’s home.

If driving is part of an aide’s job—even if it’s just driving from client to client—you must check his or her driving record. And if your aides drive their own vehicles, they must be adequately insured.

If the client is wheelchair-bound or has other disabilities and cannot be transported in his or her own vehicle, contact your local Area Agency on Aging to see what special needs transportation might be available. You can also call the National Transit Hotline toll free at (800) 527-8279 for names of local transit providers who provide transportation to the elderly and people with special needs.








The Growing Need for Geriatric Massage

Geriatric massage is a specialized type of massage designed to meet the needs of senior adults. A properly trained massage therapist can help clients improve and maintain their overall well being, as well as sometimes regain certain physical functions that may have diminished due to the aging process. The elderly often suffer from poor blood circulation, arthritis, diabetes, and other age-related maladies. A geriatric massage therapist can gently manipulate the body’s soft tissues to alleviate pain and increase range of motion. Many seniors are lonely and depressed, and massage therapy can be a wonderful technique to relieve gloominess and anxiety in touch-deprived clients.

Candy Malburg worked as a rehabilitation massage therapist for six years before learning of the tremendous need for therapists specializing in geriatric massage. “I did a lot of research on geriatric massage and went back to school to get specialized training for it,” Malburg says. “Then I started doing research on the area’s retirement communities and learned how to market to retirees.”

Malburg believes that it takes a special kind of person to operate a business that caters to seniors. Some of the qualities needed to be successful in a senior service business are: reliability, patience, and sincerity. Another important quality is trustworthiness. “People are not only entrusting their care to you, but sometimes you have access to their homes and personal information,” she cautions.

It also helps to be goal-oriented so that clients can see results and have a feeling of accomplishment. “Set goals for each visit,” Malburg advises. “This will give your client something to work on until the next visit.”









Light Housekeeping

Your aides can vacuum, dust, do laundry, change bed and bath linens, and generally tidy up around the house. For a more detailed description of cleaning services, see the “Cleaning Services” section in Chapter 7.

Administrative Services

Sometimes a senior client may need assistance with household bill management or filing insurance claims. Or he may need help with addressing and mailing greeting cards for holidays and special occasions, or want to send a letter to an old friend. An aide can prepare all of the paperwork for the client’s or family caregiver’s signature. See the “Administrative Services” section in Chapter 7 for more detail.








Bright Idea
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If a client has difficulty with vision or reading, instead of writing notes and reminders, the home care aide can record instructions on a tape recorder for the client to listen to after the aide has left for the day.









Home care (nonmedical services) should not be confused with home health care. Home health care is provided by licensed medical personnel and is typically operated as a separate business. However, you can combine the two services if you feel the demographics in your area will support them both.

Home Health-Care Services

[image: ]

A home health-care business provides fully trained and licensed medical personnel for a variety of services to a senior in a home setting. If a client needs to have medication adjusted and administered, has wounds that need to be cared for, or needs vital signs and IVs monitored, he will need home health care.

Home health care costs significantly less than clinical or institutional care, which makes these services attractive and in demand. Candidates for home health care include people with chronic health problems, such as congestive heart failure, kidney or respiratory disease, or diabetes. Many terminally ill patients and their families prefer home health care to hospitals or institutional facilities. Families of Alzheimer’s patients or cognitively impaired elderly people often seek home health-care services so their loved ones can remain in the security and comfort of their own homes.

Physicians will frequently discharge patients from the hospital sooner if there is a home health-care plan in place. When a client receives specialized patient care at home, both the client and the family are educated in the process. This helps to prevent exacerbations and repeat incidences of the disease, illness, or injury.

Because health issues vary greatly, so does the need for health-care visits. In some situations, a nurse may stop by the home only once a week to do a general health assessment and check the IV site. An occupational therapist may go to the home three times a week, and a certified nursing assistant may visit for a few hours every day to bathe the client and check vital signs.








Stat Fact
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According to the National Center for Health Statistics, approximately 7.6 million individuals are currently receiving in-home care from 83,000 providers because of acute illness, long-term health conditions, permanent disability, or terminal illness. Additionally, annual expenditures for home health care are projected to be $57.6 billion in the coming year.









The basic categories of home health-care services are discussed below.

       •   Basic nursing care can be provided by a certified nurse’s aide (CNA), who works under the direction of a nurse or physician. The aide typically performs many of the same services as a personal or home care aide, as well as measures and records vital signs and assists the client with bathing, dressing, and eating. A CNA does not dispense medications, check IVs, or do other invasive medical procedures.

       •   Skilled nursing care can be provided by a registered nurse (RN), a licensed practical nurse (LPN), or a clinical nurse specialist (CNS). Nurses can administer medications, check IVs, give injections, change bandages, take vital signs, and do general health assessments. Typically a nurse will visit several clients in a day; however, arrangements can be made for a client to have a live-in nurse, or nurses who regularly change shifts, so the patient will have around-the-clock care.

       •   Wound care may be needed due to a surgical incision, a specific injury sustained in an accident, or for bedsores that a patient suffered after a prolonged hospital stay. In addition to treating the wound and changing the bandages, the nursing specialist, such as an RN, LPN, or CNS, may educate the patient or family on how to care for the wound to help prevent complications.

       •   General health monitoring by a nursing specialist involves checking vital signs, such as blood pressure, blood sugar levels, cholesterol, and temperature. It may also include drawing blood under a physician’s orders.

       •   IV therapy includes the monitoring of IV sites and lines on a routine basis. This type of service may include one or two visits per day or week. Often the patient or family caregivers can be taught how to put medications in the IV line, which can reduce the number of nurse visits and control costs.

