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msoflioSi mimdinare movlenebma biznesSi  sabaziso orientaciis 

cvlilebebi gamoiwvia. Mmainc ra mizezebi ganapirobeben erTxel da 
samudamod dadgenili  fundamenturi Rirebulebebis rRvevas?  

ekonomikuri ZalauflebisaTvis msoflio bazarze mudmivi brZola 
mimdinareobs. Aam brZolam mwarmoeblebidan axla ukve saqonlis an 
momsaxurebis mimwodeblebze gadainacvla. bevr mwarmoebels dResac hgonia, 
rom uzarmazar Zalauflebas flobs da, samwuxarod, ver acnobierebs 
momxmareblis saTanado momsaxurebis aucileblobas. 

Tumca, dRes ukve TviT klienti karnaxobs mwarmoebels Tavis 
moTxovnebs; es ki, saqonlis xarisxTan da fasTan erTad, Sesabamis 
momsaxurebasac gulisxmobs. 

dRes biznesSi warmatebulad iTvleba warmoeba,romelsac milionobiT 
kmayofili klienti hyavs. Sesabamisad, gakotrebuli sawarmoebi ver 
akmayofileben klientTa moTxovnebs. ufro martivad rom vTqvaT, sawarmoebi 
kotrdebian imitom, rom ase gadawyvites klientebma. 

winamdebare wignSi is sakvanZo sakiTxebia ganxluli, romlis codna 
aucilebelia Tqveni biznesis warmatebisaTvis. 

avtorTa koleqtivma sainteresod warmoaCina klientTa momsaxurebis 
unikaluri kursi, romelic, vfiqrob, did daxmarebas gauwevs rogorc  
turizmis specialobis studentebs, aseve momsaxurebis sferoSi 
dasaqmebulebs. 

gisurvebT warmatebas! 
 
 
 
Pprofesor  m. CxeiZis saerTo redaqciiT 
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Sesavali 
 
 

am wignis dawera ganapiroba im unar-Cvevebis Seswavlisadmi 
gansxvavebuli midgomis saWiroebam, romlebic aucilebelia warmatebis 
misaRwevad klientTa momsaxurebis rTul sferoSi.  

 
klientTa momsaxurebis sakiTxebze dawerili wignebi, romlebic 

mogviTxroben klientTa momsaxurebis Sesaxeb, Cveulebriv, orgvaria: erTni 
gvacnoben romelime erTi kompaniis muSaobas momsaxurebis xarisxis 
gaumjobesebis mimarTulebiT, meoreni ki gvawvdian uamrav rCevasa Tu 
mosazrebas. winamdebare wignis Rirseba ki isaa, rom TiToeul mkiTxvels 
SeuZlia masSi mocemuli ideebis praqtikulad ganxorcieleba Tavis 
organizaciaSi.  

 
klientTa momsaxurebis sferoSi arsebuli saxelmZRvaneloebi 

gvawvdian ukiduresad gamartivebul rCevebs imis Sesaxeb, Tu ra sityvebiT 
unda warvmarToT saubari, rogor gaviRimoT da viyoT Tavaziani klientis 
mimarT da a.S. magram realuri adamianebi ar laparakoben gazepirebuli 
winadadebebiT, da realuri urTierTobebi adamianebs Soris Zalze rTulia 
da mudmivad cvalebadi. 

 
am wignSi ki saukeTeso informaciaa mocemuli, romelsac Tan erTvis 

sagulisxmo rCevebi da mosazrebebi. am wignSi mkiTxveli ipovis im unar-
Cvevebis, damokidebulebis da azrovnebis Camosayalibeblad saWiro mkafio 
miTiTebebs, romlebic aucilebelia klientTa kmayofilebis miRwevis da 
loialobis mopovebisTvis. igi ayalibebs: 
 

• sirTuleebisa da SesaZleblobis mkafiod Sefasebis unars; 

• ukmayofilo klientebTan urTierTobisTvis saWiro teqnikas, romelic 
efuZneba klientebis molodins da emsaxureba maTi loialobis 
mopovebas; 

• momsaxurebis procesis marTvis, gafarTovebisa da amoqmedebis unars; 

• profesiuli warmatebisTvis aucilebel specifiur unar-Cvevebs;  

• klientTa momsaxurebis samomavlo mimaTulebebis codnas. 
 

vfiqrobT, arc erTi sfero ar qmnis organizaciuli da profesiuli 
warmatebis miRwevis iseT saSualebebs, rogorsac klientTa momsaxureba. is 
warmoadgens TiToeuli organizaciis arsebobis mizans. kompaniebi, 
romlebic kargad arTmeven Tavs am amocanas, did warmatebas aRweven 
rentabelobis zrdis, bazarze adgilis mopovebisa da sakuTari 
TanamSromlebis dakmayofilebis saqmeSi. 
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klientebi da Cven 
 

kmayofili klienti warmatebis sawindaria 
 
 
 

Tavi I 
 

rogor mivaRwioT dadebiT ganwyobas 
 
 

klientTa momsaxurebis roli 
Tqvens warmatebaSi 

 
 

`kargi momsaxureba ara marto komerciuli seqtoris,  
mTeli cxovrebis maRal xarisxs ganapirobebs” 

leonard beri1 
 

ras iswavliT am TavSi 
 

• warmatebis miRweva biznesis nebismier sferoSi SeuZlebelia saTanado 
unar-Cvevebis gareSe. 

• marTalia, klientebi SeiZleba sxvadasxvagvarad moixseniebodnen, magram 
yvela maTgani garkveuli saxiT monawileobs faseulobaTa gacvla-
gamocvlaSi. am process sxvadasxva klientis mimarT gansxvavebuli 
xasiaTi aqvs: zogisTvis ufro rTulia, zogisTvis ki martivi. Sesabamisi 
unar-Cvevebis daufleba klientebTan ufro axlo urTierTobis 
damyarebasa da maTi mxridan loialobis mopovebis saSualebas iZleva. 

• Tqveni momsaxurebiT kmayofili klientebis mier zepirad gavrcelebul 
rekomendaciebs veraviTari reklama ver Seedreba. 

• klientebis dakargva niSnavs Semosavlis dakargvas im saqonlidan, 
romelsac isini Tqvengan aRarasdros SeiZenen. `talRuri efeqti” ki, 
romelic maT ukmayofilebas mohyveba, kidev ufro gazrdis Tqvens 
danakargebs. 

• Cveulebriv, yvela kompania acxadebs, rom kmayofili klienti maTi 
zrunvis umTavresi sagania, magram cota maTgani Tu axerxebs 
warmatebuli ideebis praqtikulad ganxorcielebas. 

• momsaxurebasTan dakavSirebuli swori unar-Cvevebis gamomuSaveba Tqveni 
samsaxurebrivi da piradi warmatebis garantiaa. amgvari unar-Cvevebis 
daufleba uamrav upiratesobas mogitanT. 

 
 
 
 
 
 

                                                 
1 L. Berry, On Great Service: A Framework for Action, as quoted in The Seattle Times, published via America Online 
Apirl 3, 1995 
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ai, rogor xdeba es 

 
veravin miaRwevs warmatebas klientTa momsaxurebis gareSe 

 
xSirad mogvismenia aTasgvari istoriebi ukmayofilo klientebis Sesaxeb. 
da miuxedavad maTi Civilebisa, TiTqos ukve SeveCvieT kidec dabali 
xarisxis momsaxurebis miRebas. Tumca zogjer mainc ver vfaravT 
ukmayofilebas, rac savsebiT gasagebia. mdgomareobis gamosworeba mxolod 
momsaxurebis donis amaRlebiT SeiZleba. Tuki klientTa kmayofilebis 
miRwevas Cveni muSaobis wesad vaqcevT, profesiuli winsvla garantirebuli 
gveqneba. mTavaria, keTilganwyobis gamovlena maT mimarT da rwmena imisa, 
rom Cveni Zalisxmeva aucileblad moitans dadebiT Sedegs.  
 
verc erTi biznesi an organizacia ver miaRwevs warmatebas klientTa 
kmayofilebisa da maTi loialuri damokidebulebis gareSe. es gamonaTqvami
SesaZloa metismetad ganzogadebulad mogeCvenoT, magram, modiT, daskvnebi 
mogvianebiT gavakeToT. cxadia, biznesi warmoudgenelia klientebis gareSe, 
maT gareSe, visac emsaxureba biznesi. magram ra viTarebaa sxva sferoebSi? 
miesadageba Tu ara maT yovelive, rac zemoT iTqva? vrceldeba Tu ara am 
sferoebze klientisa da momsaxurebis mimwodeblis urTierTobebi? 
 
am kiTxvebze pasuxis gasacemad jer sityva `klientis” mniSvneloba unda 
ganvsazRvroT. damkvidrebuli gansazRvrebis Tanaxmad klienti is adamiania, 
romelic raRacas iZens Cvengan. bevrs hgonia, rom `yidva” mxolod raimes 
fulze gacvlas niSnavs. cxadia, es ase ar aris. am sityvas bevrad ufro 
farTo mniSvneloba aqvs: klienti aris adamiani, romelTanac faseulobebis 
gacvla xdeba.  
 
 
 
klientTa mravali saxesxvaoba arsebobs 
 
klienti SeiZleba iyos ubralod klienti, am sityvis sayovelTaod 
miRebuli mniSvnelobiT, pacienti, mgzavri, patroni, wevri, TanamSromeli, 
momxmarebeli, myidveli, abonenti, mkiTxveli, damkvirvebeli, Semsyidveli, 
saboloo momxmarebeli, stumari, avadmyofi da a.S. 
 
klientis yvela am saxeobasaTvis saerToa is, rom isini garkveul 
urTierTobaSi imyofebian CvenTan an Cvens organizaciasTan. isini gvaZleven 
raRacas (xSirad, Tumca ara yovelTvis, es raRaca fulia) raime 
faseulobis (Cveulebriv, momsaxurebis an saqonlis) sanacvlod. 
 
 
`klientis~ Sesatyvisi gansxvavebuli saxelwodebebi sxvadasxva tipis 
partniorul damokidebulebas gamoxataven. 
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SeecadeT partnioruli urTierTobebis damyarebas klientebTan  
 
klientebTan urTierToba maTTan mravalferovan da qmediT partniorobaSi 
SeiZleba gadaizardos. avtori-konsultanti, Cif beli, amtkicebs, rom 
amgvari partnioroba klientis mimarT garkveuli xasiaTis damokidebulebas 
an orientacias gulisxmobs. misi azriT amgvari partnioroba: 
 

• momdinareobs iseTi damokidebulebidan, rodesac momsaxurebis 
Semsrulebeli siamovnebas iRebs urTierTobis gafarToebidan da ar 
Semoifargleba mxolod am momsaxurebis saWiroebiT an misi SesrulebiT; 

• efuZneba ndobas; 

• ganpirobebulia erToblivi mizniT; 

• xasiaTdeba urTierTndobiT, gulwrfelobiT da pirdapiri kontaqtiT, 
rasac Tan axlavs urTierTTanagrZnoba da yuradReba; 

• emyareba urTierTTanasworobas; 

• maRalprofesiuli saqmianobaa, romelic monawileebs siaxlovis da 
Tavisuflebis gancdas aRuZravs.2 

 
 
ra Tqma unda, yovelgvari saxis urTierToba klientebTan ver gadaizrdeba 
partniorobaSi, partnioroba mxolod klientisa da momwodebels Soris 
umaRlesi donis damokidebulebis Sedegi SeiZleba iyos. 
 

partnioroba klientebTan maRali donis urTierTobebs gulisxmobs. 

 
miuxedavad semantikuri gansxvavebebisa terminebs Soris, udavoa erTi ram: 
klienti hyavs yvelas; Cven uTierToba gvaqvs Cvenze damokidebul 
adamianebTan informaciis miwodebis, rCevis, momsaxurebis, produqciis an 
socialuri daxmarebis, anu raime saxis, faseulobis miRebis mizniT. am 
faseulobis sanacvlod Cven raRacas vubrunebT maT. gacvla-gamocvlis es 
sistema sawyis doneze gansazRvravs, Tu ras niSnavs, iyo klienti. roca es 
gacvla-gamocvla gadaizrdeba raRac ufro didSi, iwyeba aRmasvla 

                                                 
2 C. R. Bell, Customers as Partners (San Francisco: Berret-Koehler Publishers, 1994), p.p. 5-6 
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urTierTobaTa kibeze – warmatebuli winsvla profesiuli saqmianobis 
sferoSi, rasac piradi kmayofilebac mosdevs. 
  

 
 

sqema 1. klientebTan urTierTobaTa doneebi 
 

 
 
gaaRrmaveT socialuri urTierTobebi 
 
modiT, cota xniT isev dasawyiss davubrundeT. Cven mudmivad vucvliT 
erTmaneTs raRac faseulobebs, erTmaneTisgan viRebT raRacas da 
sanacvlod sxva raRaceebs vabrunebT. produqciis an momsaxurebis fulze 
gacvlisas, Cven klientebi varT. xolo Tuki Cveni Sroma xelfasiT 
anazRaurdeba, maSin Cveni klientebi Cveni ufrosebi da kompaniebi arian. 
sazogadoebriv organizaciaSi an saeklesio jgufebSi monawileobis 
SemTxvevaSi Cveni klientebi xdebian is adamianebi, romlebsac vawvdiT 
daxmarebas, informacias, rCevas, ideebs da sxva. roca vcdilobT ojaxis 
Senaxvas, maSin Cveni klientebi meuRleebi, mSoblebi, Svilebi da ojaxis 
sxva wevrebi xdebian. roca megobrebsa da axloblebTan vamyarebT 
urTierTobas, erTmaneTis klientebi vxdebiT. 
 
Tuki gaviziarebT amgvar Sexedulebas imaze, Tu ras niSnavs iyo klienti an 
gyavdes klientebi, davinaxavT, rom klientTa momsaxurebis principebis 
gaTvaliswinebas ufro didi Sedegi moaqvs, vidre mxolod saqmiani Tu 
finansuri warmatebaa. klientTa maRal doneze momsaxureba warmatebuli 
karieris safuZvelia. Tumca amgvari midgoma ganapirobebs adamianis 
warmatebas yvela sferoSi. klientTa momsaxurebis principis gamoyeneba 
saSualebas mogcemT gaxdeT warmatebuli da kmayofili adamiani zogadad. 
 
 

sityva `klienti” farTo gagebiT cxovrebis yvela sferos miesadageba da, 
aqedan gamomdinare, klientTa momsaxurebasTan dakavSirebuli unar-Cvevebis 
gamoyeneba ar Semoifargleba romelime erTi segmentiT. 

 
klientTa momsaxurebasTan dakavSirebuli unar-Cvevebi (romlebic 
faseulobis Seqmnis unaris ganviTarebas da daxvewas emsaxurebian) – 
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advilad Camosayalibebeli da gamosayenebelia. Tqveni warmateba didadaa 
damokidebuli Tqvens survilze gaiTavisoT qcevis Sesabamisi wesebi. 
  

klientTa maRal doneze momsaxurebis unari Tqveni warmatebis gasaRebia. 

 
 
moipove da SeinarCune klientebi 
 
axali klientebis mopoveba advili ar aris. statistikis Tanaxmad, axali 
klientis SeZena xuTi-eqvsjer ufro Zviri jdeba, vidre Zvelis SenarCuneba. 
ase rom, im klientebis kmayofilebaze zrunva, romlebic ukve gyavT, Zalian 
waadgeba Tqvens saqmianobas. winaaRmdeg SemTxvevaSi uamravi droisa da didi 
Zalisxmevis daxarjva mogixdebaT dakarguli klientebis axlebiT SevsebaSi. 
(esaa dilema yvela im kompaniisaTvis, romlebic TavianT klientebs 
uxarisxo produqcias sTavazoben. momxmarebeli maT saqonels mxolod 
erTxel SeiZens da aRarasdros dabrundeba am kompaniaSi). 
 

axali klientebis moZebna dakargulebis Casanacvleblad nebismier bizness 
metismetad Zviri ujdeba. 

 
zogierTi fiqrobs, rom reklama mSvenieri gzaa imisaTvis, rom adamians 
gauCndes raimes yidvis survili. faqtobrivad, aSS-s biznesebi reklamaze 
yovelwliurad 11.5 mlrd aSS dolars xarjaven. miuxedavad amisa, bolo 
gamokvlevam gviCvena, rom satelevizio reklamam gamokiTxulTa mxolod 
25%-s gauRviZa raimes SeZenis survili. gazeTebsa Tu JurnalebSi 
gamoqveynebulma sareklamo gancxadebebma mxolod 15%-s da 13%-s, 
Sesabamisad. ase rom, aRmoCnda, rom momxmarebeli naklebad endoba 
tradiciul reklamas. maSin rodesac megobrisa Tu naTesavisgan miRebuli 
rCevisa Tu rekomendaciis rolma axali saqonlisa Tu momsaxurebis 
SeZenisas, Seadgina 63%.3 es kidev erTxel adasturebs imas, rac adamianebma 
ukve didi xania ician: zepirad gadacemuli rekomendacia kvlavac rCeba 
klientebis mozidvis saukeTeso gzad. 
 
biznesis sicocxlisunarianobis SesanarCuneblad kompaniam reklama 
`zepiri” rekomendaciebis gziT unda gaavrcelos. adamianebi uyvebian 
erTmaneTs miRebuli momsaxurebis Sesaxeb, Tuki is gansakuTrebulia da 
araCveulebrivi. SeiZleba saukeTeso produqcia gqondeT, magram Tu ver 
SeZlebT maT gamdidrebas kargi momsaxurebiT, cota vinme Tu SeamCnevs 
Tqveni produqciis upiratesobas Tqveni konkurentis produqciasTan 
SedarebiT. warmatebuli momsaxureba is aucilebeli atributia, romelic 
Tqvens saqonels sxvebisagan gamoarCevs. 
 

reklamas klientebis mozidvis saqmeSi naklebi efeqti aqvs, vidre dadebiT 
zepir daxasiaTebas. 

 
 
 

                                                 
3 K. Goldman, “Srudy Finds Ads Induce Few People to Buy”, Wall Street Journal, October 17, 1995, p. B6 
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gaarCie erTmaneTisgan cudi da kargi  
 
ekonomikis sferoSi Catarebuli kvlevis Sedegebi klientebTan mimarTebiT 
ganapirobebs cud da karg ambebs – anu rogorc tkivils, aseve 
SesaZleblobebs. 
 
daviwyoT cudi ambebiT: saSualo amerikuli kompania wels Tavisi 
klientebis 10-30%-s, ZiriTadad, cudi momsaxurebis gamo dakargavs. roca 
klients aqvs arCevani, igi umeteswilad konkurent kompanias mimarTavs. 
klientebis dakmayofileba igivea, rac yoveldRiuri arCevnebi. 
ukmayofilebis SemTxvevaSi isini konkurentisken miemarTebian (zogjer 
garbian kidec). xolo Tu klients arCevani ara aqvs – magaliTad, 
komunaluri momsaxurebisa da samTavrobo saagentoebis SemTxvevaSi – is 
sxva rames moifiqrebs.  
 
axla gadavideT karg ambebze: im organizaciebis mogeba, romlebic 
klientebis SenarCunebis efeqtian programebs iyeneben, 25-dan 100%-mde 
gaizarda. aramomgebian jgufebs TanamSromlebis naklebi denadoba da 
ukeTesi finansuri Sedegebi aqvT da maTi TanamSromlebi ufro bednierad 
grZnoben Tavs. mogvwons Cven es Tu ara, klientTa momsaxureba yovelTvis 
gadamwyveti iqneba iseTi brZolis velze, sadac gamarjvebulebisa da 
damarcxebulebis gamovlena Zalian swrafad xdeba. 
 
 
gaiTvaliswineT klientis dakargviT moyenebuli zarali 
 
ra xdeba, roca Cveni momsaxurebis done dabalia da klienti midis Cvengan? 
Zalian bevrs ar esmis dakarguli klientis fasi. roca ukmayofilo 
klienti CvenTan urTierTobas wyvets, amas gacilebiT didi zarali moaqvs, 
vidre gvgonia. 
 
klientis dakargvis safasuris ukeT gasagebad mivmarToT  yvela 
CvenTaganisTvis kargad nacnob bizness: kvebis produqtebis supermarkets. 
movusminoT q-ni uiliamss:4 

 
hariet uiliamsi, samoc wels gadacilebuli 
gauTxovari qalbatoni, wlebis ganmavlobaSi 
savaWrod dadioda supermarketSi `Happy Jack”. maRazia 
axlosaa mis saxlTan da fasebic misaRebia. gasul 
kviras qalbatonma uiliamsma mimarTa menejers 
TxovniT, mieyidaT misTvis yvavilovani kombostos 
naxevari Tavi. man ki qals, rogorc giJs, ise Sexeda 
da uxeSad upasuxa: `ukacravad, qalbatono. Cven 
mxolod mTliani TavebiT vvaWrobT.” qalbatoni 
daibna, magram miiRo misi uari. 

 

 
mogvianebiT mas kidev Sexvda mcire usiamovnebebi man 
moindoma 200 gr moxdili rZis SeZena, magram 

maRaziaSi es produqti mxolod naxevarlitrian boTlebSi hqondaT, xolo roca 

                                                 
4Timm,P., 50 Powerful ideas You Can Keep your Customers, 2nd ed. (Hawthorne, NJ: Career Press, 1995), p.p. 15-19 
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igi navaWris safasuris gadasaxdelad salarosTan mivida, molarem, romelic 
dakavebuli iyo kerZo saubriT TanamSromelTan, mas yuradReba ar miaqcia. 
situacia kidev ufro daamZima iman, rom molarem mas piradobis mowmoba mosTxova 
da madlobac ar gadauxada. 
  
qalbatonma uiliamsma maRaziidan gasvlis Semdeg gadawyvita, rom iq aRarasdros 
dabrundeboda. miuxedavad imisa, rom igi ` Happy Jack”-Si mravali wlis 
ganmavlobaSi dadioda, mixvda, rom mis erTgulebas iq aravin afasebda. mixvda, rom 
supermarketis TanamSromlebs sulac ar awuxebdaT, ivaWrebda igi iq Tu ara. am 
maRaziaSi is yovel kviras misTvis Znelad mosapovebel 50 dolars xarjavda, 
Tumca maRaziis TanamSromlebisTvis igi ubralod kidev erTi mewveli Zroxa iyo, 
romelic madlobis Rirsadac ar CaTvales. aravis ainteresebda, kmayofili iyo Tu 
ara momxmarebeli. magram dRes yvelaferi Seicvala – aq q-ni uiliamsi meti aRar 
Semova. man gadawyvita savaWrod sxva maRaziaSi iaros. iqneb – sxva romelime 
maRaziSi, momxmareblis erTgulebas ukeT daafaseben! 
 
naxvamdis q-no uiliams! 
 

 
 
ras fiqroben amis Sesaxeb TanamSromlebi? maT es sulac ar awuxebT. aseTia 
cxovreba. adamianebi xan igeben, xan ageben. `Happy Jack” maRaziebis sakmaod 
didi qselia da mas sulac ar sWirdeba q-ni uiliamsi. garda amisa, is 
SeiZleba zogjer pretenziulic iyo, misi moTxovnebi ki – suleluri (sad 
gagonila yvavilovani kombostos naxevari Tavis yidva?!). isini ar 
daiRupebian misi 50 dolaris gareSe. Zalian cudia, rom igi ukmayofilo 
darCa, magram aseT did kompaniebs ar SeuZliaT erTi moxuci myidvelis 
SenarCunebas didi dro dauTmon.  
 
ra Tqma unda, gvesmis, ras niSnavs kargad mopyroba klientebTan, magram Cven 
saqmiani xalxi varT. modiT, Tavidan daviwyoT. bolos da bolos, q-ni 
uiliamsis dakargva finansuri katastrofis mizezi xom ar gaxdeba! Tu, 
SeiZleba gaxdes kidec? 
 
 
gaiTvaliswine danakargis Sedegi 
 
` Happy Jack”-is TanamSromlebma angariSi unda gauwion cxovrebis zogierT 
ekonomikur faqtors. warmatebuli biznesebi win iyurebian. isini 
yuradRebiT ekidebian TavianTi momsaxurebis `talRur efeqts” da ar 
eswrafvian mxolod swraf mogebas. 
 
viwrod moazrovne TanamSromlebi q-n uiliamss uyureben, rogorc didi 
kompaniis erT umniSvnelo klients, romelsac araviTari gavlenis moxdena 
ar SeuZlia mis warmatebul muSaobaze. modiT, SevcvaloT aseTi 
Sexeduleba: situacias ufro farTo perspeqtividan SevxedoT. 
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erTi umniSvnelo klientis dakargva gana marTla umniSvneloa? 
 
q-ni uiliamsis dakargva ar niSnavs mxolod 50 dolaris dakargvas. 
danakargi gacilebiT, Seudareblad metia. igi yovelkvireulad vaWrobda 50 
dolaris farglebSi. es weliwadSi 2 600 dolaria da 26 000 dolari – aT 
weliwadSi. mas SeiZleba mTeli cxovreba esargebla `Happy Jack”-is 
momsaxurebiT, Tumca sailustraciod mxolod aTi weliwadic kmara. 
 
`talRuri efeqti” kidev ufro zrdis am danakargs. gamokvlevebi gviCvenebs, 
rom ukmayofilo klienti, saSualod, 10-dan 20-mde nacnob-megobars uyveba 
Tavisi ukmayofilebis Sesaxeb. Tavis mxriv, isini sxvebs gadascemen am 
ambavs. Tumca, davuSvaT, rom q-nma uiliamsma mxolod 11 nacnobs mouyva imis 
Sesaxeb, rac `Happy Jack”-Si SeemTxva. gamokvlevebi amtkicebs, rom 
savaraudod 11 adamianidan TiToeuls kidev 5 adamianisTvis SeuZlia am 
ambis Setyobineba. amas ki Zalian seriozuli Sedegebi mohyveba! 
 

ukmayofilo klientebi TavianT ukmayofilebas sxvebs uziareben. 

 
ramdenma adamianma SeiZleba Seityos `Happy Jack”-Si arsebuli mdgomareobis 
Sesaxeb? 
 
q-ni uiliamsi        1 adamiani 
atyobinebs sxva 11 adamians    + 11 adamiani 
TiToeuli maTgani atyobinebs kidev 5-s  + 5 adamiani 
 
mTlianad am ambavs igebs      67 adamiani 
 
apirebs Tu ara 67-ve adamiani ajanyebas `Happy Jack”-is winaaRmdeg? albaT 
ara. axla warmovidginoT aseTi suraTi: 67 klientidan (an potenciuri 
klientidan) mxolod erTi meoTxedi gadawyvets, ar iqonios saqme `Happy 
Jack”-Tan. 67-is 25% udris 17 adamians.  
 
Tu davuSvebT, rom es 17 klienti `Happy Jack”-Si yovelkvireulad 50 dolars 
xarjavda, gamodis, rom maRazia weliwadSi dakargavs 44 200 dolars, xolo 
aT weliwadSi – 442 000 dolars mxolod imitom, rom q-ni uiliamsi 
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ukmayofilo wavida maRaziidan. yvavilovani kombostos naxevari Tavis 
moTxovna arcTu umniSvnelo ram yofila!. 
 
miuxedavad imisa, rom es cifrebi sul ufro SemaSfoTebeli xdeba, isini 
mainc mokrZalebulia. qveynis mraval sxvadasxva kuTxeSi tipuri 
supermarketis saSualo klienti kviraSi 100 dolars xarjavs; amgvarad, 
kidev erTi klientis dakrgvam zemoT moyvanili cifri SeiZleba gaaormagos. 
 
 
ra dajdeba dakarguli klientebis Canacvleba? 
 
klientTa momsxurebasTan dakavSirebuli kvlevebi gviCvenebs, rom axali 
klientebis mozidva (ZiriTadad reklama) TiTqmis xuT-eqvsjer meti jdeba, 
vidre Zvelebis SenarCuneba (sadac xarjebSi SeiZleba Sediodes Tanxebis 
anazRaureba, nimuSebis SeTavazeba, nayidi nivTebis Secvla an yvavilovani 
kombostos naxevari Tavis miyidva). erT-erTi naSromis mixedviT erTi 
klientis SenarCuneba jdeba 19 dolari, axlis mozidva ki – 118 dolari. 
 
martivi gamoTvla gviCvenebs q-ni uiliamsis dakargvis fass: 
 

• q-ni uiliamsis SenarCuneba  19 dolari 

• 17 axali klientis mozidva  2 006 dolari (118x17) 
 
axla ufro gasagebi gavxadoT ekonomikuri `cxovrebis faqtebi” TiToeuli 
TanamSromlisTvis. 
 
 
dakarguli klienti niSnavs dakargul samuSaos 
  
“Robert Half Organization”, personalis kargad cnobili sakonsultacio firma, 
martivad gviCvenebs, Tu rogor SeiZleba gamoiTvalos gayidvebis is 
moculoba, romelic aucilebelia TanamSromelTa xelfasebis 
gadasaxdelad. davuSvaT, kompania Tavisi saxsrebiT 50%-s xarjavs 
gadasaxadebze da gadasaxadebis gadaxdis Semdeg mas 5%-is odenobis mogeba 
rCeba. cxrili 1-1 gviCvenebs, Tu ramdeni saqoneli unda gaiyidos imisaTvis, 
rom xelfasi TiToeulma TanamSromelma miiRos (xelfasebis sami 
gansxvavebuli donis mixedviT), da SenarCunebuli iqnes mogebis arsebuli 
done: 
 
cxrili 1-1. samsaxuris SenarCunebisTvis saWiro gayidvebi 
 

xelfasi SeRavaTebi 
xarjebi 

gadasaxadebis 
Semdeg 

aucilebeli 
gayidvebi 

25 000 aSS dolari 11 500 aSS dolari 18 250 aSS dolari 365 000 aSS dolari 

15 000 aSS dolari 6 900 aSS dolari 10 950 aSS dolari 219 000 aSS dolari 

10 000 aSS dolari 4 600 aSS dolari 7 300 aSS dolari 146 000 aSS dolari 
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es cifrebi, ra Tqma unda, gansxvavebuli iqneba sxvadasxva SemTxvevaSi, 
Tumca adamianis xelfasze gayidvebis zemoqmedeba aSkaraa. 
 
Tu moxele, romelic muSaobs naxevari datvirTviT da weliwadSi 10 000 aSS 
dolars iRebs, erTi wlis manZilze sam an oTx klients Seuqmnis 
arasasiamovno ganwyobas, `talRuri efeqti” swrafad gadaaWarbebs 
gayidvebis im moculobas, romelic aucilebelia samuSaos 
SenarCunebisTvis! saubedurod, bevr organizaciaSi iseTi TanamSromlebic 
arian, romlebic usiamovno ganwyobas yoveldRiurad sam-oTx klients mainc 
uqmnian!   
 
 
gaixseneT miTi: klienti yovelTvis marTalia da sxva sisulele 
 
mravali adamiani iziarebs an aragulwrfelad aRiarebs azrs, rom klienti 
mTavaria, rom igi mefea (an dedofali). isini aRniSnaven, rom klienti 
yovelTvis marTalia; rom klienti aris maTi `arsebobis mizani” iseve, 
rogorc maTi organizacia. 
 

TviTanalizi 
 

gamoiyeneT q-ni uiliamsis magaliTi TqvenTvis nacnobi kompaniisTvis 
 

modiT, davubrundeT q-ni uiliamsis SemTxvevas. Tumca amjerad ufro Tqveni 
sakuTari organizaciis magaliTze. warmoidgineT, rom dakargeT erTi klienti, 
danarCeni statistika ki sworad warmarTeT. dauTmeT cotaodeni dro gamoTvlas, 
vinaidan es gamoTvla Tqvens organizacias ukavSirdeba. Tu Tqven muSaobT 
aramomgebian organizaciaSi an samTavrobo saagentoSi, sadac Sesabamis sazoms 
gayidvebi ar warmoadgens, gamoTvaleT im adamianebis raodenoba, romlebsac 
SeiZleba ar siamovnebdeT an siamovnebdeT urTierToba Tqvens organizaciasTan. 
ifiqreT im fsiqologiur sazRaurze, rac SeiZleba dagijdeT yoveldRiurad 
urTierTobis garCeva  motyuebul, gabrazebul an ukmayofilo klientTan. 
 
dakarguli klientis safasuris gamoTvla* 

 
A. daxarjuli dolarebis saSualo an tipuri  
moculoba (kviraSi an TveSi, saWiroebis mixedviT) ______ dolari (erT klientze) 
 

B. dolarebis wliuri raodenoba (yovelkvireuli  
cifri X 52 an yovelTviuri cifri X 12)           ___________ dolari 
 

C. dolarebis raodenoba aT weliwadSi 
(B X 10)                                          ___________ dolari 
 

D. `talRur efeqtTan” dakavSirebuli 
xarjebi (B X 17 – adamianebi, romlebsac 
SeuZliaT ukmayofilo klientis ubralod 
gacileba)                                    +    ___________ dolari 
 
wliuri Semosavlis danakargi:                  =    ___________ dolari 
 
maSin, 
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E. gaamravleT 17 klientis mozidvis xarjebi X 
X 118 aSS dolarze (tipuri cifri)           =    2,006.00 dolari 
 

F. gamoakeliT arsebuli klientebis  
kmayofilebis SenarCunebis xarji (19  
dolari, tipuri cifri)                      -     19 dolari 
 

G. maTi `Senacvlebis” xarji (E – F)                         =          1,987.00 dolari 
 
da bolos, 
 
dakarguli Semosavlis mTliani 
raodenoba (B an C + G) 
 
Tqveni danakargis savaraudo moculoba:              _________ dolari 
 
* SeniSvna: es gamoTvlebi mocemulia mxolod imisaTvis, rom dafiqrdeT klientis 
ukmayofilebiT gamowveul `talRur efeqtze”. maTi maTematikuri sizuste ar aris 
garantirebuli da arc aucilebelia. mTavaria davinaxoT, rom dakarguli 
klientebi kompanias Zalian Zviri ujdeba. 

 
axla vnaxoT, rogoria klientebis momsaxureba zogadad, Zalian xSirad arc 
Tu SesaniSnavi! 
 

Zalian rTulia Tqveni sloganebisa Tu keTili ganzraxvebis asaxva iseT 
mopyrobaSi, romelsac klientebi moelian Tqvengan. 

 
namdvil sirTules warmoadgens sloganebis praqtikuli ganxorcieleba ise, 
rom maTSi gamoxatuli azri klientebamde mivides. liderebi gulwrfelad 
aRiareben klientTa momsaxurebis mniSvnelobas, Tumca Zalian uWirT imis 
miRweva, rom klientebTan urTierTobisas TanamSromlebma gaakeTon is, 
rasac maTgan iTxoven klientebi – maSinac ki, roca klientebis Txovna 
ucnaurad eCvenebaT. problema kidev ufro rTuldeba, Tuki klientebTan 
yoveldRiuri urTierToba yvelaze dabali anazRaurebisa da arasakmarisi 
momzadebis mqone TanamSromlebs uwevT. 
 

• mravalmilioniani brunvis mqone swrafi kvebis restornebi, magaliTad, 
Tavis warmatebas xelSi ugdeben minimaluri xelfasis mqone mozardebs, 
romlebic SekveTebs iReben da klientebs sakvebs awvdian; 

• didi finansuri dawesebulebis imijs klientTa warmosaxvaSi qmnian 
dabali rgolis TanamSromlebi, romlebic yoveldRiur operaciebs 
axorcieleben; 

• mravali milionis mqone samTavrobo saagentoze warmodgenas xSirad is 
adamiani qmnis, romelic satelefono zarebs pasuxobs an klientebs 
xvdeba.  

 
Tuki Tqven gacnobierebuli gaqvT TiToeuli klientis mniSvneloba da 
cdilobT amis xazgasmas klientTan urTierTobisas, virtualurad ukve 
garantirebuli gaqvT warmateba. roca Tqven sxvebs xelmZRvanelobT, isini 
Tqveni dadebiTi ganwyobiT unda `daaavadoT” da SeecadoT gamoumuSavoT 
maT Sesabamisi unar-Cvevebi. cxadia, es advili ar aris.  
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momsaxureba Zalian mniSvnelovania SenTvis – diax, SenTvis! 
 
karg momsaxurebas didi sargebeli moaqvs biznesmenisaTvis. magram 
warmoidgineT, rom ara gaqvT Tqveni biznesi. ra mogeba SeiZleba naxos 
momsaxurebasTan dakavSirebuli unar-Cvevebis ganviTarebiT `ubralo 
TanamSromelma”? 
 
imis Tqma, rom klientTa maRal doneze momsaxurebasTan dakavSirebuli 
unar-Cvevebi is unar-Cvevebia, romlebsac moaqvT warmateba da kmayofileba 
cxovrebis yvela sferoSi, sakmarisi ar aris. kmayofili klientis faqtoris 
Seswavla gviCvenebs, rom igi ganapirobebs Tqvens pirad kmayofilebasac 
sakuTari TaviTa da sakuTari saqmianobiT. cxadia, angariSgasawevia zemoT 
ukve ganxiluli seriozuli faqtorebi, Tumca, zogadad, piradi 
kmayofileba gacilebiT mets niSnavs. 
 

momsaxurebasTan dakavSirebuli unar-Cvevebi gadamwyvetia organizaciis 
warmatebisTvis misi saqmianobis yvela doneze. 

 
biznessa da sxvadsxva organizaciebSi muSaobisas miRebuli 30-wliani 
profesiuli gamocdilebis safuZvelze absoluturad darwmunebuli varT, 
rom adamianebi, romlebsac gaaCniaT winamdebare wignSi ganxiluli unar-
Cvevebi, ufro bednierebi, ufro produqtiulebi, ufro warmatebulebi da, 
diax, ufro mdidrebic arian, vidre isini, romlebic ignorirebas uweven 
momsaxurebasTan dakavSirebuli unar-Cvevebis mniSvnelobas. jer mxolod 
Cvens sityvebs endeT, magram roca Semdgom Tavebs gaecnobiT, mixvdebiT, 
rasac vgulisxmobT. 
 
Cven yvelani, rogorc `damwyebebi” viwyebT muSaobas sxvadasxva 
organizaciebSi. Tumca pirveli dRidanve vsazRvravT, Tu ramdenis micema 
gvinda am organizaciisTvis. rac ufro mets gavcemT, miT ufro mets viRebT. 
es aris cxovrebis sayovelTaod aRiarebuli principi. saSualo an dabali 
xarisxis momsaxurebis  miwodeba saxifaToa Tqveni karierisTvis. uxaliso 
momsaxurebas klientebis dakargvamde miyavarT. 
 

klientTa momsaxurebasTan dakavSirebuli unar-Cvevebis ganuxrelad 
ganxorcieleba aCqarebs Tqveni aRmasvlis process. 

 
adamiani, romelic klientTa momsaxurebis ganuxrelad gaumjobesebas 
cdilobs, mravali wliT uswrebs im adamianebs, romlebic amas ar 
cdiloben. beTsi sandersi, sacalod movaWre maRaziis direqtori, ambobs; 
`amgvari (mondomebuli) qcevis bunebas albaT saukeTesod gamoxatavs 
spirali, romelic TiTqos sakuTari RerZis garSemo trialebs, magram mainc 
sul zemoT miiwevs. ase rom, sadac ar unda imyofebodeT, yovelTvis 
SeiZleba momsaxurebis Seswavlili proncipebis gamoyeneba mocemul 
situaciaSi, rac xels Seuwyobs Tqvens Semdgom ganviTarebas.”5 

                                                 
5 B. Sanders, Fabled Service (San Diego, CA: Pfeiffer & Company, 1995), p. xv 
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klientTa momsaxurebis spirali 

 
 
 
 
 
 

momsaxurebis magaliTi 

`BURGERS SUPREME” 
 

stiv da debi q.-s swrafi kvebis damoukidebeli restorani `Burgers Supreme” 
aqvT. misi arsebobis eqvsze meti wlis ganmavlobaSi maT gauCndaT 
loialuri klientebi, romelTagan didi nawili restoranSi TiTqmis 
yoveldRe dadis. maTi klientebi ara mxolod TviTon yiduloben 
produqtebs sauzmisaTvis `Burgers Supreme”-Si, aramed iq megobrebi da 
TanamSromlebic mohyavT. zogierT regularul klients xumrobiT imasac ki 
eubnebian, rom mas albaT am restornis aqciebis raRac nawili ekuTvniT, 
Tumca yvelam icis, rom es ase ar aris! 
 
meniu mravalferovania; masSi Sedis mravalgvari sendviCebi, salaTebi, 
supebi, desertebi da kvebis iseTi specializebuli produqtebi, rogoricaa 
Saurma, xaxvis rgolebi da gayinuli iogurti. yvelaferi axalia, Tumca 
klientebis loialoba sulac ar aris mxolod axali produqtebisa da 
kargi fasebis Sedegi. 
 
TiTqmis yvela regularul klients mousmenia stivis, debis an maTi 
TanamSromlebis moulodneli sityvebi: `dRes me gpatiJeb!” da maT marTlac 
aRar auRiaT arc erTi kapiki. ra Tqma unda, es iq yoveldRe ar xdeba, 
Tumca es kargad gamoxatavs mflobelebis mier klientebis loialobis 
aRiarebas da aseve maT survilsac, TavianT TanamSromlebs zogjer 
saCuqrebis gakeTebis simovneba ganacdevinon.  
 
`Burgers Supreme”-Si momuSave damxmare gogonam debisgan iswavla 
klientebisaTvis saxeliT mimarTva, gaRimeba, nebismieri Secdomis 
auRelveblad gasworeba da gamudmebuli swrafva imisaken, rom restorani 
yovelTvis sufTa iyos, Sesvenebebis drosac ki, roca iq yvelaze meti 
adamiani iyris Tavs. 
 
udides konkurenciaSi iseT qselebTan, rogoricaa `Wendy’s”, `McDonald’s” da 
sxvebi (romlebsac msgavsi meniu aqvT), `Burgers Supreme” Tavisi megobruli, 
individualuri da personificirebuli momsaxurebiT SeiZleba iTqvas 
`ylapavs sadilebs”. isini ara mxolod laparakoben klientTa karg 
momsaxurebaze, aramed kidec axorcieleben mas. 
 
ecade miaRwio umTavres mizans: gyavdes mudmivi klientebi 
 
klientTa momsaxurebis umTavres mizans warmoadgens maTi mxriv 
keTilganwyobis, erTgulebis mopoveba. gacnobiereba imasa, Tu ra iwvevs 
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klientis loialobas Tqvendami da rogor SeiZleba misi gansazRvra – 
kompanias an individs klientTa momsaxurebis xarisxis gaumjobesebis 
SesaZleblobas aZlevs. Cven amaze qvemoT visaubrebT, axla SevecadoT 
gavigoT, ras niSnavs loialoba.6  
 
 
gansazRvreT klientis loialobis raoba 
 
klientTa loialobis arsis ukeT gaazrebis mizniT, modiT, jer 
ganvsazRvroT, Tu ra aris igi. xSirad hgoniaT, rom klientis loialoba 
aris: 
 

• mxolod da mxolod klientis kmayofileba. kmayofileba saWiro 
elementia, magram klienti SeiZleba kmayofili iyos dRes, magram es 
sulac ar niSnavs imas, rom igi loialuri darCeba Tqvens mimarT 
momavalSic. 

• reagireba zogierT sacdel SeTavazebasa an sagangebo stimulze. 
loialobis yidva ar SeiZleba, Tqven is unda moipovoT. 

• bazris didi wili. Tqveni klientebis procentuli maCvenebeli SeiZleba 
didi iyos garkveuli produqtisa Tu momsaxurebis mimarT, magram ara 
loialobis, aramed sul sxva mizeziT. iqneb Tqveni konkurentis 
asortimentia Raribi an Tqveni axlandeli fasebia ufro mimzidveli. 

• mxolod yidvis procesis gameoreba. zogierTi adamiani yidulobs 
mxolod imitom, rom mas es Cveulebad aqvs gadaqceuli. es 
mosaxerxebelia misTvis, an fasi moswons, Tumca advilad 
gadainacvlebda sxvagan, Tuki aseTi alternativa gaCndeboda. 

 

klientTa zogierTi qceva loialobis STabeWdilebas qmnis, Tumca es 
SeiZleba moCvenebiTi iyos. 

 
moCvenebiTi loialobis gamocnobas didi mniSvneloba aqvs. man SeiZleba 
usafrTxoebis mSvidi grZnoba aRgiZraT swored maSin, roca Tqveni 
konkurenti klientTa mxriv namdvil loialobas iZens. loialobas kargad 
gansazRvravs sami mniSvnelovani maxasiaTeblis kombinacia: 
 
1. misi mamoZravebeli Zalaa klientis mdgradi kmayofileba. kmayofilebis 

dabali an meryevi doneebi verasdros uzrunvelyofen kompaniis mimarT 
klientTa loialobis mopovebas 

2. igi gulisxmobs klientis survils erTgulad ganaxorcielos 
stabiluri investireba kompaniasTan damyarebul mimdinare 
urTierTobebSi. 

3. es aris Semdegi midgomebisa da qcevebis kombinacia: 
- ganmeorebiT yidva (an amis ganzraxva, raki asea saWiro), 
- kompaniis sxvebisTvis rekomendirebis survili, da 
- erTguleba kompaniis mimarT, rac gamoixateba imiT, rom klients ar 
surs momsaxurebis miReba konkurenti kompaniisagan. 