       •   Rehabilitation therapy, sometimes referred to as “in-home rehab,” is an at-home program with services given by licensed physical therapists, occupational therapists, respiratory therapists, or speech pathologists in coordination with the client’s own physician. These services are provided at home when circumstances—such as transportation or mobility issues, fatigue, or confusion—prevent the client from attending a traditional outpatient rehabilitation clinic. An in-home rehabilitation program often has better results because clients are more at ease in their own surroundings, and that means faster recovery.

What to Charge

The typical hourly rate billed for personal and home care aides is anywhere from $11 to $15 per hour, charged in half-hour increments. Home care is usually the easiest to bill because you are invoicing one set hourly fee regardless of the service performed. The daily charges for a personal or home care aide range from $88 to $120 a day, depending on how many hours the aide spends with the client.








All In the Family

Encourage family members to stay involved in your clients’ lives, even if they live far away. They may need your guidance in knowing exactly what to do. Suggest that children and grandchildren be assigned specific times during the week to call their elderly relatives to remind them of something specific they need to do (such as take medications, exercise, feed the fish) or just to say “hello.” Small children can make drawings that are mailed weekly to grandpa. The idea is to help the family stay connected and keep your client feeling supported and cared for.

Invite family members, neighbors, and friends who live nearby to frequently visit and help keep your clients’ spirits lifted. In the absence of nearby family and friends, there are senior visitation programs that can be contacted through local churches or community centers that will assign volunteers to visit your client on a regular basis. There are also pet visitation programs that your client may enjoy. Not many people can resist a friendly lick from a canine visitor or a soothing purr from a cuddly feline.









For licensed medical professionals, the fees increase in accordance with the skill level of the professional and are also affected by the geographic area. For a certified nursing assistant, fees start at $12 per hour; for a licensed practical nurse, they begin at $20 per hour; and for a registered nurse, average fees are $32 per hour. Supplies are billed to the client separately.








Smart Tip
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Have adequate security controls in place. For instance, employees should wear photo identification badges when they go to a client’s home. If an aide does personal shopping or errand services for the client, it’s recommended that she doesn’t carry the client’s cash. Instead use a limited-access credit or debit card, or give the client a receipt for reimbursement.









Holiday rates of time-and-a-half should be charged on designated days such as New Year’s Eve/Day, Memorial Day, Labor Day, Easter, Independence Day, Thanksgiving, and Christmas Eve/Day.

If you decide to accept insurance, those rates may differ from the private pay rates you establish. You will need to investigate what eligibility criteria your operation has to meet before you can receive insurance benefits. The major sources of funding for home health-care services are Medicare, Medicaid, private insurance (Medigap, long-term, personal health insurance), and out-of-pocket.

Equipping Your Business

[image: ]

In addition to office space and basic office equipment, probably the most important thing for your home care or home health-care business is computer software. Right at Home’s Hager recommends purchasing software created for home health-care businesses that lets you effectively bill clients for services rendered, pay vendors, monitor and track the scheduling and staffing of your care providers, and efficiently maintain all your business records.

Comprehensive software like Hager describes can cost from $6,500 to $25,000, depending on the services needed. Most software companies have monthly payment plans or leasing arrangements that can be used to offset the cost. Programs you may want to consider include those offered by TimeTrack and PRN Plus; see the “Equipment, Supplies, Software, and Services” section in the Appendix for contact information.

For a home care business, very little is needed in the way of inventory and supplies. For a licensed home health-care operation, you’ll need provisions such as bandages, gloves, and other medical supplies. Please see the Home Health-Care Supplies Checklist on page 70 for suggested items.








Home Health-Care Supplies Checklist



	       [image: ]  1 large bottle cleanser/lotion

	$5–$13




	       [image: ]  1 bottle hand sanitizer

	$2–$7




	       [image: ]  1 box latex gloves

	$6–$12




	       [image: ]  1 pill dispenser/organizer

	$3–$12




	       [image: ]  1 case disposable underwear

	$50–$75




	       [image: ]  1 first-aid kit

	$15–$150




	       [image: ]  1 box assorted bandages

	$3–$12




	       [image: ]  1 bottle antiseptic

	$2–$20




	       [image: ]  1 ear thermometer

	$25–$180




	       [image: ]  1 blood pressure cuff

	$16–$100




	       [image: ]  1 stethoscope

	$50–$250













Contingency Plans

[image: ]

Your clients depend on the aides or nurses you have assigned to care for them, but there will be times when an employee will be unable to get to the client’s home due to vacation, illness, inclement weather, or other reasons. Have a backup plan in place so your clients are not without care.

Remember to develop policies and procedures that protect the privacy and safety of your clients, as well as your employees.

Staffing

[image: ]

You will need to hire properly credentialed companions, aides, and nurses, either on a part- or full-time basis, or as independent contractors. Your staff-to-client ratio will depend on the services you offer, the needs of your clients, and the geographic area you are covering. As you grow, you’ll need a receptionist, a scheduling coordinator, and a bookkeeper, in addition to more care providers.

How you will handle staffing your company should be addressed in detail in your business plan. The mechanics of staffing—including finding, screening, and hiring employees; benefits; salary ranges; and other personnel issues—are discussed in Chapter 12.


7

Concierge

Service

In the corporate world, concierges are often referred to as personal assistants. They perform a wide range of services for clients. A concierge who targets seniors performs many similar functions, only with a twist: Their mission is to enrich the lives of their elderly clients by delivering services that allow those clients to maintain an independent, dignified lifestyle as long as possible. And in many cases, they simply provide a warm, human touch for an older person who feels lonely and isolated.








Fun Fact

[image: ]

The word concierge is French for service and actually evolved from the translation of “keeper of the candles” during medieval times. These days, a concierge is generally recognized as an informed person or a “know-it-all.”









Seniors turn to concierges for things they can’t or don’t want to do for themselves, or for companionship that is not available elsewhere.

Some of the concierge services you may provide include:

       •   Companion/support

       •   Administrative assistance

       •   Organization of closets, cabinets, basement, attic, garage, or filing system

       •   Errand and courier service

       •   Mail delivery and pickup (if mailbox is not at residence)

       •   Grocery shopping

       •   Personal shopping

       •   Fitness training

       •   Computer training and support

       •   Daily checkups

       •   Reminder services

       •   Cleaning services

       •   Pet care services

       •   Meal preparation

Many concierge services concentrate on one or two specialties, while others offer a wider range of services. Decide what tasks you would enjoy doing and then do a market study to determine if sufficient demand exists. From there you may find that your business can expand to include other services to better meet your clients’ needs. And if you are unsure about your direction, start small with one or two basic services that can be expanded as the need demands.

When Dick Padgett started his Five Star Concierge business in San Diego, his primary service was transportation. But as his clients came to know and trust him, they relied on him more and more for other things like various household odd jobs, computer setup and training, and special projects such as organizing closets, garages, and filing systems.

As you decide what services your concierge business will offer, consider how one will blend with another. For example, companion services go well with administrative or cleaning services; transportation and personal shopping make a good match, as do handyman and window washing, and errands and pet services. The idea is that once you have a client, it’s easier to increase the amount of business you are getting from someone who already likes and trusts you than it is to find a completely new client. And if your range of services has a logical connection, it will be easy to persuade your clients to use you more.

Companion Services

[image: ]

Paid companions can provide a great deal of comfort and a wide variety of services to elderly clients who are homebound, need help getting around, or who want assistance they can rely on. A client may need these services for a few hours a day or around the clock.

Companions perform a wide range of functions, including:

       •   Household budgeting and bill-paying

       •   Light housekeeping

       •   Assisting clients with bathing and personal grooming

       •   Running errands

       •   Escorting clients to and from medical appointments

       •   Meal preparation

       •   Writing correspondence

       •   Reading books, letters, and other material to the client

       •   Laundry and ironing

Some seniors may just need someone to come in one or two days a week for a few hours to visit and check on things. Others, especially seniors who may have memory impairment, may need someone to be on hand 24 hours a day, seven days a week.








Smart Tip

[image: ]

Start your concierge business out small; test your market and operation slowly before expanding. It’s easier to correct small mistakes than large ones.









The different types of companion services you could offer are:

       •   Lifestyle companion. This professional offers nonmedical assistance with daily tasks, including personal grooming, housekeeping, and meal preparation. This arrangement could be for a few hours a week or as a live-in companion.

       •   Companion escort. This person would accompany the client to medical appointments or when running errands.

       •   In-home respite companion. This is the equivalent of an adult sitter to relieve the family caregiver for a few hours or overnight.

       •   Travel companion. Active seniors who need transportation and someone to accompany them when visiting parks, museums, theaters, and other places might require a travel companion.

See Chapter 6 for more detailed information on nonmedical home care or companion services.

Administrative Services

[image: ]

Judy Heft of Stamford, Connecticut, started her business, Judith Heft & Associates, LLC, in 1996 to assist seniors with paying their bills and other administrative tasks. She knew there would be a huge need for her services as the senior population was starting to show significant growth.








Certifiably Humane

There are currently no certifications specifically for a personal concierge; however, you can obtain certifications within specialty areas, such as a personal chef, personal fitness trainer, or personal assistant. Certifications give you credibility and indicate that you have specific knowledge and skills. Belonging to professional organizations and associations will indicate to your clients that you are operating within the highest standards of your profession and keeping informed of current trends. The National Concierge Association (NCA) provides networking, educational, and promotional opportunities to its members, and offers an NCA Certified Concierge designation to qualified applicants within its organization. Visit nationalconciergeassociation.com for details.

You can also expand your knowledge and skills by participating in online classes that are tailored for people who want to learn more about operating an errand or concierge business. While these are noncredit courses, they do offer certificates and awards on satisfactory completion of the class. To find a list of available courses, start by doing an online search, typing “errand business class” or “concierge business class” in the search box. Universal Class (universalclass.com) is one of several online learning institutions where you can find these types of classes.

In addition to the above, special certifications may sometimes be awarded to your business by other associations and organizations, such as small-business associations, minority organizations, or related groups. For instance, if your business is owned and operated by a woman, you may be eligible for a certificate from the Women’s Business Enterprise National Council.









Her business helps monitor clients’ financial affairs and make sure no one else takes advantage of them. “Theft by caregivers is a problem I sometimes run into, as well as theft by the client’s children who have a feeling of entitlement.” Heft says charitable organizations also take advantage of seniors by sending little gifts such as address labels, calendars, and blankets. This makes the seniors feel obligated to send the organization money they can’t afford. Or the minute the organization gets the contribution they come right back asking for more money. “If careful records aren’t kept, the seniors forget and send out another check.”

If you provide administrative services for seniors, you’ll enjoy a great deal of variety and flexibility in your work. Depending on the specific services you offer, you can work from home, at your clients’ homes, or from a commercial location with employees.