 

                                                 
6 Purs, A. and  Brandt, D.R., “Understanding Your Customers”, Marketing Tools, July/August 1995, p.p. 10-11 
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klientis WeSmariti loialobis gamoxatulebaa kmayofilebis ganwyoba misi 
mxridan, urTierTobebis ganmtkicebis survili, ganmeorebiTi yidva da 
Tqveni kompaniis sxvebisTvis rekomendirebis survili. 

 
klientTa momsaxurebis Sesaxeb Cven kidev visaubrebT wignis sxva TavebSi, 
kerZod, klientTa loialobis Camoyalibebis indikatoris Sesaxeb. amjerad 
ki modiT, SevTanxmdeT, rom klientTa loialoba Cveni muSaobis umTavres 
miznad unda iqces.  
 

kidev erTi magaliTi 

`GREAT HARVEST”7 
 

maSin, roca kompaniis mflobelTa umravlesoba Tvlis, rom zepirad 
ganxorcielebuli marketingi Zalian mniSvnelovania maTi biznesisTvis, 
cota maTgani Tu aRiqvams am mosazrebas ise seriozulad, rogorc janin 
centurione, romelic flobs puris or `Great Harvest” sacxobs en arborsa 
da birminhemSi (miCigani). 2.2 mln dolaris brunvis mqone biznesi loialur 
klientebs iyenebs eqspertebad, romlebsac andobs zepiri reklamis 
gavrcelebas kompaniis delikatesis klasis purebis Sesaxeb. 
 
centurione da misi 50 TanamSromeli eZebs enTuziast klientebs, 
romlebsac uamravi kiTxva uCndebaT purisa da sakonditro produqtebis 
Sesaxeb. kompaniis TanamSromlebi amgvar klientebs Semdeg sTxoven xelis 
moweras stumrebis wignSi, ris Sedegadac isini avtomaturad aRmoCndebian 
xolme gawevrianebuli `puris fanebis” klubSi. 
 
garda iSviaTi sagazeTo gancxadebebisa, centuriones marketingis mTeli 
biujeti gansakuTrebuli klientebis informirebasa da anazRaurebaze 
ixarjeba. yovelTviurad igi agzavnis Ria baraTebs TiTqmis 7 000 adamianis 
misamarTze (misi klienturis TiTqmis 20%), romlebic informacias 
avrceleben. fanebi iReben xolme Setyobinebebs axali produqtis 
gamosvlis Sesaxeb, rasac zogjer 10%-iani fasdaklebis kuponic axlavs. 
zogierTi Ria baraTiT klientebs madlobas uxdian gacemuli 
rekomendaciebisTvis, rasac isini namdvilad akeTeben da es mSvenivrad icis 
centurionem, vinaidan erT-erT sareklamo niSas, sadac igi Tavis axali 
saxeobis purebs moixseniebs, warmoadgens Ria baraTebi, xolo SekveTebis 
umravlesoba modis iseTi adamianebisagan, romlebic aRniSnaven, rom am 
saxeobis puris Sesaxeb maT Tavisi megobrebisgan gaiges. 
 
centurione acxadebs, rom klientis informirebis yovelwliuri xarji 
Seadgens 7 dolars, klubis TiToeul wevrs ki weliwadSi moaqvs TiTqmis 
200 dolaris mogeba. SedarebisTvis igi acxadebs, rom weliwadSi TiToeuli 
axali klientis mozidva mas 80 dolari ujdeba, roca maTgan mxolod 
reklamis gawevis samsxurs moelis. or weliwadSi gayidvebma erT vizitze 
4.75 dolaridan 8.75 dolaramde aiwia, rac mewarmis azriT, pirdapiraa 
damokidebuli misi produqciis cnobadobis gazrdaze. amave dros wminda 
gayidvebi gaizarda 18%-iT weliwadSi bolo sami wlis ganmavlobaSi maSin, 
roca fanebis raodenoba gaizarda TiTqmis aTjer. 

                                                 
7 S. Schafer, “Informing Customers”, INC Magazine, June 1996. Transmitted on America Online, June 18, 1996. 
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kiTxvebi 
 

1. rogor ggoniaT, ratom iqcnen es klientebi `mudmiv enTuziast 
momxmareblebad”? 

2. rogor SeuZlia Tqvens bizness msgavsi situaciis gamoyeneba klientis 
loialobis mopovebis mizniT? 

 
 
daskvnebi 
 
klientTa momsaxurebasTan dakavSirebuli unar-Cvevebis ganviTareba iZleva 
warmatebis yvelaze did Sanss. klientTa momsaxurebis principebi 
erTnairia. yvelgan, sadac unda muSaobdeT _ uzarmazar korporaciaSi Tu 
limonaTis daxlTan, Tqveni biznesi cocxlobs an kvdeba imis mixedviT, Tu 
ras fiqroben Tqvenze Tqveni klientebi. 
 
faqtobrivad, Tqveni nomeri pirveli davaleba, Tqveni Tanamdebobis, 
struqturuli donis, gamocdilebis an xelmZRvaneli poziciis miuxedavad, 
yovelTvis iqneba loialuri klientebis mozidva, dakmayofileba da 
SenarCuneba. 
 
 
reziume 
 

• verc erTi biznesi da individi ver miaRwevs warmatebas Tu ar eyoleba 
kmayofili klientebi; 

• klientebi SeiZleba sxvadasxva saxeliT movixsenioT, magram yvela 
maTgani Cabmulia erT procesSi – faseulobaTa gacvla-gamocvlaSi. 
zogierT klientebTan urTierToba ufro daxvewili da rTulia, Tumca 
gacvla-gamocvlis elementi yvelgan ucvleli rCeba. klientebTan ufro 
Rrma urTierTobis misaRwevad aucilebelia maT momsaxurebasTan 
dakavSirebuli unar-Cvevebis Seswavla; 

• sareklamo kampaniis warmoeba, Cveulebriv, naklebad efeqtiania, vidre 
Tqveni momsaxurebiT kmayofili klientebis mier zepirad gadacemuli 
rekomendacia; 

• dakarguli klientis fasi martivad SeiZleba gayidvebis SemcirebiT 
gamoixatos, rasac Zalian uwyobs xels `talRuri efeqti”;  

• marTalia, yvela kompania acxadebs, rom klientTa momsaxureba maTi 
umniSvnelovanesi amocanaa, magram cota maTgani Tu axerxebs sasurveli 
ganzraxvebis gadaqcevas samuSao strategiad an qcevis wesad; 

• da bolos, momsaxurebasTan dakavSirebuli unar-Cvevebis codna Tqveni 
warmatebuli karieris ZiriTadi gasaRebia. amgvari unar-Cvevebis 
Seswavlaze dakarguli dro did dividendebad dagibrundebaT. 

 



 20

ZiriTadi terminebi 
 

klienti Customer 

klientTa loialoba Customer loyalty 

klientebTan partnioroba Customer partnership 
klientTa momsaxurebasTan 
dakavSirebuli unar-Cvevebi 

Customer service skills 

`talRuri efeqti” Ripple effect 

zogadad momsaxurebasTan 
dakavSirebuli unar-Cvevebi 

Service skills 

dakarguli klientis fasi The cost of the lost customer 

zepirad gadacemuli rekomendacia Word-of-mouth advertising 

 
 
Seamowme sakuTari Tavi: 
 
1. ra gansazRvravs klients? 
2. romeli midgomebi da orientaciebi gansazRvraven partniorobas 

klientebTan? 
3. rogor SegiZliaT klientTa momsaxurebasTan dakavSirebuli unar-

Cvevebis gamoyeneba Tqvens yoveldRiur cxovrebaSi? 
4. ratom muSaobs axali klientebis mozidvaze zepirad gadacemuli 

rekomendacia bevrad ufro ukeT, vidre reklama? 
5. ratomaa mniSvnelovani Tqveni ukve arsebuli klientebis kmayofilebaze 

zrunva, vidre fiqri axlebis mozidvaze? 
6. rogor zrdis `talRuri efeqti” erTi dakarguli klientis fass? 
7. romeli sami maxasiaTebeli gansazRvravs klientis realur loialobas? 
8. romel qcevas miiCneven xSirad arasworad klientTa loialobisTvis, 

Tumca igi mcdari ar aris? 
 
praqtikuli samuSao:  
 
1. CaatareT gasaubreba xuT kacTan klientTa momsaxurebisadmi maTi 

damokidebulebis Sesaxeb. kerZod, sTxoveT maT, aRweron TavianTi Sida 
da gare klientebi da is, Tu ras fiqroben maTi momsaxurebis 
mniSvnelobis Sesaxeb. 

2. sTxoveT or saqmian adamians, Seafason, Tu ra dros atareben Cveulebriv 
klientebTan. Semdeg gamoTvaleT `dakargvis fasis” scenari, rogorc es 
zemoT iyo naCvenebi. hkiTxeT saqmian adamians, Tu ras fiqrobs amis 
Sesaxeb. Seesabameba Tu ara es sinamdviles? Zalian maRali Sefasebaa? 
Zalian dabali? 

3. aRwereT sami biznesi, romlebmac Tqveni, rogorc klientis, loialoba 
daimsaxures da romlebTanac gsurT urTierTobis gagrZeleba da 
kvlavac maT klientad darCena. kerZod, ra iwvevs Tqvens loialobas 
maTdami? (SeniSvna: amisaTvis zogjer sul mciredic sakmarisia); 

4. daasaxeleT is didi korporaciebi, romlebic saukeTesod axerxeben 
klientTa loialobis mopovebas? rogor cdiloben isini grZelvadiani 
urTierTobebis damyarebas TavianT klientebTan? 
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Tavi II 
 

rogor gadavWraT klientTa  
dakargvis problema 

 

klientebi upirveles yovlisa 
 
 

`Forum Corporation~-is mier Catarebuli kvlevebi 
gviCvenebs, rom Seswavlili 13 kompaniidan klientebis 
70%-is mier kompaniis datovebis mizezi klientebTan 
maTi muSakebis mxridan uyuradReboba iyo. 

- tom petersi8 
 

ras iswavliT am TavSi 
 

• arsebobs raRac iseTi, rac gansakuTrebiT aRizianebs klients 
momsaxurebis miRebisas. aseTi gamRizianebeli TiToeuli klientisaTvis 
gansxvavebulia da sxvas isini SeiZleba wvrilmanad moeCvenos. 

• klientebis calkeuli patar-patara ukmayofilebebi erTad SeiZleba 
dramatuli aRmoCndes, rogorc amas Kmart-sa da Wal-Mart-Tan 
dakavSirebuli magaliTiT adasturebs. 

• klientebis dakargvas faseulobebTan, sistemebsa da adamianebTan 
dakavSirebuli problemebi ganapirobeben. 

• momxmareblebis `indiferentulobis zonidan~ gamodevnisa da loialuri 
klientebis kategoriaSi gadayvanis mniSvneloba. 

• xuTi rCeva imisaTvis, raTa ukeT mousminoT klientis saCivars. 

• rogor gamoviyenoT sistematuri dakvirveba, aqtiuri mosmena, mkvlevarTa 
jgufebi, `saidumlo movaWreebi~, miznobrivi jgufebi da ukugebis 
(reagirebis) baraTebi klientebis kmayofilebis, maTi molodinis 
gamarTlebisa da survilebis Sesafaseblad. 

 
ai, rogor unda moiqceT 

 
CarTeT klientebi faseulobaTa gansazRvraSi 

 
biznesis warumateblobis umTavresi mizezia is, rom TanamSromlebi Tvlian, 
rom yvelaferi ician klientTa survilebis Sesaxeb, Tumca, faqtobrivad, 
arasdros ukiTxavT raime maTTvis. 1980-90-ian wlebSi amerikis 
`folksvagenis~ korporaciam SeamCnia, rom gayidvebma 90%-iT iklo 1970-ian 
wlebTan SedarebiT. im periodSi naxevar milionze meti manqana iyideboda, 
1993 wels ki mxolod 50 000 manqana gaiyida. ratom? 
 
kompaqturi manqanebis konkurenciaSi `folksvagenis~ upiratesobis miTis 
udidesi nawili gacamtverda mas Semdeg, rac konkurentebma (gansakuTrebiT 
iaponelma mwarmoeblebma) daiwyes saubari TavianT klientebTan da 
Seudgnen maTgan miRebuli ideebis ganxorcielebas gaumjobesebuli 
maxasiaTeblebis Camoyalibebis mizniT. vidre `folksvagenis~ inJinrebi

                                                 
8 T. Peters, “Service or Perish”, Forbs ASAP, December 4, 1995, p. 142 
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darwmunebuli iyvnen saWis dayenebis TavianTi meTodis upiratesobaSi, 
iaponelma mwarmoebleba klientebs SesTavazes daqanebuli saWe
moxerxebuli mdgomareobis morgebis SesaZleblobiT. vidre `folksvagens~
eWvi ar epareboda Tavisi radios SeudareblobaSi, konkurentebma 
gaiTvaliswines klientebis survili da mravaldinamikiani stereo bgerebiT 
aRWurvili sistemebi gamoiyenes. 

 
 
Sedegi: klientebis azriT, `folksvageni~ maT naklebad faseul produqts
sTavazobda. 1990-iani wlebis dasawyisSi amerikis `folksvageni~
gadarCenisTvis ibrZoda. dReisaTvis mas uzarmazari fasis gadaxda mouxda
imisTvis, rom ugulebelhyo klientebis molodini da survilebi. e.i. maRali 
safexuris SenarCunebisaTvis aucilebelia faseulobis gansazRvraSi 
klientis CarTva. 9 
 
 
gaxsovdeT, rom TiToeul klients momsaxurebis sferosTan 
dakavSirebuli sakuTari gamaRizianebeli gaaCnia. 
 
SekribeT ramodenime adamiani da sTxoveT, sakuTari gamocdilebiT aRweron 
uxarisxo momsaxurebiT gamowveuli gaRizianebis mizezebi. darwmunebuli 
varT, uamrav damafiqrebel ambavs moismenT. yvelas SeuZlia iseTi 
situaciis gaxseneba, roca maT cudad moeqcnen an roca iseTi produqcia 
SeaZenines, romelic ar Seesabameboda maT survils. 
 
klientTa momsxurebasTan dakavSirebul trenings Cven xSirad viwyebT imiT, 
rom vTxovT jgufis wevrebs Camoweron is momentebi, romlebic 
gansakuTrebiT aRizianebT momxmareblebs momsaxurebis sferoSi. kargi 
iqneba, Tu Tqvenc CamowerT Tqvens gamRizianeblebs. SeadgineT sia im 
gansakuTrebuli detalebisa, romlebic klientis rolSi yofnisas yvelaze 
metad gaRizianeben. 
 
 
 
 
 
 

ifiqreT, ra gaRizianebT Tqven 
TviTon klientis rolSi yofnisas 

 

                                                 
9 “From Beetle to Bedraggled: Behind VW’s Stunning U. S. Decline”, Advertising Age, September 13, 1993 



 23

TviTanalizi 
 

ra maRizianebs klientTa momsaxurebis sferoSi 
 

1. ____________________________________________________________ 
 
2. ____________________________________________________________ 

 
3. ____________________________________________________________ 

 
4. ____________________________________________________________ 

 
5. ____________________________________________________________ 

 
6. ____________________________________________________________ 

 
7. ____________________________________________________________ 

 
8. ____________________________________________________________ 

 
9. ____________________________________________________________ 

 
10. ____________________________________________________________ 

 
 
treningebisas gancdili gaRizianebis mizezebis CamonaTvali, Cveulebriv, 
Semdegnairad gamoiyureba: 
 

• uxeSi an indiferentuli momsaxureba; 

• didi xnis lodini; 

• cudad Sesrulebuli samuSao (gansakuTrebiT raimes SekeTebisas); 

• gasayidi produqtebis CamonaTvalSi SemoTavazebuli produqti 
realurad ar aris; 

• WuWyiani restornebi; 

• lodinis reJimSi gadayvanili satelefono zarebi; 

• ucodinari TanamSromlebi; 

• produqciis gayidvis mizniT zewolis moxdenis uxeSi taqtika;  

• TanamSromlebi, romlebic klients `zemodan uyureben~. 
 
 
irwmuneT, rom umniSvnelo movlenebs udidesi mniSvneloba aqvT 
 
ufro xSirad swored umniSvnelo detalebi gvaRizianebs. iaffasian 
produqcias an dabali xarisxis momsaxurebas, ra Tqma unda, axlavs 
problemebi, magram swored umniSvnelo SemTxvevebi ganapirobeben Cveni, 
rogorc klientis, yoveldRiur gamocdilebas.  
 
Cveulebriv, Cven, nebismieri saqonlis yidva sxvadasxva gamyidvelisgan 
SegviZlia: televizorisa _ romelime did maRaziaSi an avejisa _ 
fasdaklebiT movaWre qselSi, eleqtronikisa _ katalogebiT movaWre  
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maRaziaSi, samomxmareblo sawyobSi, internetiTac ki. ra gvibiZgebs maTgan 
romelime erTis amorCevisaken? 
 

raki saqonlis umravlesoba SeiZleba sxvadasxvagan SeviZinoT, ra faqtori 
gansazRvravs imas, Tu sad viyidiT CvenTvis saWiro nivTs? 

 
fass bevri momxmareblisTvis, ra Tqma unda, didi mniSvneloba aqvs, magram 
ra moxdeba, fasebi TiTqmis erTnairi rom iyos? aseT SemTxvevebSi (anu im 
myidvelisTvis, romlisTvisac fasi ar aris mTavari) swored wvrilmanebi 
imoqmedeben gadawyvetilebis miRebaze. iqneb Cven maRaziis reklama mogvwons 
(an ar mogvwons). iqneb maRaziis mdebareobaa mosaxerxebeli, saqonelia 
mimzidvelad gamofenili, an TanamSromlebi arian keTilganwyobilebi da 
Sesabamisad momzadebulni, anda arCevani da garantiebia kargad 
SemoTavazebuli. 
 
iqneb am wvrilmanebma dakarges aqtualuroba uSeRavaTo konkurenciis 
pirobebSi udides sacalod movaWreTa Soris. 1980-ian wlebSi dabali 
fasebiT movaWre didma Kmart korporaciam gauswro Sears-s da msoflios 
udidesi sacalod movaWre gaxda. Tumca misi pirveloba xanmokle aRmoCnda. 
1990-iani wlebis dasawyisSi Wal-Mart-ma gauswro mas da pirveli adgili 
daikava. ra gansxvavebaa Kmart-sa da Wal-Mart-s Soris? 
 

wvrilmans SeiZleba Zalian didi mniSvneloba hqondes warmatebisTvis 
gaCaRebuli arnaxuli konkurenciis pirobebSi. 

 
SeecadeT upasuxoT kiTxvas, ra gansxvavebaa Kmart-is da Wal-Mart-is 
maRaziebs Soris? msgavseba ki albaT uamravia. faqtobrivad, Kmart-is da 
Wal-Mart-is maRaziebi erTmaneTs hgavs moculobiT, adgilmdebareobiT, 
interieriT, ferebiT, vitrinebiT, saqonliT, fasebiT da bevri sxva niSniT. 
maS ram miiyvana warmatebamde Kmart-i da ram SeaZlebina Wal-Mart-s misi 
damarcxeba 1990-ian wlebSi? 
 
kargi praqtikuli saxelmZRvanelos Sedgena SeiZleboda im wvrilmanebis 
gaTvaliswinebiT, romlebic Wal-Mart-ma klientTa momsaxurebis 
gaumjobesebis mizniT danerga. Cveulebriv, rodesac treningis msmenelebs 
vekiTxebi, Tu ras moelian Wal-Mart-isgan iseTs, rac ar aris Kmart-Si, 
rogorc wesi, isini asaxeleben Semdegs: 
 

• karTan mdgomi TanamSromlebi, romlebic Semomsvlelebs esalmebian; 

• mkerdze saxelebiT samkerde niSnebis mqone TanamSromlebi, romlebic 
klientebs maTTvis saintereso saqonlis mignebaSi exmarebian; 

• ufro sufTa iatakebi, ufro keTilmowyobili sadgomebi manqanebisTvis, 
maRaziebi, sadac ar igrZnoba pop-qornis suni;  

• salaroebis swrafi muSaoba, sadac arian dasaqmebuli iseTi adamianebi, 
romlebsac uyvarT TavianTi samuSao. 

 
daakvirdiT, rogori Sesavali gavukeTe am CamonaTvals: daasaxeleT is 
gansxvavebuli momsaxureba, romlis miRebasac moeliT. rogorc mogvianebiT 
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SevityobT, molodini SeiZleba ufro mniSvnelovani iyos, vidre realoba. 
sinamdvileSi Kmart-is maRaziebi kargad arTmeven Tavs CamoTvlil yvela 
problemas, Tumca klientebi maTgan amas ar moelian. 
 
amgvari wvrilmanebis gaTvaliswinebiT Sedegebi gasaocaria. roca Wal-Mart-
ma pirvelad gauswro Kmart-s 1990-iani wlebis dasawyisSi, orive maRaziis 
gayidvebi weliwadSi TiTqmis 34 mlrd dolars Seadgenda. dRes gansxvaveba 
ukve uzarmazaria. amJamad Kmart-i isev 30-40 mlrd dolaris farglebSi 
vaWrobs maSin, roca Wal-Mart-is gayidvebma 160 mlrd dolars miaRwia. 
amasTan isini vaWroben erTnairi saqonliT, TiTqmis igive fasebSi da maTi 
maRaziebis raodenobac TiTqmis erTnairia! wvrilmanebi niSnavs yvelafers, 
roca saqme klientTa loialobas exeba. 
 

 
1    2     3    4 

 
1-li suraTi: karlma miiRo samuSao Wal-Mart-Si. igi karTan dgas da 

esalmeba momsvlelebs. 9 : 30 sT – gamarjobaT! keTili iyos Tqveni 
mobrZaneba Wal-Mart-Si! dRis kargad gatarebas gisurvebT! 

me-2 suraTi: 11 : 15 sT – gaumarjos, ai, patara damxmarec! mxiarulad 
gaatare dro mamikosTan erTad, kargi? 

me-3 suraTi: 14 : 45 sT – salami, salami! mobrZandiT da . . . rogorc aris, 
ra! 

me-4 suraTi: 16 : 30 sT – gamarjoba, rogoraa saqmeebi? – oh, midi, ra! 
 
misalmebas didi daxmarebis gaweva SeuZlia. 
 
 

momsaxurebis magaliTi 
 

miSelis yuradReba detalebis mimarT sazogadoebasTan urTierTobis 
kompaniis warmatebas ganapirobebs 

 
detalebis gaTvaliswineba profesiul damokidebulebas niSnavs, rac, Tavis 
mxriv, izidavs da inarCunebs klientebs. miSeli, romelmac sazogadoebasTan 
urTierTobis kompania Camoayaliba, erT-erT Tavis klients urTierTobebis 
teqnikis perspeqtivas uxsnida, roca klientma uceb gaawyvetina sityva da 
hkiTxa: `SegiZliaT momceT garantia, rom Tqveni saqmianoba ar iqneba savse 
orTografiuli SecdomebiT?~ 
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orTografiuli Secdomebi? miSeli gaocebuli darCa. mas verc ki 
warmoedgina, Tu ratom dausva klientma aseTi kiTxva. mogvianebiT 
saidumlos klientis satelefono zarebma axada farda: amis mizezi 
`wvrilmanebis~ mimarT uyuradReboba gaxldaT – telefoniT dakavSirebis 
dagvianeba, daulagebeli angariSebi, moqmedeba dasturis miRebamde – es 
yvelaferi pirdapir agiJebda perspeqtiul klientebs. `biznesSi warmatebis 
namdvil gasaRebs warmoadgens ara pompezuroba, aramed kompetenturoba
yoveldRiur saqmianobaSi,~ ambobs miSeli.10 
 
 
klientebis dakargvis mizezebis sami kategoria 
 
klientTa dakargvis ukeT gagebisTvis, Cven Segrovebuli gvaqvs aTasobiT 
mizezi, romelic gansakuTrebulad aRizianebs klientebs. mkvlevarTan, 
kristen detienTan, erTad am masalebis gaanalizebis Semdeg gamoikveTa 
zogierTi kategoria. Cven aRmovaCineT, rom klientTa dakargvis mizezebi 
iyofa sam kategoriad: faseuloba, sistemebi da adamianebi.11 
 
 
faseulobaTa dakargva  
 
damokidebulebis Secvlis ZiriTad mizezs klientTa mxridan warmoadgens 
is, rom isini grZnoben miRebuli produqtis an momsaxurebis dabal xarisxs. 
uxarisxo saqonelsa da ugulo muSaobas ki klientebis ganxiblva mosdevs. 
 
fasebuloba SeiZleba martivad ganisazRvros – gadaxdili fasis Sesabamisi 
xarisxi. magaliTad, Tu Tqven SeiZenT iaffasian, erTjerad sagans dabali 
fasebis maRaziaSi – vTqvaT, 79 centian kalmistars – sulac ar 
gabrazdebiT, Tu is didxans ver gaZlebs. axla warmoidgineT, rom SeiZineT 
79 dolarad Rirebuli kalmistari, romelic Turme Jonavs da perangis 
jibes gisvriT. ai maSin ki namdvilad gacecxldebiT! Tu Tqven ufro did 
raimes SeiZenT, vTqvaT, avtomobils, raime nawils an profesiul 
momsaxurebas, is ki ar imuSavebs an dabali xarisxisa iqneba, Tqveni 
interesi misi faseulobis mimarT qreba. 
 

faseuloba produqtSi gadaxdili fasis Sesabamisi xarisxis funqciaa. 

 
ZiriTadi pasuxismgebloba klientebisTvis Sesabamisi faseulobis 
miwodebaze organizaciis xelmZRvanelebs ekisrebaT. swored isini arian 
kompaniaSi gadawyvetilebis mTavari mimRebebi da gasayid saqonelsa Tu 
momsaxurebas isini irCeven. faseulobis sakiTxi ukavSirdeba aseve saqonlis 
dizainerebs (rogorc `folksvagenis~ kompaniaSi). individualuri mewarmis 
SemTxvevaSi mflobeli adgens xarisxi/fasis formulas, rac, sabolood, 
faseulobas gansazRvravs. Tu Tqven limonaTs awarmoebT da yidiT, Tqvenve 
unda gansazRvroT, ramdeni limoni gWirdebaT da ramdeni Saqari (aseve 
unda gaiTvaliswinoT Tqveni klientebis gemovnebac!). organizaciaSi 

                                                 
10 R. McGarvey, “Little Things Do Mean a Lot”, Reader’s Digest, June, 1993, p. 33 
11 K. DeTienne and P. Timm, “How Well Do Businesses Predict Customers Turnoffs?: A Discrepancy Analysis”, 
Journal of Marketing Management, 1977 
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momuSave sxva adamianebsac SeuZliaT zemoqmedebis moxdena faseulobaze, 
magram ZiriTadi pasuxismgebloba mainc xelmZRvanelebs ekisrebaT. 
 
 
sistemebis dakargva  
 
sityva `sistemis~ gagonebisas bevr Tqvengans Tvalwin kompiuteri 
warmoudgeba. Tumca termini `sistema~ ufro farTo mniSvnelobisaa. Cvens 
SemTxvevaSi es sityva aRniSnavs nebismier process, procedurebs Tu wesebs, 
romlebic klientebisTvis saqonlisa Tu momsaxurebis miwodebisas 
gamoiyenebian. sistema swored is gzaa, romlis daxmarebiTac xdeba 
faseulobis miwodeba klientebisaTvis. amgvari gzis SerCevisas 
gasaTvaliswinebelia: 
 

• kompaniis adgilmdebareoba, dizaini, manqanebis gasaCerebeli nagebobebi 
da satelefono xazebi; 

• TanamSromlebis treningi da daqiraveba; 

• Canawerebis warmoeba (maT Soris, kompiuteruli sistemebi klientebTan 
urTierTqmedebisaTvis); 

• garantiasTan, saqonlis dabrunebasTan da a.S. dakavSirebuli wesebi; 

• klientis saxlamde saqonlis mitanis an iqidan wamoRebis momsaxureba; 

• marketingisa da gayidvebis politika; 

• Semdgomi procedurebi klientebTan. 
 
sistemebisadmi interesis SenarCuneba, upirveles yovlisa, gulisxmobs 
organizaciebis  menejerTa pasuxismgeblobas. es imitom, rom sistemis 
gamocvla did xarjebs ukavSirdeba (mag., axali adgilmdebareoba, modelis 
Secvla, damatebiTi TanamSromlebis ayvana da treningi, miwodebis 
momsaxurebis Camoyalibeba da a.S.). kompaniis rigiTi TanamSromlebi unda 
cdilobdnen sistemebis cvlasTan dakavSirebuli axali, ufro 
perspeqtiuli ideebis miwodebas xelmZRvanelobisaTvis (TanamSromlebisgan 
ideebis miRebis gzebi ganxilulia me-8 TavSi). 
 

sistemebi moicaven nebismier iseT moqmedebasa Tu proceduras, romlebic 
klientebisTvis saqonlis an momsaxurebis miwodebisas gamoiyenebian. 
sistemebis problema, upirveles yovlisa, xelmZRvanelobis 
pasuxismgeblobas gulisxmobs. 

 
 
ramdenad mniSvnelovania sistemebi?  
 
klientTa momsaxurebis problemaTa umravlesoba sistemebs ukavSirdeba. 
biznes-konsultants, maiql gerbers, swams, rom sistemebi biznesis 
warmatebis gasaRebia. mas magaliTad mohyavs hamburgerebis giganti 
`makdonaldsi~: gerberi saubrobs im mcire biznesmenebis imedgacruebaze, 
romlebmac ver gaiTvaliswines misi gakveTili. igi aRwers muSaobas 
klientTan, miureisTan, romelic iseTi gadatvirTuli iyo Tavisi biznesis 
yoveldRiuri saqmeebiT, rom man ver moaxerxa warmatebuli kompaniis Seqmna. 
gerberi am epizods ase moixseniebs: `dRe, roca Semiyvarda makdonaldsi.~ 
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qvemoT moyvanilia nawyveti broSuridan, romelic reklamas ukeTebs mis 
programas `E-miTiuri seminari:~12 
 
`miureisTan Cemi Sexvedris damTavrebis Semdeg daRlilad vgrZnobdi Tavs: mqonda 
uamravi Canaweri, saaTobiT nalaparakevi miRrRnida tvins da saxlamdec Sori iyo. 
ramodenime wuTi mWirdeboda azrebis mosakrebad. amitom gavCerdi 
`makdonaldsTan~, da iq wasaxemseblad da Cemi Canawerebis mosawesrigeblad Sevedi. 
 
ar vicodi, ra unda mefiqra miureisa da mis kompaniaze. mas uyvarda Tavisi 
saqoneli da samomavlo gegmebic hqonda. magram vgrZnobdi, rom raRac mainc ar iyo 
kargad, ra?  
 
amaSi, albaT gangebis xeli eria, radgan im dRes Cems cxovrebaSi pirvelad Sevedi 
orjer `makdonaldsSi~. SevamCnie, rogor miuaxlovda erTi qalbatoni daxls da 
rogor SesTavaza daxlTan mdgomma gogonam SekveTis miReba. cxadia, amaSi araferi 
iyo araCveulebrivi, magram Cemi yuradReba miiqcia iman, Tu ra Tqva gogonam da 
rogor Tqva man es yvelaferi.  
 
mTels qveyanaSi maqvs `makdonaldsis~ restornebi movlili. iq me memsaxurebodnen 
qalebica da kacebic, axalgazrdebica da xanSiSesulebic _ sxvadasxva eTnikuri 
jgufebis warmomadgenlebi, magram miuxedavad imisa, vin viyavi me an vin 
memsaxurebida, iq Zalian saintereso ram xdeboda xolme: me Tavs yovelTvis 
Tavisuflad da komfortulad vgrZnobdi, radgan vicodi, rogor Semxvdebodnen.  
  
da mivxvdi `makdonaldsis~ warmatebis saidumlos. esaa maTi sistema, romelic 
warmatebas qmnis. aq yvelaferi am sistemis Semadgeneli nawilia da mas emorCileba. 
aq ver dainaxavT dabneul Tvalebs. yvelaferi kargad dazeTili manqanasaviT 
muSaobs.~ 
 

gerberis dakvirveba gviCvenebs efeqtiani sistemis mniSvnelobas biznesSi. 
sistemebs komfortis Seqmna SeuZliaT rogorc TanamSromlebis, aseve 
klientebisTvis. Tu ra unda gaakeTon da rogor unda gaakeTon, amas 
TanamSromlebi erT sistemaSi moqceuli intensiuri treiningebisa da 
miwodebis meTodebis daxvewiT swavloben. winaaRmdeg SemTxvevaSi klientebs 
daekargebodaT interesi maTi dawesebulebisadmi. 
 
 
klientebis dakargva  
 
momxmareblis dakargvis mizezi yovelTvis urTierTobis problemaa. 
TanamSromlebi, romlebic ver amyareben saTanado urTierTobas rogorc 
verbalurad (sityvebiT), ise araverbalurad (sityvebis gareSe), aRizianeben 
klientebs. aseTi TanamSromlebi: 
 

• ar esalmebian da arc ki uRimian klientebs; 

• iZlevian arazust informacias an arasakmaris codnas amJRavneben; 

• TanamSromelTan an telefonze saubroben maSin, rodesac maT klienti 
elodeba; 

• uxeSad an gulgrilad epyrobian klientebs; 

• axdenen gadaRlilobis inscenirebas; 

                                                 
12 M. Gerber, “The E-Myth Seminar”, Nightigale-Conant, 1996 
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• usufTaod, mouwesrigeblad gamoiyurebian (TanamSromelica da misi 
samuSao adgilic); 

• klients arakomfortulad agrZnobineben Tavs. 
 
klientebis dakargvis mizezi SeiZleba organizaciis yvela donis 
TanamSromeli iyos (da xSirad asec xdeba), marTalia, ufro xSirad es 
Seugneblad xdeba: maT ar ician, rogor unda daamyaron urTierToba 
sxvebTan. yvela, visac warmatebuli karieris miRweva surs, mudmivad unda 
cdilobdes klientebTan urTierTobis xerxebis dauflebas da maT 
daxvewas. erTi SexedviT sruliad umniSvnelo saqcielsac ki SeuZlia 
uaryofiTi zemoqmedebis moxdena adamianze, rac klientis dakargvis mizezi 
xdeba. 
 

klientis dakargvis mizezi xSirad TanamSromlis iseTi qcevaa, romelic 
araswor warmodgenas uqmnis adamianebs organizaciaze mTlianad. 

 
 
 
 
alo, SeiZleba damalaparakoT vinmesTan, 
visac Cemi problemebi adardebs? 
 
 
 
organizacia klientebs kargavs maSin, roca 
isini grZnoben, rom maTi dardi aravis aqvs 
 
 
 
 
 

 
 

moarideT Tqveni klientebi `indiferentulobis zonas” 

 
klientebis dakargvaze fiqrisas gansakuTrebiT mniSvnelovania imis 
dadgena, Tu romeli rgolia yvelaze susti klientis kmayofilebasa da mis 
loialobas Soris. TviT kmayofili klientic ki neitraluri SeiZleba iyos 
Tavisi urTierTobis mimarT romelime kompaniasTan da sul mcire mizezic 
ki gaxdes sakmarisi misi ukmayofilebisaTvis. SesaZloa, erTjeradma 
momsaxurebam daakmayofilos kidec maTi moTxovna, magram ver Seuqmnis 
motivirebas Semdgomi urTierTobisaTvis. rogorc es didi xnis win 
aRmoaCina motivaciis mkvlevarma frederik hercbergma, kmayofili muSa 
yovelTvis rodia motivirebuli.13 aseve,  arc kmayofil klients SeiZleba 
hqondes Semdgomi urTierTobis gagrZelebis motivacia. kmayofil da 
motivirebul klientebs Soris arsebobs `indiferentulobis zona~. saqme 
TiTqos kargad midis, magram raRac mainc ar ganawyobs klients TqvenTan 
grZelvadiani urTierTobisTvis. 
 

                                                 
13 F. Herzberg, B. Mausner and B. Snyderman, The Motivation to Work, 2nd ed. (New York: Wiley, 1959) 
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kmayofili klienti imavdroulad SeiZleba inertuli iyos da amitomac ar 
hqondes motivacia. indiferentulobis zona ukmayofilo da motivirebul 
klientebs Soris gadis (ix. nax. 2-1). 
 
Cveni amocanaa gavcdeT kmayofilebas da vimoZraoT motivaciisken. es 
yvelaze ukeT maSin miiRweva, rodesac organizacia iTvaliswinebs klientis 
ganwyobasa da molodins. modiT, vnaxoT, risi gakeTeba SegviZlia, Tu gvyavs 
ukmayofilo klienti – da misi dabruneba gvinda. 
 

 
 

nax. 2-1. gansxvaveba kmayofilebasa da motivacias Soris 
 
 
 
momsaxurebis srulyofa 

 
klientebis mimarT yuradRebiani TanamSromlebis Zalisxmevis miuxedavad, 
problemebi mainc Cndeba. problemuri situaciebi unda aRiqmebodes ara 
rogorc tragedia, aramed rogorc miniSneba muSaobis xarisxis 
gaumjobesebis aucileblobaze. nebismier TanamSromels SeuZlia xarisxiani 
momsaxurebis miwodeba, roca klienti ar mimarTavs raime gansakuTrebuli 
moTxovniT, magram urTierTobis damyarebis unari swored maSin gadis 
gamocdas, roca klients raRac gansakuTrebuli surs.  
 

klientTa problemebi unda ganixilebodes, rogorc loialobis damyarebis 
SesaZlebloba. 

 
me-3 TavSi ufro dawvrilebiT visaubrebT imaze, Tu rogor unda 
davibrunoT ukmayofilo klienti. manamde ki SevTanxmdeT, rom potenciurad 
dakarguli klientis dabrunebis Sedegs warmoadgens albaToba imisa, rom 
igi motivirebulad loialuri iqneba Tqvens mimarT da, Tumca es ucnaurad 
JRers, magram dakvirvebebma gviCvena, rom klienti, romelsac raime 
problema uCndeba – da romelsac dauyovnebliv miaqcies yuradReba – ufro 
xSirad xdeba loialuri, vidre is klienti, romelsac problema arasodes 
gasCenia. ucnauria, magram aseT dros im SemTxvevebSic ki, roca klientis 
problema 100 procentiT ar wydeba mis sasargeblod, misi loialoba mainc 
izrdeba. is faqti, rom misi problema aRiares da uyuradRebod ar datoves, 
sakmarisi xdeba klientis damokidebulebis gansamtkiceblad.  
 
klientis dabrunebis saintereso magaliTs hqonda adgili, roca `toiota 
motorsma~ warmoadgina Zvirad Rirebuli manqanis, `leqsusis~ xazi. 
`leqsusi~, rogorc saukeTeso manqanebis standarti bazarze didi xmauriT 
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gamoCnda. bazarze produqtis Semosvlidan cota xnis Semdeg saWiro gaxda 
manqanebis Semowmeba dizainis defeqtTan dakavSirebiT. ra Tqma unda, 
`toiotam~ Seuracxyofilad igrZno Tavi, Tumca Semowmeba sxva aTasobiT 
axal manqanasTan erTad mainc gaiara. viRacam kompaniaSi (udavod 
optimistma) moifiqra, rom am SemowmebiT SeeZloT eCvenebinaT potenciuri 
myidvelebisaTvis, Tu ramden siamovnebas miiRebdnen, Tuki `leqsuss~ 
SeZendnen. manqanebis axali xazis gayidvebis erT-erT siaxled dileris 
profesiuli da personaluri momsaxureba SesTavazes. sxvadasxva dilerebma 
es SesaZlebloba sxvadasxvagvarad gamoiyenes:  
 

• klientebs akiTxavdnen da ise aZlevdnen maT manqanis Semowmebis 
saSualebas, rom ar dasWirdebodaT `toiotis~ warmomadgenlobaSi 
misvla; 

• manqanis Semowmebis periodisTvis sTavazobdnen saTadarigo manqanebs; 

• TiToeuli klientis Semowmebisas gavlil manqanas ufasod recxavdnen da 
aprialebdnen; 

• klientebisTvis Seqmnili uxerxulobis asanazRaureblad, ixdidnen 
bodiSs da aZlevdnen kompensacias: es iyo saCuqrebi, dawyebuli erTi 
vardidan, damTavrebuli 50 dolariani CekiT. 

 
ase rom, `toiota~/`leqsusma~ potenciuri sirTule Tavisi momsaxurebis 
unaklobis demonstrirebisken saSualebad aqcia. `leqsusis~ bevri klienti 
swored am faqtors asaxelebda imis mizezad, Tu ratom agrZelebdnen 
TavianTi manqanebisTvis momsaxurebis miRebas kvlav `toiotis~ 
warmomadgenlobaSi garantiis vadis gasvlis Semdegac ki. 
 

 
loialoba ibadeba maSin, roca klienti grZnobs, rom momsaxureba 
Tqveni biznesis ganuyofeli da yvelaze angariSgasawevi nawilia. 

 
loialobas klientebis mxridan aRweven is kompaniebi, romlebic 
momsaxurebas TavianTi samuSao filosofiis ganuyofel nawilad miiCneven. 
`momsaxurebis departamenti~ ukve zedmetobaa. yvela departamenti arsebobs 
mxolod imisTvis, rom Tavis Sida Tu gare klientebs moemsaxuros. 
`nordstormis~ aRmasrulebeli direqtori betsi sandersi aRniSnavs: `Tu 
gindaT gazardoT Tqveni biznesis dinamika da amisaTvis gamoyofT 
damatebiT dros, energias da resursebs momsaxurebis raRac specialuri 
programis Sesaqmnelad, Sedegi imedis gamacruebeli iqneba. momsaxureba 
mniSvnelobas iZens maSin, roca mas Sinagani dinamika axasiaTebs. es dinamika 
ki mxolod maSin iqmneba, roca momsaxurebas Tqveni sawarmos ZiriTad 
saqmianobad miiCnevT da gwamT, rom ver iarsebebT Tqveni klientebis 
gareSe.~14 
 

momsaxureba unda ganixilebodes, rogorc Tqveni saqmianobis arsi da ara 
rogorc misi Tanmxlebi raRac movlena. 

 

                                                 
14 B. Sanders, Fabled Service (San Diego: Pfeiffer & Company, 1995), p. 9 
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- ai, Tqveni qviTaric! 
- hm, me gelodebiT! 
- da ras elodebiT? 
- rodis metyviT `gmadlobT!~ an `karg dRes gisurvebT!~ 
- es xom qviTarzec weria! 

 
xSirad gamoxateT madliereba. klientebis gareSe arc biznesi geqnebaT da 
arc samsaxuri 
 
 
 

klientebi swrafad amCneven, Tu ramdenad aqcevs kompania yuradRebas 
momsaxurebas. iSviaTia kompania, romelic sakuTar Tavs klientis TvaliT 
afasebdes da iTvaliswinebdes am Sefasebas Tavis muSaobaSi. loialobis 
elementi – kompaniisTvis rekomendaciis gaweva – dakargulia imitom, rom 
sxvadasxva kompaniebis mier gaweuli momsaxureba ar gansxvavdeba 
erTmaneTisgan. 
 
 
moipove Seni klientis loialoba 

 
rogor SegviZlia davexmaroT klients imaSi, rom man gadmoabijos 
indiferentulobis zonis zRvars da Cveni kompaniis `Tavgadakluli 
gulSematkivari~ gaxdes? amaSi ori nabiji dagexmarebaT: 
 
1. SeamcireT an mTlianad aRkveTeT faseulobebis, sistemebisa da 

adamianebis dakargvis SemTxvevebi; 
2. gadaaWarbeT klientis molodins da moipoveT misgan dadebiTi Sefaseba. 
 
 
gamoiyeneT es codna imisaTvis, rom aRiaroT da 
aRmofxvraT klientebis dakargvis SemTxvevebi 

 
pirveli nabiji klientebis dakargvis Semcirebisa da aRmofxvrisken aseTi 
SemTxvevebis arsebobis aRiarebaa. zemoT aRwerili sami kategoria 
(faseulobebi, sistemebi da adamianebi) gviCvenebs, Tu romel maTgans 
akisria sxvebze meti pasuxismgebloba. magram rogor gavarkvevT amas, Tu 
Cven TviTon vkrgavT klientebs?  
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mokle pasuxi am kiTxvaze aseTi iqneba: daayeneT sakuTari Tavi Tqveni 
klientebis adgilas. obieqturad SeafaseT, rogor eqceviT maT, da 
gaixseneT, rogor eqcevian maT sxva kompaniebi. rogorc iogi beram Tqva, 
`Zalian bevris danaxva SeiZleba ubralo dakvirvebis gziT~. sistematuri 
`dakvirveba~ gansakuTrebiT sasargebloa, vinaidan igi obieqtur monacemebs 
iZleva. monacemebis Segrovebis xuTi ZiriTadi gza arsebobs: mosmena, 
mkvlevarTa jgufebi, `saidumlo movaWreebi~, miznobrivi jgufebi da 
ukugebis (reagirebis) jgufebi. 
 

araferia imaze ukeTesi, vidre sakuTari Tavis dayeneba Tqveni klientis 
adgilas. 

 
 
usmine mTeli arsebiT da ara marto yurebiT 
 
cota Tu moiZebneba iseTi adamiani, romelmac kargi mosmena icis da vinc 
amitomac iZens Zalian bevr sasargeblo informacias. zogierTebi ratomRac 
fiqroben, rom mosmena pasiuri qmedebaa – anu es araa raRac iseTi, rasac 
Tqven TavisTavad akeTebT maSin, roca ar laparakobT. magram es ase ar 
aris. karg mosmenas tvinis aqtiuri muSaoba sWirdeba.  
 