The administrative services you can offer to seniors include:

       •   Handling their business and personal correspondence

       •   Setting up and organizing a filing system for personal or business papers

       •   Addressing and mailing holiday, special occasion, and thank-you cards

       •   Picking up and delivering the mail if their post office box is not at their residence

       •   Assisting with banking, including making deposits, writing checks, and paying bills

       •   Filing insurance claims

       •   Photocopying

       •   Notarizing

       •   Planning events for special occasions, dinners, and parties

       •   Organizing a reminder service for special occasions

       •   Making assurance calls (calls to clients to check on them)








Smart Tip

[image: ]

Don’t do all the running around yourself. Coordinate with a mobile dry cleaning service to pick up and drop off laundry. Contact a reputable grocery store that will deliver your orders. Find a reliable courier service that will pick up and drop off documents and packages.









You can bill by the hour or by the project. Hourly rates will be contingent on demographics and the complexity of the service you are providing, and typically range between $25 and $50 per hour. If you prefer to bill for individual projects, you still need to estimate how much time you anticipate a specific task will take. For instance, if you are addressing 50 holiday greeting cards, and you predict that it will take a maximum of three hours to complete this assignment, you might set a fixed fee of $45. In either case, keep accurate time records; if you’re billing by the project, you’ll want to be able to periodically evaluate your profitability, and to do that you’ll need to know how long the project took.

You’ll also need to decide how you will bill for travel time, mileage, supplies, and incidentals. You may set your hourly rate high enough to absorb those costs, or you may invoice for them separately.

Many of the services you’ll offer to seniors are similar to those offered by a business support service. For more information on starting this type of business, see Entrepreneur’s Start Your Own Business Support Service.

Personal Shopper and Errand Services

[image: ]

If you enjoy shopping and hate being tied to a desk, consider personal shopping or errand services. It’s a bonus if you’re a bargain-hunter; many of your senior clients will appreciate it if you find them good deals.

Under the umbrella of personal shopping and errands, you can:

       •   Pick up and deliver library books, video, and DVD rentals, dry cleaning and laundry, and prescriptions

       •   Pick up and deliver mail, ship small packages, purchase stamps and other mailing supplies

       •   Pick up and deliver documents to doctors and law offices, landlords, or tenants

       •   Shop for and put away groceries and other household supplies

       •   Shop for clothing, personal items, and gifts

       •   Wrap gifts

       •   Handle banking tasks

       •   Take clients’ cars for service, repair, and DMV inspections

       •   Provide eldercare checks

       •   Coordinate household repairs








Bright Idea

[image: ]

Offer gift certificates for concierge services. They can be purchased in hourly increments (usually with a two-hour minimum) for grocery shopping, administrative services, meal preparation, companion/sitter service, light housekeeping, or laundry. As the client or family caregiver sees the convenience of these services, often these short-term assignments will expand into longer-term relationships.









Organization Is Key

Staying organized is critical for personal shoppers and errand services. Consolidate trips so that one visit to the supermarket or drugstore can meet the needs of several clients. Respect your clients’ privacy, and don’t let one client know what you’re doing for another.








Bright Idea

[image: ]

When you are on a personal shopping mission for a client, use an instant or digital camera to take pictures of items you have found before you buy. This allows your client to be involved in the purchasing decision without having to go to the store.









When you are running errands or shopping for multiple clients at once, set up plastic or cardboard boxes in your vehicle marked with each client’s name. After you purchase or pick up items, place them in the appropriate container. Keep a separate folder or envelope for each client’s receipts.

Grocery shopping, in particular, takes a tremendous amount of planning and organization, especially if you are doing it for more than one person. Choose one or two days of the week for grocery shopping, and have your clients fax, phone, or email their lists to you the day before.

Pay for each customer’s grocery order separately so you can provide individual receipts. After the clients’ orders are bagged, make sure to write their names on the bags for easy identification and to avoid any delivery mix-ups.

What to Charge

You can charge for errand and personal shopping services by the hour, by the project or assignment, or by the mile. When dealing with big-ticket items such as furnishings and electronics, some personal shoppers charge a percentage of the amount of the purchase. Keep track of parking fees and tolls; you may bill these expenses back to your clients or set your rates high enough to absorb them.

Decide if you want to set up a regular and after-hours rate structure: Will you offer your services 24 hours a day, seven days a week, or have specific hours, such as 9 A.M. to 5 P.M.? How much notice will you require before something becomes an “emergency” errand with appropriate surcharges?








Smart Tip

[image: ]

Keep a mini-cassette tape recorder on hand to record notes to yourself while you are running around town.









In the errand industry, how you bill your clients is still a gray area with no preset guidelines. Some errand services bill for services on a weekly, bimonthly, or monthly basis. Others charge membership or retainer fees that allow a predetermined amount of requests or hours. Another alternative is to ask for payment at the time you provide your services.








The Price Is Right

In the concierge industry, there are no rigid rules on how to charge your clients. Instead, there are different billing strategies you can consider using in your business:

       [image: ][image: ]   Monthly retainers. Family caregivers may prefer this method of paying in advance for services (example: $150 for six hours of service). When the client is close to using up the amount of time that has been prepaid, you can alert the client or caregiver so he can make a decision whether to pay for extra time or not use your services until the beginning of the next month. Decide how you’ll handle the situation of a client having time left over at the end of the month; either roll those hours over to the next month or simply start fresh.

       [image: ][image: ]   Hourly. Typical rates are anywhere from $25 to $125, depending on your location and the services you provide.

       [image: ][image: ]   Per task. Create a list of the services you provide and the cost of each. For example, you may charge $2 per assurance call or $35 to take a client to and from the doctor’s office.

       [image: ][image: ]   Membership fees. This is a variation of the retainer concept. Offer various “membership” levels (e.g., gold, silver) that include a specific number of requests or hours per month for an annual, quarterly, or monthly fee. For example, a basic membership plan could be $50 a month for three hours of service. Or a premium membership plan could be $1,500 a year, allowing for up to eight hours of service a month, with additional hours billed separately. These plans would be offered as cost-effective alternatives to paying as you go.









For shopping services, you can arrange for your clients to pay for the items you purchase in advance with a cash advance or a limited-access credit or debit card. If a client wishes to use a personal check, the store can be contacted in advance to get the total amount, including tax, or, if they are comfortable doing so, they can give you a signed check made payable to the store and leave the amount blank. Many concierges prefer not to handle the client’s money and will present the client with a receipt for reimbursement on delivery or bill for those expenses in the next invoice.

Many of the services you’ll offer are similar to those provided by a personal concierge. For more information, check out Entrepreneur’s Start Your Own Personal Concierge Service.

Cleaning Service

[image: ]

As we age, many household chores become increasingly challenging. Even seniors who are still physically capable of housework may prefer to let someone else do it.

A typical cleaning service for seniors includes dusting, vacuuming, cleaning fixtures, mopping floors, wiping counters, and making beds. Additional services could include window and wall washing, carpet cleaning, floor buffing, and cleaning attics, basements, patios, or balconies. Present your clients with a list of cleaning services that are included in your basic fee, and then a separate list of tasks that you will do for an additional fee. Use the Cleaning Checklist on page 82 as an example.








Beware!

[image: ]

Always use caution when cleaning around computer equipment, especially when using chemicals. Many monitors have an anti-glare coating that should not be cleaned with ordinary glass cleaner. Instead, use a product for cleaning computer monitors.









In addition to regularly scheduled housekeeping, cleaning services may also include one-time events such as a spring cleaning of the house, basement, garage, or attic. You can also offer cleaning services to take place prior to or immediately following a move to a new location. If relocation services are not part of your concierge operation, then cozy up to a senior relocation and moving company (see Chapter 5) so they can call on you when needed. Light housekeeping services may also be incorporated as part of home care or companion services, which are covered in Chapter 6.

Window washing could be a specialty niche or another service included as part of your cleaning service operation. The only tools you need for this job are a ladder, squeegee, bucket, and bottle of ammonia. Window cleaning is often more than just removing dirt if the windows have tape or glue on them, or have been painted over. Some window cleaners charge by the pane, typically $1 to $3 each, depending on how many stories the residence or building has. Others charge by the job, using an hourly labor rate of $15 to $25.

An important requirement for the owner and employees of any type of cleaning service is honesty and discretion. Your clients must be able to have complete trust in the people who are coming to their homes. Also, from time to time you will undoubtedly be privy to personal information; safeguard your clients’ privacy and never repeat confidential information. If you see personal papers lying about or come across evidence of other delicate matters, pretend you didn’t see it—unless someone’s safety or welfare is at risk.








Cleaning Checklist

REGULAR CLEANING

Bathrooms

[image: ][image: ]  Toilets cleaned and disinfected

[image: ][image: ]  Tile walls rinsed/wiped

[image: ][image: ]  Bathtubs cleaned and disinfected

[image: ][image: ]  Vanity and sink cleaned and disinfected

[image: ][image: ]  Chrome fixtures cleaned and shined

Dusting

[image: ][image: ]  Furniture dusted

[image: ][image: ]  Glass table tops, mirrors, and doors cleaned with glass cleaners

[image: ][image: ]  Windowsills, blinds, and ledges feather-dusted

[image: ][image: ]  Light fixtures and lampshades feather-dusted

[image: ][image: ]  Picture frames feather-dusted

Kitchen

[image: ][image: ]  Clean front of appliances

[image: ][image: ]  Interior clean of microwave

[image: ][image: ]  Interior clean of toaster oven

[image: ][image: ]  Spot-clean cabinets

[image: ][image: ]  Interior clean of refrigerator

Floors

[image: ][image: ]  Floors vacuumed/swept

[image: ][image: ]  Mop tile/wood floors

Miscellaneous

[image: ][image: ]  Bed and bath linens changed

[image: ][image: ]  Sweep patio/porch

[image: ][image: ]  Water plants

COMPREHENSIVE CLEANING

Bathrooms

[image: ][image: ]  Clean tile walls and grout

[image: ][image: ]  Wipe door frames and walls

[image: ][image: ]  Faces of cabinets wiped with damp cloth

[image: ][image: ]  Baseboards wiped

Dusting

[image: ][image: ]  Windowsills and blinds wiped

[image: ][image: ]  Furniture polished

[image: ][image: ]  Knickknacks hand-washed

[image: ][image: ]  Baseboards hand-wiped with damp cloth

[image: ][image: ]  Pictures dusted and glass wiped with window cleaner

Kitchen

[image: ][image: ]  Faces of cabinets wiped with damp cloth

[image: ][image: ]  Scrub drip pans under burners

[image: ][image: ]  Clean and shine appliances

[image: ][image: ]  Clean top and sides of refrigerator

[image: ][image: ]  Kitchen furniture hand-wiped

[image: ][image: ]  Clean stove

Floors

[image: ][image: ]  Shampoo carpets (if needed)

[image: ][image: ]  Extra attention to cleaning corners of floors

Miscellaneous

[image: ][image: ]  Doors and ledges vacuumed

[image: ][image: ]  Lampshades vacuumed

[image: ][image: ]  Carpet edges vacuumed

[image: ][image: ]  Vacuum under accessible furniture

[image: ][image: ]  Cobwebs removed
















Smart Tip

[image: ]

Many elderly people have allergies and respiratory problems, so use fragrance-free and environmentally safe cleaning products.