Tu Tqven iciT mosmena, adamianebi ixsnebian TqvenTan da bevr mniSvnelovan 
ideasac gTavazoben. 
 

kargi mosmena aqtiur gonebriv Zalisxmevas saWiroebs. 

 
miaqcieT yuradReba Tqveni laparaki/mosmenis Sefardebas. Tu Tqven ufro 
mets laparakobT, vidre usmenT, SeiZleba dakargoT klientebi anu ver 
miiRoT ukeTesad muSaobasTan dakavSirebuli saintereso ideebi. Tu gindaT 
ukeTesi msmeneli gaxdeT, gaiTvaliswineT Semdegi: 
 

• gansajeT Sinaarsi misa, rasac adamianebi laparakoben, da ara is, Tu 
rogor amboben isini amas. klientma SeiZleba ver SearCios `swori~ 
sityva, magram man yvelaze ukeT icis, ra unda. nu miaqcevT yuradRebas 
misi laparakis tons an imas, rom zustad ver gamoTqvams, ra unda. 
ecadeT, kargad gaigoT misi survili. 

• SeikaveT Tavi. nu ecdebiT gansjas, vidre klienti Tavis saTqmels 
daamTavrebdes. Tu is ukmayofiloa, nu ecdebiT Tavis dacvas. ubralod 
mousmineT. 

• imuSaveT mosmenaze. nu aaridebT Tvals klients, uyureT mas da 
ganewyveT mosasmenad. moicileT fiqrebi, romlebsac Tqveni yuradReba 
sxva rameze gadaaqvT. 

• erideT gabrazebas da nu gaawyvetinebT sityvas. moaqcieT klienti Tqveni 
yuradRebis centrSi. 

• mosTxoveT klientebs maTi ukmayofilebis mizezis dazusteba, raTa ukeT 
SeZloT maTi gageba. ar gamoiyenoT muqara, piriqiT, esaubreT 
keTilganwyobiT da daarwmuneT, rom gulwrfelad gsurT maTi daxmareba. 
kiTxvebi dausviT, magram dakiTxvis toniT ki ara, aramed maTi 
pretenziebis ukeT garkvevis mizniT (xSirad sityvebi `damexmareT, rom 
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ukeT gavigo~ SeiZleba saukeTeso saSualeba aRmoCndes Tqveni Sewuxebisa 
da daxmarebis aRmoCenis survilis gamosaxatavad). 

 
 
gamoiyeneT mkvlevarTa jgufebi 
 
mkvelvarTa jgufebi sxva kompaniebSi dadian, raTa naxon, Tu rogor 
muSaoben isini. Tuki SeityobT raRac kargi ideis Sesaxeb, romelsac sxva 
kompania iyenebs, gagzavneT iq Tqveni mkvlevarTa jgufi. erTi supermarketi, 
romelic Tavisi maRalxarisxiani momsaxurebiT aris cnobili, 
TanamSromlebs kompaniis manqanis gamoyenebis uflebas aZlevs imisTvis, rom 
swrafad wavidnen sxva kompaniaSi da sakuTari TvaliT naxon is kargi 
momsaxureba, romlis Sesaxebac Seityves. mkvlevarTa jgufi akeTebs 
Canawerebs da Semdeg msjelobs imaze, Tu rogor SeiZleba nanaxis 
gamoyeneba maT sakuTar kompaniaSi. aucilebeli ar aris mkvlevarTa jgufi 
uSualod Tqvens konkurentebTan gagzavnoT; kargi ideebi, romelTa 
gamoyeneba Tqvenc SegiZliaT xSirad sxva kompaniebs ebadebaT.  
 
didi ideebis Segrovebis kidev erT gzas warmodgens `gamokvleva~ imisa, Tu 
rogor emsaxureba Tqveni sakuTari kompania klients, romelic Tqven 
TviTon xarT. darekeT Tqvensave kompaniaSi da moismineT, rogor pasuxobs 
zarebs telefonze mopasuxe TanamSromeli. ra esmis Tqvens klients 
kompaniasTan dakavSirebisas? rogor mogewonaT pasuxi? Semdeg ewvieT Tqveni 
kompaniis sxva obieqtebs da naxeT, rogor mogemsaxurebian. 
 

darekeT Tqvensave kompaniaSi da moismineT, rogor gipasuxeben. 

 
 
scadeT `saidumlo movaWreebis~ gamoyeneba 
 
gamoiyeneT `saidumlo movaWreebis~ daxmareba. gagzavneT isini Tqveni 
kompaniis sxvadasxva obieqtebSi rogorc klientebi. gamocdili movaWreebi 
– rogorc wesi, isini sxva organizaciebidan arian mowveulebi – 
TanamSromelTa qcevas an procesebs akvirdebian da Sedegebs 
xelmZRvanelobasa da im TanamSromlebs moaxseneben, romlebic maT 
emsaxurebodnen. magaliTad, Cvens megobars hqonda ramdenime saparikmaxero. 
man Seadgina im qcevebis CamonaTvali, romelTa dafiqsirebac surda am 
saparikmaxeroebSi momuSave Tavisi Tormeti stilistisgan. am CamonaTvalSi 
Sedioda iseTi moqmedebebi, rogoricaa klientis RimiliT miReba, Tavisi 
saxelebis gacnoba misTvis, daintereseba imiT, Tu rogor surs Tmis SeWra, 
pirdapir yureba klientisTvis misgan pasuxis miRebisas, saxeliT mimarTva 
klientisadmi, sufTa samuSao adgili da a.S. Semdeg man daiqirava 
`saidumlo movaWreebi~, misca maT Tmis SesaWreli fuli da Tavisi 
CamonaTvali. SeiWres Tu ara Tma movaWreebma, maSinve datoves 
saparikmaxero, Seavses specialuri forma da dabrundnen saparikmaxeroSi 
imisaTvis, rom stilistebi yoveli swori qcevisTvis TiTo dolariT 
daejildovebinaT. sistemam maSinve gamoiRo nayofi da xeli Seuwyo 
TanamSromelTa Semdgom profesiul srulyofas. 
 
`saidumlo movaWre~ saukeTeso meTodia, Tuki is sistematurad sruldeba, 
misi Sedegebi ki gamoiyeneba ara TanamSromlis dasjis, aramed misi swori 
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qcevis ganmtkicebisTvis. aucileblad iqonieT sasurveli Sedegebis 
CamonaTvali, raTa am meTodiT `motyuebuli~ TiToeuli TanamSromlis 
Sefaseba erTnairad SegeZloT. 
 
am Tavis bolos moyvanili qmedebebi gaswavliT, Tu rogor unda gaxdeT 
`saidumlo movaWre~. 
 

`saidumlo movaWris~ meTodi ukeTesad muSaobs, roca is TanamSromlis 
dajildovebisa da ara misi `gamoWerisken~ aris mimarTuli. 

 
 
gamoiyeneT miznobrivi jgufebi 
 
miznobrivi jgufebi didi xania gamoiyeneba sabazro kvlevebisTvis, magram 
maT mniSvnelovani rolis Sesruleba SeuZliaT aseve klientTa ganwyobisa 
da molodinis garkvevSi. 
 
marketingis zogierTi konsultanti SeiZleba ar dagveeTanxmos, magram Cven 
mainc vityviT, rom miznobrivi jgufebis muSaoba did sirTules ar 
warmoadgens da nebismier Wkvian adamians SeuZlia amgvari jgufis 
Camoyalibeba, Tuki qvemoT CamoTvlil ramdenime rCevas gaiTvaliswinebs: 
 

• amoarCieT ramodenime Tqveni klienti, romlebic monawileobas miiReben 
miznobrivi jgufis SexvedrebSi. nu amoarCevT mxolod iseTebs, visac 
icnobT an vinc mogwonT. Tuki gindaT darwmunebuli iyoT, rom swored 
isini arian Tqveni saukeTeso klientebi, SearCieT isini imis mixedviT, 
Tu ramdens xarjaven Tqvens kompaniaSi. SegiZliaT klientebis saxelebi 
SearCioT maTi Cekebis, sakredito baraTebisa an Canawerebis mixedviT. 

• oficialurad moiwvieT klientebi monawileobisTvis. SeatyobineT sad, 
rodis gaimarTeba da ramden xans gastans es Sexvedra. gaagebineT mizezi: 
rom Tqven cdilobT ukeT gaigoT klientebis saWiroebani da moZebnoT 
gzebi, romlebic maTi ukeT momsaxurebis saSualebas mogcemen. 

• miznobriv jgufSi SeiyvaneT daaxloebiT 12 kaci. hkiTxeT maT, 
daeswrebian Tu ara Sexvedras, Tumca mzad iyaviT imisTvis, rom 
ramdenime maTgani mainc ar mova. TxuTmeti Tanxmoba, Cveulebriv, Tormet 
damswres mogcemT. daswrebis dasadastureblad SegiZliaT telefonis 
gamoyenebac. (erT supermarketSi, sadac muSaoba mogvixda, ise moswondaT 
miznobrivi jgufebi, rom TiTo jgufSi 40-50 kacs iwvevdnen. es, ra Tqma 
unda, ar iyo swori, vinaidan aseT xalxmravlobaSi SeuZlebelia yvelas 
mosmena. jgufis zogierTi wevri sul laprakobda, zogierTi ki, ufro 
moridebuli, romelsac aranakleb saintereso idea hqonda, Cumad ijda). 

• daajildoveT  miznobrivi jgufis  monawileni. mieciT maT Tqveni 
saqoneli, saCuqrebis sertifikati, naRdi fuli an gaumarTeT ufaso 
sadili. marketingul kvlevebSi erT an orsaaTian SexvedraSi 
monawileobisTvis 50 an meti dolariT dajildoebaa miRebuli. 
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SeecadeT Tqveni miznobrivi jgufi mravalferovani iyos, monawileTa
ricxvi ar aRematebodes Tormets da isini komfortulad grZnobdnen Tavs. 

 
 
rogor miviRoT rac SeiZleba meti miznobrivi jgufisagan: 
 

• jgufTan Sesaxvedrad moiwvieT damoukidebeli konsultanti an vinme 
xelmZRvanelobidan. 

• SeqmeniT Tavisufali atmosfero, raTa yvela monawiles SeeZlos Tavisi 
azris gamoTqma. iyaviT Tavaziani, gulRia, gamamxnevebeli da 
yuradRebiani. 

• Tavi SeikaveT mkveTri pasuxebisagan, Tu admianebi cdiloben kritikuli 
SeniSvnis gamoTqmas. da rac yvelaze mTavaria, nu SeecdebiT daJinebiT 
daicvaT Tqveni mosazreba, roca, klientebis azriT, igi ar muSaobs. 

• ecadeT, rom Tqveni kiTxvebi Riad rCebodes. nu moawyobT dakiTxvas. 

• Tavazianad miiReT qeba miznobrivi jgufis wevrebisagan da ar 
dagaviwydeT madlobis gadaxda. dasasrul ki kargi iqneba TqvaT raime 
amis msgavsi: `moxarulni varT, rom vimsaxurebT Tqvens mowonebas, magram 
Cveni aq Sekrebis mTavari mizania Tqveni daxmarebiT gavarkvioT, Tu ra 
unda gavakeToT imisaTvis, rom ufro ukeTesebi viyoT?~ 

• ecadeT, Sexvedram ar gadaaWarbos winaswar daTqmul dros; Cveulebriv, 
saukeTesod muSaobs erTsaaTiani, maqsimum, 90 wuTiani Sexvedra. 
gaxsovdeT, rom Tu Sexvedra gaiweleba, klientebs daekargebaT interesi 
Tqvens mimarT. 

• CaiwereT Sexvedra miznobriv jgufTan da amowereT ZiriTadi azrebi 
maTi ganxilvis mizniT. miznobriv jgufTan Catarebuli Sexvedris 
analizis Semdeg yuradReba miaqcieT xSirad gamoyenebul sityvebs, 
romlebmac SeiZleba gikarnaxon, Tu ras moelian Tqvengan klientebi. Tu, 
magaliTad, xSirad moixsenieba operaciebisTvis dakarguli dro, unda 
ifiqroT imaze, Tu rogor SeiZleba klientebis momsaxurebis daCqareba. 

• miznobriv jgufTan Sexvedris bolos ar dagaviwydeT madlobis gadaxda 
monawileebisTvis da maT mier gaweuli daxmarebis anazRaureba. 

 
 
gamoiyeneT klientTa ukugebis (reagirebis) baraTebi 
 
bevri organizacia klientTa mosazrebebis mosazidad ugzavnis maT 
dabeWdil baraTebs, romlebic klientebs unda Seavson da gamougzavnon 
xelmZRvanelobas. magram aseT baraTebs aqvT naklic: 
 

• am baraTebs avseben mxolod is adamianebi, romlebic an Zalian 
kmayofilebi arian, an Zalian ukmayofilo. Tqven mimarT neitralurad 
ganwyobili klientebi ki am baraTebiT iSviaTad sargebloben. 

• zogierT baraTSi kiTxvebi arasworadaa dasmuli. baraTis Sedgenas didi 
sifrTxiliT unda moekidoT, raTa Tqvenma SekiTxvebma sasurveli Sedegi 
mogitanoT. gvaxsendeba erTi restorani, romlis ukugebis (reagirebis) 
baraTSi CamoTvlili iyo ulufis wonasTan, temperaturasTan, fasTan da 
a.S. dakavSirebuli uamravi kiTxva. Cven ki Cveni azris gamoTqma 
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momsaxure personalis Sesaxeb gvsurda, magram saTanado kiTxvebi versad 
vnaxeT. 

• zogjer baraTebi Zalian bevrs moiTxoven klientebisgan. sasurvelia ki 
rom kiTxvarebma ar daukargon maT pasuxis gacemis survili. gind 
daijereT, gind ara, magram Cven gvinaxavs baraTebi, romlebic 
klientebisgan safosto xarjebis dafarvas moiTxoven. 

• zogjer baraTSi ar aris miTiTebuli, Tu rogor unda moiqces klienti 
misi Sevsebis Semdeg. zogierTi aucileblad safosto yuTSi unda 
Caagdos, zogierTi ki maRaziaSi an restoranSi miitanos. 

 
vfiqrobT, ukugebis (reagirebis) baraTebi naklebad Sedegiania, vidre 
klientTa problemebis dadgenis sxva meTodebi. rogorc Cans isini, yvelaze 
mosaxerxebeli iseTi kompaniebisTvis arian, romlebsac ezarebaT Tavis 
Sewuxeba ukeTesi rCevebisa da mosazrebebis mosapoveblad. 
 

 
momsaxurebis magaliTi 

 
monikas damokidebuleba momsaxurebis mimarT 

 
monika saSualo zomis sakredito dawesebulebaSi muSaobs. ori wlis 
muSaobis manZilze man ramdenjerme miiRo jildo da premia efeqtiani 
muSaobisTvis rogorc molarem da momsaxurebis muSakma. misi xelmZRvaneli 
monikas muSaobas mudmivad afasebs rogorc gamorCeuls da misi 
SesaZleblobebi finansuri momsaxurebis sferoSi imedismomcemad miaCnia. 
roca vkiTxe, klientebis momsaxurebis rogor meTodebs iyenebda, monikas
gaecina da mipasuxa, rom is ubralod cdilobs ise moeqces adamianebs, 
rogorc isurvebda TviTon mas  rom mopyrobodnen. 
 
monika uyuradRebod ar tovebs wvrilmanebsac ki da yvelanairad cdilobs, 
ar dakargos klientebi. momxmareblis miaxlovebisTanave mis magidasTan is
maSinve swevs Tavs da RimiliT esalmeba. xolo Tu am dros sxva klientis 
momsaxurebiT aris dakavebuli, is aucileblad Sexedavs axal mosuls da 
etyvis, rom masac male miaqcevs yuradRebas. monika gansakuTrebiT kargad 
da swrafad asrulebs sxvadasxva operaciebs da ufrTxildeba klientebis
dros. roca vkiTxe, rogor axerxebs igi amas, mipasuxa, rom bavSvobaSi misi 
sayvareli saTamaSo salaro aparati iyo. mas uyvarda maRiaziobanas TamaSi
da salaro aparatis specialur ujraSi yovelTvis ewyo `monopoliis~
fulebi. Turme saTamaSo fulebs auTavebda kidec, axlebiviT rom 
yofiliyvnen. 
 
ase rom mTavari saqmisadmi damokidebuleba yofila. monika axerxebs
megobruli da guliTadobis garemos Seqmnas. igi bevrs muSaobs imisTvis, 
rom ar gamoeparos cvlilebebi da siaxleebi sistemebisa da procedurebis 
sferoSi da yovel dRe 110%-ian momsaxurebas awvdis Tavis klientebs. mas 
uyvars Tavisi samuSao. Tavisi profesiuli Zalisxmevis erTaderT jildod
mas klientebis kmayofileba miaCnia. 
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kidev erTi magaliTi 

 
Tu klienti Civis, es niSnavs, rom igi wuxs15 

 
klientTa saCivrebis warmatebiT gadaWras mogebis gazrda SeuZlia 
 
`roca saCivrebs yuradRebiT usmenen, Rrmad aanalizeben da swrafad 
cvlian mdgomareobas, swored maSin miiRweva umaRlesi samoqalaqo 
Tavisufleba, rasac eswrafvis Wkviani adamiani~, es sityvebi jon miltonma 
jer kidev 1644 wels warmoTqva. gavida 300 welze meti, magram sazriani 
sacalod movaWreebi dResac did yuradRebas aqceven mis sityvebs. mravali 
TvalsazrisiT, momCivani klientebi momxmarebelTa saukeTeso nawils 
warmoadgenen. 
 
`TiTqos sasaciloa, roca momCivani, yvelaze did gulSematkivrad migaCnia~, 
_ ambobs amanda persi, cincinatis `berkis~ klientTa kmayofilebis 
asociaciis kvlevisa da ganviTarebis departamentis direqtori. `magram 
momxmarebeli swored maSin Civis, rodesac ZiriTadad kmayofilia Tqveni 
momsaxurebiT, magram iq raRac cuds amCnevs.~ momCivanebi, rogorc wesi, 
loialurni arian im organizaciebis mimarT, romlebsac uCivian. es gairkva 
`berkis~ mier Catarebuli erT-erTi satelefono gamokiTxvisas, romelSi
monawileobac usistemod SerCeulma 1 179 adamianma miiRo. ufro metic, 
buzRunebi loialurni rCebian arasasiamovno incidentis Semdegac. 
 
aq SeiZleba mSoblebis sayvareli gamoTqmac gavixsenoT: `giyviri imitom, 
rom miyvarxar,~ mSoblebi yvirian imitom, rom did pasuxismgeblobas 
grZnoben Svilebis gamo. aseve iqcevian erTguli klientebic: imis nacvlad, 
rom miatovon `TavianTi~ maRaziebi da savaWrod sxvagan wavidnen, isini ar 
iSureben garkveul Zalisxmevas imisTvis, rom daexmaron maRazias gaxdes
iseTi, rogoric maT surT. 
 
`berkma~ yvela zomas mimarTa momCivani klientebis Sesaswavlad, raTa ufro 
meti Seetyo `usafrTxo klientebis~ Sesaxeb – anu maT Sesaxeb, vinc Zalian 
kmayofilia maRaziiT, da vinc rekomendacias uweven mas da kvlavac amave 
maRaziaSi ivlian. rogorc Cans, usafrTxo da momCivan klientebs erTaniri 
Tvisebebi axasiaTebT. usafrTxo klientebs warmoadgenen umetesad 45 wlisa
da ufro xandazmuli qalebi, romlebic sayidlebze TveSi erTxel dadian
did maRaziebSi. qalebisa da kacebis raodenoba erTnairia, orive jgufi 
asakovania da xSirad dadian sayidlebze. amis sapirispirod, yvelaze 
`daucvel~ klientebs, romlebic arc Tu iSviaTad dadian savaWrod, 
warmoadgenen 35 wlamde asakis adamianebi. 
 
 
 
 
 
 
 

                                                 
15 T. L. Speer, “They Complain Because They Care” from American Demographics, May 1996, p. p. 13-14 
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dadgenili ukmayofileba 
 

asakovani klientebi ufro xSirad gamoTqvamen TavianT ukmayofilebas 
 

(qvemoT mocemulia zrdasruli da 55 wlisa da meti asakis klientebis 
procentuli maCvenebeli, romlebic ufro ganwyobilni arian problemis misatanad 

xelmZRvanelobamde, 1995) 
 

 
 

wyaro: `berkis~ klientTa kmayofilebis asociacia, cincinati (ohaio) 
  
 

respondentebis naxevari ambobs, rom isini aucileblad Seatyobinebdnen 
maRaziis xelmZRvanelobas TavianT problemas, da amgvari saqcielis 
albaToba izrdeba asakTan erTad. 55 da meti wlis adamianebis 61% 
ganacxadebda problemis Sesaxeb, xolo 35 wlamde asakis adamianebisa –
mxolod 39%. asakovani adamianebi aseve elodebian Sedegis miRebas, rac 
SeiZleba Civilis upirvelesi mizezi iyos. asakovani momCivanebis naxevarze 
meti, magram xuTi axalgazrda momCivanidan _ erTi maRaziisgan problemis 
dadebiTad gadaWras moelis.  
 
bevrs im adamianTagan, romlebic aRiareben, rom isinic iCivlebdnen, 
ubralod bolomde ar mihyavT saqme, ambobs prusi. zogs drois xarjva ar 
unda, zogi ki Tvlis, rom es drois fuWi xarjvaa. aqedan gamomdinare, 
momCivani adamiani iSviaTia da gansakuTrebuli. `jei. si. peni~ guldasmiT 
cdilobs amgvari klientebis Seswavlas da zogadi daskvnis gamotanas. mis 
1 250 maRaziaSi `mxolod maRaziis menejers aqvs saboloo uflebamosileba 
uari ganacxados klientis moTxovnaze,~ ambobs korporatiuli 
warmomadgeneli henq rasmani. 
 
`peniSi~ aseve aRmoaCines, rom maT mcdelobas, Seamciron klientTa 
ukmayofileba, klientebis loialobis ganmtkiceba mohyveba. `berkis~
kvlevebi adasturebs am azrs. klientebi, romlebic maRaziebSi problemebs 
awydebian, imave maRaziaSi Tavs ukeTesad igrZnoben, Tuki iq problemebi 
gamoswordeba da urTierTobebi mSvidobianad warimarTeba. `es igivea, rac, 
vTqvaT, Tu cudad momzadebul kerZs mogitanen restoranSi da SeniSvnis 
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Semdeg mzareuli specialurad SenTvis moamzadebs kerZs Tavidan. Sen 
swored es ukanaskneli qmedeba dagamaxsovrdeba da mis Sesaxeb ilaparakeb 
nacnob-megobrebSi,~ aRniSnavs prusi. 
 
kerZis Tavidan momzadebas dro sWirdeba, Tumca namdvilad Rirs amis 
gakeTeba. yvela zomisa da moculobis sacalod movaWrem da momsaxurebis 
mimwodebelma seriozulad unda ifiqros ukmayofilo adamianebze, vinaidan 
Tu maT axla ar mouvlian, maTi raodenoba kidev ufro gaizrdeba 
momavalSi. klientebis molodini izrdeba da dRes klientebi maRali 
xarisxis momsaxurebas iTxoven ara marto maRaziebSi, aramed, vTqvaT, 
kbilis eqimTan, afTiaqSi, qimwmendaSi. 
 
`berkis~ klientTa kmayofilebis asociaciis muSaobis Sedegad 
ganisazRvreba usafrTxo klientis indeqsi, romelic dafiqsirebulia
klientebis Semswavlel umetes kvlevaSi.  
 
 
 
daskvnebi 
 
klientebis indiferentulobis zonidan, sadac isini, SesaZloa, zomierad 
iyvnen dakmayofilebuli, motivirebulTa kategoriaSi gadayvanisas, 
loialuri gulSematkivrebi moiTxoven im mizezebis xSir da regularul 
Semowmebas, romlebsac mivyavarT klientebis dakargvamde. es unda iyos 
uwyveti procesi da ara drodadro ganxorcielebuli qmedeba. Tuki vuSvebT 
iseT Secdomebs, romlebic Cveni klientebis ukmayofilebas iwveven, keTili 
unda vineboT da vecadoT gamovasworoT isini CvenTvis cnobili yvela 
saSualebiT. aseve mudmivad unda vaxorcielebdeT cvlilebebs, romlebic 
Seamcireben danakargebs faseulobebis, sistemebisa da adamianebis saxiT. es 
klientTa loialobis mopovebisken gadadgmuli pirveli nabiji iqneba. me-3 
TavSi, ukamyofilo klientebTan muSaobis sakiTxebs ufro dawvrilebiT 
ganvixilavT. 
 
 
mokled ZiriTadi ideebis Sesaxeb 
 

• TiToeul Cvengans gansxvavebuli ram aRizianebs momsaxurebis miRebisas 
(anda im SemTxvevaSi, Tuki mas ar emsaxurebian). xSirad yvelaferi iwyeba 
wvrilmanebidan, romlebic TandaTan grovdebian da sabolood, iwveven 
ukmayofilebas an, sul cota, indiferentul damokidebulebas klientis 
mxriv. 

• mravali wvrilmanis zemoqmedebis Sedegi SeiZleba dramatuli aRmoCndes 
organizaciis an individis warmatebisTvis. am wvrilmanebs SeuZliaT 
muSaoba rogorc Cvens sasargeblod, aseve Cvens winaaRmdeg. 

• klientebis dakargva SeiZleba kategorizebuli iqnes faseulobebis, 
sistemebis da adamianebis problemebad. faseulobebisa da sistemebis 
problemis gadaWra warmatebiT SeuZliaT kompaniis xelmZRvanelebs; 
adamianebTan dakavSirebuli problemebis aRmofxvra ki yvelas SeuZlia, 
upirveles yovlisa, urTierTobebis gaumjobesebis gziT. 
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• klientebis dakargva TiTqmis yovelTvis urTierTobis problemaa. 
TanamSromlebi Seusabamo `mesijebs~ awvdian klientebs TavianTi 
mimarTvebiT an qceviT. 

• termini sistema exeba yvelafers, rac keTdeba saqonlis an momsaxurebis 
gadacemisas klientisTvis. igi moicavs uamrav proceduras, wessa da 
sistemur qmedebas. 

• momsaxurebis aRdgena niSnavs klientis dabrunebas usiamovno SemTxvevis 
Semdeg. klientebi, romelTa problemas kompania yuradRebiT moekida, 
ufro didi siamovnebiT gaagrZeleben imave kompaniasTan urTierTobas, 
vidre isini, visac arasdros hqonia maTTan problema. 

• klientSi loialoba iRviZebs maSin, roca is xedavs, rom saqme, romelsac 
kompaniis TanamSromlebi asruleben, maTTvis metia, vidre ubralod 
samsaxuri. termini `momsaxurebis departamenti~ moZvelda. momsaxureba 
yvela departamentis upirvelesi movaleoba unda iyos. 

• dakarguli klientebis raodenobis Semcirebis saukeTeso saSualebaa 
maTi problemebis Seswavla. amisaTvis SeiZleba sagangebod Seiqmnas 
mkvlevarTa jgufi, romelic moipovebs cnobebs sxva kompaniebSi 
ganxorcielebuli momsaxurebis Sesaxeb. aseve SegviZlia davixmaroT 
`saidumlo movaWreebi~, moviwvioT miznobrivi jgufebi, SevadginoT 
ukugebis (reagirebis) baraTebi. 

• miuxedavad imisa, rom ukugebis (reagirebis) baraTebi farTodaa 
gavrcelebuli, isini xSirad xels uSlian WeSmariti monacemebis 
Segrovebas. am problemis gadalaxva SeiZleba monacemTa Segrovebis sxva 
meTodebis daxmarebiT. 

 
 
ZiriTadi terminebi 
 
aqtiuri mosmena Active listening 
klientis loialoba Customer loyalty 
mkvlevarTa jgufebi Explorer groups 
ukugebis (reagirebis) baraTebi Feedback cards 
miznobrivi jgufebi Focus groups 
saidumlo movaWreebi Mystery shoppers 
adamianebis dakargva People turnoffs 
sistemebis dakargva System turnoffs 
sistematuri dakvirveba Systematic observation 
`indiferentulobis~ zona The “zone of indifference” 
faseulobebis dakargva Value turnoffs 
 
 
Seamowme sakuTari Tavi: 
 
1. rogori saxis wvrilmani axdens zemoqmedebas klientis momsaxurebaze? 

moiyvaneT iseTi wvrilmanis magaliTi, romliTac kompania jobnis Tavis 
konkurents. 

2. rogor zemoqmedebas axdens klientis molodini miRebul momsaxurebaze? 
3. romelia klientebis dakargvis sami kategoria? moiyvaneT TiToeulis 

magaliTi. 
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4. ramdenad mniSvnelovania klientis gamoyvana `indiferentulobis 
zonidan~? romelia is ori mTavari nabiji, romelic am miznis misaRwevad 
unda ganxorcieldes? 

5. rogor SeiZleba mosmenis unaris gamoyeneba klientis momsaxurebis 
gasaumjobeseblad? 

6. ras warmoadgens mkvlevarTa jgufi da rogor SeiZleba misi gamoyeneba 
kompaniis mier klientTa momsaxurebis gaumjobesebis saqmeSi? 

7. risi aRmoCena SeuZlia `saidumlo movaWres~ kompaniis mier 
klientebisTvis miwodebul momsaxurebasTan dakavSirebiT? 

8. ra unda ganxorcieldes miznobrivi jgufis muSaobis warmatebiT 
warmarTvisTvis? 

9. CamoTvaleT ukugebis (reagirebis) baraTebis dadebiTi da uaryofiTi 
mxareebi. 

 
 
praqtikuli samuSao: SeasruleT `saidumlo movaWris~ funqcia 
 
SearCieT erTi tipis saqmianobiT dakavebuli daaxloebiT oTxi kompania 
(mag., sacalod movaWre, restorani, banki, manqanebis dilerebi, rac gnebavT!), 
romelsac ewveviT `saidumlo movaWris~ rolSi. Tqveni davalebaa, moiqceT 
rogorc potenciuri myidveli, romelsac ainteresebs informaciis miReba. 
Tqven SeiZleba gainteresebdeT angariSebis tipebi bankSi, detalebi 
kompiuterebis da maTi aqsesuarebis Sesaxeb eleqtronikis maRaziaSi, 
informacia avtomobilis Sesaxeb Sesabamis kompaniaSi da a.S. 
 
vizitebisas Cveulebrivad moiqeciT. nu SeecdebiT mdgomareobis daZabvas. 
bunebrivi urTierToba iqonieT TanamSromlebTan. nu SexvalT kompaniaSi 
winaswari ganzraxviT, rom aucileblad unda `gamoiWiroT~ vinme raime 
cudis Cadenisas. 
 
yoveli vizitis Semdeg, dauyovnebliv SeavseT Sefasebis furceli. 
SegiZliaT Tqveni sakuTari furclis Sedgena an wignSi CarTuli nimuSis 
gamoyeneba. 
 

`saidumlo movaWris~ Sefasebis furclis nimuSi16 
 

kompaniis dasaxeleba: ________________ TariRi da dro ______________ 
TanamSromlis saxeli, gvari: __________________ davaleba: ____________ 

                                                           (risTvis mixvediT) 

 
 

EgaakeTa 
ar 

gaakeTa 
a. roca SexvediT kompaniaSi, TanamSromelma: 
1. SemogxedaT? 
2. gagiRimaT? 
3. mogesalmaT? 
4. didxans galodinaT, sanam dagexmarebodaT? 
 

  

b. daxmarebisas TanamSromelma:   

                                                 
16 Paul R.. Timm ‘’Customer service” BYU.,Prentice Hall, 1997.  
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5. gamoamJRavna megobruli damokidebuleba da 
daxmarebis survili? 
6. mTlianad Tqven gaqcevdaT yuradRebas? 
7. mogawodaT zusti, swrafi magram ara 
naCqarevi momsaxureba? 
8. gkiTxaT, kidev ramiT xom ar SeeZlo Tqveni 
daxmareba? 
 

g. im pirobiT, rom hqonda sxva saqonlis 
SemoTavazebis saSualeba, TanamSromelma: 
9. migiTiTaT raime sxva sagnebze, romlebsac 
SeeZloT Tqveni moTxovnis dakmayofileba? 
10. SemogTavazaT Semdgomi informacia an 
warmogidginaT sxva TanamSromlebi Semdgomi 
informaciis mowodebis mizniT? 
11. dainteresda Tqveni saqmianobiT? 
 

  

d. operaciis dasrulebis Semdeg 
TanamSromelma: 
12. gadagixadaT madloba mosvlisaTvis? 
13. migiwviaT sxva droisaTvis? 
14. Tbilad dagemSvidobaT? 
 

  

e. operaciis ganmavlobaSi TanamSromelma: 
15. gkiTxaT saxeli an mogmarTaT saxeliT? 
16. gagrZnobinaT Tqveni mniSvneloba 
kompaniisaTvis? 
 

  

TiToeuli pasuxisTvis `gaakeTa~ mianiWeT  
1 qula 

  

sul:
 

  

zogadi SeniSvnebi da dakvirveba: kerZod ra iyo kargi da cudi mocemul 
SemTxvevaSi? 
 

___________________________________________________________________ 
 

___________________________________________________________________ 
 

___________________________________________________________________ 
 

___________________________________________________________________ 
 

___________________________________________________________________ 
 

___________________________________________________________________ 
ZiriTadi wesebi: nu SexvalT gamomwvevi saxiT da zedmetad nu gausvamT 
xazs uaryofiT faqtebs. Tuki davalebis Sesrulebis Semdeg aRar 
gemaxsovrebaT, gaakeTa Tu ara esa Tu is TanamSromelma, CaTvaleT, rom 
gaakeTa. 
 
mas Semdeg, rac SeavsebT monacemebs oTxi an xuTi adgilidan, SeadgineT 
mokle angariSi miRebuli Sedegebis Sesaxeb. Tqveni rom iyos es biznesi, 
ras gaakeTebdiT mdgomareobis gasaumjobeseblad? iyaviT konkretuli. 
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Tavi III 
 

urTierToba ukmayofilo klientebTan 
 
 

ai, SesaZlebloba SenTvis 
 
 

vinc raimes sayidlad Semodis, mexmareba. vinc Cems 
saameblad Semodis, siamovnebas maniWebs. vinc Civis, 
maswavlis, rogor moviqce, rom ufro met adamians 
vasiamovno. tkivils ki mxolod is mayenebs, vinc 
ukamyofiloa, magram ar Civis. aseTi klientebi 
Secdomebis gamosworebisa da Cemi momsaxurebis 
gaumjobesebis SesaZleblobas marTmeven. 

 
- sacalo vaWrobis pioneri, marSal fildi 

 
 
 

ras iswavliT am TavSi 
 

• klientis SenarCuneba problemis gadaWris mimarT pozitiur 
damokidebulebas moiTxovs. Tumca es imas rodi niSnavs, rom klienti 
yovelTvis marTalia. 

• klientTan urTierTobis garkvevisas marTali da mtyuani mxaris garCeva 
ar aris mTavari. klientisTvis arasasiamovno sakiTxis gadawyvetaSi 
orive mxares SeuZlia monawileoba.  

• klientis Civili is duRabia, romelsac SeuZlia am urTierTobis 
ganmtkiceba da safuZvlis Seqmna klientis Semdgomi loialobis 
CamoyalibebisaTvis. 

• urTierTobis gaumjobesebis unari aucilebelia Tqveni karierisTvis. igi 
yovelTvis dagWirdebaT. 

• urTierTobis gaumjobesebaSi mTavaria klientis `tkivilis~ gaTaviseba, 
yvelafris gakeTeba problemis gadasaWrelad da Semdeg damatebiTi 
nabijis gadadgma `danaSaulis simboluri gamosyidvisTvis~. 

• qronikuli momCivanis SemTxvevaSi umjobesia misi motivaciis gageba, 
Semdeg ki misaRebi gadawyvetilebis miRebis mindoba misTvis. 

• werilobiT gamoxatuli winadadebebidan Cven SeiZleba adamianebs Soris 
urTierTobis iseTi principebi amovkriboT, romlebic dagvexmarebian 
klientebis problemebis ukeT gaTvaliswinebaSi. 

• uxeSoba did zians ayenebs klientebTan urTierTobas, moTminebisa da 
yuradRebis gamoxatvis unari ki maTi problemebis gadaWris aucilebeli 
pirobaa. 
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ai, rogor xdeba es 

 
klientis saCivrebma SeiZleba gaaxangrZlivon masTan urTierToba  

 
klientebis problemebis warmatebuli gadaWra SeiZleba oqros sabado 
aRmoCndes masTan Semdgomi urTierTobis gaxangrZlivebis saqmeSi. aSS-s 
klientTa saqmeTa ofisSi Catarebuli kvlevebi zogierT saintereso 
faqts gvawvdis, maT Soris: 
 
1. oTxi klientidan erTi ukmayofiloa Cveulebrivi urTierTobis 

romelime aspeqtiT. 
2. ukmayofilo klienti, saSualod, 12 sxva adamians atyobinebs im 

kompaniis Sesaxeb, romelic Tavis klientebs cudad emsaxureba. 
3. ukmayofilo klientebis mxolod 5 procenti Civis kompaniaSi. `Cumi 

umravlesoba~ momsaxurebis sxva kompaniidan miRebas brZolis 
gaCaRebas amjobinebs. 

 
Tumca im kompaniebs, romlebic cdiloben warmatebiT gaarTvan Tavi 
saCivrebs, 8-10%-iT meti mogeba aqvT TavianT konkurentebTan SedarebiT 
maSinac ki, roca konkurencia daZabulia.  
 
klientebi, romelTa saCivrebis mimarTac kompaniam yuradReba gamoiCina, 
ufro didi siamovnebiT ganagrZoben am kompaniasTan urTierTobas. maSin, 
rodesac  im ukmayofilo klientebis mxolod 9-dan 37 procentamde 
inarCunebs kompaniasTan Semdgomi urTierTobis survils, romlebmac ar 
ganacxades TavianTi ukmayofilebis Sesaxeb. 50-dan 80 procentamde im
klientebisa, romlebmac Seitanes saCivari, romlebsac mousmines da 
gadauWres problema, kvlav kompaniis erTguli rCeba – sxvaTa Soris, 
igive exeba im klientebsac, romelTa saCivari ar gadawyvetila maT 
sasargeblod. mTavaria, rom maT mousmines!17 
 
 
me-2 TavSi visaubreT danakargebis Semcirebis mniSvnelobaze. am 
mimarTulebiT gadadgmuli yoveli nabiji Zalian mniSvnelovania, Tumca 
realoba gviCvenebs, rom aravis SeuZlia klientebTa saCivrebis motivaciis 
winaswar gamocnoba. imaze, Tu rogori iqneba Cveni damokdiebuleba maTdami 
aseT SemTxvevaSi, pridapir aris damokidebuli Cveni klientebis loialoba 
Cvendami. klientebis SenarCuneba yovelTvis ufro momgebiania. saCivrebis 
efeqtiani marTva iwyeba swori damokidebulebidan da moicavs im unarebs, 
romlebsac Cven winamdebare TavSi ganvixilavT. 
 
 
gamoimuSaveT klientis SenarCunebisken mimarTuli jansaRi 
damokidebuleba 
 
klientTa faseuloba, rasac 1-el TavSi SevexeT, mtkiced unda gqondeT 
gaTviTcnobierebuli. momsaxurebis momwodebelTa dadebiT ganwyobas 
ganapirobebs TiToeuli klientis gulis mogebis, misi keTilganwyobis 
mopovebis survili. momsaxureba orive mxaris monawileobas gulisxmobs. 

                                                 
17 Customer Service Manager’s Handbook of People Power Strategies (Englewood Cliffs, NJ: Prentice Hall, 1989), P. 3 
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saerTo saqmis kargad Sesrulebas orive mxaris erToblivi Zalisxmeva 
sWirdeba. sulac ar aris aucilebeli, rom `klienti yovelTvis marTali~ 
iyos. restornis mflobeli jefri maunTi aRniSnavs: 
 
`roca es restorani SeviZine 1981 wels, mindoda igi saukeTeso yofiliyo: 
klientebze fokusirebuli, kmayofili TanamSromlebiT, romlebsac Segnebuli 
eqnebodaT TavianTi socialuri pasuxismgebloba. vkiTxulobdi literaturas, 
vusmendi yvelaze Tanamedrove maswavleblebis uaxles informacias. yvelgan erTi 
da igive iyo xazgasmuli: klienti yovelTvis marTalia. 
 
kedelze didi siamayiT gavakari sayovelTaod aRiarebuli sentencia, romelic 
qveynis yvela warmatebul kompaniaSi gvxvdeba: wesi # 1: klienti yovelTvis 
marTalia. wesi # 2: Tu klienti ar aris marTali, ix. wesi # 1. moviTxovdi, rom 
Cems TanamSromlebsac eRiarebinaT klientebis Seumcdaroba. 
 
gavida dro da axla ukve verafriT maTqmevinebs vinme, rom klienti yovelTvis 
marTalia. amis aRiarebiT sakuTar Tavsac da Cvens klientebsac xom mxolod 
daTvur samsaxurs vuwevT.18 
 

mogvianebiT davubrundebiT magaliTebs maunTis restornidan, magram, 
rogor fiqrobT, ratom Seicvala man azri klientis mcdarobis Sesaxeb? 
saqme isaa, rom klientebi, iseve rogorc Cven da Tqven, zogjer Secdomebsac 
uSveben da SeuZlebelsac iTxoven. klientis `Seumcdarobis~ Sesaxeb Tqveni 
saqmianobis saxelmZRvanelo principad aRiareba gacilebiT nakleb sikeTes 
mogitanT, vidre dauRalavi, yovelwuTieri Zalisxmeva klientis 
kmayofilebisTvis misaRwevad, miuxedavad imisa, marTalia klienti Tu 
mtyuani.  
 
jefri maunTi mogviTxrobs erTi Tavisi klientis Sesaxeb, romelic aSkarad 
ar iyo marTali, magram restoranSi ise moeqcnen, rom SesaZlebeli gaxda 
problemis gadaWrac da klientis loialobis damsaxurebac. 
 
... erTma qalbatonma biznes-lanCisTvis patara sendviCebi SegvikveTa. Cven ar 
vurCieT klients aseTi sendviCebis gamoyeneba am miznisTvis.  gavafrTxileT, rom 
produqti ar aris sworad SerCeuli, radgan aseTi sendviCi zedmetad daxvewilia 
da Zalian patara mSieri adamianebis dasanayreblad SuadRes. vurCieT sendivCis 
arCeva Cveni delikatesebis klasidan. qalbatonma uari gviTxra da isev patara 
sendviCebi arCia. mere ki panikaSi Cavardnilma dagvireka da SemogvCivla, rom mis 
mier SekveTili sendviCebi marTlac Zalian patara da amitomac arasakmarisi 
aRmoCnda. saswrafod gavakeTeT Cveni didi sendviCebi, vafrineT niu iorkSi da 
cota fulic movigeT maT transportirebaSi.19 
 

am SemTxvevaSi mTavari is ki ar iyo, Tu vin iyo marTali da vin mtyuani, 
aramed restornis TanamSromelTa midgoma klientis problemisadmi, ramac 
maunTis restorans loialuri  klienti moupova. 
 
kargi momsaxurebis amocana, problemis gadaWra, da ara erTmaneTis 
dadanaSauleba unda iyos. Cveni sferos muSakTa umravlesobas ar unda 
hyavdes ukmayofilo klienti. es adamianis bunebaa! magram Tu 
gaviTvaliswinebT, rom ukmayofilebas versad gaveqceviT, unda SegveZlos am 
situaciaSi saCivarSi CvenTvis sasargeblo SesaZleblobis aRmoCena. 

                                                 
18 J. Mount, “Why Take Sides”, Inc., March 1995, 17(3), p.29 
19 iqve. 
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klientTa saCivrebi Tqveni urTierTobebis ganmtkicebis sawindaria. 
namdvilad Rirs aseTi urTierTobebis didi umravlesobis SenarCuneba, 
Tumca zogjer – sagangebod gamovyofT sityvas zogjer, Tuki saqme 
qronikul momCivans exeba, aseTi klienti umjobesia CamoviciloT. am 
sakiTxs amave TavSi mogvianebiT davubrundebiT. 
 

 
TviTanalizi 

 
ras grZnobT ukmayofilo klientebTan urTierTobisas? 

 
qvemoT moyvanili sityvebi CamonaTvali ukmayofilo klientisadmi Tqvens
damokidebulebas gamoxataven. amoirCieT maTgan xuTi iseTi sityva, 
romelic yvelaze ukeTesad Seesabameba Tqvens ganwyobas. winamdebare Tavis
dasrulebis Semdeg kidev erTxel gadaxedeT am sityvebs, iqneb raime 
ukeTesi moifiqroT Tqveni emociebis gamosaxatavad. Sedegebi mcire 
jgufebSi ganixileT. sTxoveT megobrebs, gamoTqvan azri Tqvens
ganwyobasTan dakavSirebiT. 
 