An important element in the cleaning industry is appearance. Cleaners who are well-groomed and wear neat, professional-looking uniforms elevate their self-esteem, as well as the image of their business.

Cleaning Business Basics

A cleaning service business can be started with very little cash, although the more capital you have, the greater your options are. The only major piece of equipment you’ll need is a vehicle so you can get to your clients. You need the same equipment that you would use to clean your own home—and chances are, you already own just about everything you need. The essential cleaning supplies are: vacuum cleaner, mop, broom, dustpan, all-purpose cleaner, glass cleaner, and rags. Even if you have to buy everything new, you probably won’t spend more than $350 for a one- or two-person operation. Also, many small cleaning operations opt to use their customers’ supplies and equipment, and charge only for labor.

You can charge by the hour or by the job. You may charge an extra fee for the initial cleaning. A few phone calls to existing cleaning services in your area will tell you what the market rates are. For more on starting a cleaning business, see Entrepreneur’s Start Your Own Cleaning Service.

Personal Chef Service

[image: ]

If you enjoy cooking, consider becoming a personal chef. Personal chefs are different from private chefs in that they are available for hire by anyone, while a private chef works only for one individual or family. Your personal chef service can offer affordable, delicious, healthy meals that are prepared in the comfort of your clients’ homes, relieving them of the burden of shopping and cooking.

Personal chefs are hired to prepare a specific number of meals for individuals or their families on a prearranged “cook date.” This will be the day you and the client have decided for you to come to her home and prepare meals in advance. Typically, you will schedule only one cooking session per day, during which you will prepare several meals to be stored and frozen for future consumption. Depending on your clients’ preferences, you can schedule cook dates once a week, twice a week, or twice a month.








Stat Fact

[image: ]

According to the American Personal and Private Chef Association, the number of private chefs/household cooks is over 9,000 serving approximately 72,000 customers. During the next five years, this industry is predicted to more than double within the United States.









Menu Consultation and Preparation

Initially, you will meet with your clients or their caregivers to learn their individual needs, dietary concerns, and food preferences so that you can plan menus for them. You may even want to meet with their doctors to better determine their needs and restrictions.

Be prepared to provide sample menus that will show your creativity in offering meals that are both varied and well-balanced. Your sample menus should also feature diabetic, vegetarian, low-sodium, dairy-free, and kosher meals.

On the cook date, bring all your own equipment, including bowls, spoons, pots, pans, and cutting boards. Once the meals have been prepared, store them in uniform, disposable containers that you provide. Leave detailed heating instructions for your client or the caregiver. Then clean up, put everything away, and leave the kitchen area just as it was when you arrived.








Paw-sitive Pet Services

Pets make wonderful companions for seniors, but your clients may need help caring for their furry friends. As part of your concierge operation, you could offer the following pet-related services:

       [image: ][image: ]   Provide fresh food and water.

       [image: ][image: ]   Take pets on daily walks.

       [image: ][image: ]   Provide limited grooming (bathing, brushing, etc.).

       [image: ][image: ]   Clean litter boxes.

       [image: ][image: ]   Clean bird cages.

       [image: ][image: ]   Feed fish.

       [image: ][image: ]   Give pets needed medications.

       [image: ][image: ]   Provide transportation to vet or groomer with wait service.

       [image: ][image: ]   Pick up and deliver pet food and supplies.









Written Expectations

A simple service agreement for each cook date should be signed by both you and the client or caregiver. The agreement should specify what services will be provided, the service fee, and who is paying for the supplies. Typically, the client will pay for the groceries when you provide a receipt. The contract should also state your cancellation policy. Do you want five days’ notice or 48 hours’ notice? And if the client misses that window, what do they have to pay?

Although some folks may initially wince at the cost of hiring a personal chef, you can convince even budget-conscious seniors of the cost-effectiveness of using your services. During the sales process, be prepared to justify your rates. Point out how much time and money is spent dining out and ordering takeout. And if your prospective clients are cooking their own meals, ask them to consider how much time they are spending at the grocery store and later preparing the food. For clients who don’t drive, your service eliminates the cost of taxis or other public transportation, or the need to depend on family and friends to get to and from restaurants and stores.

What to Charge

You have a choice of pricing structures, so choose the one that works best for you and your clients. You may want to charge a set fee for a specific number of entrée portions, including appropriate sides, or per individual serving, plus the cost of the food. Or you can charge by the hour, plus the cost of food.

For example, you can charge $250 to prepare five complete frozen meals for two people, plus the cost of ingredients. Or you can charge $35 an hour for the time it takes you to shop and cook, plus the cost of food.

Some personal chefs require their clients to prepay, while others may ask for a 50 percent deposit. Food should always be billed separately because of the variability of the expense.








Dollar Stretcher

[image: ]

Form a purchasing group with other homebased small businesses to buy large quantities of supplies. This lets you to take advantage of bulk pricing.









Certifications

You do not have to be a dietician, nutritionist, or even a certified chef to offer personal chef services, but you need to have some knowledge in these areas to be successful.

Only one out of five personal chefs has a Certified Personal Chef (CPC) designation. Although it is not required, a specialized certification through a professional organization such as the United States Personal Chef Association or American Personal Chef Association will give you more credibility. The CPC designation indicates that you have a minimum of two years’ working experience as a personal chef, that you have documented continuing education within the field, that you operate within the Personal Chef Code of Ethics, and that you have successfully passed the food-handling safety program. To retain your membership, most personal chef associations require that you maintain liability insurance coverage; many clients will see this as a benefit.