SeSinebuli frTxili mowadinebuli moxaruli 
guls 

moSvebuli 

gabrazebuli komfortuli eqstazSi orWofi naRvliani 

Sewuxebuli darwmunebuli 
karg xasiaTze 

myofi 
damcirebuli suleluri 

apaTiuri 
uxerxul 

mdgomareobaSi 
myofi 

agznebuli xalisiani arakomfortuli 

mobezrebuli mobilizebuli sasacilo anerviulebuli SeSfoTebuli 

mSvidi gadareuli dabneuli amayi mowyurebuli 

 
Cemi Sesabamisi xuTeuli: 
 

1. _____________________ 

2. _____________________ 

3. _____________________ 

4. _____________________ 

5. _____________________ 
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gamoimuSave klientis SenarCunebis unari 
 
klientis momsaxureba advilia, roca yvelaferi kargad midis. miuxedavad 
amisa, teqnikuri daxmarebis kvlevis programis Tanaxmad, erTi mainc yoveli 
oTxi SenaZenidan klientis ama Tu im formiT ukmayofilebas iwvevs.20 
 
TanamSromlebi xSirad jerovnad ver afaseben im uaryofiT `talRur 
efeqts~, romelic SeiZleba erTi klientis ukmayofilebas mohyves. amgvari 
movlenebis aRmosafxvrelad aucileblad unda SeviZinoT klientis 
SenarCunebis unar-Cvevebi. unda movaxerxoT potenciurad dakarguli 
klientis Cvensken Semobruneba. amis gakeTeba ki Semdegi sami nabijis 
daxmarebiT SegviZlia: 
 
1. gaiTaviseT maTi tkivili 
 
pirvelyovlisa unda SevignoT, rom ukmayofilo klients ufleba aqvs iyos 
nawyeni, gabrazebuli, dabneuli, igi SeiZleba tkivilsac ganicdides, 
risTvisac, ama Tu im zomiT, aucileblad Tqven dagadanaSaulebT. 
Cveulebriv, igi moelis, rom Tqven miiRebT Semdeg zomebs: 
 

• mousmenT maT da seriozulad miiRebT maT ukmayofilebas. 

• gaigebT maT problemas da ukmayofilebis mizezs. 

• aunazRaurebT zarals an SeucvliT uxarisxo saqonels an momsaxurebas. 

• gaiTavisebT, Tu ramdenad mniSvnelovania es maTTvis da reagirebas 
swrafad moaxdenT. 

• aRkveTT Semdgom usiamovnebas. 

• maT gagebiT da pativiscemiT moekidebiT. 

• dasjiT vinmes misdami uyuradRebobis gamo (zogjer). 

• daarwmunebT, rom problema aRar ganmeordeba. 
 
 
2. gaakeTeT yvelaferi problemis gadasaWrelad 
 
roca ukamyofilo klientis damSvidebas cdilobT, moZebneT situaciis 
ganmuxtvis gza da iyaviT mzad moulodnelad wamoWrili problemebis 
mosagvareblad. jefri maunTis restoranma daibruna klienti, romelmac 
zedmetad mcire zomis sendviCebis SekveTis Semdeg mas didi ulufebi 
mosTxova. araviTari mniSvneloba ara aqvs imas, rom restornis 
TanamSromlebma Tavidanve urCies qals Seecvala SekveTa. Seqmnili 
sirTulis swrafad daZleviT maT Tavisi klienti gadaarCines. 
 
warmoidgineT, rom iyideT axali fexsacmeli, romelsac qusli moZvra. 
Tqven urekavT maRazias da mflobeli gTavazobT, daabrunoT fexsacmeli da 
SecvaloT axliT. Tqven eTxovebiT samsaxuridan, midixarT maRaziaSi, Zlivs 
poulobT manqanis gasaCerebel adgils da yvelaferi amisTvis kargavT 
TiTqmis erT saaTs. mflobeli sixaruliT gicvliT fexsacmels da gawvdiT 
axal wyvils. kmayofili xarT? 
 

                                                 
20 J. R. Shannon, “The Components of Customer Service: A New Taxonomy”, Journal of Customer Service in 
Marketing & Management, vol. 2 (1), 1996, p. 6 



 49

albaT ara. ratom? imitom, rom realurad maRaziis mflobelma ar 
aginazRauraT amdeni uxerxuloba. ra Tqma unda, man gamogicvalaT wuniani 
saqoneli da albaT es Zalian Tavazianadac gaakeTa, magram Tqven mainc 
wagebuli darCiT. problemis gadaWra kargia, magram mxolod es ar aris 
sakmarisi. 
 
 
3. gaakeTeT meti: SesTavazeT `simboluri anazRaureba~ 
 
risi gakeTeba SegviZlia klientTan Sesarigeblad? am wignis darCenili 
nawilis umetesoba swored am Temas exeba. aq gvinda mogawodoT zogierTi 
xerxi, romelic gamoasworebs klientis Sexedulebas Tqvenze: 
 

• SesTavazeT gamosacvleli an SesakeTebeli saqonlis saxlidan wamoReba 
an saxlSi mitana. `leqsusma~ mravali kilometri dafara imisaTvis, rom 
Tavisi klientebis Sesamowmebeli manqanebi TviTonve wamoeyvana da ar 
Seewuxebina patronebi. 

• aCuqeT raime Tqveni saqonlidan uxerxulobis gamosasyidad. saCuqari 
SeiZleba mcire iyos, magram saqcieli dagifasdebaT. klientTa 
momsaxurebis eqsperti ron zemka amas `simbolur anazRaurebas~ uwodebs. 
amis magaliTebia ufaso deserti klientisTvis, romelmac saWiroze meti 
dro dakarga SekveTis lodinSi an ramodenime ufaso asli gadaRebis 
dagvianebisTvis. aseT SemTxvevaSi swored klientis problemisadmi 
Tqveni damokidebuleba fasobs. 

• aunazRaureT is xarjebi, romlebic klientma saqonlis dabrunebisas 
gaswia, magaliTad, manqanis sadgomis Rirebuleba (fostis daxmarebiT 
movaWreebi dabrunebuli saqonlis yvela safosto xarjs faraven, raTa  
minimumamde daiyvanon klientebis ukmayofileba). 

• aRiareT klientisTvis Seqmnili uxerxuloba da madloba gadauxadeT 
imisTvis, rom ukeT momsaxurebis saSualeba mogecaT. gulwrfel bodiSs 
bevri ramis gakeTeba SeuZlia. bodiSis gamomxatveli sityvebi 
gulwrfeli da uSualod klientisadmi mimarTuli unda iyos. umjobesia 
TqvaT `bodiSs vixdi, rom galodineT,~ vidre `kompania wuxs dagvianebis 
gamo.~ TanagrZnoba SeiZleba gamoixatos iseTi sityvebiT, rogoricaa 
`vici, rogori autanelia, roca...~ an `me TviTon mejavreba aseTi 
raRaceebi, Zalian vwuxvar, rom Tqvenc mogixdaT...~ 

• nuki ivaraudebT, darwmundiT, rom problema amowurulia. dainteresdiT 
da TviT klients hkiTxeT, mogvarda Tu ara gaugebroba. 

 
SeiZleba Tqven ar gqondeT yovelive zemoaRniSnulis gakeTebis 
uflebamosileba (miuxedavad imisa, rom yvelaferi es faqtobrivad araferi 
Rirs), magram Tqveni klientisTvis Tqvens ufrosTanac ki unda ibrZoloT. 
klientis dacvis mxolod survilsac ki bevri ramis gamosworeba SeuZlia. 
Tu yvelaferi kargad dasruldeba, namdvil kmayofilebas igrZnobT 
sakuTari TaviT.  
 

Tu ara gaqvT konkretuli qmedebis ganxorcielebis uflebamosileba
klientis SesanarCuneblad, gaxdiT misi damcveli! ibrZoleT Tqveni 
klientisTvis TviT Tqvens ufrosTanac! 
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ra xdeba maSin, Tuki klienti mainc ukmayofiloa 
 
ukmayofilo klientis damSvideba xSirad advilad xerxdeba, magram arc 
samyaroa unaklo da arc adamianebi arian yovelTvis racionalurebi; 
zogjer ki Tqvenc RiziandebiT. profesionalizmi moiTxovs, rom 
ukmayofilo klientma an sxva klientebma ar Segatyon gabrazeba an 
gaRizianeba. 
 
aucileblad daimaxsovreT: 
 

• Tu klientis dasakmayofileblad yvelafers gaakeTebT, ese igi 
gakeTebuli gaqvT yvelaferi, rac SegeZloT. 

• nu miiRebT klientis ukmayofilebas pirad Seuracxyofad. gabrazebuli 
adamianebi xSirad amboben iseT raRacas, rasac sinamdevileSi ar 
fiqroben. isini gamosavals aZleven TavianT emocias. Tu problema 
marTlac Tqveni mizeziT warmoiqmna, gamoasworeT is da ecadeT sxva 
dros aRar dauSvaT igive Secdoma. Tu situacia Tqvens kontrols ar 
emorCileba, gaakeTeT yvelaferi, rac SegiZliaT, Tumca TaviT kedlis 
gatanas nu SeecdebiT. 

• nu aqcevT amgvar SemTxvevebs TanamSromlebTan an sakuTar TavTan 
gansjis sagnad. rac gakeTda, imas aRaraferi eSveleba. garCeva 
TanamSromlebTan maT ganwyobas gaufuWebs, SeiZleba ubralod hkiTxoT 
Tqvens megobrebs, rogor moiqceodnen isini aseT SemTxvevaSi. 

• klientebTan urTierTobisas miRebuli yovelgvari gamocdileba 
sakuTari profesionalizmis asamaRleblad gamoiyeneT. TviT yvelaze 
usiamovno incidentmac ki SeiZleba bevri ram gvaswavlos. 

 
 
SeecadeT konfliqturi situacia gamocdilebis misaRebad gamoiyenoT 
  
klientTan situaciis ganmuxtvis Semdeg SeiZleba gagiCndeT misi ganxilvis 
survili Tqveni unarebis gaumjobesebis mizniT. gaixseneT, sad gamoiyeneT 
TqvenTvis ukve cnobili unarebi da dausviT sakuTar Tavs Semdegnairi 
kiTxvebi: 
 

• ra iyo klientis saCivris arsi? ras exeboda is _ faseulobebs, 
sistemebsa Tu adamianebs? 

• rogori Canda problema klientis TvaliT? vin iyo damnaSave? yvelaze 
metad ram gaaRiziana klienti? ratom gabrazda igi? 

• rogori Cans problema Tqveni TvaliT? iyo Tu ara klienti nawilobriv 
damnaSave?  

• romeli sityvebis, Tqmis Semdeg damSvidda klienti? 

• ra TqviT iseTi, ramac kidev ufro daZaba situacia? 

• rogor daarwmuneT klienti, rom Sewuxebuli xarT? 

• ras gaakeTebdiT sxvanairad? 

• rogor fiqrobT, isev mova is klienti TqvenTan? ratom mova an ratom ar 
mova? 

 
yuradRebiT CaiwereT Tqveni pasuxebi am kiTxvebze, rac dagexmarebaT 
gaxdeT ufro TviTdajerebuli da aimaRloT Tqveni profesionalizmi. 
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kidev erTxel ganixileT momxdari situacia Tqveni unarebisa da 
profesionalizmis gaumjobesebis TvalsazrisiT. 

 
 
rogor unda moiqceT `jojoxeTis mociqul klientebTan” 
 
`sijiute sulelebis energiaa,~ gvamcnobs germanuli andaza. zogjer saWiro 
xdeba sazRvris gavleba realuri problemis gamo ukmayofilo da 
qronikulad momCivan klientebs Soris, romlebsac zogjer `jojoxeTis 
mociqulebs~ uwodeben. 
 

 
 
 
 
jer unda darwmundeT, rom es namdvilad qronikuli momCivania 
 
aseT adamianebTan urTierTobisas jer unda darwmundeT, rom namdvilad 
qronikul momCivanTan gaqvT saqme. mas Semdeg, rac situaciis 
ganmuxtvisTvis TqvenTvis cnobil yvela saSualebas gamoiyenebT, magram 
dainaxavT, rom arc erTi maTgani ar muSaobs, maSin yuradReba miaqcieT 
Semdeg niSnebs21:  
 

• isini yovelTvis damnaSaves eZeben. maT samyaroSi SemTxveviTi araferi ar 
xdeba: yovelTvis viRacaa damnaSave da es damnaSave amjerad Tqven xarT. 

• isini arasodes uSveben Secdomas. sakuTar Tavs isini yovelTvis 
Seumcdrad da viRacis upasuxismgeblobis msxverplad miiCneven. 

• maT kargad ician, Tu ras unda akeTebdnen sxvebi. maT uyvarT sxva 
adamianebis movaleobebis Camoyalibeba. Tu saCivris formulirebisas 
gaigonebT frazebs, romlebSic dadgenilia, Tu ras unda akeTebdnen an 
ar akeTebdnen sxvebi, darwmunebuli brZandebodeT, rom saqme qronikul 
momCivanTan gaqvT. 

• isini mTeli seriozulobiT Civian. maSin, roca Cveulebrivi adamianebi 
Civilisas drodadro Cerdebian sulis mosaTqmelad da azris 
mosakrebad, qronikuli momCivanebi sxapasxupiT CamoTvlian xolme 
TavianT pretenziebs da maT CamonaTvals dasasruli ara aqvs. 

                                                 
21 “How to Deal with Those Chronic Complainers”, Customer Service Manager’s Letter, September 20, 1989; Dr. 
Robert Bramson, Coping with Difficult People (New York: Dell, 1988) 
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dro da dro qronikuli  
momCivanebic gvxvdeba 

 
 
 
 
 
 
 
 
ra movuxerxoT aseT adamianebs 
 
Tuki aseT momCivans gadaeyareT (sabednierod, isini marTalc iSviaTad 
gvxvdebian), moiqeciT Semdegnairad: 
 

• yuradRebiT usmineT, raTa maT gauTavebel wuwunSi SeZloT raime 
xelmosaWidis gamorCeva. SeecadeT Tqveni sakuTari sityvebiT 
CamoayaliboT saCiviris arsi maSinac ki, Tuki amisaTvis klientisTvis 
sityvis gawyvetineba mogiwevT. Tqveni mimarTva klientisadmi unda iyos 
daaxloebiT aseTi: `ukacravad, magram, Tu sworad gavige, mdgomareobidan 
gzavnilis dagvianebam gamogiyvanaT, ara?~ 

• daazusteT faqtebi. mouspeT momCivans situaciis daZabvis an zedmetad 
ganzogadebis SesaZlebloba. Tu igi ambobs _ `mTeli dRe vcdilobdi 
darekvas, magram, rogorc yovelTvis, Tqven Tavs maridebT,~ SeekiTxeT, 
ramdenjer dareka da rodis. 

• Tavi SeikaveT bodiSis moxdis cdunebisgan, Tumca sxva dros es 
saukeTeso saqcieli iqneboda. qronikuli momCivanis upirvelesi amocana 
damnaSavis dadgenaa da ara problemis gadaWra, amitom Tqvens bodiSs 
Semdgomi dadanaSauleba mohyveba. amis nacvlad SeekiTxeT: `garantiis 
gagrZeleba gadawyvets Tqvens problemas?~ an `rodis SeiZleba 
dagirekoT am informaciis Sesatyobineblad?~ 

• aiZuleT momCivani, Camoayalibos problemis gadaWris gza, maSinac ki, Tu 
mas ar moswons Tqveni es idea. garda amisa, SeecadeT misi wuwunis 
SezRudvas da uTxariT: `10 wuTSi Sexvedra maqvs. risi gakeTeba 
SegviZlia am droSi?~ riTac momCivans erTi da igives usasrulod 
gameorebis survili gauqreba da iZulebuli gaxdeba problemis gadaWris 
`reJimSi~ gadavides. 

 
cxadia, amgvar klientebTan urTierTobis umtkivneulod mogvarebis 
araviTari garantia ar arsebobs, Tumca, Tqvenma Zalisxmevam SeiZleba 
sasurveli Sedegi gamoiRos. amgvari tipebis normalur, racionalur 
klientebad gadaqceva Tqveni profesionalizmis zeimi iqneba, magram Tu amas 
ver miaRwevT, nu aReldebiT _ Tqven xom Tqvens xelT arsebuli yvela 
saSualeba gamoiyeneT, anu gaakeTeT yvelaferi, rac mogeTxovebodaT. 
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aiZuleT momCivani, Camoayalibos problemis gadaWris gza da Tavi daanebos 
vinmes dadanaSaulebas. 

 
`frenTis holis~ mier gamocemul bukletSi Customer Service Manager’s Handbook 

of People Power Strategies (`klientTa momsaxurebis menejeris 
saxelmZRvanelo adamianTa mier Zalauflebis gamoyenebis 
SesaZleblobebis Sesaxeb~) aris erTi Tavi, romelsac ewodeba aTi 
`akviatebuli fraza~ romelic dagexmarebaT gacecxlebuli klientis 
ganiaraRebaSi. daimaxsovreT masSi CamoTvlili frazebi, imeoreT 
isini ise xSirad, sanam am sityvebs avtomaturad ar warmoTqvamT 
klientebTan saubrisas da naxavT, rogor kardinalurad Secvlian 
isini Tqvens urTierTobas maTTan konfliqtur situaciebSi. 

 
ramodemime gamosadegi (`akviatebuli~) fraza ukmayofilo klientis 

dasamSvideblad22 
 

1. `nebismieri sxva TqvenisTana adamiani...~ am gamonaTqvamis qveteqsti 
gulisxmobs, rom klienti gamorCeuli pirovnebaa Tavisi maRali 
Tanamdebobis an socialuri mdgomareobis gamo. ar SegeSindeT 
gadametebis. jer aravin daRlila iseTi sityvebis smeniT, romlebic misi
raimeTi aRmatebulebas usvamen xazs.  

2. `me amas, ra Tqma unda, gaviTvaliswinebdi, Tu Tqven...~ es fraza 
konkretulad moiTxovs klientis nebarTvas, rac miuTiTebs klientis 
uflebamosilebaze, gasces nebarTva an uari ganacxados. 

3. `did daxmarebas gamiwevdiT, Tu...~ amgvari Sesavali miuTiTebs, rom 
klienti ara mxolod monawileobs saCivris gadaWris procesSi, aramed 
misi umTavresi subieqtia. 

4. `iqneb SegiZliaT raime rCevis mocema...~ _ aq klientma Tavi sibrZnis 
WeSmarit wyarod unda aRiqvas. 

5. `Tqveni gansakuTrebuli codnis gamo...~ _ xazs usvams klientis 
ganaTlebis gansakuTrebul dones. adamianebs uyvarT, roca sxvebi maT 
ganaTlebas aRiareben. 

6. `sxva, TqvenisTana gamocdilebis patroni...~ _ aRniSnavs klientis did 
warmatebas cxovrebaSi. 

7. `rogorc Tqven, ra Tqma unda, iciT...~ _ aRiarebs mis kompetenturobas. 
aseTi mimarTva gansakuTrebiT kargia maSin, roca klients eubnebiT
raime iseTs, rac, zustad iciT, rom man ar icis. adamianebs ar uyvarT 
imis daSveba, rom maT raRac ar ician; maSin ki, Tuki am raRacis codna 
ar moeTxovebaT. 

8. `Tqven absoluturad marTali brZandebiT imasTan dakavSirebiT, rom...~
es erTi SexedviT Cveulebrivi, magram efeqtiani `dartymaa~. warmoTqviT 
maSin, roca gadawyvetT klientisTvis umniSvnelo raRaceebis daTmobas. 
amis Semdeg klienti ufro mondomebiT isaubrebs saCivris realur 
arsze. 

9. `TqvenisTana dakavebuli adamiani...~ am mimarTviT Tqven aRiarebT, rom 
klienti metad mniSvnelovani personaa. es ki garantiaa imisa, rom 
problema rac SeiZleba swrafad gadawydeba. 

10. `Zalian madlobeli dagrCebiT, Tu...~ amiT miuTiTebT imaze, rom mas 

                                                 
22 Customer Service Manager’s Handbook of People Power Strategies (Englewood Cliffs, NJ: Prentice Hall 
Professional Newsletters, 1989), pp. 9-10 
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SeuZlia sixaruli moganiWoT. es xom uaRresad keTilSobili saqcielia! 
 
miaqcieT yuradReba, rom xSirad Tqven mier warmoTqmuli fraza iwyeba 
sityviT `me~, rasac, Cveulebriv, unda eridoT klientebTan saubrisas. 
zemoT aRniSnul SemTxvevaSi ki uSiSrad SegiZliaT am sityvis gamoyeneba, 
vinidan mas, aseT situaciebSi, ara aqvs gamomwvevi mniSvneloba. Tumca, Tuki
grZnobT, rom ufro agresiulic SeiZleba iyoT, daiwyeT winadadebebi 
sityviT `Tqven~.  

 
 
 
mSvidad miiReT yvelaze saSineli saCivris werilic ki 
 
Tanamedrove klientebi saCivris werilebs arc Tu xSirad gzavnian, vinaidan 
amisTvis mniSvnelovani Zalisxmevaa saWiro. albaT swored iSviaTobis gamo, 
aseTi werilebi gansakuTrebiT mwvave zemoqmedebas: isini xom klientis 
ukmayofilebisa da, SesaZloa, Tqveni Secdomis grafikul da xelSesaxeb 
dadasturebas warmoadgenen. swored amitom isini araviTar SemTxvevaSi ar 
unda darCnen reagirebis gareSe. 
 
Tuki girCevniaT werils satelefono zariT upasuxoT, aseT SemTxvevaSi 
werili aucileblad Tvalwin iqonieT da sadavo situaciisas werili 
moiSvelieT. garda amisa, CainiSneT klientis pasuxebi da Tqveni Sesabamisi 
reagireba. Tu werilze weriliTve upasuxebT, mieciT mas davis gadaWris 
mcdelobis saxe, gamoxateT Tqveni keTilganwyoba da profesionalizmi.  
 
werilSi ar dagaviwydeT adamianebTan urTierTobis sxvadasxva 
saSualebebis gamoyeneba iseve, rogorc amas gaakeTebdiT klientTan 
pirispir Sexvedrisas. gansakuTrebuli yuradReba gamoiCineT adamianebis 
grZnobebis, interesebis, survilebisa da saWiroebebis mimarT. Tu amgvarad 
ar moiqceviT, icodeT, rom Tqveni urTierToba klientebTan kidev ufro 
daiZabeba. vinaidan werili saubris beWdviT formas warmoadgens, misi 
dawerisas gansakuTrebiT mniSvnelovania taqtis SenarCuneba. cudad 
Sedgenili dokumenti Tqven bevr Tavsatexs gagiCenT. 
 

gamoiyeneT adamianebTan urTierTobis xerxebi werilis Sedgenisas. cudad 
Sedgenili dokumenti arasdros mogcemT mosvenebas. 

 
 
ganaiaraReT klienti 
 
seminarebis wamyvani da avtori rebeka morgani aswavlis adamianebs, rogor 
gamoxaton TavianTi azrebi ise, rom ukmayofilo klientebi kidev ufro ar 
gaaRizianon. mas amisaTvis specialuri teqnika aqvs SemuSavebuli: 
 
am teqnikis safuZvelia klientis grZnobebis pativiscema da maTTvis 
sakuTari argumentebis miwodeba ise, rom maT isurvon maTi mosmena. 
magaliTad, `me mesmis, rogor grZnobT Tavs. sxvebic aseve grZnobdnen Tavs. 
magram Semdeg, axsna-ganmartebis Sedegad, maT aRmoaCines, rom es wesi, 
faqtobrivad, maT sasargeblod muSaobs.~ 
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scadeT am teqnikis gamoyeneba ise, rogorc amas morgani akeTebs. nu ityviT, 
`me vici, rasac grZnobT.~ (realurad, Tqven ar SegiZliaT icodeT is, rasac 
sxva adamiani grZnobs). amis nacvlad TqviT, `me mesmis rogor (an `ratom~) 
grZnobT Tavs ase~. 
 
 
gamoiyeneT adamianebTan uTierTobis xerxebi 
Sesabamisi azris gadasacemad 
 
modiT, ganvixiloT adamianebTan urTierTobis ramodenime principi23 da is, 
Tu rogor SeiZleba maTi gamoyeneba ukmayofilo klientebis mimarT. 
pirvelyovlisa, gaiTvaliswineT, rom: 
 
1. adamianebs Zalian ainteresebT sakuTari Tavi 
 
adamianis bunebrivi Tvisebaa interesi sakuTari saWiroebebisa da 
survilebis mimarT. amgvari koncentrireba sakuTar interesebze, anu 
egocentrizmi, normaluri da uvnebeli movlenaa manam, sanam igi 
ukiduresobad ar iqceva, anu ar gaizrdeba, rom adamiani aRar ifiqrebs 
sxvebze. 
 

Cvens upirveles motivacias sakuTari Tavis mimarT interesi warmoadgens. 

 
roca adamianebi laparakoben an weren, isini TavianT egocentrizms TavianT 
enaze gamoxataven. midvestis universitetSi Catarebulma kvlevam 
gamoavlina, rom adamianis mier naTqvami an dawerili yoveli mexuTe sityvaa 
`me~ an misi erT-erTi warmoebuli: Cemi, Cven, Cveni24.  
 
Cven yvelani garkveuli doziT sakuTar Tavze varT koncentrirebuli da 
bevri Cvengani ver uZlebs cdunebas, ilaparakos mxolod sakuTar Tavze. 
gansakuTrebiT egocentrul adamians ki danarCenebi ise arideben Tavs, 
TiTqos is raime infeqciuri daavadebis gadamtani iyos. 
 
sxvadasxva organizaciebis TanamSromlebma es egocentrizmi SeiZleba 
TavianT sasargeblod gamoiyenon, Tuki gamoxataven gansakuTrebul interess 
sxvebis Sexedulebebis mimarT TavianT werilebSi, moxsenebiT baraTebSi, 
angariSebSi, winadadebebsa da sxva dokumentebSi.  
 

adamianebis bunebrivi egocentrizmis upiratesobad gardaqmna SesaZlebelia 
maTi problemebis aRiarebis gziT. 

  
2. adamianebi amjobineben informaciis mimRebze koncentrirebul gzavnilebs 
(`mesijebs~) 
 
sxva adamianis mimarT keTili ganwyobis erT-erTi mniSvnelovani gzaa Tqveni 
mesijis Sedgena misTvis misaRebi formiT. saTanado ganwyobis gamoxatva 

                                                 
23 Morgan R. L., Calming Upset Customers (Menlo Park, CA: Crisp Publiations, 1989), p.40 
24 P. Timm and J. Stead, Communication Skills for Business and Professions (Upper Saddle River, NJ: Prentice Hall,  
1996), Chapter 9. 
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gacilebiT mets niSnavs, vidre ubralod saWiro sityvebis SerCeva. aseTi 
ganwyobis SeqmnaSi did rols asrulebs dokumentis tonic, Tuki igi 
gamoxatavs gulwrfel dainteresebas adresatis mimarT. sakuTar Tavze 
koncentrirebuli werilebis avtorebi, pirvel rigSi, sakuTar Tavze 
fiqroben. adresatis problemebis gadaWraze orientirebuli mwerlebi ki 
Tavisi  mesijebis Sedgenisas iTvaliswineben imas, Tu ras moelis is maTgan. 
 

sxvis daxmarebaze orientirebuli mosaubre, pirvel rigSi, msmenelis 
problemis gadaWras cdilobs. 

 
werilebSi gansakuTrebiT unda veridoT sityvebis me, Cemi da ase Semdeg 
xmarebas: iseTi sityvebi ki, rogoricaa Tqven an misi msgavsi sityvebi, xazs 
usvamen Tqvens keTilganwyobas da TanagrZnobas sxvisi problemebisadmi.  
 
Tumca es ar niSnavs rom Tqveni leqsikonidan sityva `me~ da misi variaciebi 
saerTod unda amoiRoT. zogierT konteqstSi isini aucilebelia. Tqveni 
nalaparakevi maSin sityvebis ubralo grovas daemsgavseboda. sityvebis _ me, 
Cven an Cemi _ gamoyeneba yovelTvis ar niSnavs msmenelis ugulebelyofas. 
magaliTad, Tu Tqven ambobT, `me imedi maqvs, rom Tqven kmayofili darCebiT 
am gadawyvetilebiT~, es ar niSnavs, rom Tqven uyuradRebobas amJRavnebT 
msmenelisadmi. adamianisTvis saubris toni da yuradRebaa mniSvnelovani, da 
ara is, Tu romeli piris nacvalsaxelebs ixmarT. 
 
waikiTxeT qvemoT moyvanili magaliTebi, yuradReba miaqcieT msmenelisadmi 
mimarTul winadadebebis gansxvavebul tons da SeadareT `me~-orientaciis 
mqone magaliTebs: 
 
`Cven~, `me~ orientaciis  mqone 

magaliTebi 
 msmenelze orientaciis mqone 

magaliTebi 
 

Cven moviTxovT, rom xeli 
moaweroT salaros Ceks, sanam 
Tqvens angariSs SenaZenis fass 
davaricxavdeT. 

 Tqvenive usafrTxoebisTvis, Tanxas
Tqvens angariSs mxolod mas 
Semdeg davaricxavT, rac Tqven 
xels moawerT Ceks. 
 

me vaWrobaSi ukve 22 welia 
vmuSaob. 

 Cemi 22 wlis vaWrobaSi muSaobis 
gamocdileba maZlevs klientTa 
survilebis gagebis SesaZleblo-
bas. 
 

me gigzavniT Tqvns programul 
uzrunvelyofas ganaxlebis 
mizniT. 

 am programuli uzrunvelyofis 
ganaxlebis mizniT, igi Tqven 
gibrundebaT. 
 

me minda giCvenoT sicocxlis 
dazRvevis es gegma. 

 rogorc axalgazrda mamas, albaT 
dagainteresebT sicocxlis daz-
Rvevis gegma, romelic zedgamo-
Wrilia mcirewlovani bavSvebisa
da SezRuduli biujetis mqone 
ojaxebisTvis. 
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sxvaTa Sexedulebebis pativiscema da kargi adamianuri urTierTobebis 
principebs amkvidrebs. 
 
3. adamianebs undaT, rom maT epyrobodnen rogorc individebs 
 
werilobiTi dokumentebis tonis gaumjobeseba SegviZlia Cveni informaciis 
ise dalagebiT, rom is mimarTuli iyos individebis da ara jgufebisadmi. 
amgvarad Sedgenili saqmiani werili misi adresatisadmi individualuri 
yuradRebis gamoxatviT gamoirCeva.  
 
aseTi werili gamoxatavs ufro gulwrfel ganwyobas konkretuli 
adamianebis mimarT, vidre iseTi gzavnilebi, romlebic iwyeba sityvebiT 
`Zvirfaso kliento~ an `Zvirfaso TanamSromelo~. 
 

adamianebs Zalian siamovnebT, roca maT sakuTari saxelebiT mimarTaven. 

 
 
moerideT `zedapirul tons~ 
 
roca dokumenti mkiTxvels uCens gaurkvevlobis grZnobas, amaSi 
`zedapiruli tonia~ damnaSave. SevadaroT erTmaneTs e.w. `zedapiruli 
toniTa~ da individualuri mimarTvis toniT dawerili werilebi: 
 

`zedapiruli toni~  ufro piraduli toni 
 

roca potenciuri klientebis-
gan mogvdis uamravi Txovna, 
Cven es gvsiamovnebs. isini
gviCveneben, rom Cvens produqts 
sazogadoeba kargad iRebs. 
 

 bukleti, romelsac Tqven 
iTxovT, dRes gamogigzavneT. 
gmadlobT dainteresebisTvis. 

Cven vafasebT Cveni klientebis 
TanamSromlobas angariSebis 
dafarvaSi. drouli gadaxdiT, 
isini maTi ukeT momsaxurebis 
saSualebas gvaZleven. 
 

 namdvilad vafasebT Tqvens mier 
Tqveni angariSis droulad
dafarvas. Tqveni TanamSromloba 
saSualebas gvaZlevs ukeT 
mogemsaxuroT da dabali fasebi
SemogTavazoT. 

 
4. pirdapir mimarTeT Tqvens msmenels 
 
ecadeT Tqveni azrebi ise gamoxatoT, rom daainteresoT adamianebi. amis 
erT-erTi saSualebaa pirdapiri mimarTva, rasac xSirad vxvdebiT 
satelevizio da radio reklamebSi. diqtori `piradad~ mimarTavs TiToeuls 
im milionobiT adamianebidan, romelic SeiZleba usmendes mas, da cdilobs 
ise moaCvenos maT Tavi, TiTqos piradad maT esaubrebodes. pirdapiri 
mimarTva Tqvens msmenels uCvenebs, rom Tqveni mesiji uSualod misTvisaa 
gankuTvnili da rom Tqven SegiZliT maTi individualuri moTxovnebis ama 
Tu im formiT dakmayofileba. 
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5. miawodeT adamianebs dadebiTi informacia 
  
pozitiuri mimarTva xSirad ufro met informacias atarebs, vidre 
uaryofiTi. informacia ufro optimisturia, roca mas sasiamovno toniT 
gawvdian. imis nacvlad, rom adamians  uTxraT, rom raRac SeuZlebelia an 
rom Tqven ar SegiZliaT raimes gakeTeba, gadaitaneT yuradReba dadebiT 
mxareze – imaze, rac dadebiTia da risi gakeTebac SegiZliaT. roca ambobT, 
`me ar SemiZlia gayidul saqonelSi gadaxdili Tanxis dabruneba~, Tqven 
adamianebs mxolod uaryofiT informacias gadascemT. Tqveni naTqvami ar 
aRniSnavs imas, Tu risi gakeTeba SegiZliaT; igi msmenels mxolod 
erTaderT gamosavalze miuTiTebs. meore mxriv, roca ambobT, `me SemiZlia 
SegicvaloT saqoneli da mogceT iseTi, romelic ukeT daakmayofilebs 
Tqvens moTxovnebs~, Tqveni mimarTva xazgasmulad keTilganwyobilia da 
dadebiT emociebs aRZravs. 
 
mimarTvis dadebiTi toni sasiamovno mosasmenia. miuxedavad amisa, saqmian 
miwer-moweraSi zogjer mainc SeimCneva uaryofiTi ganwyoba 

 
vwuxvarT, rom gatyobinebT, magram Cven ar SegviZlia . . . 
Cven miviReT Tqveni saCivari . . . (sityva `saCivari~ Zalian cudad xvdeba yurs) 
Tqveni Seusabamoba . . . 

 
qvemoT moyvanilia magaliTi, romelic gviCvenebs gansxvavebas dadebiTi da 
uaryofiTi mniSvnelobis mqone sityvebis Semcvel mimarTvebs Soris. 
korporatiulma aRmasrulebelma adgilobriv sazogadoebriv jgufebs uari 
uTxra SexvedrisTvis adgilis gamoyofaze. Tumca uaris Sesarbileblad 
aRmasrulebelma gadawyvita maTTvis daeTmo sakonferencio darbazi, 
romelic, marTalia, patara iqneboda maTi miznebisTvis, Tumca uadgilod 
darCenaze ukeTesi mainc iyo. samwuxarod, aRmasrulebelma ar 
gaiTvaliswina uaryofiTi sityvebis mniSvneloba. amitom misi werili ase 
JRerda: 
 

vwuxvarT, magram gatyobinebT, rom ar SegviZlia Cveni kompaniis sportuli 
darbazis daTmoba Tqveni SexvedrisaTvis, vinaidan igi ufro adre gvTxova 
qalTa klubma. es jgufi Cvens darbazs yoveli Tvis mesame xuTSabaTs iyenebs. 
miuxedavad amisa, SegviZlia dagiTmoT Cveni sakonferencio darbazi, romelic 
mxolod 25 adamians itevs.  

 
Tu ganvixilavT am werilSi gamoyenebul sityvebs maTi mniSvnelobebis 
mixedviT, vnaxavT, rom isini aSkarad uaryofiT datvirTvas atareben 
(vwuxvarT, ar SegviZlia, mxolod 25 adamians itevs), xolo dadebiTi azris 
mqone sityvebi (SegviZlia dagiTmoT Cveni sakonferencio darbazi) TiTqos 
naklebad mniSvnelovania. 
  
am werils ufro aSkarad gamoxatuli dadebiTi datvirTva eqneboda, Tuki 
igive cnoba gadmocemuli iqneboda Semdegi sityvebiT: 
 

miuxedavad imisa, rom qalTa klubma ukve daiqirava Cveni sportuli darbazi 
xuTSabaTisTvis, SegviZlia SemogTavazoT Cveni sakonferencio darbazi, 
romelic 25 adamians itevs.  
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meore versia ar Seicavs uaryofiTi Sinaarsis mqone sityvebs. orive mesiji 
Seicavs uars Txovnaze da alternatiul SeTavazebas, Tumca dadebiTi 
datvirTvis mqone sityvebi ukeT emsaxureba kompaniis mimarT keTili 
ganwyobis SenarCunebas. 
 
modiT, ganvixiloT dadebiTi da uaryofiTi azrebis Semcveli winadadebebi. 
daakvirdiT TiToeuli maTganis tons (uaryofiTi Sinaarsis mqone sityvebi 
gamoyofilia). 
 

uaryofiTi  dadebiTi 
 

Tqven ar mogvawodeT Tqvens 
mier SekveTili xelTaTmanebis 
nomeri. 

 imisaTvis, rom mogawodoT 
TqvenTvis sasurveli xelTaT-
manebi, iqneb misi Sesabamisi 
nomeri CaweroT TandarTul 
baraTSi. 
 

moweva akrZalulia yvelgan, 
garda derefnisa. 
 

 moweva SeiZleba mxolod 
derefanSi. 
 

vwuxvarT, magram gatyobinebT, 
rom uari unda giTxraT 
kreditze. 

 am periodisTvis Tqveni mom-
saxureba mxolod naRdi fuliT
SegviZlia. 
 

Tqven mcdari daskvna gamoita-
neT, radgan Cveni xelSekru-
lebis me-3 paragrafSi mka-
fiodaa Camoyalibebuli . . . 
 

 Cveni xelSekrulebis me-3 mux-
lis wakiTxvis Semdeg dagve-
TanxmebiT, rom . . . 

Cven ar SegviZlia Tqveni 
SekveTis mowodeba momaval 
oTxSabaTamde. 

 Tqveni SekveTis mowodeba 
SegviZlia oTxSabaTs. 

 
6. adamianebs ar uyvarT pirovnebebi, romlebic TavianT ganwyobas 
metismetad mkveTrad gamoxataven 
 
ganwyobis mkveTrad gamoxatva gaRizianebul an kritikul tons gulisxmobs. 
aseTma tonma ki SeiZleba ziani miayenos Tqvens werilebs. imisaTvis, rom 
daadginoT, gaqvT Tu ara mkveTri xasiaTi, sakuTar Tavs Semdegi kiTxvebi 
unda dausvaT:  
 

TviTanalizi 
 

gaqvT Tu ara mkveTri xasiaTi 
 

• xSirad xarT Tu ara kritikuli sxvebis mimarT? 

• Zalian gindaT akontrolebdeT situacias?  

• swrafad gadadixarT Setevaze, iwyebT sxvebis gamowvevas, Tu uars
ambobT amaze? 

• Zalian giyvarT sxvebTan kamaTi? xSirad gadadis Tu ara kamaTSi
TqvenTan msjeloba? 
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• Tqvens Tavs ufro kompetenturad TvliT, vidre sxvebs? Tqveni qceva 
miuTiTebs amaze? 

 
 
mkveTri xasiaTis adamianebi sxvebs iseTi toniT esaubrebian, romelsac maTi 
gaRizianebis gamowveva SeuZlia. ecadeT gaarkvioT, ramdenad gWirdebaT 
sxvebis kontroli, dominireba sxvebze an ramdenad swrafad feTqdebiT 
sxvebis gamonaTqvamebis gamo. Tu eWvobT, rom msgavsi ram gaxasiaTebT, 
yvela Rone unda ixmaroT tonis Sesarbileblad. 
 
gaxsovdeT, rom mkveTri da rbili xasiaTis mqone adamianebs Soris sakmaod 
didi sxvaobaa. rbili xasiaTi niSnavs, rom Tqven mxolod gamoxatavT Tqvens 
grZnobebsa da Sexedulebebs Cveulebrivi frazebiT, romlebic ar Seicaven 
muqaras sxvebis mimarT. magaliTad, nacvlad sityvebisa `uazrobas 
laparakob,~ rbili adamiani ityvis, `miWirs Seni naTqvamis gageba.~ anda, 
nacvlad gamoTqmisa: `SenisTana usaqmurebi nervebs miSlian,~ rbili 
xasiaTis adamiani ityvis, `adamianebi, romlebic mudmivad igvianeben 
gadaxdas, zedmetad Sromas gvaiZuleben da Semosavlebs gvakargvineben~. 
iSviaTad Tu grZnobs vinme Tavs Seuracxyofilad rbili xasiaTis 
adamianebisgan. da marTlac, rbili xasiaTis erT-erTi gansazRvrebaa 
`Tavazianad pirdapiri~. 
 

mkveTri da rbili xasiaTi sxvadasxva cnebebia. rbili xasiaTis adamiani 
niSnavs adamians, romelic `Tavazianad pirdapiria~. 

 
 
gaiTaviseT, rom rbili saqcieli ar niSnavs agresiulobas25 
 
adamianebi xSirad ureven erTmaneTSi xasiaTis sirbiles da agresiulobas. 
agresiuli saqcieli sxvadasxvagvaria: 
 
1. agresorebi urTierTobas axorcieleben pirvelobis poziciidan. 

agresiul adamianebs hgoniaT, rom sxvebze meti codna aqvT an rom 
sasurvel Sedegs nebismier fasad unda miaRwion. isini urTierTobas 
ganixilaven gamarjveba-damarcxebis TvalsazrisiT, rac niSnavs, rom 
isini an imarjveben, an igeben. da Tu isini ageben, ese igi viRac igebs! 
maTTvis ucxoa kompromisi an iseTi gadawyvetileba, romlis Sedegadac 
yvela kmayofili darCeba. 

2. agresori SeiZleba iyos arapirdapiri, amjobinebdes manipulirebas an ar 
iyos gulwrfeli. agresiuli adamianebi SeiZleba sulac ar 
laparakobdnen bevrs. zogjer isini iyeneben sxvadasxva saSualebebs an 
manipulaciebs, rogoricaa yalbi emocia an yalbi qceva, romlebic 
mimarTuli arian sakuTari miznis miRwevisken. (satelevizio deteqtivi 
kolombo agresiulia dakiTxvisas, roca igi TamaSobs sulelis rols da 
aiZulebs adamianebs, aRiaron TavianTi danaSauli!) 

3. agresorebi mzad arian samagieros gadaxdisTvis. agresiuli molaparake, 
sabolood, winaaRmdegobas awydeba. isini SeiZleba cdebodnen, magram 
mainc iwyeben iseTi qselis gabmas, romelic ufro da ufro arTulebs 

                                                 
25 P. Timm, Basics of Oral Communication (Cincinnati, OH: Sourth-Western Publishing, 1993), p.p. 237-8 
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saqmes. rogorc qronikuli matyuarebs, maT, Cveulebriv, aRar axsovT, vis 
ra uTxres. 

4. agresorebi, sakuTari naweris an naTqvamis xazgasasmelad, farTod 
iyeneben msjelobas an emociur gamoTqmebs. maT hgoniaT, rom mkacri toni 
ufro mkafioa, magram ver amCneven, ramdenad uSlis igi xels 
urTierTgagebas. emociuri tonis gamoyeneba TiTqmis yovelTvis iwvevs 
sapasuxo emociur reaqcias. 

 
rbili midgoma gverds uvlis amgvar problemebs Tavisi gulwrfelobiTa da 
avtoritetulobiT. rbili midgomis mimdevrebi darwmunebuli arian, rom: 
 
1. pativi unda scen sakuTar ideebs da SesaZleblobebs. rbili midgomis 

mimdevarma adamianebma ician sakuTari Tavis fasi. maTi dro, niWi da 
Zalisxmeva pativiscemas imsaxurebs. isini ar malaven TavianT 
SesaZleblobebs, magram amave dros aRiareben da pativs cemen sxva 
adamianebis Tvisebebsac. 

2. pativiT unda moepyron sxva adamanebs. isini adamianebs afaseben, rogorc 
didi gamocdilebis mqone individebs, da ician, rom yvelas SeuZlia 
erTmaneTisagan raRacis swavla. maT ician, rom Tanamdeboba an 
socialuri statusi yovelTvis ar warmoadgens swori ideis gamoTqmis 
garantias. adamianebs sWirdebaT erTmaneTi da yovelTvis SeuZliaT 
sxvebisgan raime sasargeblos miReba.  

3. mravali problemisTvis gadaWra SeiZleba orive mxarisTvis 
damakmayofilebeli gadawyvetilebis miRebiT. urTierTobis mizani 
urTierTgagebis damyarebaa da ara meore mxaris ganadgureba. 
konfliqtebi ar unda ganixilebodes gamarjvebuli-damarcxebulis 
gamovlenis mizniT. Wkvianuri midgomis Sedegi unda iyos problemis 
gadaWra damarcxebulis gareSe. 

4. konsensusis miRweva SesaZlebelia Sexedulebebis pirdapir da 
gulwrfelad gamoxatvis Sedegad. rbili xasiaTis adamiani warmatebas 
zegavlenis moxdenis unariT, mosmeniTa da molaparakebiT aRwevs da ara 
manipulirebiT. 

5. gulwrfeli, Ria urTierToba spobs SurisZiebis an undoblobis 
survils. urTierToba ar unda gaixlarTos TamaSis badeSi. Ria 
damokidebuleba warmoSobs Ria urTierTobas. adamianebi ukeT grZnoben 
Tavs saubrisas rbili xasiaTis mqone adamianTan. endobian maT. 

6. emociurad datvirTuli saubari iSviaTad iZleva Sedegs. mkacri 
msjelobiT gajerebuli mimarTva xels uSlis problemis gadaWras da  
urTierTgagebas.  

 
garda rbili da agresiuli xasiaTis mqone adamianebisa arseboben ubralod 
pasiuri individebi. maTTan urTierToba uSedegoa, vinaidan maT, realurad, 
naklebad adardebT problema – isini apaTiurebi arian an ubralod ar 
undaT Tavis Sewuxeba. 
 
 
saboloo daskvnebi 
 
klientTa saCivrebi maTi loialobis mopovebis SesaZleblobas warmoadgens. 
ra Tqma unda, momCivanebi SeiZleba momabezreblebi arian, magram, isini 
SeiZleba Tqveni saukeTeso megobrebic aRmoCndnen. maT SeiZleba Tqveni 
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biznesis gaumjobesebisa da ganmtkicebis iseTi gzebi migiTiTon, romlebsac 
sxva veravin daganaxebT. es fasdaudebeli `dazvervaa~ konkurenciis 
brZolis velze. gamoiyeneT igi klientebis kmayofilebisa da loialobis 
mopovebisaTvis. 
 
 
ZiriTadi ideebis Sesaxeb 
 

• klientebTan urTierToba problemis gadaWrisadmi pozitiur 
damokidebulebas moiTxovs, Tumca ar aris aucilebeli misi zedmetad 
gamartiveba imis fiqriT, rom `klienti yovelTvis marTalia.~ 

• klientTan davisas mTavari is ki ar aris, Tu vin aris marTali da vin 
mtyuani, aramed is, Tu rogor unda iTanamSromlon mxareebma, raTa 
SesaZlebeli gaxdes klientis problemis mSvidobianad gadaWra. 

• klientis saCivari maTTan  urTierTobis ganmtkicebis da maTi 
loialobis Camoyalibebis SesaZleblobaa. 

• klientis SenarCunebis unar-Cvevebi aucilebelia warmatebuli 
karierisaTvis. maT regularulad unda iyenebdeT. 

• klientis SenarCunebisaTvis udidesi mniSvneloba aqvs misi `tkivilis~ 
gaTavisebas, yvelafris gakeTebas problemis gadasaWrelad da 
gaugebrobis aRmofxvras `simboluri kompensaciiT~. 

• klientis problemis gadasaWrelad yvela zomis miRebis Semdeg 
sasargebloa SemTxvevis Tavidan ganxilva da Sesabamisi daskvnis 
gamotana iqidan. 

• qronikuli momCivanebis SemTxvevaSi pirvelyovlisa saWiroa maTi 
motivebis garkveva da problemis gadaWris SesaZlo gzis SeTanxmeba 
maTTan. 

• efeqtiani werilobiTi urTierToba adamianTa Soris kavSiris iseT 
principebs gulisxmobs, rogoricaa daintereseba adresatis pirovnebiT, 
koncentrireba masze da misdami individualurad mopyroba pozitiuri 
informaciis gamoyenebis gziT. 

• mkveTri midgoma damRupvelia, maSin rodesac rbili midgoma problemis 
ukeT gadaWris saSualebas gvaZlevs. 

 
 
 
 
 
 
 
 
 
 
 
 

 
kidev erTi magaliTi 
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mtrulad ganwyobili klientis damSvideba26 

 
mtruli, gabrazebuli reagireba Cveulebriv mohyveba garkveul models, Tu 
igi sworadaa warmarTuli. aRniSnul models `mtrobis mrudi~ ewodeba, ai, 
rogor gamoiyureba igi: 
 

 
 
aucilebelia `mtrobis mrudis~ TiToeuli safexuris kargad gansazRvra: 
 
1. adamianebis umravlesoba racionalurad azrovnebs drois umetesi 

nawilis ganmavlobaSi. isini racionalur doneze moqmedeben. am doneze 
maTTan gonivrulad SeiZleba saubari. 

2. gaRizianebis dagrovebis an garkveuli incidentis gamo misi 
provocirebisas adamiani `iRebs starts~, iwyebs orTqlis gamoSvebas, 
Seuracxhyofs mis garSemo myof adamianebs da, zogadad, amJRavnebs 
mtrul ganwyobas. roca adamiani racionalur midgomas ugulvebelyofs, 
misi Semotrialeba `gonierebisken~ SeuZlebelia. 

3. aRniSnuli `starti~ samudamod ar gagrZeldeba. Tuki ar eqneba adgili 
Semdgom provocirebas, mtrulad ganwyobil adamians ubralod daeleva 
orTqli da `nela daSvebas~ daiwyebs. am dros man SeiZleba 
uxerxuladac igrZnos Tavi Tavisi saqcielis gamo. 

4. am dros, TanamSromels, romelic am yvelafris mowme gaxda, Tavisi 
azris gamoxatva SeuZlia. imas, rasac is am momentSi ityvis, Zalian didi 
mniSvneloba aqvs. TqviT raime mxardaWeris gamomxatveli, vTqvaT, 
`rTulia Tavis Sekaveba, roca aseTi aRelvebuli xarT~, an `mesmis, es 
TqvenTvis arasasiamovno iyo.~ garda amisa, mxardaWera unda gamoavlinoT 
Tqveni araverbaluri qceviTac. mxardaWeris gamoxatva aucileblad ar 
niSnavs Tanxmobas; is mxolod imaze mianiSnebs, rom Tqven gesmiT misi. 

5. Tu Tqven mxardaWeras Tqveni sityvebiT gamoxatavT, dainaxavT, rogor 
damSviddeba mtrulad ganwyobili adamiani. igi kvlav daubrundeba 
racionalur dones. 

6. racionalur doneze dabrunebis Semdeg ukve SegiZliaT klientTan
msjeloba im problemis gadaWrasTan dakavSirebiT, romelmac misi
gabrazeba gamoiwvia. adamianebs problemebis gadaWraze fiqri SeuZliaT 
maSin, roca isini racionalurebi arian da ara maSin, roca isini 

                                                 
26 Teaching Patient Relations in Hospitals: The Hows and Whys (New York: The American Hospital Association, 1983) 
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`mtrobis mrudis~ umaRles wertilze imyofebian. 
 
gamosacdeli kiTxvebi 
 
1. ratomaa aRelvebuli klientis damSvideba mniSvnelovani problemis 

gadaWraze msjelobis dawyebamde? 
2. rogor SegiZliaT daxmarebis aRmoCena klientisTvis `mtrobis mrudis~

mixedviT? gansakuTrebuli ra SegiZliaT uTxraT mas? risi Tqmisgan an 
gakeTebisgan unda SeikavoT Tavi? 

 
  
 
ZiriTadi terminebi: 
 
Abrasiveness mkveTri midgoma 
Aggressive behaviour agresiuli qceva 
Assertive behaviour rbili qceva 
“Blanket tone” zedapiruli toni 
Chronic complainers qronikuli momCivanebi 
Customer retention klientis SenarCuneba 
Hostility curve mtrobis mrudi 
Positive and negative wording azris pozitiurad da negatiurad 

Camoyalibeba 
Reader self-interest interesi mkiTxvelis mimarT 
Receiver-centered and  I-centered messages mimRebze koncentrirebuli da 

sakuTar Tavze koncentrirebuli 
mesijebi 

Recovery skills klientis SenarCunebis unar-Cvevebi 
“Symbolic atonement” `simboluri kompensacia~ 
 
 
Seamowme sakuTari Tavi: 
 
1. klientTan kamaTisas ar aris mniSvnelovani, Tu vin marTalia da vin ara. 

ra aris ufro mniSvnelovani am dros? 
2. romeli sami nabiji unda gadaidgas potenciurad dakarguli klientis 

SesanarCuneblad? 
3. ra SegiZliaT SesTavazoT `simboluri kompensaciis~ saxiT ukmayofilo 

klients? 
4. romelia qronikuli momCivanis zogierTi damaxasiaTebeli niSani? 
5. klientTa momsaxurebis rogori gansakuTrebuli teqnikis gamoyeneba 

SeiZleba qronikuli momCivanis winaaRmdeg? 
6. rogor SeiZleba gaRizianebuli klientis `ganiaraReba~? 
7. adamianebs Soris urTierTobis romeli principebis gamoyeneba SeiZleba 

Cveni werilobiTi urTierTobis gasaumjobeseblad? 
8. ratom unda moveridoT `zedapirul tons~? 
9. SeadareT da ganasxvaveT rbili da agresiuli midgomebi. 
 
 

 
momsaxurebis magaliTi 
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ukmayofilo klientis ganmuxtva da SenarCuneba27 

 
waikiTxeT qvemoT moyvanili mokle istoria. sTxoveT vinmes, Seasrulos 
ukmayofilo klientis roli. SeecadeT gasceT konstruqciuli pasuxebi ise, 
rom SeZloT klientis SenarCuneba. Tu SesaZlebelia, CaiwereT TamaSi 
videoze da Semdeg gaarCieT Tqveni sityvieri Tu usityvo qceva. 
 
TamaSis dawyebamde yuradReba miaqcieT situaciis dasaxasiaTeblad
gamoyenebul enas. ra problemas xedavT tonTan dakavSirebiT? rogor 
gamoxatavdiT orive mxaris Sexedulebebs ufro konstruqciuli eniT? 
 
 

 
`magari~ mogzauri da motelis `magari~ menejeri 

 
motelis menejeris istoria 

 
Tqvens motelSi axlaxans Sesaxlda ramdenime aseuli kilometriT 
moSorebuli qalaqis macxovrebeli. igi mTavrobis maRali rangis muSakis 
STabeWdilebas tovebs. Tavisi oTaxis monaxulebis Semdeg igi SemoiWreba 
Tqvens kabinetSi gancxadebiT, rom misi kondicioneri ar muSaobs. Tqven am 
oTaxis kondicioneris SekeTebaSi sul axlaxans gadaxdili gaqvT 75 
dolari. darwmunebuli xarT, rom klientma muSti miartya kondicioners da 
rom axlandel problemebze swored is aris pasuxismgebeli. daTmobaze arc 
ki fiqrobT. 
 

motelis stumris istoria 
 

axlaxan SesaxldiT arc Tu ise gadasarev motelSi. Sua agvistoa. 
temperatura 38 graduss aRwevs. scadeT kondicioneris CarTva, magram 
pultze xelis daWeris Semdeg kondicioneridan gaigeT raRac tkacunis xma 
da bolos dainaxeT iqidan gamomavali boli. muStiT ramdenime dartymis 
Semdeg boli qreba, magram kondicioneri ar muSaobs. gcxelaT, daRlili 
xarT da nanobT, ratom ar airCieT sxva, ukeTesi moteli. aseT 
mdgomareobaSi Tqven uvardebiT motelis menejers kabinetSi da eubnebiT, 
rom misi moteli iafia, dabali donisaa da cudad aris movlili. 
moiTxovT, rom menejeri imave wams gavardes Tqvens oTaxSi da SeakeTos 
kondicioneri. 
 
 

                                                 
27 es istoria Tavdapirvelad gaCnda p. r. Trimis da b. d. petersonis namuSevarSi  
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                Tavi IV 
 

Tqveni qceviT moipoveT klientis loialoba 
 

Tqveni qceva _ esaa is, rasac akeTebT 
 

`vinc ara scodavs sityviT, igia srulqmnili kaci, 
romelsac ZaluZs daurveba Tavisi xorcis. aha, Cven 
lagamiT viurvebT cxenebs, raTa dagvemorCilon da 
Cvens nebaze vaTamaSebT mTels maT sxeuls.” 

 
- biblia (iakobi 3:2-3) 

 
ras iswavliT am TavSi: 
 

• qceva aris is, rasac Tqven akeTebT. Tqveni saqcielis umetesi nawili 
gadaicema verbalurad (sityvierad) da araverbalurad (usityvod). 

• individualuri qmedeba, organizaciuli qcevis saxiT, `mesijebs” 
ugzavnis klientebs. es qceva SeiZleba dadebiTad an uaryofidan 
moqmedebdes klientebis warmodgenaze miRebuli momsaxurebis Sesaxeb. 

• nebismier saqciels (an usaqcielobas) SeuZlia raRac informaciis 
gadatana; aseTi informaciis mniSvnelobas informaciis mimRebi (mag., 
klienti) gansazRvravs. 

• molodinis gadaWarbeba kulturis sferoSi damokidebulia rogorc 
individualur, ise organizaciul qcevebze anu kulturaze. 

• urTierTobis roli dagegmil qcevaSi da urTierTobis ori kritikuli 
wesi. 

• TxuTmet sagangebo qcevas SeuZlia klientis molodinis gadaWarbeba 
individualuri kulturis sferoSi. 

• Svidi qceva klientebs acnobs organizaciis kulturas. 
 

 
ai, rogor xdeba es 

 
gaxsovdeT, rom nebismieri Tqveni saqcieli `mesijia” 

 
mogviTxrobs iumoristi deiv beri:28 
 
jos (Cems advokats) hyavs klienti, romelsac me Carlzs veZaxi. es aris 
saSualo donis finansuri eqsperti, romelsac arasdros Seqmnia problema. 
erTxel, roca Carlzi samsaxuridan Sin brundeboda, sakontrolo punqtis 
gavla mouxda. roca misi jeri dadga, igi Tavisi manqaniT miuaxlovda 
kiosks da gauwoda moriges 1.25 dolari. am dros kioskis moxelem amoiRo 
dolarianebis dasta (Carlzis sityvebiT `udidesi, romelic ki odesme 
menaxa.”) da daiwyo misi mSvidad gadaTvla. gaiara erTma wuTma. Carlzis 
ukan rigi dadga. gavida meore wuTi. Carlzi ijda da uyurebda kioskis 
moxeles, romelic aSkarad apirebda mTeli dastis gadaTvlas da, vin icis, 
iqneb Semdeg `omi da mSvidobac~ waekiTxa. Carlzis ukan sul ufro mzard 

                                                 
28 D. Berry, “Booth Won’t Take Toll, but Bad Attitude Will”, Knight-Ridder Newspapers, April 7, 1991. 
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rigSi zogi yviroda, zogi manqanas ayvirebda, zogic albaT iaraRs eZebda 
manqanis ujraSi. 
 
bolos Carlzma, miuxedavad imisa, rom uzrdeli ar iyo, gadawyvita cudad
moqceuliyo. man sami cudi saqcieli Caidina: (1) kioskis moxeles uTxra 
raRac, rac aranairad ar iyo dakavSirebuli gadasaxadis gadaxdasTan; (2) 
miayara Tavisi 1.25 dolari da (3) wavida.  
 
magram Carlzma Sors wasvla ver moaswro. mas swafad daewia policiis ori 
manqana, igi eskortiT miiyvanes policiis ganyofilebaSi, saidanac man jos 
daureka. jom misi cixidan daxsna mxolod 50 dolaris odenobis jarimis 
gadaxdis Semdeg moaxerxa. 
 
 
qceva, ra Tqma unda, aris is, rasac adamianebi sCadian. igi sxvebze 
verbalurad an araverbalurad axdens zemoqmedebas. Cvens megobars, kioskis 
moxeles, xmac ar amouRia, magram, miuxedavad amisa, misi `mesiji” iyo 
mkafio da xmamaRali - `sulac ar mainteresebs aq Segrovili adamianebi!” 
 
SeiZleba naklebad gamomwvevi formiT, magram Cven yvelani, drodadro, Cveni 
qceviT gadavcemT sxva adamianebs araswor `mesijebs”. gamyidveli, romelic 
ar esalmeba klientebs, TanamSromeli, romelic igvianebs, xelosani, 
romelic uwesrigod tovebs Tavis samuSao adgils – yvela raRac 
infromacias gvawvdis. informaciis gadacemis ori mniSvnelovani wesi 
arsebobs: 
 

1. nebismieri ram raRacas gvatyobinebs. 
2. `mesijis” mimRebi gansazRvravs miRebuli informaciis mniSvnelobas. 

 
winamdebare TavSi ganxilulia zogierTi qcevebi – individebisa Tu 
organizaciebisa – romlebic klientebs garkveul informacias awvdian. 
cxadia, qcevaTa raodenoba amouwuravia, amitom aq mxolod iseT 
saqcielebzea saubari, romlebic yvelaze xSirad gvxvdebian da romlebic 
Zalian mWidrod arian dakavSirebuli klientis ganwyobasTan. 
 

nebismieri qceva garkveul informacias awvdis klientebs. 

 
 
gamoiyeneT qceva da kultura klientis molodinis gadasaWarbeblad 
 
 
TiToeul klientze erTmaneTTan mWidrod dakavSirebuli ori kultura 
zemoqmedebs: im individis kultura, romelic gvemsaxureba, da mTliani 
organizaciis kultura. kultura mravali faqtorisagan Sedgeba, romlebic 
ganamtkiceben individualur qcevas. Tu kompaniaSi muSaoba saxalisoa, maSin 
misi TanamSromlebic aseve xalisiT epyrobian TavianT klientebs. Tu 
organizaciis kultura ufro oficialuri unda iyos, (magaliTad, 
saadvokato firmebSi da sxva profesiuli momsaxurebis ofisebSi), es 
miiRweva TanamSromlebis qceviTa da sxva organizaciuli faqtorebis 
daxmarebiT, romlebsac amave TavSi mogvianebiT ganvixilavT. 
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Wal-Mart-is damfuZnebeli sem uoltoni, romelsac kargad esmoda, Tu ras 
niSnavs organizaciuli qceva, ambobda: `TanamSromlebi iseve moeqcevian 
Tqvens klientebs, rogorc Tqven (anu menejerebi) eqceviT Tqvens 
TanamSromlebs.” enTuziazms, megobrul ganwyobas, xaliss da simartives 
klientebi swrafad aRiqvamen. Southwest Airlines, romlis kulturac 
araoficialurobas da xalisian momsaxurebas gulisxmobs, sul sxvagvarad 
xedavs Tavis organizaciul kulturas, vidre misi konkurentebi. 
organizacia warmatebiT iyenebs Tavis kulturas rogorc klientebis, aseve 
TanamSromlebis mosazidad, romlebic bednierad grZnoben Tavs im 
atmosferoSi. da marTlac, saukeTso kompaniebSi Catarebuli kvlevebi 
gviCvenebs, rom `sixalise” gansakuTrebiT mniSvnelovani kriteriumia. 
 
 
qceva qmnis kulturas 
 
xSirad Tqvenma umniSvnelo saqcielma SeiZleba udidesi informacia  
miawodos Tqvens klientebs. wvrilmani xom yvelafers niSnavs! winamdebare 
TavSi ganxilulia is 15 qceva, romlebic, erTad aRebuli, kulturas qmnian. 
Tu kargad gaerkveviT maT arsSi, SeZlebT momsaxurebis gaujobesebas, 
Tumca momsaxurebis sferoSi bevr muSaks jerac ar esmis qcevebis didi 
mniSvneloba.29 
 
 
1. SexvdiT klientebs, rogorc stumrebs 
 
vudi alenma erTxel Tqva, rom warmatebis 80%-s xalxSi saTanadod 
gamoCenis unari warmoadgens. klientTa momsaxurebaSi ki warmatebis 80%-s 
Seadgens maTTan rogorc iseT stumarTan moqceva, romelic es-es aris 
gewviaT. roca stumrebs saxlSi iRebT, albaT esalmebiT, ara? eubnebiT 
`gamarjoba!” an `salami!” Tumca zogierT organizaciaSi klientebs, jer 
kidev srul ignorirebas uweven. megobruli misalmeba swored is 
wvrilmania, romelsac didi mniSvneloba aqvs. 
 
 
dauyovnebliv wamoiwyeT saubari 
 
Catarda kvlevebi im drois dasadgenad, ramdensac klientebi elodnen 
misalmebas zogierT organizaciaSi. mkvlevarebi ekiTxebodnen klientebs, 
Tu ra periodi uxdebodaT cda misalmebamde. yvela kvlevisas klientebi 
imaze met dros asaxelebdnen, vidre faqtobrivad hqondaT daxarjuli. 
klienti, romelsac 30-40 wamis ganmavlobaSi uwevda misalmebisTvis lodini, 
fiqrobda, rom man amisTvis 3-4 wuTi daxarja! dro nela gadis, roca Tavs 
ignorirebulad grZnob. 
 
swrafad misalmeba klients stresisagan aTavisuflebs. Tumca, ratom unda 
ganicdidnen klientebi stress? gaxsovdeT, isini ucnob teritoriaze arian 
da amitom uxerxulad grZnoben Tavs. Tqven iq yoveldRe muSaobT, isini ki 

                                                 
29 P. Timm, 50 Powerful Ideas You Can Use to Keep Your Customers, 2nd ed. (Hawthorne, NJ: Career Press, 1995) 
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mxolod stumrebi arian. megobruli salmiT Segebeba Svebas hgvris klients 
da ufro sasiamovnos xdis misi momsaxurebis process. 
 

Tuki klients ar miesalmebiT, igi ufro didi stresis qveS moeqceva. 

 
 
ilaparakeT 
 
sityvierad miesalmeT klients 10 wamis ganmavlobaSi maRaziaSi misi 
Semosvlis an Tqvens samuSao adgilTan moaxloebis Semdeg. maSinac ki, Tuki 
dakavebuli xarT sxva klientis momsaxurebiT an saubrobT telefonze, 
gaakeTeT pauza da miesalmeT axalmosuls; agrZnobineT mas, rom moxaruli 
xarT da rom male masac moemsaxurebiT. 
 
 
moigeT klientis guli 
 
odesme gifiqriaT, swrafi kvebis zogierT restoranSi ratom modis 
TqvenTan restornis TanamSromeli da Tqvens SekveTas iwers maSin, roca 
Tqven jer kidev rigSi dgaxarT? ifiqreT amaze. TanamSromeli Tqvens 
SekveTas furcelze iwers da gawvdiT am Canawers, raTa winaswar 
gaagzavnoT igi salaroSi. ratom akeTeben amas? mxolod klientis gulis 
mosagebad. Tuki aravin mogesalmebodaT da aravin gamogarTmevdaT SekveTas, 
Tqven SeiZleba wasuliyaviT kidec iqidan Tqveni rigis mosvlamde. axla ki 
fiqrobT, rom SekveTa ukve micemuli gaqvT da amitomac ar apirebT rigis 
mitovebas.  
 
ase rom, miesalmeT klientebs gulTbili sityvebiT da SeecadeT maTi 
gulis mogebas Tqvens organizaciaSi. 
 
 
2. daamtvrieT yinuli 
 
saubris dawyebis saukeTeso gza damokidebulia imaze, Tu ra surs Tqvens 
klients. bevr SemTxvevaSi, gansakuTrebiT sacalo vaWrobis maRaziebSi, 
klientma unda ifiqros, rom es swored is `megobruli da sasiamovno 
adgilia”, sadac mas vaWroba surs. is darwmunebuli unda iyos, rom aravin 
aiZulebs raimes yidvas, Tuki TviTon ar moisurvebs. swored amisaTvis 
gamogadgebaT `yinulis mtvrevis” meTodi. zogjer klientebs ubralod 
daTvaliereba surT da adgilTan SeCveva esaWiroebaT, sanam raimes yidvas 
gadawyvetdnen. `yinulis mtvrevis” saukeTeso meTodia am dros masTan 
megobrulad gamolaparakeba ise, rom Tqveni saubari ar exebodes maRaziis 
Temas. ai zogierTi magaliTi: 
 

• komentari: `Zalian lamazi halstuxi gaqvT.” `ra kargi bavSvebi gyavT. 
ramdeni wlisani arian?” 

• amindTan an adgilobriv ambebTan dakavSirebuli komentari: `ra 
mSvenivrad anaTebs mze!” `mgoni Tovs, ara?” `rogor mogewonaT 
guSindeli fexburTi?” 
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• umniSvnelo saubari. gamoZebneT klientisTvis saintereso raime Tema, 
magaliTad, sporti, samuSao, saerTo nacnobebi, gamocdileba da a.S. da 
Semdeg CaiTrieT igi saubarSi. 

 
Tu damTvalierebels mTeli yuradReba fokusirebuli aqvs saqonelze 
(uWiravs ramodenime perangi an eZebs gansakuTrebuli mwarmoeblis nawarms), 
is `fokusirebul myidvelad” SeiZleba CaiTvalos.  
 
aseT klientTan `yinulis mtvrevis” meTodis gamoyenebis saukeTeso 
saSualeba iqneboda uSualod sayidlebze saubari: 
 

• daaswariT klients da SeekiTxeT: `ra zomas eZebT, batono?” `SemiZlia 
dagexmaroT kabis SerCevaSi?” 

• miawodeT damatebiTi informacia: `yvela perangi dRes 25%-iani 
fasdaklebiT iyideba.” `Cven sxva zomebic gvaqvs.” 

• SesTavazeT rCeva an rekomendacia: `Tuki ver gadawyviteT, ramdeni naWeri 
dagWirdebaT, Cveni Semfaseblebi dagexmarebian.” 

 
yuradRebiani iyaviT klientebis saWiroebebis mimarT. daacadeT maRaziis 
Tvaliereba, Tu maT ase surT, Tumca yovelTvis srul mzadyofnaSi iyaviT 
sapasuxod da dasaxmareblad, roca isini gadawyveten raimes yidvas. sacalo 
vaWrobis sferos kvlevebi gviCvenebs, rom yidvasTan dakavSirebuli 
gadawyvetilebebis 60-80% miiReba uSualod maRaziaSi.30 es swored is 
adgilia, sadac klientebi pirispir aRmoCndebian Tqvens kulturasTan. 
 

gaarkvieT, `yinulis mtvrevis” romeli meTodi muSaobs ukeTesad sxvadasxva 
klientis SemTxvevaSi. 

 
im organizaciebSi, romlebic ar iyeneben sacalo vaWrobas, klientebis 
momsaxurebis survili megobrulad, gulwrfelad unda gamoxatoT. 
daarwmuneT klientebi, rom SegiZliaT maTi daxmareba. dausviT kiTxvebi maT 
saWiroebebis, interesebisa an problemebis ukeT gasarkvevad. 
 
 
3. ar dainanoT gulwrfeli komplimenti 
 
raime sasiamovnos Tqmas sul erTi wami Tu dasWirdeba, samagierod ki 
udides keTilganwyobas moimkiT. ar dainanoT gulwrfeli komplimenti 
Tqveni klientebisTvis. ai, risi Tqma SegiZliaT: 
 

• klientis tansacmelTan an raime aqsesuarTan dakavSirebiT: `momwons 
Tqveni Sarfi!” `ra mSvenieri svitri gacviaT.” `Tqveni fexsacmeli albaT 
Zalian mosaxerxebelia.” `ra mSvenieri yelsabamia!” 

• maT bavSvebTan dakavSirebiT: `ra mSvenieri biWunaa!” `ramdeni wlisaa 
Tqveni gogona? Zalian lamazia.” `namdvili kacia!” 

                                                 
30 “Yamaha Merchandising Training”, Yamaha Corp.; Sam Geist, Why Should Someone Do Business with you Rather 
Than Someone Else?, p. 98 
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• maT qcevasTan dakavSirebiT: `gmadlobT lodinisTvis. namdvilad didi 
moTmineba gaqvT!” `ra yuradRebiani xarT.” `didi madloba Tbili 
RimilisTvis.” 

• maT qonebasTan dakavSirebiT; `momwons Tqveni manqana. romeli wlis 
gamoSvebaa?” `me SevamCnie Tqveni Cempionobis beWedi. im dros 
TamaSobdiT?” 

 

bevrs uWirs komplimentis Tqma, Tumca TviTon siamovnebiT iReben
gulwrfel kompliments. Cvevad gaixade komplimentis Tqma. 

 
Tu gsurT komplimentis Tqma Cvevad geqceT, Semdeg xerxs mimarTeT: miznad 
daisaxeT yoveldRe 10 komplimentis Tqma da naxavT, rogor gaizrdeba 
Tqveni popularoba. adamianebs uyvarT komplimentebi. amitomac Tqvenma 
Zalisxmevam (gansakuTrebiT maSin, Tuki komplimentebs Tqveni 
kolegebisTvisac ar daiSurebT) Tbili da sasiamovno samuSao garemo 
Seqmnas.  
 
 
4. mimarTeT adamianebs saxeliT 
 
adamianisTvis  yvelaze sasiamovnod misi saxeli JRers. Cven mogvwons, roca 
adamianebi cdiloben mis gagebas da saxeliT mogvmarTaven. Sesabamisi 
situaciisas gaecaniT klients saxeliT da misi saxeliTac dainteresdiT. 
Tu situacia ar giwyobT xels, klientis saxeli SegiZliaT SeityoT misi 
Cekidan, sakredito baraTidan, SekveTis formidan an sxva qaRaldebidan. 
 
Tumca familiarulic nu iqnebiT Tqvens klientebTan. Tqvens klientebs 
Zalian esiamovnebaT, Tuki ase mimarTavT: `b-no smit” an `q-no jounz”, magram 
magaliTad, homer an marj, Tu maT ubralod saxeliT mimarTavT, sruliad 
samarTlianad, aseTi saqcieli uxeSobaSi CamogerTmevaT (es gansakuTrebiT 
exebaT axalgazrda TanamSromlebs asakovan klientebTan muSaobisas). ase 
mimarTvas jobs gacilebiT oficialuri iyoT. Tu adamianebs  undaT, rom 
maT saxeliT mimarTon, TviTon getyvian amis Sesaxeb. 
 

mimarTeT klients saxeliT, Tuki situacia amis saSualebas iZleva. es 
ufro guliTads gaxdis Tqvens urTierTobas. 

 
 
5. esaubreT klientebs TvalebiT 
 
maSinac ki, roca ar SegiZliaT xmamaRla miesalmoT an yuradReba miaqcioT 
Tqvens klients, aucileblad SexedeT mas. Tqveni gamoxedva Seatyobinebs 
klients, rom Tqven gsurT misi momsaxureba. Sexedva qmnis kavSirs Tqvensa 
da Tqvens klients Soris. igi atyobinebs mas, rom gainteresebT masTan 
urTierToba. qvemoT moyvanilia magaliTi Cveni megobris piradi 
cxovrebidan, roca `mesiji~ arasworad iqna gagzavnili: 
 

erTxel Sevedi saaTebis SemkeTebel patara saamqroSi, romlis farTobic 10 
kv. m-ze meti ar iqneboda. saamqros mflobeli Tavisi saqmis namdvili eqsperti 
iyo da fasebic misaRebi hqonda. roca Sevedi, igi sxva klients emsaxureboda. 
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me sul iqve, yurisZiras vedeqi da ramdenime wuTi damWirda misi yuradRebis 
misaqcevad. CemTvis es sakmaod uxerxuli iyo. is moemsaxura klients da 
Semdeg mec didi yuradRebiT momekida, Tumca me SeiZleboda arc 
davlodebodi. ubralod imitom, rom Zneli asatania, roca dgexar da aravin 
gaqcevs yuradRebas. erTaderTi, rac mas aucileblad unda gaekeTebina _ 
ubralod unda momsalmeboda da egrZnobinebina CemTvis, rom sul male 
aucileblad momaqcevda yuradRebas. 

 

ubralo Sexedvas SeuZlia iseTi `mesijis” gadacema, romelic Seatyobinebs 
klients, rom gsurT misi momsaxureba. 

 
misalmebis garda drosac didi mniSvneloba aqvs. 10 wamis wesi aqac 
moqmedebs. aT wamis ganmavlobaSi SexedeT klients maSinac ki, roca sxva 
klientiT xarT dakavebuli.  
 
axali klientis misalmebisas ar unda SewyvitoT pirveli klientis 
momsaxureba. ubralo pauza an swrafi mzera sakmarisia imisaTvis, rom 
klients kvlavac TqvenTan mosvlis survili gauCndes, radgan man ukve icis, 
rom Tqven yuradRebiT moekidebiT. 
 
klientebTan muSaobisas yuradReba miaqcieT, Tu rogor uyurebT mas. 
urTierTobaTa eqspertis, bert dekeris sityvebiT TvaliT kontaqtis sami 
ZiriTadi momentia intimuroba, muqara da monawileoba. intimuroba (roca 
siyvaruls gamovxatavT) an muqara (roca Zalis demonstrireba gvinda) 
TvaliT meore adamians sul raRac 10 wamSi gadaecema, Tumca Sexedva 
SeiZleba erT wuTsac da met drosac gagrZeldes. 
 
yvelaze mTavari biznesSi mesame momenti – monawileoba. Cvens kulturaSi 
adamianebi monawileobas sxva adamianisaTvis mzeris 5-10 wm-is ganmavlobaSi 
mipyrobiT gamoxataven. rac, rogorc wesi, komfortulia adamianebisTvis. 
Tu Tqven amaze xSirad gaixedavT ganze, SeiZleba aramdgradi an eWviani 
adamianis saxeli moixveWoT. Tu TvalebSi ufro xangrZlivad SexedavT 
adamians, maSin amas intimurobis an muqaris saxe eZleva. 
 
 
6. xSirad SeekiTxeT klientebs: `rogor gamomdis saqme?” 
 
legendaruli politikosi da niu iork siTis yofili meri, ed koxi xSirad 
ekiTxeboda amas Tavis TanamSromlebs. es fraza misi sloganic ki gaxda. 
rogorc amboben, igi ara mxolod usvamda maT am kiTxvas, aramed pasuxebsac 
iTvaliswinebda. yvelafers rom Tavi davaneboT, man mravali wlis 
ganmavlobaSi SeinarCuna `didi vaSlis” meris wodeba. es kiTxva SeiZleba 
Cvenc gamoviyenoT. 
 
biznesis warmoebisas aucilebelia am kiTxvis rac SeiZleba xSirad dasma. 
garda saqmianobis formaluri Sefasebisa, TanamSromlebma unda 
gamoavlinon sworad aRqmis unaric. rTuli da zogjer damabnevelic kia 
adamianebis mier gamoTqmuli SeniSvnebisa da kritikis aRqma. Zalian didi 
gambedaobaa saWiro imisTvis, rom kritika ara marto miiRo, aramed 
moiTxovo kidec! 
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kritikisadmi obieqturi damokidebuleba gamoixateba kiTxvebis dasmisa da 
pasuxebis mosmenis surviliT. 

 
rogorc me-3 TavSi davrwmundiT, zogierTi Tqveni saukeTeso idea im 
SeniSvnebis safuZvelze daibada, romlebic sxvebma gagiziares. 
 
 
7. gaigeT ufro meti, vidre yuriT gesmiT 
 
vinaidan Zalian cotaa iseTi adamiani, romelsac mosmena SeuZlia. msmeneli 
yvelas esWiroeba. adamiani ufro saintereso xdeba, roca Cumdeba da 
mosmenas iwyebs. yuradReba miaqcieT Tqveni laparakis da mosmenis 
Sefardebas. aZlevT klients, sul cota, Tanabar dros Tavisi azris 
gamosaTqmelad? 
 
ukeTesad mosmena rom iswavloT, gaiTvaliswineT Semdegi mosazrebebi: 
 

• gansajeT adamianebis mier naTqvamis Sinaarsi da ara azris gamoTqmis 
saSualebebi. klientma SeiZleba ver gamonaxos `swori” sityvebi, magram 
man xom yvelaze ukeT icis, Tu ra sWirdeba! 

• SeikaveT Tavi. nu daiwyebT Tqveni azrebis gadmofrqvevas, vidre klienti 
saTqmels ar daamTavrebs. 

• imuSaveT mosmenaze. uyureT klients da aiZuleT Tavi mousminoT mis 
naTqvams. moicileT sxva fiqrebi. 

• nu gagefantebaT yuradReba. klienti yuradRebis centrSi gyavdeT. 

• ecadeT problemaSi kargad garkvevas ise, rom bolomde gaigoT klientis 
gasaWiri. gaakeTeT es muqaris gareSe. dasviT gulwrfeli, 
keTilganwyobili kiTxvebi. 

 
 
8. ar dagaviwydeT sityvebi `Tu SeiZleba” da `gmadlobT” 
 
 
iyaviT Tavaziani. `Tu SeiZleba” da `gmadlobT” jadosnuri sityvebia 
klientis gulis mosagebad. maTi warmoTqma Zalian advilia da, amave dros, 
Zalian momgebianic. 
SeiZleba es zogierT klients Zvelmodurad miaCndes da ar mogeqces 
zrdilobianad, magram es xom misi samsaxuri ar aris! erT-erTi klienti, 
magaliTad, aRwerda situacias, roca gamyidvelma masTan urTierToba 
daasrula sityvebiT `esec ase”. Tavad gamoTqma SesaZloa arc ise cudia, 
magram igi verasdros Secvlis madlobas. 
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9. gaamxneveT klienti! 
 
myidvels Zalian swrafad SeuZlia daubados sinanulis grZnoba, 
gansakuTrebiT maSin, roca igi bevrs yidulobs. Tqven SegiZliaT klientis 
`acra” sinanulis winaaRmdeg da misi darwmuneba, rom kargi gadawyvetileba 
miiRo. 
 
uTxariT, magaliTad, `darwmunebuli var, SenaZeni bevr siamovnebas 
moganiWebT,” an `Tqvens ojaxs es Zalian moewoneba.” es amxnevebs adamians da 
TqvenTan xelmeored mosvlisaken ubiZgebs. da, rac yvelaze mTavaria, igi 
karg xasiaTze dgeba. 
 
dawesebulebis muSakma SeiZleba asec mimarTos Tavis TanamSromels: 
`darwmunebuli var, gixaria, rom samuSao rogorc iqna damTavrda,” an `me 
TviTon movaxerxeb ganaxlebas – Sen yvelaferi gaakeTe, rac saWiroa.”  
 
gamxnevebis Zlieri saSualebaa telefoni. erT-erTi midgoma gviCvenebs, 
ramdenad mniSvnelovani SeiZleba iyos satelefono zari klientTan. 
treningis farglebSi Semsruleblebi ayalibeben martiv mimarTvas da 
maSinve rekaven TavianT klientebTan. saubari daaxloebiT ase warimarTeba: 
 

gamarjoba, me kris uilsoni var `meijor bankidan”. ubralod dagirekeT, rom 
giTxraT: Cven Zalian vafasebT Tqvens bizness da, momsaxurebis gaumjobesebis 
mizniT, gvainteresebs, raime SeniSvnebi, xom ar gaqvT Cvens mimarT. 

 
ai, sul es aris. Semdeg isini usmenen klients. Sedegi: klienti gaocebulia, 
rom bankis TanamSromelma mxolod misi azris mosasmenad dareka da ara 
raimes SemoTavazebis mizniT! bankis imiji mkveTrad izrdeba. 
 
 
10. Rimili 
 
rogorc amboben, `samuSaod gamowyobili ara xar, vidre ar gaiRimeb.” 
cinikurma adamianma ki SeiZleba asec Tqvas: `gaiRime da veravin mixvda ras 
apireb.” magram, Tqveni RimiliT Tqven xom gindaT agrZnobinoT klientebs, 
rom isini swor adgilas movidnen da rom aq misi megobrebi arian. 
 
gaxsovdeT, rom Rimili orgvarad gamoixateba: tuCebiTa da TvalebiT. 
mxolod tuCebze miwebebuli Rimili arabunebrivi da araguwrfelia. amiT 
veravis moatyuebT. ufro zustad, aseTi RimiliT yvelas daafrTxobT! 
 
Tvalebi ki, Tqveni sulis sarkeebi, gamoxataven Tqvens WeSmarit 
damokidebulebas adamianebis mimarT. gaiRimeT TvalebiTac da tuCebiTac! 
dae, Tqveni saxe adasturebdes, rom gixariaT stumrebis mosvla. 
 

WeSmariti Rimili _ es TvalebiT Rimilia! 
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zogierTi adamiani ufro metad iRimeba, vidre sxvebi 
 
 
unda iTqvas, rom zogierTi adamiani ufro advilad iRimeba, vidre sxvebi. 
zogierTisTvis ufro saxis seriozuli gamometyvelebaa bunebrivi. 
amerikul kulturaSi marTalia, Rimili Sexvedrisas Cveulebrivi movlenaa, 
magram mainc sasiamovno. Tu ar SegiZliaT gaRimeba, ivarjiSeT. ar aris 
aucilebeli yurebamde gaiRimoT (es adamianebs daafiqrebs kidec), gaiRimeT 
bunebrivad. arc warbebi dagaviwydeT! zogierT adamians isini mudmivad 
SeWmuxnuli aqvs, saWiroa es Tu ara. CaixedeT sarkeSi. msaxiobiviT imuSaveT 
Tqveni saxis gamometyvelebaze. 
 
 
11. gamoiyeneT kargi satelefono teqnika 
 
telefonis gamoyeneba saWiroa zogierTi sagangebo qcevisas, gansakuTrebiT 
maSin, roca telefoni klientTan kontaqtis erTaderTi saSualebaa. 
telefoniT saubrisas mTavaria gaxsovdeT, rom klienti ver gxedavT. Tqveni 
amocanaa xmiT SeavsoT is danakargi, romelsac araverbaluri urTierToba 
iwvevs. me-7 TavSi ufro detaluradaa ganxiluli satelefono saubris 
teqnika, magram amjerad, modiT mxolod ramodenime sasargeblo rCeva 
gaviTvaliswinoT: 
 

• aucileblad SeatyobineT mosaubres Tqveni saxeli. mieciT klients imis 
saSualeba, rom icodes, vis elaparakeba; TiTqos pirispir saubrobdeT 
da mas SeeZlos mkerdze mibneuli Tqveni saxelis amokiTxva. 

• gaiRimeT telefonSi. Tqveni Rimili rogorRac telefoniTac aRwevs 
adamianebamde! satelefono samsaxuris zogierT profesionals win sarke 
udgas da akontrolebs sakuTari saxis gamometyvelebas, radgan RimiliT 
warmoTqmuli TiToeuli sityva dadebiT impulsebs gadascems adamianebs. 
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• nu moaklebT satelefono klients infromacias. Tu infromaciis 
mosaZebnad dro gWirdebaT, uTxariT klients amis Sesaxeb, nu gaCumdebiT 
da nu afiqrebinebT, rom satelefono kavSiri gaiTiSa. 

• hkiTxeT klients, ra ainteresebs. gamoiyeneT iseTi kiTxvebi, rogoricaa 
`riT SemiZlia dagexmaroT?” an `ra SemiZlia gavakeTo TqvenTvis?” 

• gamoexmaureT klientis Txovnas. auxseniT mas, ris gakeTebas apirebT da 
ramden xanSi etyviT pasuxs. `gavarkvev daricxvis ambavs da xuTi 
saaTisTvis dagikavSirdebiT, SeiZleba?” 

• madloba gadauxadeT klients darekvisaTvis da amiT miaxvedreT, rom 
saubari dasrulda. 

• SeecadeT Tqveni xma sicocxliT iyos savse, nu isaubrebT uferuli, 
oficialuri toniT. eqspresiulad gamoxateT gulwrfeli reaqcia.  

• Wkvianurad gamoiyeneT `lodinis” reJimi. klientebs ar uyvarT, roca maT 
acdevineben. magram Tuki es aucilebelia, auxseniT maT mizezi da 
drodadro daelaparakeT xolme. amiT Tqven agrZnobinebT klients, rom 
igi ar dagviwyebiaT. Tu saqmis mogvarebas ramdenime wuTze meti 
sWirdeba, uTxariT klients, rom Tqven TviTon daurekavT mogvianebiT. 
CaiwereT, rom dasareki gaqvT da ar dagaviwydeT dapirebis Sesruleba! 

• gamoiyeneT megobruli, taqtiani sityvebi. arasdros daadanaSauloT 
klienti; arasdros agrZnobinoT, rom misi Txovnis Sesruleba TqvenTvis 
ubralod movaleobis moxdaa.31 

 
 
12. miaqcieT yuradReba dros 
 
gansakuTrebul zemoqmedebas axdens klientebze urTierTobis dasrulebis 
Semdgomi yuradReba. warmatebuli gamyidvelebi saxlSic ki urekaven 
klientebs, raTa darwmundnen, rom isini kmayofili arian nayidi saqonliT. 
zogierTi gamyidveli amas mxolod maSin akeTebs, roca Tavisufali dro 
aqvs; ufro gamWriaxebi ki – regularulad, amisaTvis sagangebod gamoyofil 
dros. klientebis kmayofilebaze orientirebuli vaWrobis sferos muSakebi 
maT mimarT yuradRebis gamoxatvas yovelTvis cdiloben. 
 
sagangebod amisaTvis Sedgenili cxrili dagexmarebaT Semdgomi yuradRebis 
gamoCenaSi klientebis mimarT. CaixazeT es cxrili rveulSi an daxazeT igi 
calke furclebze. cxrili oTxi svetisgan unda Sedgebodes: 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                                 
31 Winning Telephone Techniques, JWA Video, Chicago 
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TariRi 
davaleba (saxeli, gvari; 

telefonis nomeri, ra dahpirdiT) 
gasakeTebelia gakeTda 

    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
 
 
13. yuradRebis gamoCena xelis SexebiTac SeiZleba  
 
Sexeba urTierTobis Zlieri formaa. isargebleT SemTxveviT da xeli 
CamoarTviT klients, gasamxneveblad SegiZliaT xeli mxarzec ki 
mouTaTunoT, Tuki situacia mogcemT amis sababs. 
 
dakvirveba bankis molareebis muSaobaze adasturebs Sexebis did 
zemoqmedebiT unars. molareebs ubrZanes xurdis, specialur TefSze dayris 
nacvlad, misi pirdapir klientis xelSi Cayra. mkvlevarebma aRmoaCines, rom 
im klientebis TvalSi, romlebsac xurda xelSi Cauyares (anu Seexnen), 
bankis avtoriteti mkveTrad gaizarda. amave kvlevis ganmavlobaSi im 
adamianebisTvis `naCuqari” fulis odenoba, romlebic momsaxurebisas 
klientebs xeliT exebodnen (restoranSi saWmlis mitanisas, xurdis 
dabrunebisas an qviTris micemisas), mkveTrad gaizarda.  
 
urTierTobas Sida klientebsa da TanamSromlebs Soris mkveTrad 
aumjobesebs ubralo xelis Sexeba. Tumca, nu gadaaWarbebT; es yvelas rodi 
siamovnebs. scadeT Sexeba, magram Tu igrZnobT, rom klients es ar moswons, 
gamoZebneT keTilganwyobis gamoxatvis sxva xerxi. ar dagaviwydeT 
zomiereba! arasdros SeexoT adamians ise, rom Tqveni moqmedeba intimur an 
seqsualur miniSnebad iqnes aRqmuli. 
 

mokrZalebuli Sexeba urTierTobis Zlieri formaa. Tumca  gaiTvaliswineT, 
rom es Jesti socialurad da pirovnulad misaRebi unda iyos. 