Senior Fitness Training

[image: ]

Senior fitness training is one of the fastest growing segments of the personal fitness training industry. Aging Americans are seeing the value of getting in shape and are doing something about it. Plus, doctors and managed care organizations have recognized that diet and exercise are an important part of keeping people healthy and reducing health-care costs.








Stat Fact

[image: ]

Research by the National Institutes of Health (NIH) indicates that older people who exercise regularly are more likely to remain independent than those who don’t. Other research conducted by the NIH shows that positive changes in exercise habits and diet can reduce the risk of diabetes in high-risk seniors by 71 percent.









In some cases, a well-planned fitness program that uses light weights can help a senior gain enough strength to stop using a walker or wheelchair. Even after years of a sedentary lifestyle, an elderly man or woman can develop a physically active way of life through strength training and exercise.

This is where you come in. Older folks need to learn special training and fitness techniques that are complementary to their conditions. Sometimes exercises will be done while seated in a wheelchair or standing behind a regular chair for balance. Some personal trainers work with people who have suffered an illness or injury and need assistance transitioning back to a physically active lifestyle. This is an area known as “clinical exercise” and is an important part of the rehabilitation process. Trainers work in conjunction with their clients’ medical doctors and physical therapists to establish appropriate exercise programs; then they assist clients as necessary to implement the programs.

What Do Personal Trainers Do?

Personal trainers work with senior clients who need instruction and coaching in different areas, including exercise physiology, kinesiology, nutrition, fitness assessment, exercise programming, cardiovascular exercise, flexibility techniques, and more. They usually work with individuals one-on-one, but they also work with pairs and small groups.

Personal trainers can visit clients at their homes, fitness centers, rehabilitation centers, or anywhere else someone might need help, while earning $45 to $150 or more per hour.

Depending on how you set up your business or design your specialty, your clients will stay with you anywhere from a few sessions to a few years. Some trainers carefully seek out long-term clients; others choose a niche where they educate a client about fitness, or work them through a rehabilitative process, and then move on.

Senior services typically offered by personal trainers include:

       •   Fitness assessments

       •   Individual exercise programs

       •   Individual weight/fat-loss programs

       •   Nutrition consulting

       •   Strength and endurance training

       •   In-home personal training

       •   Cardio/respiratory programs

       •   Flexibility exercises

       •   Individual or small group training

       •   Seminars and classes on fitness and nutrition

Certifications

Certifications are important because they indicate that you have a certain level of knowledge and skill in your area of specialty. Although there are no professional licensing requirements for personal trainers, other certifications you may want to consider earning include:

       •   Aerobic fitness trainer

       •   Aqua fitness trainer

       •   Certified fitness advisor

       •   Certified personal trainer

       •   Clinical exercise specialist

       •   First responder/first aid

       •   Fitness therapist

       •   Group fitness instructor

       •   Lifestyle and weight management consultant

       •   Performance nutrition specialist

       •   Personal defense specialist

       •   Rehabilitation exercise specialist

       •   Senior fitness specialist

       •   Specialist in fitness for the physically limited

       •   Strength and conditioning specialist








Smart Tip
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You (and your employees, if any) should be CPR-certified and know basic first-aid techniques. Classes are available through your local chapter of the American Red Cross, your local fire department, and area hospitals.









These certifications can be obtained by joining professional organizations that offer qualifying educational programs as well as ongoing support services. There are literally hundreds of organizations that provide courses on anatomy, exercise physiology, and other aspects of personal training. Some of these professional associations are listed in the Appendix; however, many more can be found by conducting an internet search.

The U.S. Department of Labor Bureau of Labor Statistics offers an occupational handbook for recreation and fitness workers at bls.gov/oco/ocos058.htm. This handbook discusses certification and educational requirements for these fields, as well as competition and job prospects for fitness trainers.

Getting Started

Perhaps the easiest and least expensive way to start your personal senior fitness training business is as a homebased operator training with clients at their locations: homes, offices, or fitness centers. If you are going to offer fitness training at your home, it’s best if you can set up a dedicated workout room, but a clear space in your living room will suffice. Startup costs for a trainer who works with clients at home or their locations can be as low as a few hundred dollars, depending on what office and exercise equipment you already own. If you want to invest in a commercial facility, you will need anywhere from $50,000 to $150,000 to furnish and equip your operation.

As increasing numbers of seniors become comfortable using computers, you may find a market for cyber fitness training and offer online training programs. Clients can use your website to complete forms that will let you conduct an assessment and create a training schedule for them. You can provide them with an online exercise journal, which you review regularly to evaluate their progress and make adjustments if necessary. Questions can be handled through email. This can be a cost-effective plan for clients who may not be able to afford a face-to-face fitness program. Although you would typically charge 40 to 60 percent less than a traditional trainer, you could increase your profits significantly because you would be able to take on more clients at one time.

Another popular trend is taking your program on the road by outfitting a van or recreational vehicle with exercise equipment and bringing the gym to your clients’ homes or to a senior community. Generally, a mobile studio costs less than half of a small commercial storefront-type studio, with your biggest expense being the vehicle. You might also check with a rehabilitation or senior fitness center to provide personal training services in their facility.

Do thorough market research to see what type of fitness program would best be supported in your area. Learn more about the business of personal training in Entrepreneur’s Start Your Own Personal Training Business.

Computer Basics
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The golden age of the web is upon us: Seniors (age 64 to 75) represent the fastest-growing segment of internet users, clearly proving that you can indeed teach an old dog new tricks. These days, eyebrows no longer lift in amazement at the thought of senior citizens going online. In fact, they are heading into cyberspace in droves to access information on education, health, genealogy, hobbies, and more. Plus, online communication has proved to help the older population reduce isolation by staying in touch with family and friends.