 
 
14. TiToeuli adamianis individualoba udidesi ganZia 
 
gamoCenili amerikeli mwerali selinjeri ambobda, `me Sebrunebuli 
paranoiki var. imitom, rom mgonia, yvela mxolod Cems siamovnebaze 
fiqrobs.” kargi iqneba, Tuki Cvenc ase vifiqrebT da yovelTvis mouTmenlad 
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davelodebiT Cvens klientebs. cxadia, Cven kargad viciT, rom zogierTi 
klienti sulac ar fiqrobs Cvens siamovnebaze, Tumca maTi umravlesoba 
albaT Zalian Tavaziani da gulTbili adamiania. 
 
yvela adamiani gansxvavebulia; TiToeuli maTgani unikaluria. magram isini, 
vinc yvelaze metad gvabezreben Tavs, namdvilad Taviseburebi arian. 
daimaxsovreT es da SeecadeT, ar gaRiziandeT. ifiqreT imaze, rom isini 
Tqveni stumrebi arian da SeecadeT gamoxatoT maT mimarT maspinZlis 
keTilganwyoba. 
 

gaTavisufldiT zedmeti kritikulobisa da cinizmisgan. 

 
 
imuSaveT sityvier disciplinaze 
 
SewyviteT laparaki sakuTar TavTan (anu gonebaSi msjeloba) da sxvebis 
qcevis komentireba. fokusirebuli iyaviT mxolod dadebiTze da mkacrad nu 
gansjiT sxvebs. nacvlad imisa, rom TqvaT `ra saSineli kaba acvia im 
qals!”, Tavi SeikaveT komentarisgan da yovelgvari gansjis gareSe 
aRniSneT: `es qali Zalian sainteresod icmevs.” nacvlad imisa, rom TqvaT, 
`am kacma tvini waiRo!”, TqviT `es klienti zedmetad did yuradRebas aqcevs 
fass.” 
 
Tavi unda SeikavoT negatiuri gamoTqmebisa da gansjisagan. ubralod 
miiReT situacia iseTi, rogoric aris, da naxeT ramdens moigebT! scadeT 
erTi dRis ganmavlobaSi Tavi SeikavoT negatiuri gamoTqmebisa da 
gansjisgan. Tu amas moaxerxebT erTi dRis ganmavlobaSi, gaagrZeleT ase 
kidev erTi dRe. sityvieri disciplina Semdeg Tqveni Tviseba gaxdeba, 
romelic sasikeTod SemogibrundebaT. adamianebi ki mxolod siamovnebas 
moganiWeben. 
 
 
15. gamoimuSaveT pozitiuri damokidebuleba vaWrobis mimarT 
 
zogierTi adamianis warmodgenaSi vaWrobis mimarT raRac negatiuri 
stereotipia Camoyalibebuli. klientebTan momuSave adamianebs ejavrebaT, 
roca maT `gamyidvelis” saxeliT moixsenieben. maT urCevniaT iyvnen, 
magaliTad, `asistentebi” an `konsultantebi”. Tumca, ama Tu im zomiT yvela 
vaWrobaSi monawileobs. Cven mudmivad vyidiT (varwmunebT, vajerebT, 
rogorc gindaT, ise daarqviT am process) sxva adamianebze sakuTar Tavs, 
Cvens produqtebs an momsaxurebas da Cvens kompanias. 
 

yvela monawileobs vaWrobaSi Tavisi Tanamdebobis saxelwodebis 
miuxedavad. 

 
iseve, rogorc yvela sxva profesiis adamians, gamyidvelsac sWirdeba 
profesiuli Tvisebebi da midgomebi. xSirad es Tvisebebi da midgomebi 
gacilebiT rTulia, vidre es SeiZleba vinmem ifiqros. mSvidi, moazrovne 
adamianebi xSirad did warmatebas aRweven vaWrobaSi. simSvide, sakuTar 
TavSi darwmunebuloba xSirad ufro mniSvnelovania, vidre `teqnika”. elvud 
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Cefmeni, romelmac aTasobiT gamyidvels Cautara treningi, ambobs, rom 
warmatebas maSin miaRwev vaWrobaSi, Tuki gaiziareb Semdeg ideebs:32  
 

• swrafad da advilad SemiZlia ucxoebis megobrebad gadaqceva. 
• SemiZlia sxvebis yuradRebis mipyroba da dakaveba maSinac ki, roca me 

maT ar vicnob. 
• miyvars axali situaciebi. 
• mainteresebs ucnobi adamianebis gacnobisa da maTTan kargi 

urTierTobis damyarebis fsiqologia. 
• siamovnebiT Cavatarebdi gayidvebTan dakavSirebul prezentacias 

aRmasruleblebis jgufis winaSe. 
• Tuki situaciis Sesatyvisad macvia, Zalian TviTdajerebuli var. 
• sul ar miWirs telefoniT Sexvedris daniSvna CemTvis ucnob 

adamianebTan. 
• miyvars problemebis gadaWra. 
• umetesi drois ganmavlobaSi Tavs usafrTxod vgrZnob. 

 
araferia damamcirebeli raime produqtis an momsaxurebis gayidvaSi. 
 
 

 
TviTanalizi 

 
rogor afaseb sakuTar Tavs? 

 
Semdegi 15 individualuri qceva Cven ukve ganvixileT am TavSi. sruliad 
gulwrfelad gaeciT kiTxvebs pasuxebi. araferia cudi naklis aRiarebaSi; 
gacilebiT uaresia misi uaryofa. sakuTari Tavis skalis mixedviT 
Sefasebis Semdeg kvlav gadaikiTxeT CamonaTvali da dasviT niSani (+) an(-) 
imis mixedviT, mogwonT Tqveni pasuxi Tu ara. 
 
skala: 
 
a = arasdros, d = drodadro, z = zogjer,  
u = umeteswilad, y = yovelTvis 
 
1. yvela klients ise vegebebi, 
rogorc stumars 

   a  d  z  u  y       +     _ 

2. viyeneb Sesabamis `yinulmWrelebs”    a  d  z  u  y       +     _ 
3. komplimentebs Tavisuflad da 
xSirad veubnebi klientebs 

   a  d  z  u  y       +     _ 

4. klientebs saxelebiT mivmarTav    a  d  z  u  y       +     _ 
5. klientebs TvalebSi vuyureb    a  d  z  u  y       +     _ 
6. xSirad vekiTxebi sxvebs azrs 
sakuTari Tavis Sefasebis mizniT 

   a  d  z  u  y       +     _ 

7. kargad vici mosmena    a  d  z  u  y       +     _ 
8. ar maviwydeba `Tu SeiZleba” da 
`gmadlobT” 

   a  d  z  u  y       +     _ 

                                                 
32 E. N. Chapman, The Fifty Minute Sales Training Program (Menlo Park, CA: Crisp Publications, Inc., 1992) 
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9. yovelTvis vcdilob klientis 
waxalisebas imisaTvis, rom CemTan 
iqonios saqme 

   a  d  z  u  y       +     _ 

10. Tavisuflad da xSirad viRimebi    a  d  z  u  y       +     _ 
11. vici da viyeneb satelefono 
teqnikas 

   a  d  z  u  y       +     _ 

12. yovelTvis yuradRebas vaqcev 
dros an ar maviwydeba klientebis 
mokiTxva 

   a  d  z  u  y       +     _ 

13. xeliTac vexebi klientebs, roca 
es saWiroa 

   a  d  z  u  y       +     _ 

14. siamovnebas viReb TiToeuli
adamianis Taviseburebisa da maTi 
mravalferovnebisgan 

   a  d  z  u  y       +     _ 

15. dadebiTi damokidebuleba maqvs 
klientebisTvis `raimes miyidvis” 
mimarT 

   a  d  z  u  y       +     _ 

 
TiToeuli im punqtisTvis, romlis gaswvrivac minuss SemoxazavT, daisaxeT 
gamosworebis iseTi mizani, romlis gazomvac SesaZlebeli iqneba. 
 
 
CamoayalibeT is organizaciuli qcevebi, 
romlebic klientebs Tqvens kulturas gaacnobs 
 
zemoT aRweril individualur qcevebTan erTad jgufur qcevebsa da 
damokidebulebaze dakvirvebiT klienti aseve afasebs mTeli organizaciis 
kulturasac. jgufuri da individualuri qcevebis erToblioba 
ganapirobebs organizaciis saerTo kulturas. Tu klients moswons Tqveni 
kultura, e. i. didi Sansi gaqvT maTi kmayofilebis da loialobis 
mopovebisa. qvemoT SevexebiT zogierT organizaciul qcevas, romelTa 
gaTvaliswineba dagexmarebaT warmatebis miRwevaSi. 
 
 
1. kompaniis garegnuli saxe 
 
adamianebTan SexvedrisTanave viwyebT maT Sefasebas. daskvnebis gamotanas 
TiTqmis maSinve viwyebT. Cveni azri maTi sandoobis da SesaZleblobebis 
Sesaxeb didadaa damokidebuli pirvel STabeWdilebaze da, rogorc amboben, 
pirveli STabeWdilebis mosaxdenad mxolod erTaderTi Sansi arsebobs. 
 
pirveli, rasac klienti xedavs, es organizaciis TanamSromlebis garegnuli 
saxea. kompanias SeuZlia daadginos TanamSromelTa tansacmlis standarti.  
gasaTvaliswinebelia warmatebuli kompaniebis gamocdileba am 
mimarTulebiT. ar aris aucilebeli zedmetad gamopranWva an iseTi 
tansacmlis Cacma, romelsac ver itanT, ubralod gaxsovdeT, rom klientebi 
giyureben. 
 
avtoSemkeTebeli kompaniis mflobelma eqsperimenti Caatara. TiToeul 
TanamSromels uxdida sakomisioebs yovel mopovebul SekveTaze. 
meqanikosebs SesTavaza tansacmlisa da garegnobis Secvla. bevri maTgani 



 81

daiTanxma Tmis ufro mokled SeWraze, yoveldRiurad gaparsvaze da sufTa 
formis tarebaze. maT, vinc garegnuli saxe Seicvala, gacilebiT metjer 
ubrundebodnen erTi da igive klientebi, vidre sxvebs. kompaniaSi mosuli 
klientebi siamovnebiT iWerdnen saqmes im meqanikosebTan, romlebic sufTad 
da mimzidvelad gamoiyurebodnen, Zveli yaidis xelosnebi ki sul ufro 
nakleb SekveTebs iRebdnen. 
 

TanamSromlis garegnobas udidesi gavlenis moxdena SeuZlia biznesis 
warmatebaze, gansakuTrebiT maSin, roca es aWarbebs klientis molodins. 

 
daimaxsovreT, rom Cacmulobisa da zogadad garegnobis sakiTxSi 
umTavresia Sesabamisoba. sportuli maRaziis gamyidvelebi albaT 
sasaciloni iqnebodnen Jiletian kostiumebSi da perangze damagrebuli 
`pepela” halstuxiT; damkrZalavi biuros TanamSromeli ki mokle Sarvalsa 
da Wrel maisurSi albaT sruliad warmoudgenelia. TanamSromelTa 
individualuri gemovnebis gamo yovelgvari moulodnelobebisagan Tavis 
dasazRvevis mizniT zogierT kompanias SemoRebuli aqvs specialuri 
formebi. es SeiZleba iyos mTliani Cacmuloba an mxolod garedan 
Semosacmelebi. zogierT TanamSromels es moswons (ekonomia garderobis 
SerCevasTan dakavSirebiT), zogierTs ki aRizianebs formiani adamianebis 
usaxo erTnairoba. 
 
gadawyviteT, profesionalizmis romeli maxasiaTebelia TqvenTvis mTavari 
da SeecadeT miiRoT Sesabamisi saxe. Tqveni klientebi aucileblad 
SeamCneven amas. 
 
 
2. yuradReba miaqcieT Tqvens samuSao adgils 
 
magidaze damagrebuli dafa gvamcnobs: `areuli magida areuli tvinis 
niSania”. mouwesrigebeli samuSao adgili araorganizebulobisa da dabali 
profesionalizmis STabeWdilebas qmnis. mimoixedeT Tqvens garSemo da 
SeecadeT dainaxoT Tqveni samuSao adgili klientis TvaliT. 
mimzidveladaa saqoneli gamofenili? sisufTave da wesrigia Tqvens 
irgvliv? Cans, rom aq organizebuli da saqmiani adamiani muSaobs? 
 
yuradReba miaqcieT erT garemoebas. vaWrobis sferos muSakebi xSirad 
merxebs, daxlebs an magidebs Tavissa da klients Soris erTgvar barierad 
iyeneben, romelic xels uwyobs _ rogorc fizikur, aseve fsiqologiur 
gaucxoebas klientsa da momsaxure personals Soris. aba, scadeT, ise 
moawyveT Tqveni samuSao adgili, rom klients Tqvens gverdiT uxdebodes 
dajdoma da ara Tqveni magidis meore mxares. scadeT patara mrgvali 
magidis gamoyeneba, gansakuTrebiT iseTi SemTxvevebisTvis, roca klients 
dajdoma da raime informaciis wakiTxva uxdeba misTvis saintereso 
saqonlis Sesaxeb. zogierTma avto-sadilero kompaniam saerTod Tqva uari 
yovelgvar merxebze da ofisebSi patara mrgvali magidebi Semoitana. axla 
gamyidveli da myidveli aseTi mrgvali magidis garSemo sxedan da erTad 
muSaoben gadawyvetilebis miRebaze. roca magida mrgvalia, sawinaaRmdego 
mxareebi aRar arsebobs erTmaneTTan dapirispirebac gamoricxulia. 
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mrgvali magida, xels uwyobs urTierTgagebis atmosferos Seqmnas klientsa 
da gamyidvels Soris. 

 
da bolos, SeecadeT, rom klientma komfortulad igrZnos Tavi TqvenTan. 
moxerxebuli skamebi gaqvT? mSvidi garemoa Tqvens ofisSi an maRaziaSi? 
mosacdel kuTxeSi aris Jurnal-gazeTebi an televizori? xelmisawvdomia 
Tu ara Tqveni klientebisTvis avtomatebi (wylis, saReWi rezinis, 
tkbileulis da a.S.)? sisufTave da wesrigia avtomatebis garSemo? 
 
gamaoca erTma patara avtomaRaziam. misi mosacdeli keTilmowyobili binis 
saerTo oTaxs hgavda – savarZlebi, televizori, patara magida axali 
Jurnal-gazeTebiTa da cocxali yvavilebiT.  
 
bolo dros avtodilerebi cdiloben ise moawyon TavianTi Zveli moednebi 
da sademonstracio oTaxebi, rom ufro mimzidveli gaxadon isini 
klientebisTvis. Ria moednebze dgamen dasajdom merxebs da gahyavT 
bilikebi, TiToeuli markis manqanebisaTvis calke adgilebi aqvT 
gamoyofili da aseve damontaJebuli aqvT interaqtiuli sistemebi, 
romlebic exmarebian klientebs, ukeTesad Seafasos sxvadasxva feris 
avtomobilisa da misi salonis Rirsebebi. SexedeT Tqvens samuSao adgils 
klientis TvaliT.33 
 

 
momsaxurebis magaliTi 

 
bankebSi momabezrebel klientebs yurmils ukideben 

 
 

TiTqos sakmarisi ar iyos gadasaxadi, romelsac bankebSi bankomatis 
gamoyenebis da Tundac molaris momsaxurebisaTvis gaxdevineben. axla 
maT gadasaxadis daricxva klientTa momsaxurebis samsaxurSi 
darekvisaTvisac daiwyes. Tu erTxel ukve darekeT iq sakredito 
baraTTan dakavSirebiT da rekavT meored Tqvens angariSze arsebuli
balansis gasagebad, SeiZleba uxeSi werilobiTi sayveduric ki miiRoT 
bankis xSirad SewuxebisTvis. 
 
qveynis zogierTi didi safinanso dawesebuleba, rogoricaa magaliTad, 
Bank of America da Wells Fargo, jarimasac ki aricxavs im adamianebs, 
romlebic bankSi xSirad rekaven. sxvebi, maT Soris, Capital One da Navy 
Federal Credit Union ganixilaven aseTive jarimis SemoRebis sakiTxs. 
`bankebi arasdros gamoirCeodnen klientTa kargi momsaxurebiT, axla ki 
klientTa momsaxurebis departamentebs isini klientebis dasjisTvis 
iyeneben,” _ aRniSnavs leri koeni, Paine Webber-is ufrosi vice-
prezidenti. 
 
SarSan Wells Fargo-m klientebisTvis mxolod sami ufaso zari dauSva 
TveSi; Bank of America-m ki eqvsi. limitis gadaWarbebis SemTxvevaSi 
klientebs avtomaturad ericxebaT 50 centi avtomatur sistemebze 

                                                 
33 “A Picnic in a Car Lot?”, Wall Street Journal, October 13, 1994, p. A-1 
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ganxorcielebuli yoveli satelefono zarisaTvis da 1.50 dolari –
laparakisaTvis klientTa momsaxurebis departamentis warmomadgenelTan. 
 
Capital One jer-jerobiT arafers aricxavs satelefono momsaxurebis 
moyvarulebs, magram igi werilebs ugzavnis TiTqmis 50 000 klients, 
romlebic, bankis azriT, xSirad awuxeben maT satelefono zarebiT, da 
sTxoven, Tavi Seikavon klientTa momsaxurebis departamentis 
Sewuxebisgan ase xSirad. werilSi naTqvamia; `miuxedavad imisa, rom 
veliT Tqvens zars, gTxovT, momavalSi darekoT mxolod im SemTxvevaSi, 
roca es absoluturad aucilebelia.” 
 
bankebi acxadeben, rom klientebis didi raodenoba weliwadSi 100-ze met 
zars axorcielebs, erT-erTma maTganma ki 700-jerac dareka. Tumca
zogierTi klienti, romelmac amgvari werili miiRo, amtkicebs, rom man 
mxolod orjer Tu samjer Seawuxa banki an ramdenjerme mouxda darekva 
erTi problemis gadasaWrelad. rogorc Cans, Capital One `Zalian Sors 
isvris Tavis bades,” ambobs ruT sasveini, amerikis sabanko baraTebis 
mflobelTa organizaciis aRmasrulebeli direqtori. rogorc Capital 
One-is sazogadoebasTan urTierTobis TanamSromeli diana sani
acxadebs, bankis mizans ar warmoadgenda vinmes Seuracxyofa. `Cven 
vfiqrobdiT, rom is adamiani, romelsac bankSi problemis gadasaWrelad 
mouxda ramdenjerme darekva, werilis gamo ar igrZnobda Tavs 
Seuracxyofilad,” ambobs igi. ra gasakviria Tuki klientebis garkveuli 
nawili icvlis banks. 
 

 
 
3. awarmoeT regularuli miwer-mowera 
 
sprotuli fexsacmlis maRazia da manqanebis gaqiravebis saagento am 
martivi ideis kargi magaliTia. sportuli fexsacmlis yidvidan erT 
kviraSi klienti maRaziis mflobelisagan iRebs madlobis werils mis 
maRaziaSi ganxorcielebuli vaWrobisTvis. werili ar warmoadgens raRac 
literaturul qmnilebas, es ubralod ori-sami winadadebisgan Semdgari 
mesijia. igi gamoxatavs madlierebas maTi biznesis dafasebisTvis da 
kvlavac iwvevs klients urTierTobisTvis momavalSi. aeroportis manqanebis 
gaqiravebis TanamSromlebi aseve ugzavnian TavianT klientebs madlobis 
werilebs. werilebi xeliT iwereba saagentos satitulo furcelze. isini 
madlobas uxdian klientebs da kvlav iwveven TavianT saagentoSi manqanis 
dasaqiraveblad qalaqSi Semdgomi Camosvlisas. saagentos TanamSromlebi 
mxolod reisebis Camosvlis periodSi arian dakavebuli, danarCen dros ki 
Tavisuflad SeuZliaT amgvari werilebis wera. ratom unda isxdnen isini 
usaqmod, roca SeuZliaT aseTi kargi saqmis keTeba? miT umetes, Tuki es maT 
yovelgvari zedmeti xarjebis gawevis gareSe SeuZliaT. 
 
 
nu daaviwyebT klients Tavs 
 
klientma rom ar dagiviwyoT, drodadro gaugzavneT xolme informacia 
mosalodneli gayidvebis, wesebis Secvlis, axali saqonlis miRebisa da a.S. 
Sesaxeb. CarTuli gyavdeT klienti saqmeSi. dadebiT zegavlenas iqoniebs 
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Tqvens biznesze aseve fasdaklebis kuponebisa da mudmivi klientebisTvis 
specialuri saaTebis gamoyofis SemoReba. 
 

mudmivad iqonieT kavSiri klientebTan fostis daxmarebiT. 

 
stamba yvela klients kuponebis, flaerebisa da nimuSebis yovelTviur 
paketebs ugzavnis, maT Soris pergamentis qaRaldze dabeWdil samotivacio 
kvotebs, romlebic advilad SeiZleba Caisvas CarCoSi. kvotebis damatebiTi 
aslebis miReba ki survilisamebr ufasod SeiZleba. es yvelaferi kargi 
reklamaa Tqveni organizaciisaTvis. 
 
 
4. gaakeTebineT raime klients 
 
mxolod monayoli Tqveni produqtis an momsaxurebis Sesaxeb Tqveni 
klientebisaTvis Cveulebriv, ar akmayofilebT. Tu gsurT kargad 
moemsaxuroT Tqvens klientebs, CarTeT isinic saqmeSi da ufro miuaxloveT 
Tqvens korporatiul kulturas – mieciT zogierTi Tqveni produqtis 
xeliT Sexebis saSualeba da isini ukeT ganewyobian Tqvensa da Tqveni 
kompaniis mimarT. 
 
kompiuteruli sferos yvelaze warmatebuli muSakebis kvlevam gviCvena, rom 
isini iwveven TavianT klientebs kompiuterTan dasajdomad da srul 
Tavisuflebas aZleven. isini Tavs ar abezreben (da arc uxerxul 
mdgomareobaSi agdeben) adamianebs profesiuli JargonebiTa da manqanis 
SesaZleblobebze saubriT. igives akeTeben manqanebis gamyidvlebi. maT 
klients SeuZlia manqanaSi Cajdoma da misi gatarebac ki.  
 
qvemoT CamoTvlilia Tqveni klientebis saqmeSi CarTvis sxva xerxebic: 
 

• piradad miawodeT maT savaWro kalaTa; 

• sTxoveT, gasinjon qaRaldis saqoneli; 

• mieciT produqtis Sexebis an gamocdis saSualeba; 

• SesTavazeT kamfeti an xili, vidre isini Tavis rigs elodebian; 

• miawodeT produqtTan dakavSirebuli flaeri, sainformacio paketi, 
video prezentacia an nimuSi dasaTvaliereblad. 

 
ara aqvs didi mniSvneloba imas, Tu ras akeTeben isini, mTavaria maT 
daiwyon raimes keTeba. 
 

CarTeT klientebi Tqvens saqmianobaSi da ukeT gaacaniT Tqveni 
organizaciis kultura. 

 
zogierTi sacalod movaWre ise awyobs Tavis saqonels, rom klientebs 
advilad SeeZloT maTi Sexeba. marketingis eqsperti pako anderhili ambobs: 
 

Gap-is firmis maRaziebis savaWro niSans warmoadgens is, rom klientebs 
Tavisuflad SeuZliaT saqonlis Sexeba, qsovilis xeliT mosinjva, 
dakecili tansacmlis gaSla da kidev sxva mravali xerxiT Semowmeba 
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imisa, rac ki maRaziaSi devs. uamravi svitri da perangi iyideba mxolod 
imitom, rom myidvels axlos SeuZlia maTi daTvaliereba. vaWrobis 
amgvari politika Tavad karnaxobs maRazias tansacmlis gamofenis sqemas 
(farTo, brtyeli magidebi, sadac ufro mosaxerxebelia saqonlis 
Tvaliereba da sinjva, vidre Taroebze). es sqema ki, Tavis mxriv, 
gansazRvravs rogor da sad unda gaataron maRaziis TanamSromlebma 
Tavisi dro; klientebis mier tansacmlis amgvari sinjva, niSnavs, rom 
isini mudmivad unda swordebodes da wesierad idebodes. es ki moiTxovs, 
rom rac SeiZleba meti gamyidveli dadiodes darbazSi da awesrigebdes 
tansacmels. es, ra Tqma unda, did xarjTanaa dakavSirebuli, magram Gap-
i da sxva msgavsi maRaziebi am xarjebs jansaR investiciad miiCneven.34 

 
es kidev erTi gzaa organizaciis kulturidan gamomdinare. 
 
 
5. iyaviT mudam xalisiani 
 
adamianebs uyvarT iseT organizaciebSi muSaoba, sadac situacia xalisiania. 
warmatebul kompaniebs regularuli ritualebi aqvT – paraskevis SuadRis 
pop-qorni, dabadebis dReebi da saukeTeso TanamSromlis dasaxeleba, – 
romlebSic yvelaa Cabmuli. aseT organizaciebSi muSaoba saxalisoa; isini 
Tavad qmnian Tavis ritualebs. 
 
sayofacxovrebo momsaxurebis kompaniis menejerma wamoiwyo gayidvebTan 
dakavSirebiT xSiri konkursebis mowyoba, romlebic mTavrdeboda mxiaruli 
xumrobebiTa da prizebiT. nebismieri produqtis gayidvis Semdeg 
momsaxurebis warmomadgeneli xeTqavda buSts da poulobda prizs –10 
dolarianidan dawyebuli da damTavrebuli kompaniis sasadilos kuponiT. 
TanamSromlebs es Zalian moswondaT da siamovnebiT monawileobdnen am 
RonisZiebaSi. 
 
ai, kidev sxva ideebi: 
 

• Tvis TanamSromlis (an gmiris) dasaxeleba. 

• ufaso sadili (saxumaro saCuqarTan erTad). 

• fasiani gamosasvleli dRe. 

• erTi dRe uniformis gareSe. 

• helouenis kostiumebis dRe. 

• piknikebi ojaxebTan erTad. 
 
nu ifiqrebT, rom es yvelaferi Zalian sentimentaluria. yvela donis 
TanamSromels uyvars zeimebi da mxiaruloba, maTi ganwyoba ki klientebs 
gadaedeba. 
 
 

                                                 
34 Paco Underhill, “What Shoppers Want,” Inc., July, 1999, p. 76 
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6. TanamSromlebis waxalisebis swori gadawyvetilebebi miiReT 
 
zogierTi kompania TanamSromlebsa da departamentebs ajildovebs 
imisaTvis, rom maTze arasodes Semodis saCivrebi, anu kompania uSvebs, rom 
isini uSecdomod muSaoben! realurad ki SeiZleba TanamSromlebi 
malavdnen saCivrebs. amitom klientebi ver axerxeben yvela Tavisi saCivris 
xelmZRvanelobamde mitanas da wyveten urTierTobas aseT kompaniebTan. 
 
rogorc adre aRvniSneT, saCivris miReba arc ise cudia; cudia misi 
damalva. klientebis raRac raodenoba yovelTvis ukmayofiloa da maTi 
ignorireba kompanias kargs verafers moutans. klientebis saCivrebi Tqvens 
sasargeblod unda gamoiyenoT: unda gaiTvaliswinoT maTi Sinaarsi da 
gaaumjobesoT muSaoba. 
  
qvemoT moyvanilia SesaZlo Secdomebi TanamSromelTa dajildovebisas, 
roca Seqebulia araswori qceva, xolo swori – ignorirebuli: 
 

• TanamSromelTa dajildoveba swrafi reagirebisTvis, roca klienti 
datovebulia yovelgvari informaciis gareSe an Tavs Seuracxyofilad 
grZnobs zedmetad daCqarebis gamo. magaliTad, restornebSi, sadac 
TanamSromlebi cdiloben swrafad gamokvebon klientebi da aseve 
swrafad moicilon isini Tavidan, SeiZleba ukmayofilo aRmoCndnen is 
adamianebi, romlebic nela Wamen. igive exeba eleqtronikis maRazias, 
roca klients ar acdian SenaZenis funqciebSi garkvevas. 

• klientis swrafad momsaxurebisas im TanamSromlebis waxaliseba 
sakomisioebiT, romlebic erTmaneTs exmarebian.  

• aswavleT TanamSromlebs madlobis werilis gagzavna klientebisTvis, 
magram arasdros misceT werilis weris ufleba samuSao saaTebSi.  

• sagangebod aRniSneT saqonlis dabrunebis SemTxvevebis Semcirebis 
aucilebloba. amisaTvis SegiZliaT im muSakebis xelfasebis Semcirebac, 
romlebic bevr dabrunebul saqonels iReben.  

• gadauxadeT adamianebs namuSevari saaTebis da ara Sesrulebuli 
amocanebis mixedviT. saaTobrivi anazRaureba ufro martivia! 

 
SeamowmeT Tqveni organizacia. marTlac swori qcevebisTvis ajildoveben 
TqvenTan TanamSromlebs? 
 
organizaciaSi arsebuli dajildovebis sistema mimarTuli unda iyos im 
TanamSromlis sasargeblod, romelic marTalc kargad muSaobs. nebismieri 
jildo uSualod unda ukavSirdebodes TanamSromlis wvlils klientTa 
momsaxurebis sferoSi da Seesabamebodes TanamSromlisadmi Tqven mier 
wayenebuli moTxovnebis Sesrulebis xarisxs. 
 
jildo SeiZleba sxvadasxva saxisa iyos. waxalisebis savaraudo 
CamonaTvali ase gamoiyureba: 
 

• xelfasi da fuladi premiebi 

• prizebi da jildoebi 

• dawinaureba an Sesasrulebeli davalebebis gamravalferovneba 
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• samuSao adgilis ukeTesi adgilmdebareoba, ukeTesi ofisebi, ufro 
didi magidebi 

• mosaxerxebeli samuSao grafiki 

• halstuxis samagrebi, samkerde niSnebi, formebi 

• manqanis gasaCerebeli personaluri adgili 

• kviris (Tvis) saukeTeso TanamSromlis dasaxeleba 

• keTili survilebis gamoxatva (zepirad Tu werilobiT) 

• Sromis aRiarebasTan dakavSirebuli moulodneli zeimebi 

• sadilebi an banketebi 

• gamoqveyneba organizaciis Sida gazeTSi 
 
TanamSromelTa dajildovebisas xelmZRvaneloba mxolod Tavis 
mosazrebebs eyrdnoba. amitom didi mniSvneloba aqvs imas, rom man sworad 
Seafasos TanamSromelTa qmedeba da aqedan gamomdinare Sedegebi. 
 
 
7. uyuradRebod ar datovoT klienti saqonlis Sesyidvis Semdeg 
 
klientebs ar uyvarT `sulerTia” damokidebuleba. miuxedavad amisa, 
mravali kompania iyenebs aseT urTierTobas. dasruldeba Tu ara yidva-
gayidvis procedura, klienti maSinve ucxo adamiani xdeba kompaniisTvis. 
moifiqreT, rogor SegiZliaT masTan urTierTobis gagrZeleba vaWrobis 
dasrulebis Semdeg. SeinarCuneT maTTan yoveldRiuri urTierToba da isini 
sul Tqvens kompaniaSi ivlian. 
 
gTavazobT ramdenime mosazrebas klientebTan Semdgomi urTierTobis 
SenarCunebasTan dakavSirebiT: 
 

• gaugzavneT madlobis werili 

• daurekeT, dainteresdiT, ramdenad kmayofilia igi SenaZeniT 

• gaugzavneT informacia Tqveni axali produqciis Sesaxeb 

• gaugzavneT iseTi informacia, romelic kidev ufro ganumtkicebs mas 
rwmenas, rom misi SenaZeni gamarTlebulia. 

• gaugzavneT dabadebis dRis an raime RirsSesaniSnavi dRis misaloci 
baraTebi 

• dapatiJeT miznobriv jgufSi monawileobis misaRebad 

• daurekeT da madloba gadauxadeT TqvenTan urTierTobisaTvis 
 

 
kidev erTi magaliTi 

 
klientTa cudi momsaxurebis mJave suni35 

 
ai, ras gvirCevs d. riCardsi, torontos marketinguli sakonsultacio 
centris prezidenti da klientTa momsaxurebis sakiTxebis eqsperti: 
 

mowodeba `mousmineT klientebs” axalia amerikuli biznesebisTvis da, aqedan 
gamomdinare, klientTa momsaxureba sul ufro did mniSvnelobas iZens. yvela 

                                                 
35 D. Richards, “Sour Smell of Poor Customer Service,” Wall Street Journal, December 28, 1992, p. A-10 
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Sexvedraze aRmasrulebeli direqtorebi moiTxoven ufro met siaxloves 
klientebTan. miuxedavad amisa, mainc didia gansxvaveba xelmZRvanelobaSi 
arsebul azrsa da klientebisadmi faqtiur damokidebulebas Soris. 
 
es kidev ufro aSkara gaxda aSS-s sxvadasxva StatebSi Catarebuli 22 seminaris 
Semdeg, roca cxadi gaxda klientTa momsaxurebaSi arsebuli samwuxaro 
xarvezebi. 
 
am konferenciebisTvis viyenebdiT sxvadasxva sastumroebs, romelTa Soris sami 
gamoirCeoda klientTa momsaxurebis maRali xarisxiT.  
 
samive sastumros vTxoveT erTmaneTisgan odnav gansxvavebuli sakredito 
ganacxadis Sevseba. yvela SemTxvevaSi sakredito ganyofilebebma gangvicxades, 
rom, Tumca imave qselis, magram sxva sastumros ganacxadis forma ar iyo 
misaRebi maTTvis. mxolod didi zewolis Semdeg daTanxmdnen, Tumca Tavisive 
qselis, magram sxva sastumros formebis SeTavazebaze klientebisaTvis
(romlebic Seicavda yvela aucilebel informacias, romelic ubralod sxva 
formiT iyo gadmocemuli). 
 
konferenciis monawileTa registraciis uzrunvelsayofad erT-erT qsels 
vTxoveT damatebiTi TanamSromlebis gamoyofa (ofisis gansatvirTavad). Zalian 
sasiamovno iyo, roca SevxvdiT iseT TanamSromels, romelmac SeZlo CvenTvis 
aucilebeli yvela javSnis registrireba. Tumca aRmoCnda, rom safasuris 
daricxva mas ar exeboda. bevrs vecadeT, magram verafriT SevZeliT erTiani 
qviTris miReba. yvela proceduris Catarebis Semdeg, Cven miviReT 22 sxvadasxva 
qviTari 22 sxvadasxva adgilidan! aqedan gamomdinare, mogvixda 22 Cekis 
gamowera 200 Tu naklebi dolarisTvis. 
 
erT-erTi praqtikuli samuSaos damTavrebis Semdeg klientTan erTad wavedi 
sasadilod. arCevani SevarCieT saSualo fasis mqone erT-erT italiur 
restoranze _ `Olive Garden”. roca moviTxoveT adgilebi aramwevelTa darbazSi, 
miviReT pasuxi, romelic albaT nacnobia yvela aramwevelisTvis: `amisaTvis 20 
wuTi mainc mogiwevT lodini, magram mwevelTa darbazis ganapiras aris erTi 
magida, romelic axlave SemiZlia SemogTavazoT.” 
 
SemoTavazeba mSvidad miviRe da vTxove: `dagvsviT mwevelTa darbazSi, oRond 
gadagviyvaneT aramwevelTa darbazSi, roca iq adgili ganTavisufldeba.” 
 
da ai, ra miviRe pasuxad: `vwuxvar, ser, amas ver gavakeTeb.” gaocebuli davrCi 
da vkiTxe: `gindaT miTxraT, rom dRes, roca adamianis mTvareze gaSvebac da 
iqidan dabrunebac ki SesaZlebelia Tqven ar SegiZliaT Cveni gadayvana erTi 
darbazidan meoreSi?” 
 
marTalia, bolos miviReT adgilebi CvenTvis sasurvel darbazSi, magram 
mxolod ZaldatanebiT, momsaxure personals ki saxeze ewera, ramdenad 
Semawuxeblebi viyaviT maTTvis. 
 
nebismier mogzaurs SeuZlia uamravi msgavsi magaliTis moyola sakuTari 
gamocdilebidan. aseTi daudevari momsaxureba badebs kiTxvas: ra xdeba? rogor 
xdeba, rom saTavo ofisebSi dadgenili klientTa momsaxurebis kriteriumebs 
ar iTvaliswineben? 
 
am problemas SeiZleba uamravi mizezi hqondes dawyebuli dabali rgolis 
TanamSromlebisa da saSualo rgolis menejerebis moZvelebuli azrovnebiT da 
damTavrebuli maRali rgolis xelmZRvanelebis uyuradRebobiT. 
 



 89

samuSao adgilze kidev erTi faqtori moqmedebs, romelsac me `Taklas 
sindroms” vuwodeb. Cemi karieris dasawyisSi aRmovCndi Taklas qaRaldis 
fabrikaSi. Takla patara dasaxlebuli punqtia britaneTis kolumbiaSi. 
 
qarxanaSi misvlisTanave meca fosforis saSineli suni. vcade, rac SeiZleba 
rbilad mekiTxa erT-erTi Cemi klientisTvis, romelic ukve didi xani 
cxovrobda iq, rogor uZlebdnen am suns. `suns? ra suns?” gaikvirva man.  
 
aRmoCnda, rom garkveuli periodis Semdeg Teklas mcxovreblebi veRar 
aRiqvamdnen suns – ukve veRar amCnevdnen mas. faqtobrivad, is maTTvis ukve 
aRar arsebobda. 
 
Cemi azriT, igive xdeba, roca vawydebiT zedmetad xist TanamSromlebs. Zalian 
xSirad isini imdenad mieCvivnen cudad momsaxurebas, rom veRarc amCneven amas 
da ar cdiloben gamosworebas. 
 
Tu situaciis Secvla gsurT, ganacdevineT Tqvens TanamSromlebs igive 
imedgacrueba, romelsac awydebian klientebi maTTan urTierTobisas. 
 
mravali meTodi arsebobs imisTvis, rom maT es agrZnobinoT. erT-erTi yvelaze 
martivi gzaa aCvenoT maT videoCanaweri, romelzec Tqveni kompaniis romelime 
klienti isaubrebs Tqvens TanamSromlebTan urTierTobis maTTvis yvelaze 
usiamovno momentebze. 
  
mTavaria aRmofxvraT `Taklas sindromis” moqmedeba. sanam am problemas ar 
gadaWriT, araviTari fasi ar eqneba laparaks klientis mimarT pativiscemis
gamoxatvis aucileblobaze. 
 
kiTxvebi: 
 
1. romel iseT gansakuTrebul qcevebzea am TavSi saubari, romlebic 

iwveven klientebis ukmayofilebas? 
2. ra gavlenas axdens klientebis denadobaze faseulobis, sistemebisa

da adamianebis faqtori? 
3. ra xerxebs gamoiyenebdiT Tqven, rogorc menejeri, am TavSi aRwerili 

problemebis gadasaWrelad? 
 
 
 
saboloo daskvnebi: 
 
individualur da organizaciul kulturas klientebi erTi SexedviT 
umniSvnelo wvrilmanebis daxmarebiT ezidebian. xSirad isini verc ki 
xvdebian, rogor xdeba es. yoveli Cveni sityva Tu Jesti raRac informacias 
gadascems klients. 
 
kompaniis koleqtiuri qceva ayalibebs misi organizaciuli kulturis 
saxes, romelic klientebis mier dadebiTad an uaryofiTad SeiZleba iqnes 
aRqmuli. rogorc menejerebi eqcevian Tavis TanamSromlebs, aseve eqcevian 
TanamSromlebi TavianT klientebs. 
 
 



 90

zogierTi ZiriTadi  mosazreba: 
 

• qceva aris is, rasac adamianebi sCadian. misi gadacema verbalurad da 
araverbalurad xdeba. 

• individualuri da aseve koleqtiuri qceva garkveul mesijebs awodebs 
klientebs, romlebsac, aqedan gamomdinare, sakuTari dadebiTi an 
uaryofiTi warmodgena eqmnebaT miRebul momsaxurebaze. 

• nebismieri saqcieli (an usaqcieloba) ama Tu im saxis informacias 
Seicavs. mesijis Sinaarsis mniSvnelobas gadawyvets misi mimRebi (anu 
klienti). 

• molodinis gadaWarbeba kulturis TvalsazrisiT damokidebulia 
rogorc individualur, aseve organizaciul qcevaze. 

• individualur qcevebs, romlebic zegavlenas axdenen klientis 
momsaxurebaze, ganekuTvneba klientebis misalmeba, maTTan saubris 
wamowyeba, komplimentis gakeTeba, saxeliT mimarTva, Sexedva, 
daintereseba maTi azriT, adamianebis mosmena, Tavazianobis gamoxatva 
sityvebiT: `Tu SeiZleba” da `gmadlobT”, daxmareba gadawyvetilebis 
miRebis procesSi, gaRimeba, telefonis gamoyeneba, drois SegrZneba, 
Sesabamis situaciaSi xeliT Sexeba, adamianebis gaxaliseba da pozitiuri 
damokidebuleba zogadad vaWrobisadmi. 

• organizaciul qcevebs, romlebic klients Tqvens kulturas acnoben, 
Sedis rogorc TanamSromlebis, ise samuSao adgilis garegnuli saxe, 
klientebisadmi werilobiTi mimarTvis sixSire da xarisxi, 
klientebisaTvis daxmarebis aRmoCena SenaZenTan dakavSirebuli 
gadawyvetilebis miRebaSi, xalisiani ganwyobis SenarCuneba 
TanamSromlebisTvis da maTi yoveli gamarjvebis aRniSnva, dajildovebis 
sistema, romelic TanamSromlebs uCens Sesabamisi qcevis motivacias da 
klientebTan kavSiris SenarCuneba yidvis procesis dasrulebis Semdeg. 

 
 
ZiriTadi terminebi 
 
Appropriate touching zomieri Sexeba 
Behaviour qceva 
Getting the customer committed klientebis CarTva 
Fun xalisi 
Organization culture organizaciuli kultura 
Personality kultura 
Reward the right actions aRniSneT swori qmedebebi 
Verbal discipline verbaluri disciplina 
 
 
Seamowme sakuTari Tavi 
 
1. risgan Sedgeba qceva? rogor xdeba misi gadacema? 
2. rogor SeiZleba zemoqmedebdes organizaciuli kultura klientebis 

momsaxurebaze? 
3. daasaxeleT zogierTi is qceva, romelic individualur kulturas 

warmoaCens. 
4. ras niSnavs `yinulmWreli”? rogor SeiZleba misi saukeTeso gziT 

gamoyeneba? moiyvaneT ramodenime magaliTi. 
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5. daasaxeleT komplimentebi, romelTa gamoyenebac SegiZliaT Tqveni Sida 
da gare klientebis mimarT. 

6. rogor SeiZleba gaxdeT ukeTesi msmeneli? 
7. rogor gamoiyenebT fizikur Sexebas klientis molodinis gadaWarbebis 

mizniT? moiyvaneT magaliTi. 
8. romeli faqtorebi ganapirobeben kompaniis kulturas? moiyvaneT 

magaliTebi. 
9. ratomaa kompaniebisaTvis mniSvnelovani TanamSromelTa swori saqcielis 

aRniSvna? 
 
 
praqtikuli samuSao: moqmedebs Tu ara qceva klientTa loialobaze? 
 
winamdebare Tavi exeba mtkice urTierTobas qcevebsa (individualur Tu 
organizaciul) da klientTa SesaZlebel loialobas Soris. 
 
118-119 gverdebze mocemulia monacemTa Segrovebis martivi formebi. pirvel 
CamonaTvalSi Sedis am TavSi ganxiluli qcevebi, romlebic klientebma 
unda Sefason. meore formaSi mocemulia sami martivi kiTxva klientTa 
loialobasTan dakavSirebiT. Cven am formas vuwodebT klientTa 
loialobis indeqss (CLI – Customer Loyalty Index). 
 