Some seniors are initially intimidated and frustrated by computers. Although some retirement communities offer computer facilities, technical support may be fragmented or nonexistent. At-home personalized services are a better way for seniors to learn computer skills and become internet-savvy. As part of his concierge services, Dick Padgett of Five Star Concierge helps his clients purchase their computers and peripherals, installs the equipment, and then teaches them how to use it.








Stat Fact
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According to the Consumer Expenditure Survey conducted by the Census Bureau, seniors are outspending Generation Xers with online purchases of computer software and hardware, books, music, and clothing. Today’s seniors have more time and money to splurge, and they are doing it as gleefully as any mouse potato.









Once they are online, seniors generally want to learn about word processing, personal finance, and desktop publishing software. They also enjoy playing computer games and conducting genealogy searches. Make it part of your mission to keep seniors connected through the use of their computers. These services can often include teaching computer basics or more advanced skills, or providing assistance with equipment purchase, software, and equipment upgrades.

Learn more about starting a computer training business for seniors in Entrepreneur’s Start Your Own E-Learning Business.

Handyman Business
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Have you always been a whiz at fixing things around your own home and dreamed of putting those skills to work as a small-business owner? Minor repairs and maintenance can add up to a major opportunity for you in the form of a handyman business targeting seniors. More often than not, top contractors are too busy to take on smaller projects, and retirees living on fixed incomes can’t afford their rates anyway.

If you don’t have the skills to personally perform basic handyman projects, you can still launch a handyman service agency in your community or purchase a franchise. Instead of doing the work yourself, you serve as a project coordinator. You meet with clients, assess their needs, and then provide the labor through your own resources network. You pay the subcontractors, mark up their fees a reasonable amount to compensate for your services, and bill the client.

Handymen can provide a wide range of services to make life easier, safer, and more enjoyable for elderly clients. Consider that as people get older, sometimes even simple chores like raking leaves or putting up storm windows turn into mission impossible. Or, to accommodate their changing physical needs, your clients may need to make modifications to their homes such as installing grab bars or nonskid strips in the bathroom or on stairs. These are all opportunities for you.








Checking In

For a nominal fee (typically $1 to $5 per check), you can make regular phone calls or send emails to homebound seniors to check on their safety, health, and well-being. Initial discussion of the need for these daily or weekly calls may be initiated by a long-distance relative or the elderly person herself. At a prearranged time, you can phone a lonely senior and brighten her day with a friendly “hello,” unless a computer-savvy senior prefers to be contacted through email.

Find out ahead of time from the person making the arrangements what you’re expected to do in the event you are unable to make contact or you think your client is not well. It may be that you will immediately call a relative and notify them of the situation, or perhaps you will personally check on your client—for an additional fee, of course.

This can be a stand-alone service or merged with other concierge services, especially if a simple checkup phone call turns into a request for a prescription pickup, grocery shopping, or a ride to the doctor’s office.
















Bright Idea
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Many retirees have two homes they live in at different times of the year, and you could care for their property in their absence. Your service could also include preparing the house for their arrival by making sure everything is in working order, or closing up the house (preparing it to be vacant for an extended time by covering furniture, putting up storm shutters, etc.) for the period they will be gone.









The Importance of Fix-It-Ability

A handyman needs to have “fix-it-ability” and be proficient with basic household tools. According to Padgett, if you are going to do handiwork, you need to be comfortable with and have basic knowledge of all types of tools. Of course, the specific tools you need will depend on the type of work you specialize in or the project you are working on.

Whenever possible, offer your clients choices. For example, if a client has a leaky faucet, will replacing a washer fix it, or will a new faucet need to be installed? And even if a washer will do the job, give the client the option of a new faucet and let her make the decision.

When you are working on a project at a client’s home, take a look around and see what else needs repairing. With the customer’s permission, perhaps you can take care of it while you are there. But if you are unable to or if the customer is unwilling to have the repairs done at that time, leave behind a written proposal that can be kept for future reference. This will also give you the opportunity to follow up later and remind the customer that you’re available to take care of the matter.

If you are going to get into more advanced repairs such as roof repair, electrical rewiring, or plumbing, you will probably need a special license such as a contractor’s license or electrician’s certification. For some jobs, building permits may be required. Padgett considers himself more of a “handy-husband.” If the project is more extensive than he is comfortable with, he will immediately refer his client to an appropriate qualified professional. He says, “If it sounds like something I don’t think I want to touch, I tell people, ‘I can look for somebody to do that for you and I will find somebody and I will recommend them to you, but I don’t think it is something I’d do myself.’ I don’t tackle things I don’t think I should do.” Padgett says it wasn’t his original intention to do handyman work as part of his concierge service, but as clients kept asking him if he could fix a doorknob or hang a picture, his business evolved to include that service.

Getting Started

Startup costs are typically low for a handyman business. You will, of course, need general household tools, but you probably already own most of what you will need. You’ll also need transportation. Although you don’t need to have a truck or van, those are usually the preferred vehicles because they are roomier and can carry more equipment.

In most areas of the country, you will need a business license. Check with the state and local jurisdictions to see what is required for this type of trade. Also talk to your insurance agent about what type of liability coverage and bonding you will need.

What to Charge

Wondering what to charge? It really depends on where you are, so you’ll need to do some homework. Many seniors live on fixed incomes and count every nickel; others have greater financial resources but are products of the Depression years and choose to live frugally; still others will pay any price. Determine a competitive rate that will cover overhead and allow an adequate profit that is at the same time reasonable and affordable to your customers.
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