Tqven gevalebaT, CamoarTvaT interviu romelime organizaciis aT an met 
klients. yvela pasuxi erTsa da imave bizness unda exebodes. sityvasityviT 
daicaviT intervius saxelmZRvanelo miTiTebebi. yvela respodentma unda 
gipasuxoT `ara”, `diax”, `ara var darwmunebuli” an `ar arsebobs monacemebi 
(a/m)”. 
 

 
intervius saxelmZRvanelo miTiTebebi 

 
nawili I. qcevis kiTxvari 
 
roca bolos iyaviT __________________ -Si, iqauri TanamSromlebi: 
 
1. mogesalmnen SesvlisTanave? diax ara ? an a/m 
2. Seecadnen raime saubris wamowyebas imisaTvis, 
rom Tavi Tavisuflad gegrZnoT? 

diax ara ? an a/m 

3. giTxres raime komplimenti? diax ara ? an a/m 
4. mogmarTes saxeliT? diax ara ? an a/m 
5. Semogxedes da Seakaves Tqvenze mzera 
ramodenime wamiT? 

diax ara ? an a/m 

6. Seecadnen Tqveni azris gagebas? diax ara ? an a/m 
7. yuradRebiT mousmines Tqvens survilebs? diax ara ? an a/m 
8. giTxres `Tu SeiZleba” an `gmadlobT”? diax ara ? an a/m 
9. gamxnevebdnen maTTan urTierTobisas? diax ara ? an a/m 
10. xSirad da Tavisuflad giRimodnen? diax ara ? an a/m 
11. iyenebdnen satelefono teqnikas? diax ara ? an a/m 
12. droulad mogemsaxurnen da kvlavac 
inarCuneben urTierTobas TqvenTan? 

diax ara ? an a/m 

13. zomierad Segexnen (xeli CamogarTves, mxarze diax ara ? an a/m 
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dagades xeli da a.S)? 
14. rogor ggoniaT, keTilganwyobili arian 
klientebis mimarT da pativs scemen TiToeuli 
adamianis individualobas? 

diax ara ? an a/m 

15. rogor fiqrobT, pozitiurad arian 
ganwyobili zogadad vaWrobis mimarT? 

diax ara ? an a/m 

16. sufTad gamoiyureba maTi samuSao adgili? diax ara ? an a/m 
17. mowesrigebuli hqondaT garegnuli saxe? diax ara ? an a/m 
18. rogor ggoniaT, moswonT am kompaniaSi 
muSaoba? 

diax ara ? an a/m 

 
nawili II. klientTa loialobis indeqsi 
 
1. ramdenad kmayofili xarT [kompaniis an organizaciis saxeli]? 
Zalian ukmayofilo _ ukmayofilo _ saSualod _ kmayofili – Zalian kmayofili 
 
2. rogor ggoniaT, gauwevT Tu ara [kompaniis an organizaciis saxeli] 
rekomendacias Tqvens nacnob-megobrebTan? 
albaT ara _ ara mgonia _ SeiZleba _ albaT ki _ aucileblad 
 
rogor fiqrobT, kidev mixvalT [kompaniis an organizaciis saxeli] raime 
saqmisTvis? 
albaT ara _ ara mgonia _ SeiZleba _ albaT ki _ aucileblad 
 
qulebis miniWeba: pirvel nawilSi (qcevebi) TiToeuli `diax” imsaxurebs 1 
qulas. mTlianad = 18 qulas. 
 
meore nawilSi (klientTa loialobis indeqsi) TiToeuli pasuxi fasdeba 
xuTbaliani SefasebiT marcxnidan marjvniv (mag., yvelaze uaryofiTi pasuxi 
– 1 qula, yvelaze dadebiTi – 5 qula, xolo maT Soris 2, 3 an 4 qula. 
 
mTliani nimuSis qulebis daTvlis Semdeg (sul cota, 10 qula), dawereT 
Sedegebis mokle analizi. gansakuTrebiT aRniSneT qcevebi, romlebic 
yvelaze metad ukavSirdebian klientTa loialobas maTive azriT. 
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Tavi V 
 

sxvebic CaabiT momsaxurebis procesSi 
 

zedamxedvelebis, menejerebisa Tu liderebis rolebi 
 

`Tu gsurT icodeT Tqven mier adamianebis 
marTvis xarisxi, hkiTxeT Tqvens klientebs, 
rogor epyrobian maT Tqveni TanamSromlebi.” 

 
- ken blanSardi 

 
ras iswavliT am TavSi: 
 

• centraluri RerZi, romelic mmarTvelobis yvela funqcias aerTianebs, 
aris urTierToba. organizaciebi bevrs kargaven araefeqtiani 
urTierTobis SemTxvevaSi. 

• klientebis efeqtiani momsaxurebis swavla SesaZlebelia.  

• SesaZlebelia da klientTa kmayofilebis qmediTi strategiis 
Camoyalibeba. 

• SemaSfoTebel kiTxvebs SeuZliaT klientTa momsaxurebaSi arsebuli 
problemebis gamoaSkaraveba. 

• momsaxurebis procesis marTva SeiZleba kiTxvebis daxmarebiT. 

• arsebobs TanamSromlebis instruqtirebisa da motivirebis gzebi 
klientebisTvis xarisxiani momsaxurebis misawodeblad. 

• arsebobs Svidi kritikuli amocana, romlebsac SeuZliaT klientTa 
loialobis mopovebis strategiis Seqmna da amoqmedeba. 

 
ai, rogor xdeba es 

 
menejerebisa da liderebis roli klientebisaTvis  

momsaxurebis miwodebaSi 
 

erT-erT JurnalSi daibeWda mkiTxvelis gamoxmaureba msxvili sacalo 
vaWrobis maRaziis cudi momsaxurebis Sesaxeb dabeWdil statiaze. am
maRaziaSi ukve SeimCneoda mogebis mkveTri dacema. ai, ras werda mkiTxveli: 
 

vfiqrob, rom statia Zalian drouli da saWiroa. vaWrobasa da 
marketingSi gatarebuli maqvs 20 weli, aqedan 10 – fasdaklebiTa da 
Zvirfasi saqonliT sacalo vaWrobis sferoSi da amitom kargad 
vxvdebi, Tu ra iyo kompaniis cudi muSaobis mizezi: ubralo 
uyuradReboba Tu sakuTar Tavze didi warmodgena. iqneb droa kompaniam 
gamoiRviZos da mixvdes, rom iq, sadac klientebs Seuracxyofas ayeneben
muSaoba warmatebuli ver iqneba. Tqvens statiaSi naTqvamia, rom 12 
salarodan mxolod oTxi muSaobda. aseTi situaciebi, roca didi rigia 
da adamianebi Relaven, morige menejeri da ufrosi molare ki gulze
xeldakrefilebi dganan da akvirdebian am qaoss, dResac xSiria. erT-
erTi aseTi viTarebisas me vkiTxe menejers, ratom ar xsnis kidev erT 
salaros an ratom ar exmareba klientebs TviTon. man mipasuxa, rom es 
mas ar evaleba. 
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me gulwrfelad TanavugrZnob im karg adamianebs, romlebic maRaziebSi 
muSaoben. didi Zalisxmevis miuxedavad, TavianTi momsaxurebis xarisxis
gaumjobeseba maT SeuZliaT mxolod imdenad, ramdenadac `uSvebs” amis 
gakeTebis saSualebas korporatiuli struqtura da damxmare 
meqanizmebi aZleven.36  
 

samarTlianad adanaSaulebs Tu ara am SemTxvevaSi mkiTxveli 
xelmZRvanelobas? winamdebare TavSi es sakiTxi ganixileba, 
xelmZRvanelebisa da liderebis rolebis mniSvnelobasTan erTad klientTa 
momsaxurebis sferoSi.  
 
 
ras akeTebs menejeri 
 
menejeris samuSao gulisxmobs sxva adamianebisa da, aseve, sakuTari 
muSaobis sworad warmarTvas. adamianebSi kargad muSaobis survilis 
aRZvris unari ganapirobebs menejerebis maRal xelfasebs da did 
moTxovnas karg menejerebze. imis mixedviT, Tu ras moelis maTgan menejeri, 
TanamSromlebi muSaoben kargad an cudad.  
 
 
xelmZRvanelobis funqciebi 
 
menejeris muSaoba moicavs oTx ZiriTad funqcias: dagegmva, organizeba, 
koordinireba da kontroli. ganvixiloT oTxive faqtori, radgan 
TiToeuli maTgani klientebis momsaxurebas ukavSirdeba. 
 
1. dagegmva fiqris procesia. am dros sakuTar Tavs elaparakeba adamiani. 

menejeri win iyureba da fiqrobs, ra unda gakeTdes muSaobis 
gasaumjobeseblad, problemebis gadasaWrelad da TanamSromelTa 
codnis asamaRleblad. menejeri saxavs amocanebs, romlebic unda 
Sesruldnen mocemul kviraSi, TveSi Tu weliwadSi. am miznebis dasaxvis 
Semdeg menejeri fiqrobs imaze, Tu:  
 

• ra unda gakeTdes am miznebis misaRwevad? 

• rogor unda ganxorcieldes Sesabamisi qmedebebi? 

• vin unda ganaxorcielos isini? 

• rodis unda ganxorcieldes es qmedebebi? 

• sad unda sruldebodes konkretuli samuSao? 

• ra resursebi gaxdeba saWiro? 
 
gegmis warmatebiT gansaxorcieleblad saWiroa kiTxvebis dasma 
rogorc Sida, aseve gareSe klientebisTvis, xolo Semdeg fiqri imaze, 
Tu ra SeiZleba gakeTdes, gamoTqmuli azrebis xorcSesxmis mizniT. 

 

efeqtiani dagegmva gulisxmobs informaciis mogrovebas da momavali 
qmedebebis dasaxvas. 

                                                 
36 S. Nushart, Letter to the Editor, US News and World Report, December 11, 1995, p. 6 
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2. organizeba niSnavs muSaobis Tanmimdevrobis dadgenas da 

pasuxismgeblobisa da uflebamosilebis sferoebis ganawilebas. samuSaos 
miznebisa da Sesabamisi qmedebebis dadgenis Semdeg menejerma unda: 
 
• gansazRvros TiToeuli TanamSromlis pasuxismgeblobis sfero. 

• mianiWos TanamSromlebs Sesabamisi uflebamosileba maTi 
pasuxismgeblobis gansaxorcieleblad. 

 
amgvari marTva amcirebs sistemebis xSiri cvalebadobis potenciur risks 
kadrebis arasworad SerCevis, maTi susti momzadebis, samuSao adgilis 
cudad mowyobisa da a.S. gamo. gaxsovdeT, rom `sistema” niSnavs yvelafers, 
rac dakavSirebulia saqonlisa Tu momsaxurebis klientisTvis 
miwodebasTan. sistemebis mudmivad organizeba da gaumjobeseba 
xelmZRvanelobis umTavresi amocanaa. 
 

xelmZRvanelobis mier gatarebuli RonisZiebebi sistemebis cvalebadobis 
Sesamcireblad samuSao procesis swori organizebis Sedegia. 

 
3. koordinireba zogjer gaZRolas niSnavs. menejerebi uZRvebian 

organizaciebs dasaxuli miznebis miRwevisken. amisaTvis isini: 
 
• sakuTari  magaliTiT uCveneben TanamSromlebs, Tu ra unda akeTon 

maT.  

• uzrunvelyofen amocanebis SesrulebisTvis saWiro resursebis 
mozidvas. 

• uRviZeben TanamSromlebs samoqmedo energias (motivirebas). 
 

motivacia SeiZleba  martivad ganisazRvros, rogorc `moqmedebisTvis 
aucilebeli motivis Seqmna”. liderebi qmnian motivebs anu mizezebs 
adamianebis garkveuli saxis moqmedebisTvis. 

 
4. kontroli warmoadgens TanamSromelTa Sromis swori mimarTulebiT 

warmarTvis saSualebas. igi moicavs faqtiuri Sedegebis Sedarebas 
dagegmil an mosalodnel SedegebTan da gegmidan gadaxrebis dadgenas. 
Cveulebriv, TiToeuli aseTi gadaxra moiTxovs motivirebis Secvlas, 
saqmianobebis ise warmarTvas, rom SesaZlebeli gaxdes naklovanebebis 
gamosworeba; aseve miznebis ise Secvlas, rom maTi Sesruleba ufro 
realuri gaxdes. 

 

kontroli niSnavs muSaobisTvis Tvalyuris midevnebas, raTa 
garantirebuli iyos dasaxuli miznebis faqtiurad Sesruleba. menejerebi 
amowmeben imas, rac dagegmes. 

 
 
marTvis funqciebis saerTo RerZi 
 
marTvis TiToeuli zemoT CamoTvlili funqcia adamianebTan urTierTobas 
ukavSirdeba. menejeris muSaobis universaluri maxasiaTebelia samuSao 
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procesis sworad warmarTva, anu saqmis keTeba adamianebisTvis sxva 
adamianebis daxmarebiT.  
 
 
unda gesmodeT, rom kargi marTva adamianebTan karg 
urTierTobas gulisxmobs 
 
nebismieri organizaciis uproblemo muSaobis garantiaa menejerebis 
yoveldRiuri warmatebuli urTierToba Sesabamis struqturebTan. 
urTierToba gadamwyveti momentia marTvis yvela funqciisTvis. arsebobs 
sami tipis urTierToba, rodesac organizacia ver axerxebs maqsimaluri 
efeqtianobis miRwevas da rodesac iqmneba problemebi klientebis 
momsaxurebis sferoSi: 
 

1. urTierToba TiTqmis ar arsebobs. 
2. urTierToba bevrad ufro farToa, vidre es saWiroa saqmisTvis. 
3. farTodaa gavrcelebuli araefeqtiani urTierToba. 

 
ganvixiloT TiToeuli maTgani. 
 
 
urTierTobis nakleboba 
 
bzari adamianTa damokidebulebaSi da ubeduri ojaxebi xSirad 
urTierTobis arsebobis Sedegia. uTvalavi qorwineba kraxiT sruldeba 
umTavresad imis gamo, rom wyvilebi ar uziareben erTmaneTs TavianT 
grZnobebs _ madlierebas, wuxils, anda axal ideebs. adamianebi, romlebsac 
uWirT grZnobebis gamoxatva sakuTar ojaxSi, iSviaTad Tu aRweven 
warmatebas organizaciaSi, sadac muSaoben.  
 
aseve, biznesebi, romlebic ar interesdebian klientTa saWiroebebiT, 
romelTa TanamSromlebi naklebad icnoben Tavisive kompaniis produqts an 
ar ician, rogor unda moiqcnen, verasodes aRweven warmatebas. warmatebul 
organizaciebSi TanamSromlebi kargad arian momzadebuli da floben 
srul informacias. aseTi organizaciebi mudmivad cdiloben informaciis 
miRebas dainteresebuli pirebisagan da Sesabamisad moqmedebas. 
 

adamianebisTvis informaciis miwodeba da informaciis mudmivad moZieba 
dainteresebuli pirebisagan Zlieri organizaciebis damaxasiaTebeli
Tvisebaa. 

 
 
zedmeti urTierToba 
 
meore ukiduresobac SeiZleba aseve saxifaTo aRmoCndes. adamianebi, 
romlebic `ibombebian” iseTi informaciiT, romlis didi nawili sulac ar 
aris maTTvis saintereso, ver uZleben aseT datvirTvas. es im istorias 
hgavs, roca erTma adamianma meores dro hkiTxa, iman ki saaTis agebulebis 
yvela detali auxsna. Wkviani kompaniebi adamianebs atyobineben mxolod 
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maTTvis saintereso an sasurvel informacias  da ar awvdian yvelafers 
ganurCevlad. 
 

zedmeti informaciis tvirTma SeiZleba daasustos organizacia da ziani 
miayenos TanamSromelTa nayofier Sromas. 

 
 
araefeqtiani urTierToba 
 
araefeqtian urTierTobas aseve SeiZleba mohyves organizaciis dasusteba 
sxvadasxva mizezis gamo. maT Soris yvelaze gavrcelebulia gaugebari 
miTiTebebi an koordinireba, mniSvnelovani monacemebis araadekvaturi 
damuSaveba da organizaciis dakarguli SesaZleblobebi. araefeqtiani 
urTierTobis magaliTebia: cudad dagegmili xSiri Sexvedrebi, 
Sesrulebuli amocanebis arajerovnad Sefaseba, satelefono teqnikis 
araswori gamoyeneba an weris dabali kultura. 
 
 
klientebs mxolod is organizaciebi uyvarT, 
romlebsac kargi urTierTobis damyareba SeuZliaT  
 
uamravi treningebis Catarebis procesSi aTasobiT adamianisTvis gviTxovia, 
daesaxelebinaT is organizaciebi, romlebTanac moswonT urTierToba, 
xolo Semdeg daesaxelebinaT amis mizezebi. yvela jgufSi viRebdiT 
daaxloebiT aseT pasuxebs: 
 

• mimtanebi (an sxva TanamSromlebi) Zalian megobrulebi arian. isini 
saxeliT mommarTaven da gamoxataven interess Cemi pirovnebisadmi. 

• moxuci fili, romelic benzingasamarT sadgurSi muSaobs, yovelTvis 
xels miqnevs, roca ki sadguris maxloblad Cavivli. 

• yasabi maiki yovelTvis yuradRebiT mismens, roca xorcis romelime 
gansakuTrebul naWers viTxov. 

• sara Zalian Tbili adamiania – is yovelTvis mzadaa daxmarebisTvis. 

• eqimi petersonis eqTnebi SesaniSnavi adamianebi arian. isini didi 
gulisyuriT ekidebian bavSvebs. 

 
organizaciebi, iq momuSave adamianebis meSveobiT, amyareben urTierTobas 
CvenTan. da piriqiT, erTi-erTi kvlevisas gamokiTxuli iqnes is klientebi, 
romlebic daikargnen `biznes-biznes urTierTobaSi~ (anu urTierTobaSi, 
roca erTi biznesi yidulobs raimes meore biznesisagan). kvlevam daadgina, 
rom biznesis klientTa 69% daikarga ara imitom, rom cudi iyo produqciis 
xarisxi an fasi, aramed imitom, rom maT aRar moewonaT maTdami mopyroba.37 
kargi urTierToba swored aseTi arasasurveli Sedegebis aRmofxvras 
cdilobs. 
  

klientebis dakargvis umTavresi mizezia cudi mopyroba maT mimarT. 

                                                 
37 R. C. Whiteley, The Customer Driven Company: Moving from Talk to Action (Reading, MA: Addison-Wesley, 
1991), p. 27 
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roca SevecadeT dagvedgina, Tu romel organizaciebTan `ezizRebodaT 
urTierToba” klientebs, maT daasaxeles kompaniebi, romelTa 
TanamSromlebis gamometyveleba eubneboda maT: 
 

`Sen [klienti] zedmeti xar.” 
`sulac ar gvadardebs, kmayofili xar Tu ara.” 
`mezizReba Cemi samsaxuri da es, nawilobriv, Seni damsaxurebaa.” 
`axla SenTvis ara mcalia.” 

 
cxadia, TanamSromlebi am sityvebs xmamaRla ar warmoTqvamen, Tumca 
yvelafriT gagrZnobineben amas. 
 

uyuradReboba aSkarad SesamCnevia maSinac ki, roca es ar gamoixateba 
sityvebiT. 

 
menejerebis umTavresi problemaa im urTierTobebis droulad garkveva, 
romlebsac maTi TanamSromlebi amyareben garSemo myofebTan, gansakuTrebiT 
ki klientebTan. 
 
 
gaxsovdeT, rom urTierTobis warmatebas klienti wyvets 
 
aseve mniSvnelovania urTierTobis sxva mxarec: sinamdvileSi Cven ar 
SegviZlia urTierTobis kontroli, radgan Cven mier gadacemuli mesijis 
mniSvnelobas mxolod klienti gansazRvravs. adamianTa umravlesoba ki 
fiqrobs, rom SeuZliaT TavianTi urTierTobebis 100 procentis 
gakontroleba. es arc ise martivia. 
 

marTalia, Cven ar SegviZlia urTierTobebis absoluturi gakontroleba, 
magram namdvilad SegviZlia maTze zemoqmedebis efeqtiani gzebis gamonaxva. 

 
sxva adamianTan urTierToba mecniereba ar aris; es xelovnebaa! ar arsebobs 
am xelovnebis dauflebis raime zusti da jadosnuri recepti.  
 
urTierTobis xelovneba xSirad gatkepnili gziT siarulze uaris Tqmis 
unars gulisxmobs. kargi urTierToba ar niSnavs xmamaRal, emociur an 
gulwrfel laparaks. is SeiZleba sulac ar iyos dakavSirebuli 
sxvebisTvis misawodebeli informaciis moculobis gazrdasTan, arc 
CvenTvis sul ufro sasurveli mesijis miRebasTan. is mxolod da mxolod 
ufro met urTierTgagebas moiTxovs. kargi urTierToba niSnavs samyaros im 
adamianis TvaliT aRqmis unars, visTanac aseTi urTierTobis damyareba 
gsurT. 
 
 
gamoiyeneT marTvis gansakuTrebuli funqciebi 
klientebis momsaxurebis mizniT 
 
ufro detalurad ganvixiloT marTvis ZiriTadi funqciebi, raki isini 
klientTa momsaxurebas exeba. uamrav sxvadasxva qmedebas, romelsac 
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adamianebTan muSaobisas mivmarTavT, SeiZleba gadamwyveti mniSvneloba 
hqondes klientis kmayofilebisa da loialobis mosapoveblad. 
 
 
CamoayalibeT momsaxurebis mizani 
 
dagegmvis funqcia gulisxmobs xelmZRvanelobis Zalisxmevas, maTi 
organizaciis saqmianobis ZiriTadi miznebis Camoyalibebas.  
 
organizaciebSi konsultaciebis Catarebisas yovelTvis vekiTxebiT maT 
xelmZRvanelebs, Camoyalibebuli aqvT Tu ara klientTa momsaxurebis 
mizani, kredo. sakmaod xSirad pasuxad gvesmis: `oh, rogor ara, klientTa 
momsaxurebasTan dakavSirebuli Cveni miznebi 13 punqtisgan Sedgeba.” 
 
`marTla?, aba, miTxariT romelia me-11 punqti?” _ vekiTxebiT Cven. menejeri 
ki gveubneba: `zustad ar maxsovs.” Cven isev vekiTxebiT: `kargi, maSin 
romelia meeqvse punqti?”. da kvlav vismenT tipur pasuxs: `aRar maxsovs. ver 
vimaxsovreb aseT rameebsa, Tumca maTi CamonaTvali TiToeul TanamSromels 
aqvs.” 
 
samwuxarod, Tu kredo zedmetad rTulad aris gansazRvruli, es karg 
Sedegs ver moitans. miznis Camoyalibeba niSnavs imis mokled da mkafiod 
CamoTvlas, Tu risken miiswrafvis organizacia, da rogor unda movaxerxoT, 
klientis erTgulebis mopoveba. 
 
kidev erTxel gavimeoroT es yvelaferi. momsaxurebis efeqtiani mizani unda 
iyos: 
 

• mokle, 

• mkafio,  

• aRwerdes kompaniis unikalurobas. 
 
amboben, rom kargad Camoyalibebuli miznis erT-erTi kriteriumia misi 
gameorebis SesaZlebloba maSinac ki, Tuki Tofs gimizneben.38 
 
mizani mokled da mkafiod unda iyos gansazRvruli, raTa yvela 
TanamSromelma SeZlos misi damaxsovreba da SeZlos misi ganxorcieleba. 
ganvixiloT ramodenime magaliTi. 
 
Federal Express, amanaTebis mimwodebel samsaxurs, aqvs martivad da mokled 
Camoyalibebuli mizani. is gamoxatulia sul ramodenime sityviT: `zustad, 
namdvilad, erTi Ramis ganmavlobaSi.” kompania zustad, namdvilad erTi 
Ramis ganmavlobaSi asrulebs Tavis saqmes da ase xdeba SemTxvevaTa 99,8%-
Si. Land’s End tansacmlis mwarmoebels Tavisi miznis gansazRvraSi mxolod 
ori sityva aqvs Setanili: `garantirebuli periodi”, romlebic adastureben 
imas, rom kompaniis udides prioritets warmoadgens klientTa 
garantirebuli xarisxiani momsaxureba. 
 

                                                 
38 L. B. Jones, The Path: Creating Your Mission Statement (New York: Hyperion, 1996), p. 4 
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Harvard Business Review-Si39 dabeWdili statia mogviTxrobs sietlis 
restornis TanamSromlebis Sesaxeb, romlebic did xans fiqrobdnen miznis 
martivad da mkafiod Camoyalibebaze. mas Semdeg, rac maT Tavis kompanias 
Tavisive klientebis TvaliT Sexedes (ras elian Cvengan Cveni restornis 
stumrebi?), TavianTi mizani Semdegnairad Camoayalibes: `Tqveni siamovneba 
garantrebulia. yovelTvis.” da marTlac swored amas sTavazoben isini 
Tavis stumrebs – siamovnebas. 
 
sityvaTa minimaluri raodenobis gamoyenebiT miznis martivad da mkafiod 
Camoyalibebis daniSnulebaa maTi gadaqceva TanamSromlebisTvis 
mamoZravebel Zalad. amitom maT Seqmnes akronimi YEGA (Your enjoyment 
guaranteed. Always. – Tqveni siamovneba garantirebulia. yovelTvis.). 
marTalia, YEGA arafers niSnavs klientTa umravlesobisTvis, magram igi 
mTavari sityva gaxda mTeli organizaciisTvis. maT Seqmnes YEGA-s 
sareklamo kompania, gamouSves YEGA-s niSniani dolarebi, Tmis samagrebi, 
qudebi, riTac TanamSromlebs gauRvives muSaobis survili. es yvelaferi 
xalisianad, sainteresod keTdeboda da mudmivad Seaxsenebda 
TanamSromlebs oTx ubralo sityvas: `Tqveni siamovneba garantirebulia. 
yovelTvis.” 
 
ai, ramodenime rCeva menejerisaTvis: 
 

• SeecadeT CamoayaliboT miznis Sinaarsi mokled, mkafiod da xazi 
gausvaT kompaniis unikalurobas. 

• moizideT ideebi Tqveni klientebisagan (rogorc Sida, ise gare 
klientebisgan). hkiTxeT, ra aris is xuTi ram, rac mas TqvenTan saqmiani 
urTierTobis dakmayofilebisaken ganawyobs. sTxoveT pasuxis gacema rac 
SeiZleba swrafad, yuradRebiT, gaaanalizeT maTi naTqvami da CaiwereT 
sityvebi, romlebic maT gamoiyenes. 

• SekribeT Tqveni TanamSromlebi da hkiTxeT TiToeuls: `Sen rom Cveni 
klienti iyo, ra aris is xuTi ram, ris miRebac mogindeboda Cvengan, 
rogorc kompaniisgan?” sTxoveT, gipasuxon swrafad. mokled CaiwereT 
sityvebi, romlebsac ixmaren. Semdeg SekribeT yvela gamonaTqvami. 
uSualod maRaziis darbazSi momuSave TanamSromlebi ukeT icnoben 
klientebs da SeuZliaT metad Rirebuli ideebis mowodeba. arasodes 
ugulvebelyoT maTi mosazrebebi. 

 
mas Semdeg, rac SeagrovebT rogorc Tqveni klientebisa, ise 
TanamSromlebis azrebs, naxavT, rom zogierTi sityva sxvebze ufro xSirad 
gxvdebaT. Cveulebriv es, is mTavari sityvebia, romlebic migiTiTeben, Tu 
ras unda miaqcioT gansakuTrebuli yuradReba Tqveni saqmianobis 
gasaumjobeseblad da ZiriTadi miznebis Camosayalibeblad. 
 
Tqveni organizaciis miznis Camoyalibebisas gaxsovdeT: 
 

• gamoiyeneT Tqveni klientebisa da TanamSromlebis ideebi. klienti 
yvelaze ukeT getyviT, ras eZebs igi Tqvens organizaciaSi, xolo 

                                                 
39 T. W. Firnstahl, “My Employees Are My Service Guarantee,” Harvard Business Review, July-August, 1989, pp. 28-
32 
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TanamSromlebi dagexmarebian am organizaciis muSaobis miznis 
garkvevaSi. 

• dawereT miznis ramdenime versia, nu iCqarebT saboloo variantis 
Sedgenas. SeadgineT saboloo versia aTi an naklebi sityvisgan. 

• Tu SesaZlebelia, mieciT mizans akronimis forma ise, rom TiToeuli aso 
sityvebs gaxsenebdeT (rogorc YEGA-s magaliTSia). 

 
SearCieT Tqveni organizaciis unikalurobis gamomxatveli sityva, hkiTxeT 
sakuTar Tavs `yvela TanamSromeli amoirCevda amave sityvas kompaniis 
unikalurobis gamosaxatavad?” amis Sesamowmeblad gaaCereT nebismieri 
TanamSromeli da sTxoveT, gansazRvros organizaciis mizani. 
gansakuTrebiT sainteresoa im TanamSromelTa azri, romlebic kompaniaSi 
mxolod aTi an naklebi dRis ganmavlobaSi muSaoben.  
 
romelime sityvis gameorebas SeiZleba Tavidan araviTari mniSvneloba ar 
mianiWoT, Tumca droTa viTarebaSi darwmundebiT, rom Tqveni 
TanamSromlebis yuradrebis fokusireba miznis gamomxatvel sityvebze 
aucileblad dadebiT Sedegs moitans. 
 
da bolos: ar aris aucilebeli, rom mizani samudamo iyos. iseve, rogorc 
organizacia icvlis mimarTulebas, icvleba sabazro da ekonomikuri 
pirobebi, icvleba miznebic. zogierT organizacias SeiZleba esa Tu is 
mizani drois garkveul monakveTSi sWirdebodes. magaliTad, sareklamo 
saagentoebi erTi da igive slogans mxolod ramodenime wlis ganmavlobaSi 
iyeneben. miznis Secvla gansakuTrebul dakvirvebas moiTxovs. mTavaria, 
saqmianobis ZiriTadi mimarTulebis gaTvaliswineba. 
 
miaqcieT yuradReba: Tu miznis CamoyalibebaSi monawileoben Tqveni 
TanamSromlebi, isini ufro metad ecdebian am miznis miRwevas. monawileoba 
erTgulebas niSnavs. es wlebis ganmavlobaSi gamoikveTa da igives 
adasturebs uamravi gamokvleva. 
 

ar dagaviwydeT TanamSromlebisa da klientebis CarTva momsaxurebasTan 
dakavSirebuli miznis Camoyalibebis saqmeSi. 

 
 
dasaxeT miznebi da CamoayalibeT momsaxurebis strategia 
 
marTvis dagegmvis Semdegi etapi moicavs momsaxurebis saboloo sasurveli 
Sedegebis gansazRvras da imis gadawyvetas, Tu rodis da rogor unda iqnes 
miRweuli es miznebi. miznis dasaxva jer kidev didi xnis win iyo 
aRiarebuli Zalisxmevis fokusirebis Zlier iaraRad. unda darwmundeT, rom 
SesaZlebelia miznebis dasaxva da maTi Sesruleba. nu daaCqarebT process. 
miznebis Camoyalibeba gvexmareba prioritetebis, Tanmimdevrobisa da 
strategiuli nabijebis gadadgmis drois dadgenaSi. yvelafris erTad 
gakeTeba SeuZlebelia; jer is Sedegebi gaiTvaliswineT, romelTa 
miRwevasac metis motana SeuZlia TqvenTvis daxarjuli Sromis sanacvlod 
_ jer qveda totebze gamosuli nayofi mowyviteT. im Secdomebis 
gamosworebaze muSaoba, romlebsac aucileblad dauSvebT, met motivacias 
SegiqmniT ufro rTuli problemebis gadawyvetisTvis. 
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menejerebs, Cveulebriv, uxdebaT biujetis dadgena muSaobis Semdgomi 
gasaumjobesebeli RonisZiebebisaTvis. mravali cvlileba, gansakuTrebiT 
isini, romlebic sistemebis da faseulobebis cvlas exebian, moiTxovs 
fulis an sxva resursebis damatebiT daxarjvas moiTxovs. rogorc ki 
miagnebT ukeTes meTodebs, danergeT isini Tqvens muSaobaSi – aqcieT isini 
Tqveni organizaciis saqmianobis wesad. 
 
 
organizeba gauwieT adamianebs da gansazRvreT maTi uflebamosilebani 
 
mmarTvelobis organizebis funqcia moicavs iseT qmedebebs, rogoricaa 
organizaciuli struqturis dadgena, garkveuli pasuxismgeblobebis 
ganawileba da organizaciis wevrebisTvis uflebamosilebis miniWeba. 
sxvadasxva doneze moRvawe adamianebs undaT TavianTi movaleobebis 
masStabebisa da CarCoebis codna. TanamSromlebma unda icodnen, risi 
gakeTeba SeuZliaT an ar SeuZliaT klientebisTvis. 
 
im kompaniebSi, romelTa momsaxureba unaklod iTvleba, momuSave personali 
TiTqmis sruli TavisuflebiT sargeblobs. Nordstrom maRaziebis 
TanamSromlebma, magaliTad, ician, rom nebismieri ramis gakeTebis ufleba 
aqvT klientis saWiroebis dasakmayofileblad. isini cnobili arian 
klientebisTvis tansacmlis miwodebis samsaxuriT erTi Ramis ganmavlobaSi 
(damatebiTi Rirebulebis gareSe) da nebismieri damatebiTi momsaxurebis 
gaweviT kompensaciis saxiT, Tuki adgili eqneboda raime gaugebrobas. Ritz-
Carlton sastumros TanamSromlebs piradad SeuZliaT gadawyvetilebis 
miReba im nebismier problemis gamo, romelic SeiZleba gauCndeT maT 
stumrebs. rogorc ki (Seityoben, rom maT stumars raime problema Seeqmna, 
isini Tavs anebeben imas, rasac akeTebdnen im wuTSi da stumris problemis 
gadawyvetas iwyeben). sastumros msaxurebi sastumros gareT garbian im 
gazeTis sayidlad, romelic stumars ainteresebs da romelic ar aris 
sastumroSi. amaze maT pasuxs aravin mosTxovs; menejerebs maTTvis 
miniWebuli aqvT uflebamosileba, gaakeTon yvelaferi, rasac CaTvlian 
saWirod. es aris, albaT, erT-erTi mizezi imisa, rom Ritz-Carlton sastumrom 
moigo prestiJuli Baldridge Award premia saukeTeso korporaciuli 
qcevisTvis.  
 
 
kvalificirebuli TanamSromlebi 
 
menejerebi pasuxismgeblebi arian kvalificirebuli adamianebis ayvanaze 
TiToeul Tanamdebobaze, maTTvis kompaniis miznebis gacnobasa da maT 
profesiul momzadebaze, raTa am adamianebma SeZlon kargad muSaoba 
sityvieri miTiTebebisa da praqtikuli Cvenebebis gaTvaliswinebiT. 
 
zogierTi warmatebuli menejeri axerxebs kvalificirebuli adamianebis 
`moparvas” sxva kompaniebidan. roca menejerebi xvdebian adamianebs, 
romlebsac aqvT araCveulebrivi damokidebuleba samuSaos mimarT da 
klientTa momsaxurebis aseTive araCveulebrivi unari, isini cdiloben maT 
gadabirebas. 
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mosamsaxure personalis 
swori orientacia biznesis 

warmatebis sawindaria 

 
swrafi kvebis restornebis erT-erTi 
qselis mflobelma kvalificirebuli 
TanamSromlebis Sovnis problema ase 
gadawyvita: igi Tavis savizito bara-
Tebs urigebda sxva kompaniebis im Ta-
namSromlebs, romlebic mis magidas 
emsaxurebodnen, da Tan umatebda aseT 
sityvebs: `didi madloba araCveuleb-
rivad momsaxurebisTvis. mSvenivrad 
muSaobT. Tu odesme gagiCndebaT sam-
saxuris gamocvlis survili, Zalian 
damavalebT, Tu piradad damikavSir-
debiT. darwmunebuli var, SevZleb 
Cems organizaciaSi TqvenTvis adgilis 
gamoZebnas.” 
 
mudmivad unda awarmoebdeT Canawerebs 
im adamianebis Sesaxeb, romelTa naxvasac 
isurvebdiT Tqvens kompaniaSi. gagiCnde-
baT Tu ara raime saSualeba, daukav-
SirdiT maT. nu ifiqrebT imaze, rom is sruliad gansxvavebuli saqmiTaa 
dakavebuli. Tqveni organizaciis specifikis Seswavla SesaZlebelia, 
samuSaosadmi araCveulebrivi damokidebulebisa ki – ara. 
 
menejerebi darwmunebulebi unda iyvnen, rom daqiravebis Semdeg adamianebs 
SeeqmnebaT Tavisi codnis, unarebis da damokidebulebis ganviTarebis didi 
SesaZlebloba. saukeTesoa is samsaxurebi, sadac adamianebs profesiul 
zrdis saSualeba aqvT. 
 
 
sworad warmarTeT kompaniis muSaoba 
 
menejerebi TavianT marTvis funqciebs axorcieleben delegirebis 
saSualebiT. es niSnavs pasuxismgeblobisa da momsaxurebis Sedegebze 
angariSvaldebulebis miniWebas im adamianebisTvis, romlebsac isini 
marTaven. maT aseve xeli unda Seuwyon adamianebis motivirebas, raTa maT 
gauCndeT menejerisTvis sasurveli qmedebebis ganxorcielebis 
moTxovnileba. marTvis sxva funqciebi iTvaliswinebs sasurveli 
Zalisxmevebis koordinirebas yvelaze qmedunarian kombinaciebSi, 
gansxvavebebis marTvas, konfliqtebis daregulirebas da momsaxurebis 
miznebis misaRwevad aucilebeli SemoqmedebiTobisa da inovaciebis 
stimulirebas. 
 
 
organizaciis kontroli 
 
menejerebma unda gansazRvron momsaxurebis is kritikuli monacemebi, 
romlebic saWiroa momsaxurebis procesis gasakontroleblad. am gziT 
isini SeZleben Sedegebis Sefasebas da maT Sedarebas dasaxul miznebTan 
Tu standartebTan. kontroli aseve moicavs gamosasworebeli zomebis 
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ganxorcielebas TanamSromelTa treningis daxmarebiT am gegmebis saWiro 
mimarTulebiT koordinirebiT sasurveli standartebis misaRwevad. da 
bolos, dajildoveba kontrolisa da motivirebis umniSvnelovanesi 
nawilia. 
 
rogorc xedavT, menejerebs bevri ram evalebaT. 
 
 
dasviT ramodenime potenciurad saxifaTo kiTxva 
 
imis gansasazRvrad, Tu ramdenad kargad axorcielebs organizacia 
klientebis momsaxurebas, sawyis wertilad SeiZleba gamoviyenoT pasuxebi 
qvemoT moyvanili kiTxvebis msgavs kiTxvebze. dadebiTi pasuxi erT an met 
maTganze SeiZleba ar iyos SemaSfoTebeli, magram Tuki maT umravlesobas 
dadebiTi pasuxi gaecema, es imis niSani iqneba, rom Tqvens organizacias 
sakmaod didi Zalisxmeva dasWirdeba klientebis momsaxurebis 
gasaumjobeseblad. 
 

 
TviTanalizi 

 
ramodenime potenciurad saxifaTo kiTxva 

 
Tqveni kompania, organizacia an departamenti: 
 

1. aRiarebs Tu ara klientTa momsaxurebis mniSvnelobas, magram 
uSualod klientebTan momuSave adamianebs uxdis dabal, erTnair 
xelfasebs? 

2. uSualod klientebTan momuSave adamianebs utarebs umniSvnelo (an 
saerTod ar utarebs) trenings klientTa momsaxurebis safuZvlebSi? 

3. aqvs Tu ara mofiqrebuli raime specialuri stimuli klientebis 
kargi momsaxurebisTvis? 

4. sjis an afrTxilebs TanamSromlebs klientebis cudad 
momsaxurebisTvis, magram arafriT ar aRniSnavs maT karg samsaxurs? 

5. ras ufro did mniSvnelobas aniWebs _ axali klientebis mozidvas Tu 
Zvelebis SenarCunebas? 

6. ajildovebs an riTime aRniSnavs im adamianebis mier klientTa 
momsaxurebas, romlebsac es ar exebaT? 

7. axorcielebs klientTa kargad momsaxurebis ramodenime kvirian an 
Tvian programas, magram maleve iviwyebs mas? 

8. hyavs iseTi maRali rangis menejerebi, romlebic iSviaTad (an 
arasdros) usmenen klientebs da Tavs ar iwuxeben maTi problemebis 
gadaWriT? 

9. arasdros afaseben gaweul momsaxurebas klientebis TvaliT? 
10. cdiloben Tu ara yvela donis menejerisagan angariSgebis 

uzrunvelyofas da ajildoveben Tu ara maT gaweuli samsaxuris 
mixedviT? 

 
 
menejerebis umravlesobas albaT dadebiTi pasuxis gacema mouxdeba am 
kiTxvebze. TavisTavad, es ar iqneba cudi muSaobis maCvenebeli, Tumca 
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gamoavlens potenciurad problemur sferoebs. bevri aseTi kiTxvis dasma 
SeiZleba xelmZRvanelis fasdaudebel damsaxurebad mogvevlinos. 
 
 
marTeT kiTxvebis daxmarebiT 
 
mravali wignis avtori, bil meinardi40, eTanxmeba im azrs, rom 
xelmZRvanelobis xelovneba xSirad gulisxmobs mravali kiTxvis dasmas. 
igi urCevs menejerebs urTierTobas organizaciis TanamSromlebTan da 
klientebTan da qvemoT moyvanilebis msgavsi kiTxvebis dasmas maTTvis: 
 
ram gagacofaT dRes? ra iyo Zalian rTuli? 
ras moandomeT gansakuTrebiT didi
dro? 

ra iyo aSkara sisulele? 

ram gamoiwvia saCivrebi dRes? romel samsaxurs dasWirda Zalian 
bevri xalxi? 

ra gaugebroba moxda dRes? romel samsaxurs dasWirda Zalian 
bevri moqmedebis Catareba? 

ra aris Zalian Zviri? ra daikarga fuWad? 
 
Wkviani menejeri daimaxsovrebs am kiTxvebs da Zalian xSirad dausvams maT 
sakuTar Tavs. amis Semdeg ki, ra Tqma unda, yuradRebiT moismens pasuxebs 
am kiTxvebze, roca ki es SesaZlebeli iqneba. 
 

 
TviTanalizi 

 
mousmineT pasuxebs 

 
gaixseneT, Tqven mimarT gamoTqmuli bolo kritika. gaixseneT masTan 
dakavSirebuli SemTxveva Tu situacia. aRwereT igi ramodenime winadadebiT. 
axla gonebaSi gadaxedeT situacias. ramdenad: 
 

1. icavdiT sakuTar Tavs an cdilobdiT situaciis axsnas manam, sanam 
adamiani bolomde gamoTqvamda kritikas? 

2. SeecadeT, rac SeiZleba kargad gagegoT kritikosis Tvalsazrisi? 
3. sTxoveT kritikoss sakuTari azris kargad Camoyalibeba Tavdacvaze 

gadausvlelad? 
4. gamoxateT gulwrfeli reagireba? 
5. gadauxadeT madloba adamians misi Tvalsazrisis gamoTqmis gamo? 

 
adamianebis umravlesobisaTvis kritikis gamoTqma (konstruqciuli gziTac 
ki) riskiani saqmea. roca adamianebi pirvelad akeTeben amas, isini 
akvirdebian gakritikebuli piris reaqcias. swored maTi reaqcia 
gansazRvravs, gaakritikeben Tu ara isini sxva dros kidev vinmes. es ki
niSnavs, rom Tqven Tavidan aicilebT kritikas momavalSi, romelic 
SeiZleba Zalian sasargeblo yofiliyo TqvenTvis. 
 
da saerTod, rogor SeafasebdiT Tqvens damokidebulebas gamoTqmuli 
kritikisadmi? ras SecvlidiT (Tu SecvlidiT saerTod rames)? 

                                                 
40 B. Maynard, “How to Manage with Questions”, TeleProfessional, 209 W.5th Street, Waterloo, IA 50701-5420 
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dauTmeT dro Tqveni TanamSromlebis  
instruqtirebasa da motivirebas 
 
`marTva aqeT-iqiT siaruliT” am bolo dros, ganixileba rogorc menejeris 
sul ufro didi mniSvnelobis mqone funqcia. praqtika zrdis imis 
SesaZleblobas, rom ufro kargad dainaxoT da gaigoT `cecxlis xazze 
mdgomi” adamianebis muSaoba da mosazrebebi. aseTi muSaobidan miRebuli 
ukugeba gacilebiT metia, vidre ubralod kargi adamianuri 
damokidebuleba; igi Tavs iCens organizaciis wevrebs Soris maTi ukeT 
motivirebiTa da urTierTobis gaumjobesebiT. 
 
menejerebs didi zegavlenis moxdena SeuZliaT TavianT TanamSromlebze 
maTTvis ubralo madlobis gadaxdiT an raime sasiamovno komplimentis 
TqmiT. es TiTqos Zalian advilia, magram faqtad rCeba is, rasac robert 
Taunsendi aRniSnavs Tavis wignSi Up the Organization: `madloba rogorc 
kompensaciis forma saerTod ugulebelyofilia”41 
 
 
gamoxateT mxardaWera TanamSromlis motivirebisadmi 
 
marTvis konsultantebi gvTavazoben meTodur midgomebs sityvieri 
mxardaWeris gamoxatvis mimarT, rasac TvalsaCino Sedegebi moaqvs. ras 
niSnavs meToduri midgoma sityvieri mxardaWeris gamoxatvis mimarT? maTgan 
yvelaze martivi efuZneba fsiqologiur midgomas, romelsac qcevis 
modificireba ewodeba. 
 
pirvelyovlisa, menejerebi aseT meTodur programebs axorcieleben mTeli 
rigi Sexvedrebis meSveobiT, roca TanamSromlebTan erTad isini 
ganixilaven arsebul saWiroebebsa da problemebs da, aseve, maTi gadaWris 
SesaZlo gzebsac. ZiriTad monacemebs standartul doned, aTvlis sawyis 
wertilad miiCneven. es diagnostikuri Sexvedrebi muSaobis standartebis 
dadgenisa da maTi Sesrulebis gzis gansazRvris SesaZleblobas iZleva. 
Sexvedrebisas aseve SeirCeva is jildoebi, romlebic SeiZleba menejerma 
gamoiyenos TanamSromlebis qcevis Sesacvlelad (`modificirebisTvis”). 
 
meore safexurze xorcieldeba dakvirveba TanamSromelTa muSaobaze, rasac 
saTanado reagireba unda mohyves. 
 
mesame safexurze TanamSromlebi swored zemoT xsenebul reagirebas iReben, 
anu maT dauyovnebliv atyobineben, Tu ramdenad Seesabameba maTi muSaobis 
done sasurvels. magaliTad, erT-erTma aviakompaniam, romlis satelefono 
SekveTebis xuT ofisSi muSaobda 1800 adamiani, daiwyo im satelefono 
zarebis procentulobis kontroli, romelTa daxmarebiTac klientebi 
ukveTavdnen bileTebs. Sedegebs isini yoveldRiurad atyobinebdnen 
TiToeul TanamSromels. imave dros maT zedamxedvelebs miRebuli hqondaT 
miTiTeba, SeefasebinaT TanamSromlebi imis mixedviT, dausvamdnen Tu ara 
isini mosaubres kiTxvas dajavSnis Sesaxeb. ramodenime TveSi telefoniT 
gayidvebis raodenobam erTidan oTx SemTxvevaSi miaRwia erTs or 
SemTxvevaSi.42  

                                                 
41 R. Townsend, Up the Organization (New York: Alfred A. Khopf, 1970), p. 184 
42 iqve 
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amgvari programis mizania sistematuri dajildoveba – jildos 
dakavSireba garkveul muSaobasTan. 

 
 
gamoiyeneT cvlilebaTa fsiqologia 
 
nebismieri samuSaos gaumjobesebaSi Cadebulia sawyisi piroba imisa, rom 
momaval qcevaze zemoqmedebas axdens warsuli qcevebis Sedegebi. Tu 
moqmdebis uSualo Sedegi kargia, adamianebi imeoreben aseT moqmedebebs. Tu 
Sedegebi cudia, isini aRar imeoreben maT. aqedan gamomdinare, menejerebs 
SeuZliaT TanamSromlebis qcevaze sami tipis reagirebis Camoyalibeba. 
reagirebis TiToeuli tipi TanamSromlebis qcevaze moqmedebs Semdegnairad: 
 
 

• pozitiuri Sefaseba . . . 
 

• negatiuri Sefaseba . . . 
 

• araviTari reagireba . . . 

 

• TanamSromels uCens moqmedebis gameorebis 
survils 

• TanamSromels uCens amgvari moqmedebisgan 
Tavis Sekavebis survils momavalSi 

• Cveulebriv, TanamSromels uCens 
moqmedebis Sewyvetis survils (ar 
arsebobs raime stimuli misi Semdgomi 
gagrZelebisaTvis) 

 
 
zogierT adamians ainteresebs, ramdenad xSirad SegviZlia sityvieri 
Sefasebis gamoyeneba motivirebis saxiT. Teoriulad maT unda imoqmedon 
manam, sanam gamoiyeneba Sesabamisi Sefasebis saxeebi. Sefasebis ori mTavari 
saxea misi uwyveti da perioduli formebi. uwyvetia Sefaseba (komplimenti 
an mxardaWeris gamoxatvis) yovelTvis, roca ki sasurvel moqmedebas exeba. 
es midgoma amarTlebs maSin, roca adamianebs aswavlian axal qcevas da maT 
esaWiroebaT darwmuneba imaSi, rom kargad SeiTvises igi. uwyveti Sefasebis 
pirobebSi adamianebi Zalian swrafad swavloben, Tavidan mainc. 
 

uwyveti Sefaseba Tavidan swrafad iZleva sasurvel Sedegebs. 

 
uwyveti Sefasebis swrafi Sedegis magaliTad gamodgeba situacia, roca 
bavSvs aswavliT raRac axals, magaliTad, burTis daWeras. Tu yovel 
jerze, ramdenzec bavSvi burTs daiWers, Tqven Sesabamisad SeafasebT mis 
moqmedebas, igi Zalian swrafad iswavlis amas. es principi gansakuTrebiT 
kargad muSaobs, roca adamianebs uxdebaT maTTvis ucnobi raime amocanis 
Sesruleba. 
 
miuxedavad amisa, uwyvet Sefasebas SeuZlia, sul cota, Semdegi sami 
problemis gamowveva: 
 
1. mas didi dro sWirdeba da, aqedan gamomdinare, misi gakontroleba 

Zalian Zviri jdeba. ubralod SeuZlebelia yovel jerze saqebari 
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sityvebis warmoTqma. albaT ukeTesi iqneboda Tqven TviTon gagekeTebinaT 
es samuSao! 

2. mas efeqtianobis Semcireba mosdevs `inflaciis” gamo. sityvieri Seqeba 
kargavs fass, roca mas xSirad vismenT. 

3. roca adamiani miCveulia uwyvet Sefasebas, Zneli xdeba maTi gadaCveva 
amisagan garkveuli riskis gareSe. Tu Cven moulodnelad SevwyvetT 
uwyvet Sefasebas – anu sityvierad aRar gamovxtavT Cvens kmayofilebas 
yoveli swori moqmedebisaTvis – Cvenma TanamSromelma es SeiZleba 
gaigos ise, rom amgvari qceva aRar aris saWiro da Tavi unda daanebos 
mas. aseT SemTxvevaSi adgili eqneba sasurveli qcevis gaumarTlebel 
aRkveTas. 

 
uwyveti SefasebiT gamowveuli gaugebrobebi SeiZleba gamoswordes 
perioduli SefasebiT. yoveli moqmedebis Sefasebis nacvlad 
komplimentebisTvis gamoviyenebT sxva sistemas. saqebar sityvebs 
warmovTqvamT periodulad, magaliTad, raime garkveuli amocanis 
Sesrulebis Semdeg, rogoricaa, vTqvaT, TiTqmis dakarguli klientis 
dabruneba. 
 
perioduli Sefasebis kidev erTi saxea TanamSromlebis drodadro 
dajildoveba. saTamaSo manqanebze TamaSis survils swored gamarTlebis 
SesaZlebloba ganapirobebs. roca adamianebi elian an imedi aqvT 
moulodneli didi jildosi, isini ganagrZoben Sesabamis qcevas – yrian 
fuls manqanaSi. igive efeqti aqvs moulodnel premiasac. 
 
perioduli Sefasebis pirobebSi TanamSromlebma ar ician, zustad rodis 
miiReben premias. Tumca radgan ician, rom Sesabamis Sefasebas aucileblad 
miiReben, agrZeleben Sesabamis qcevas. Tu jildo naklebad mosalodelia, 
adamianebi Cerdebian iqamde, sanam ar darwmundebian, rom kargi muSaobiT 
dRes maTi muSaoba momavalSi mainc iqneba Sesabamisad Sefasebuli.  
  
saukeTeso midgomad unda CaiTvalos uwyveti Sefasebis gamoyeneba axali 
qcevis Seswavlisas, xolo Semdeg periodul Sefasebaze TandaTanobiT 
gadasvla ise, rom sasurveli moqmedeba ar Sewydes. sxva sityvebiT, unda 
miaRwioT imas, rom didi intervalebi Sefasebis molodinSi mSromelebis 
mier normalurad aRiqmebodes. 
 
 
gamoiyeneT Sesabamisi Seqeba da kritika 
 
zogjer Seqeba aSkarad uxerxulobas iwvevs, e. w. konstruqciuli kritika 
ki ubralod gamagiJebelia. morisonma da o’hernim Camoayalibes axsna imisa, 
Tu ratom aRiqmeba Seqeba da kritika ase mZafrad.43 es avtorebi amtkiceben, 
rom orive, rogorc Seqeba, aseve kritika, SeiZleba gaiyos or tipad. 
pirveli tipis Seqeba Sedgeba gamonaTqvamebisagan, romlebic nakleb 
gavlenas axdenen im adamianis Sromaze, romelmac igi daimsaxura. meore 
tipis Seqeba Sedgeba iseTi gamonaTqvamebisgan, romlebic adamianze 
garkveuli garemoebebisas zemoqmedeben. ra Tqma unda, garantia ar arsebobs, 
magram aseT sityvebs SeuZliaT adamianis motivireba an, sul cota, ukeTesi 

                                                 
43 J. H. Morrison and J. H. O’Hearne, Practical Transactional Analysis in Management (Reading, MA: Addison-
Wesley, 1977), pp. 118-121 
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urTierTobis damyareba Seqebis avtorsa da mimRebs Soris. pirveli da 
meore tipis Seqebis ramodenime magaliTi moyvanilia me-6.1 sqemaze.44 
 
kritikis Sesabamisi klasifikacia mocemulia me-6.2 sqemaze. pirveli tipis 
kritika iwvevs adamianis TavdacviT reagirebas da misi muSaobis 
gauaresebas, xolo meore tipis kritika, sul cota, potenciurad 
konstruqciulia im TvalsazrisiT, rom man SeiZleba mohyves Semdgomi 
saqmianobis gaumjobeseba.45 
 
 

sqema 6.1 – araqmediTi da qmediTi Seqeba 
 

pirveli tipis Seqeba – naklebad 
moqmedebs Seqebis adresatis 
muSaobaze 
 

 meore tipis Seqeba – SeiZleba 
imoqmedos adamianis muSaobaze da 
Camoayalibos kargi urTierToba 
 

1. zogadi frazebi, rogoricaa `Sen 
kargad muSaob, Carli.” am sityvebs 
ara aqvT araviTari mniSvneloba da 
isini xSirad arc amaxsovrdebian
adamians. es igivea, rac ugulo 
mofereba. 

 1. sagangebo fraza, rogoricaa 
`Carli, dRes Sen araCveulebrivad 
moagvare saqme im momCivan kli-
entTan.” es sityvebi agrZnobinebs 
adamians, rom ufrosi Tavad darw-
munda misi muSaobis maRal xarisxSi
anda mas Seatyobines amis Sesaxeb. 
 

2. Seqeba, romelsac ar mohyveba
raime Sedegi. ar arsebobs raime 
argumenti imisa, Tu ratom Seaqes 
adamiani mocemuli moqmedebisTvis. 
didi Secdomaa, Tu fiqrobT, rom 
aseT Seqebas mohyveba produq-
tiulobis zrda da ukeTesi qceva.  

 2. Tu ubralo Seqebas gavagrZelebT 
Semdegi sityvebiT `vfiqrob, rom 
samuSaos kargad gaarTvi Tavi, 
vinaidan sworad moqmedebdi, svamdi 
kiTxvebs, iwerdi faqtebs, dain-
teresdi klientis azriT,” amgvari 
analizi TanamSromels aZlevs 
gamocdilebis miRebis saSualebas. 
 

3. Seqeba mosalodneli moqmedebis-
Tvis, roca es gakvirvebas iwvevs. 
meibli yoveldRe droze modis 
samsaxurSi da Tuki erTxel uf-
rosi etyvis `dRes droze moxvedi, 
yoCaR,” es Seqeba namdvilad 
misTvis gaugebari iqneba. 
 

 3. SeaqeT mosalodnelze ukeTesi 
moqmedeba, magaliTad, droze adre 
mosvla, miznis gadaWarbebiT 
Sesruleba, damatebiTi Zalisxmevis 
gamoCena. 

4. `sendviCis” sistema – adamians 
jer Seaqeben imitom, rom man ukeT 
miiRos kritika (urTierTqmedebis 
namdvili mizezi), romelsac Semdeg 
isev Seqeba mosdevs. amis mizania 
adamianisTvis ukeT muSaobis 
survilis gaCena da kritikis ufro 

 4. Seqeba, roca igi damsaxurebulia, 
damajerebelia, magram roca igi 
Sereulia kritikasTan, maSin ukve 
saeWvo xdeba. namdvili urTierToba 
ukeT yalibdeba, roca adamianebi 
pirdapir amboben saTqmels. roca 
saWiroa Seqeba, nu dainanebT mas; 

                                                 
44 J. H. Morrison and J. H. O’Hearne, Practical Transactional Analysis in Management (Reading, MA: Addison-
Wesley, 1977), pp. 118-121 
45 iqve 
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advilad miReba. xolo Tuki aucilebelia gakri-
tikeba, pirdapir TqviT, rasac 
fiqrobT. nu aurevT am or rames 
erTmaneTSi. 
 

5. Seqeba, romelsac adresati 
iRebs, rogorc `foCian kanfets”, 
da icis, rom is mxolod muSaobis 
gaumjobesebiskenaa mimarTuli. 
 

 5. SeaqeT da aRiareT ukve 
Sesrulebuli samuSao. nu miscemT 
qebas raime samomavlo mniSvnelobas.
 

6. gadametebuli Seqeba zemdgomebis 
dasanaxad. TanamSromlebi maSinve 
xvdebian, rom amiT ufross surs
daanaxos Tavis zemdgomebs, Tu ra 
kargi adamiania igi da ra kargi 
urTierToba aqvs TanamSromlebTan. 

 6. SeaqeT adamianebi mxolod maSin, 
roca isini amas imsaxureben, da ara 
maSin, roca raime gansakuTrebuli 
xdeba an roca es xelmZRvanelis 
imijs zrdis romelime mesame piris
TvalSi. 
 

 
 

sqema 6.2 – destruqciuli da konstruqciuli kritika 
 

pirveli tipis kritika – iwvevs 
TavdacviT reaqcias kritikis 
adresatis mxriv da auaresebs misi
Sromis xarisxs. 
 

 meore tipis kritika –
konstruqciuli tipis kritika, 
romelmac SeiZleba gaaumjobesos
adamianis muSaobis xarisxi. 
 

1. kritika, romlis drosac 
gamoiyeneba personaluri mimarTva 
`Sen”, magaliTad, `Sen Zalian bevri 
avaria gemarTeba avtomtvirTavze, 
bil. ra dagemarTa?” gakritikebuli 
adamiani aseT sityvebs, TiTqmis 
yovelTvis, Seuracxyofad aRiqvams. 

 1. kritika, roca gamoiyeneba si-
tuaciuri aRwera, magaliTad, `bil, 
raRac gaizarda avtomtvirTavze 
avariebis raodenoba. ra xdeba?” es 
miuTiTebs, rom menejeri mzadaa 
gamixilos yvela faqti, romelsac 
arasasurveli Sedegebi mohyva. 
 

2. kritika, romelic ar 
gaanalizebula. TanamSromeli am 
dros kritikas aRiqvams menejeris 
pirad Sexedulebad an Tvlis, rom 
menejers ar SeuZlia problemis 
Sesabamisad gaanalizeba. 

 2. ganixileT mizezi da Sedegi im 
arasasiamovno pirobebTan erTad, 
romlebsac orive (menejerica da 
TanamSromelic) aRiqvamen rogorc 
erT-erTi mizezobrivi faqtoris 
Sedegs, am mizezebidan ki erT-erTi 
SeiZleba Tavad menejeric 
aRmoCndes! 
 

3. Tu situacia Sesabamisad ar 
Sefasdeba, menejerebi ver axerxe-
ben TanamSromlis saTanadod mom-
zadebas, rac aucilebelia misi 
muSaobis gaumjobesebisTvis. es 
SeiZleba iyos saTanado momzade-
bis arqonis an gamosasworebeli 
nabijebis arcodnis Sedegi. 

 3. Tu zemoT moyvanili 1-li da me-2 
nabijebi sworad gadaidgmeba, 
auclebelia gadawyvetilebebis 
kargad Camoyalibeba da SeTanxmeba. 
Tu TanamSromels ar SeuZlia amis 
gakeTeba, maSin menejerma unda 
uzrunvelyos, an sadme moiZios is 
resursebi, romlebsac SeuZliaT ga-
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mosasworebeli zomebis gansazRvra. 
 

4. adamianis kritika sxvebis 
TandaswrebiT damamcirebelia ara 
marto konkretuli TanamSrom-
lisTvis, aramed am incidentis 
uneblie damswreebisTvisac. 

 4. adamianisTvis pirispir gakeTe-
buli SeniSvna xSirad gacilebiT 
ufro misaRebia. adamianis Rirsebis 
gadarCena iseve mniSvnelovania 
dasavlur kulturaSi, rogorc aR-
mosavlurSi. 
 

5. kritika, romelic mxolod 
ufrosis (misi aRiarebis, dawinau-
rebis an xelfasis momatebis 
mizniT) an organizaciis (bazarze 
meti mogebis an statusis miRebis 
mizniT) sasargeblod moqmedebs. es 
yvelaferi SeiZleba kargic iyos, 
magram aseTi qmedeba verasdros 
Seqmnis WeSmaritad gulwrfel 
urTierTobas. 
 

 5. kritika, romelic nakarnaxevia 
TanamSromlis interesebiT (meti 
kompetenciis miniWebis, momavali 
miRwevebis an organizaciaSi meti 
garantiebis miRebis mizniT). 

6. mTeli kritika modis 
menejerisgan, rac aRiqmeba rogorc
mSobeli-bavSvis urTierTobas. 

 6. TanamSromeli monawileobas 
iRebs kritikaSi. man SeiZleba 
wamyvani rolic ki Seasrulos ara-
damakmayofilebeli pirobebis dad-
genaSi, mizezebis analizsa da gamo-
sasworebeli nabijebis mofiqrebaSi. 
 

7. kritika, gamoyenebuli mxolod 
xelfasebis momatebis an dawi-
naurebisaTvis xelis SesaSlelad. 

 7. gulwrfeli kritika, romelsac 
gaxsnili urTierTobis Camoyalibe-
bisken mivyavarT. 
 

 
 
gaeciT gasagebi miTiTebebi 
 
Zalian xSirad menejerebs TanamSromlebisTvis brZanebis, direqtivebis an 
miTiTebebis micema uxdebaT. radgan fiqroben, rom es erTi mimarTulebis 
mqone urTierTobaa, Tumca rogorc wesi aseTi damokidebuleba ormxivi 
unda iyos. 
 

ormxrivi mimarTulebis mqone miTiTebebSi ukeT muSaobs. 

  
rogorc menejerebma, Cven unda vicodeT, rogor moqmedebas miviRebT 
gacemuli miTiTebis Sedegad. es aSkaraa. Tumca xSirad gvrCeba xolme 
mxedvelobidan. roca TanamSromlebs vaZlevT miTiTebas, ukeTesi 
urTierToba daamyaron klientebTan, xSirad ar viciT, rogoria is `ukeTesi 
urTierToba~. kargi iqneba, Tu jer gonebaSi CamovayalibebT Cvens mizans – 
miTiTebis gacemis mizezs – xolo Semdeg davgegmavT, Tu rogor 
gavagebinoT es ukeT Cvens TanamSromels. 
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fraza `ukeTesi urTierToba iqonieT klientebTan” sxvadasxva adamianma 
SeiZleba sxvadasxvanairad gaigos. miTiTebebis micemisas kargma menejerma 
unda Camoayalibos Tavisi survilis mkafio modeli, risTvisac 
aucilebelia garkveuli detalebis damateba, iseTi rCeva, rogoricaa, 
vTqvaT: `klients organizaciaSi Semosvlidan aT wamSi unda miesalmo.” 
 
e.w. wvrilmanebis aqcentireba da maTi gameoreba gaugebrobis minimumamde 
dayvanis kargi gzaa. sityvebi `vin, ra, sad, rodis, ratom da rogor” kargi 
CarCoa miTiTebebis misacemad. sxvebisTvis miTiTebebis micemamde 
darwmundiT, rom kargad iciT, rasac moiTxovT. aseve SeecadeT iseTi 
pirobebis Seqmnas, rom miTiTebis mimRebmac SeZlos kiTxvebis dasma. 
 
kiTxva `gaqvT raime SekiTxva?” ar aris kargi taqtikis gamomxatveli. kiTxva 
moiTxovs diax/ara pasuxs, bevri adamiani ki amjobinebs Tqvas `ara”, raTa ar 
gamoiCinos ucodinroba. igive kiTxva SegiZliaT ase SecvloT: `ra kiTxvebi 
gaqvT?” gaakeTeT sakmarisad grZeli pauza da agrZnobineT Tqvens 
msmenelebs, rom seriozulad moeliT maTgan kiTxvebs. 
 
 
CamoayalibeT klientTa momsaxurebis strategia 
 
menejerebs SeuZliaT kargi koreqtivebis Setana muSa strategiaSi Svidi 
ZiriTadi amocanis ganxorcielebis gziT. ar aris aucilebeli maTi 
Sesruleba mocemuli Tanmimdevrobis mixedviT, Tumca zogierTi maTgani 
erTdroulad xorcieldeba: 
 
 
amocana 1: daexmareT orientaciis gamomuSavebaSi 
 
miiReT zomebi imisTvis, rom yovel TanamSromels mkafiod esmodes 
klientis loialobis mopovebis saWiroeba. ganumarteT maT dakarguli 
klientebis Rirebuleba, auxseniT, Tu rogor mivyavarT klientebis 
dakargvas samuSaos dakargvamde, ratom ixdian cudi momsaxurebis mqone 
kompaniebi fsiqologiur fass da ratom Seesabameba klientTa profesiuli 
momsaxureba maTsave interesebs. es, Cveulebriv, treningis saSualebiT 
xerxdeba. 
 
garda amisa, SeecadeT treningebis ganmavlobaSi `erT enaze” ilaparakoT 
TanamSromlebTan. magaliTad, darwmundiT, rom maT esmiT wvrilmanebis, 
momsaxurebisadmi midgomis. 
 
 
amocana 2: stimulirebas udidesi mniSvneloba aqvs 
 
Tavdapirveli treningis Semdeg regularulad CaatareT departamentebSi 
realuri qcevis Semowmeba. aswavleT TanamSromlebs, rogor SeiZleba 
SemoqmedebiTi midgomis gamomuSaveba, problemis gadaWris jgufuri unaris 
daxvewa, dagegmeT da regularulad CaatareT `breinsTormingi” axali 
ideebis moZiebis mizniT. aCveneT adamianebsa da muSa jgufebs, rogor xdeba 
departamentis saerTo an gunduri miznebis dasaxva. 
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koordinireba gauwieT dajildovebis sistemas ise, rom yvelaze kargi 
moqmedebebi saukeTeso Sefasebas imsaxurebdnen. CamoayalibeT jildoebze 
momuSave komiteti, romelic daadgens specialur premiebs, gansazRvravs 
Sesabamis biujetsa da gamarjvebisTvis aucilebel kriteriumebs. amis 
Semdeg SeqmeniT monacemTa Segrovebis formebi da procesebi, romlebic 
ganapirobeben kargad muSaobas. gaavrceleT `yoCaRi biWis/yoCaRi gogos” 
baraTebi an mianiWeT `yoCaRebs” mcire premia, raTa TvalsaCino gaxdes 
kargi muSaobis upiratesoba. 
 
 
amocana 3: akontroleT klientis molodini da TanamSromlis qceva 
 
aswavleT TanamSromlebs `gulubryvilo mosmenis” taqtika. daanaxeT 
ukmayofilo klientis, rogorc maTive muSaobis gaumjobesebis ideebis 
momwodeblis fasi. regularulad imuSaveT miznobriv jgufebTan. 
SeadgineT, daamuSaveT da iqonieT monacemebisa da tendenciebis analizis 
Canawerebi. 
 
amave dros, regularulad iqonieT urTierToba klientebTan da daadgineT, 
rogor momsaxurebas iReben isini Tqveni TanamSromlebisagan. amis gakeTeba 
SeiZleba klientebTan dakavSirebuli damoukidebeli samsaxuris 
daxmarebiT, romelic myisierad awvdis TanamSromlebs klientebis azrs. 
 
 
amocana 4: sistematuri saxe mieciT klientis SenarCunebasa da masTan 
Semdgom urTierTobasTan dakavSirebul Zalisxmevas 
  
CamoayalibeT klientebTan Semdgomi urTierTobis SemoqmedebiTi teqnika. 
mieciT amas werilebis, satelefono zarebis, gancxadebebisa da sagangebo 
stimulirebis saxe. scadeT sxva xerxebic: gamofineT kompaniaSi klientebis 
fotoebi da werilebi. kargi iqneboda `Tvis klientis” titulis miniWeba. 
 
 
amocana 5: uzrunvlyaviT TanamSromelTa uwyveti treningi 
  
ar daizaroT muSaobis safuZvlebTan dakavSirebuli treningebis gameoreba 
axalmosuli TanamSromlebisTvis. aseve ar daiviwyoT ukve Zveli 
TanamSromlebis uwyveti momzadebac. magaliTad, treningis momdevno 
safexurze aswavleT maT, rogor awarmoon miwer-mowera klientebTan, 
rogor moiqcnen rTul adamianebTan, rogor esaubron klientebs 
telefonze, rogor marTon sakuTari dro da muSaoba da a.S. 
 
 
amocana 6: regularulad Seamowme arsebuli sistemebi 
  
CamoayalibeT samuSao jgufi sistemebis Semowmebis mizniT. SeqmeniT 
mkvlevarTa jgufebi, romlebic moinaxuleben Tqvens konkurentebs an 
msgavsi biznesis mqone kompaniebs saukeTeso ideebis dadgenis mizniT. 
sistemebis gaumjobesebis mizniT SeadgineT rCevebTan dakavSirebuli 
programa, romelsac gauwevT reklamas, CamoyalibebT biujets premiebisTvis, 
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SeqmniT specialur formebs da SeadgenT komitets miRebuli da 
ganxorcielebuli rCevebis Sesafaseblad.  
 
 
amocana 7: daiqiraveT, ganaviTareT da SeinarCuneT kargi TanamSromlebi 
  
moizideT da SearCieT momsaxurebis sferos sagangebo TanamSromlebi 
testirebisa da gasaubrebis procedurebis daxmarebiT. aqtiurad moiwvieT 
perspeqtiuli TanamSromlebi sxva biznesebidan. 
 
adamianebis daqiravebis Semdeg CamoayalibeT dawinaurebis kriteriumebi da 
daukavSireT isini klientTa momsaxurebasTan dakavSirebul premialur 
sistemas. TanamSromlebis dawinaurebisas mxedvelobaSi miiReT maTi 
damokidebuleba samuSaosadmi da Sesabamisi unarebi. ar dagaviwydeT 
samuSaosTan dakavSirebuli Semowmebebis Catareba saTanado kriteriumebis 
mixedviT. 
 
 
mudam gaxsovdeT saqmianobis uwyveti gaumjobesebis aucilebloba 
 
klientTa kmayofileba da loialoba moZravi mizania. is, rac dRes 
momsaxurebis saukeTeso da uaxles idead gveCveneba, xval SeiZleba ukve 
istorias Cabardes. sul ramdenime wlis win supermarketebSi aqa-iq Tu 
SegxvdebodaT fasebis skanerebi. dRes ukve Zalian gagvikvirdeba, Tu maT 
ver davinaxavT savaWro wertilSi. sul ramodenime wlis win restornidan 
saWmlis gatana saxlSi iSviaToba iyo. dRes am momsaxurebas TiTqmis yvela 
restorani gvTavazobs. momsaxurebaSi inovaciaTa CamonaTvali 
momsaxurebaSi gamudmebiT farTovdeba, saukeTeso ideebi ki swrafad iZens 
standartis saxes. 
 
klientis molodinis standartebis gazrdis mizans warmoadgens is, rom 
Cven yvelam ukeTesi momsaxureba miviRoT sxvadasxva organizaciaSi. ra Tqma 
unda, es kargi mizania, Tumca mudmivad warmatebaze orientirebuli 
organizaciebisaTvis axal-axal sirTuleebs qmnis. 
 
gasul aTwleulebSi mravali axali gamoTqma warmoiSva uwyvet 
gaumjobesebasTan dakavSirebuli sxvadasxva procesis aRweris mizniT. 
xarisxis kompleqsuri marTva (TQM – Total Quality Management), xarisxis 
uwyveti gaumjobeseba (CQI – Continuous Quality Improvement) da mTeli rigi 
msgavsi inicializmebisa, romlebic SemoTavazebuli iqnen, rogorc 
aucilebeli procedurebi produqciis da momsaxurebis xarisxis mudmivi 
gaumjobesebis spiralis SemoRebis mizniT. 
 
am midgomebis TavidaTavia xarisxis kompleqsuri marTva (TQM), romelic 
pirvelad eduard demingma SemoiRo. meore msoflio omis Semdeg wlebSi 
demingma, marTvis axali Teoriis Semqmnelma statistikosma, Tavisi ideebi 
iaponiaSi waiRo. omisgan ganadgurebuli iaponelebi cdilobdnen TavianTi 
ekonomikis struqturis Secvlas da swored demingis ideebi gaxda is 
modeli, romelic maT sWirdebodaT. dRes ki iaponur saqonelze yvelgan 
didi moTxovnilebaa. 
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iaponiis warmatebam demingis marTvis Teoria aqcia udides movlenad, 
romelsac yuradReba amerikaSic miaqcies. yuradRebis gamaxvilebis gamo 
klientis kmayofilebis, TanamSromlebis uflebamosilebisa da produqciis 
xarisxis mimarT, Teoriam daainteresa TiTqmis yvela sferos amerikeli 
menejerebi, manqanebis mwarmoeblebidan dawyebuli saavadmyofoebis 
xelmZRvanelobamde, xolo Semdeg ganaTlebis sferos menejerebic ki. 
 

xarisxis kompleqsuri marTva mimarTulia klientTa momsaxurebis
srulyofis, TanamSromlebisTvis SeuzRudavi uflebamosilebis miniWebasa 
da produqciis gaumjobesebisaken. 

 
 
raSi mdgomareobs TQM-s filosofia? 
 
miuxedavad imisa, rom ar arsebobs ori iseTi biznesi, romelic zustad 
erTnairad iyenebdes TQM-s, misi Teoria eyrdnoba or princips. pirveli da 
yvelaze mTavari principia is, rom klientebs gadamwyveti mniSvneloba aqvT 
organizaciis muSaobisaTvis. klientebis gareSe ar arsebobs biznesi, 
biznesis gareSe ki – organizacia. aqedan gamomdinare, nebismieri jgufis 
umTavres mizans unda warmoadgendes klientTa kmayofileba xarisxiani 
saqonlis miRebiT. es idea ucxo ar aris organizaciaTa umravlesobisTvis. 
 
     TQM-s namdvilad unikalurs xdis misi meore principi: marTvis 
meTodebis restruqturizaciis aucilebloba sasurveli xarisxis miRebis 
mizniT. TQM-s momxreebi sTxoven organizaciebs, Tavi daanebon `zemodan 
qvemoT” xelmZRvanelobas da daiwyon gadawyvetilebebis miRebaSi TavianTi 
klientebisa da TanamSromlebis CarTva. es meore principi (xelmZRvanelobam 
unda mousminos informaciis aratradiciul wyaroebs xarisxis 
gaumjobesebis mizniT), efuZneba rwmenas, rom adamianebs undaT xarisxianad 
Sroma da rom isini asec moiqcevian, Tuki menejerebi mousmenen maT da 
srulyofen samuSao adgilebs maTi ideebis mixedviT. 
 
menejerebi, TQM-is azriT, unda gaxdenen iseTi liderebi, romlebic ara 
mxolod imuSaveben sistemaSi, aramed aseve imuSaveben sistemisaTvis. 
kompania produqciis uwyvetad gaumjobesebas SeZlebs mxolod maSin, roca 
menejerebi mixvdebian, rom yvela sistema erTmaneTze damokidebuli 
nawilebisgan Sedgeba da man unda imuSaos ise, rom yvela es nawili 
miiltvodes erTi miznisken – xarisxisken. aseTi tipis xelmZRvaneloba 
saWiroa imisTvis, rom uzrunvelyofil iqnes produqciis mudmivi 
gaumjobeseba da klientebis stabiluri kmayofileba. 
 
 
gamoiyeneT TQM iseTi garemos Sesaqmnelad,  
sadac aRiarebulia xarisxis upiratesoba 
 
     TQM gulisxmobs iseT cvlilebebs, romlebic menejerebma unda 
ganaxorcielon, Tuki surT TavianTi organizaciis sistemebis gaumjobeseba. 
aRniSnuli cvlilebebi saukeTesodaa diferencirebuli qvemoT moyvanili 
oTxi kategoriis mixedviT: 
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• urTierToba klientebTan. organizacias SeiZleba hyavdes Sida an gare 
klientebi. iseve, rogorc klienti aris adamiani, romelic yidulobs 
saqonels maRaziaSi, TanamSromelic xelmZRvanelobis klientia. 
menejerebma unda gaigon, rom samuSao ar Sesruldeba xarisxianad, Tuki 
isini Tavis mxriv ar miawvdian TanamSromlebs xarisxian samuSao 
produqcias. 

• TanamSromlebisTvis uflebamosilebis miniWeba. TQM iwyeba organizaciis 
saTavidan, magram yvela samuSao adgilamde unda aRwevdes; faqtobrivad, 
igi ver Sesruldeba TanamSromelTa monawileobis gareSe. kompaniis 
TanamSromlebma gacilebiT meti ician Tavisi samuSaos Sesaxeb, vidre 
xelmZRvanelobam, amitom maTi wvlili sistemis gaumjobesebaSi Zalian 
didia. TanamSromlebisaTvis TQM-is meTodebis uwyveti swavleba, maTi 
CarTva kompaniisTvis mniSvnelovani gadawyvetilebebis miRebaSi, sistemis 
cvlilebasTan dakavSirebuli maTi rCevebis gaTvaliswineba da muSaoba 
am cvlilebebis gansaxorcieleblad menejeris pasuxismgeblobis sagans 
warmoadgens. 

• statistikuri monacemebis mudmivad Segroveba da gamoyeneba. mravali 
kompania akontrolebs Tavisi produqciis xarisxs masobrivi 
inspeqciebiT, romlebic adgenen, ramdeni dabali xarisxis nakeTobaa 
nawarmoebi. TQM moiTxovs warmoebis procesis kontrols statistikuri 
monacemebis mudmivad Segrovebis safuZvelze ise, rom problemebis 
aRmoCena SesaZlebeli iyos myisierad da ara im dros, roca maTi 
gadaWra ukve Zalian dagvianebulia. problema msjelobis sagani misi 
wamoWrisTanave unda gaxdes, makontrolebeli jgufebi ki unda 
eyrdnobodnen realur monacemebs, raTa SeZlon misi mogvareba da ar 
daiwyon sxvadasxva adamianebis dadanaSauleba. 

• iseTi garemos Seqmna, romelic iZleva saerTo azris Camoyalibebisa da 
cvlilebebis ganxorcielebis SesaZleblobas. adamianebi komfortulad 
unda grZnobdnen Tavs problemis ganxilvisas da gadawyvetilebebis 
SeTavazebisas. menejerebma unda SeZlon barierebis moSla 
departamentebs Soris ise, rom SesaZlebeli gaxdes interaqtiuli 
ganxilvebis Catareba. unda aRmoifxvras SiSi. garda amisa, menejerebma 
aqcenti gundur muSaobaze unda gadaitanon da ar waaxalison 
konkurencia individualuri SedegebisTvis. 

 

erToblivi Zalisxmeva gacilebiT mniSvnelovania, vidre individualuri 
konkurencia TanamSromlebs Soris – amas TQM gvaswavlis. 

 
 

 
momsaxurebis magaliTi 

 
kviris xalisianad dawyeba46 

 
     orSabaTobiT Tavisi kompaniis TanamSromlebTan dilis Sexvedrisas 
siuzen grunvaldi, `barter” korporaciis prezidenti, sTxovs kompaniis 
mier klientTa sanimuSo momsaxurebis SemTxvevebis magaliTebis 
dasaxelebas. amis Semdeg kompaniis qselis 51 muSaki kenWs uyris im 

                                                 
46 “Hot Tip”, Inc. April, 1997, p. 95 
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magaliTs, romelsac isini saukeTesod miiCneven. gamarjvebuli iRebs 
fulad jildos an saqonels barteriT. `SemTxvevebis gaxseneba adamianebs 
ukeTes warmodgenas uqmnis imaze, Tu ras niSnavs klientTa kargad 
momsaxureba,” ambobs grunvaldi. `Tanac samuSao kviris ase dawyeba Zalian 
saxaliso xdeba.” amas kidev erTi kargi mxare axlavs: Sexvedrebi kompaniis 
gamyidvlebs acnobs realuri cxovrebidan aRebul SemTxvevebs, romlebsac 
isini iyeneben potenciuri klientebis mozidvis mizniT. 
 
 
 
aris Tu ara TQM fantazia? 
 
TQM-is siaxle da is faqti, rom TQM-ze dafuZnebuli sistemebi arcTu 
mravalricxovania, bevr adamians afiqrebinebs, rom is fantaziis sferos 
ganekuTvneba. isini amtkiceben, rom TQM, iseve rogorc menejmentis bevri 
misi winamorbedi Teoria, ramodenime weliwadSi aucileblad 
gauferuldeba. 
 
da marTlac, ukve arsebobs niSnebi imisa, rom xarisxi da momsaxurebis 
gaumjobeseba yovelTvis rodi miiCneva upirates miznad. amerikis xarisxis 
asociaciis mier Catarebuli gamokvleva gviCvenebs, rom didi interesis 
miuxedavad, bevrma kompaniam daamkvidra TQM praqtika, Tumca ver mixvda, 
rom masze TandaTanobiT gadasvlaa saWiroa. stabilur gaumjobesebas 
mxolod maSin aqvs adgili, roca organizaciis xelmZRvanelobas 
Camoyalibebuli aqvs grZelvadiani xedva da eswrafvis sistematuri 
cvlilebebis ganxorcielebas. mraval biznesSi upirvelesi yuradReba mainc 
moklevadian mogebasa da indivdiualur muSaobas eTmoba da ara gundur 
qmedebasa da klientebis kmayofilebaze zrunvas. 
 
 
TQM-idan gadadiT TQS-ze _ xarisxis kompleqsur momsaxurebaze  
(TQS – Total Quality Service) 
 
TQM-is filosofiaze dayrdnobiT, klientTa momsaxurebis eqsperti karl 
albrexti aRwers strategiis models klientTa momsaxurebis uwyveti 
gaumjobesebisTvis, rasac igi TQS-is models uwodebs (ix. sqema 6-3). 
albrextis originaluri meTodis TiToeuli elementisTvis Cven movifiqreT 
Sesabamisi kiTxva, romelic aucileblad unda davsvaT, Tuki organizaciaSi 
momsaxurebis mudmivi gaumjobesebis miRweva gvsurs. 
 
 
1. klientTa marketinguli kvleva: 
ra undaT Cvens klientebs? 
 
TQS-is ciklis sawyis etapze Cven unda vicodeT, ra undaT Cvens klientebs. 
gasul wlebSi biznesebs egonaT, rom icodnen TavianTi klientebis 
survilebi. henri fordma myidvelebs SesTavaza Tavisi T modeli nebismier 
ferSi, romelsac ki moisurvebda klienti, Tumca Tavdapirvelad is Savi 
ferisa iyo. mogvianebiT gaanalizda klientebTa moTxovnilebebi, Semdeg ki 
yvelas daurigda is saqoneli, romelic adamianTa umravlesobas 
sWirdeboda. dRes ki yvelaferi Seicvala. Cven iseT droSi vcxovrobT, 
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roca gansakuTrebuli yuradReba eqceva klientTa individualur 
survilebs. erTma kompaniam gamoigona termini `gaklienteba”, Tavisi 
produqciis individualuri klientebis survilebisaTvis morgebis 
aRsaniSnavad (me-8 TavSi ganxilulia amgvari personalizaciis momavali). 
 

 
 

sqema 6-3. TQS-is modeli 
 
 
 

kidev erTi magaliTi 
 

TanasworTa urTierTwvrTna: rogor vmarToT, roca menejerebis ricxvi ar 
aris sakmarisi47 

 
erTxel, arc ise didi xnis win, samuSaoTa zedamxedveli pasuxs saSualod
5-15 kacze agebda. dRevandel organizaciebSi es ricxvi 30-s aRwevs. 
aRniSnulis Sedegia is (rogorc erTma Sewuxebulma menejerma gviTxra), 
rom `Cven ar vaxorcielebT marTvas – Cven ubralod vakontrolebT.” 

                                                 
47 R. Zemke, “Peer Coaching: How to Manage When Managers Are Few and Far Between”, The Service Edge, July, 
1996, p. 6 
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miuxedavad amisa, swavlebis procesi, momsaxurebis ufro maRali donis 
miRwevis mizniT, dRes Seudareblad ufro daxvewilia, vidre odesme. 
TanasworTa urTierTwvrTna. erTi da igive donis TanamSromlebs, rogorc 
Tanasworebs da ara ufrosi-qveSevrdomis sqemiT, sTxoven erTmaneTis 
wvrTnas dabali standartebis amaRlebisa da problematuri sakiTxebis
mogvarebis mizniT. 
 
rogor muSaobs es xerxi? mas hyavs rogorc momxreebi, aseve 
mowinaaRmdegeebi. 
 
uaryofiTi mosazrebebis gamoxatva advilia. Tu odesme vinme mova TqvenTan 
da rCevas SemogTavazebT, cxadi xdeba, rom arsebobs raRac problema. 
efeqtiani urTierTobis niuansebSi kargad garkveuli Tqvenive donis
TanamSromlis azri SeiZleba Zalian sasargeblo aRmoCndes TqvenTvis. Tu 
odesme gverdze gauyvanixarT Tqvens kolegas da gaufrTxilebixarT, rom 
ufrosi cud xasiaTzea, an ubralod uTqvams, rom Rili gaxsnili gaqvT an 
raRac gaqvT gaCxerili kbilebs Soris, Tqven ukve iciT, ra fasdaudebeli 
SeiZleba iyos amgvari SeniSvna. 
 
TanasworTa urTierTwvrTna – zogi amas TanasworTa daxmarebas uwodebs –
aRwevs warmatebas, roca pirobebi Sesabamisia da TamaSis wesebic 
garkveuli. TanasworTa warmatebul urTierTwvrTnas esaWiroeba
gansakuTrebiT xelSemwyobi garemo, TanasworTa urTierTwvrTnis 
farglebis codna da amtanobis gamovlena uxeSi urTierTobisas.  
   
xelSemwyobi garemo 
 
Tu Tqvens organizacias aqvs departamentTa Soris arsebuli 
urTierTobebis raime saintereso istoria – marketingisa da saoperacio 
departamentebi erTmaneTs mxolod TavianTi warmomadgenlebis meSveobiT 
elaparakebian, menejerebis damokidebuleba xasiaTdeba eWvianobiTa da 
zurgs ukan erTmaneTis dakninebiT, TanamSromlebs ki mxolod mSrali 
`kargia” esmiT, – maSin TanasworTa urTierTwvrTna Tqvens organizaciaSi
ver ganxorcieldeba. 
  
Tu Tqveni organizacia ganixilavs Secdomebs, rogorc swavlisa da ara 
rogorc dasjis SesaZleblobas, maSin TanasworTa wvrTnas warmatebis 
kargi Sansi aqvs. 
  
farglebis codna 
  
TanasworTa urTierTwvrTna panacea ar aris. es Tqveni, rogorc 
mwvrTnelis, codnis investirebaa sxvebisaTvis. es ufro damatebaa da ara 
Senacvleba im wvrTnisa, romelsac Tqven atarebT. es namdvilad ar aris 
gza, romlis daxmarebiTac SegiZliaT pasuxismgeblobis moxsna im 
TanamSromlebisaTvis, romelTa muSaobac qronikulad problematuria. es 
ar aris Tanasworis pasuxismgebloba. TanasworTa urTierTwvrTna – yvela 
saxis wvrTna – niSnavs erTad muSaobas individualuri da gunduri 
warmatebis miRwevis mizniT. 
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loilaobis misaRwevad arsebobs oTxi aqsioma: 
  
(1) TanasworTa urTierTwvrTna ar niSnavs manqanis ukana savarZelSi 
jdomas. TanasworTa urTierTwvrTna niSnavs pirdapiri, mkafio SeniSvnebisa
da rCevebis micemas, oRond es unda gakeTdes nebarTvis da Txovnis 
safuZvelze. 
(2) TanasworTa urTierTwvrTna ar niSnavs jgufur Terapias. samsaxurSi 
aravis aqvs vinmes sulieri ganwyobis an motivaciebis gamocdis ufleba. 
TanasworTa urTierTwvrTnis procesi aris `faqtebi, mxolod faqtebi.” da 
faqtebi moqceuli unda iyos limitirebul farglebSi, rac gulisxmobs 
iseT samuSao qcevas, romelze dakvirvebac da romlis ganxilvac 
SesaZlebelia. 
(3) daxmareba TanasworTa urTierTwvrTnis dedaazria. TanasworTa wvrTna 
ar niSnavs raime licenziis gacemas an Seni tvinis gadanergvas 
megobrisaTvis. megobrisaTvis daxmarebis gawevamde daxmarebis gamwevma
pasuxi unda gasces qvemoT moyvanil sam kiTxvas:    

• Tqvens megobars uWirs klientebTan, kolegebTan urTierToba an 
situaciaSi garkveva. Tqven xom ar giSliT xels misi aseTi muSaoba? 

• namdvilad misi mizeziT aris gamowveuli problema? an iqneb igi 
ubralod CarTulia masSi, magram ar aris damnaSave? 

• Tu Tqven ar SesTavazebT daxmarebas Tqvens kolegas, Seqmnis Tu ara 
es gamousworebel problemas organizaciis an Tqveni megobrisaTvis? 

 
Tu samive kiTxvaze pasuxi iqneba `diax”, maSin Tqven valdebuli xarT 
daxmareba SesTavazoT megobars. 
 
Tanaswor mwvrTnelebs moswonT `erTjeradi daxmarebis wesi” da `uaris 
Tqmis ufleba”: 
 
erTjeradi daxmarebis wesi: Tqven SegiZliaT SeniSvnis an rCevis micema 
erTxel da mxolod erTxel. mas Semdeg, rac megobarma gaigona da gaigo 
Tqveni naTqvami, mas SeuZlia miiRos an ar miiRos Tqveni rCeva, anda
yuradRebac ki ar miaqcios mas. 
 
uaris Tqmis ufleba: TiToeul CvenTagans aqvs ufleba, gadaixados 
madloba da ar moindomos Tanasworis daxmareba. Cven imis uflebac ki 
gvaqvs, rom ar movusminoT Cveni magobris sityvebs. 
 
uxeSobis atana 
 
mravali gamocdili menejerisTvis SeniSvnis an rCevis micema 
TanamSromlisTvis did mRelvarebas ukavSirdeba. amis gakeTeba Tanasworis 
mimarT kidev ufro rTulia. Zalian didi mniSvneloba aqvs amtanobas, Tu 
gvinda iseTi klimatis Seqmna, roca Tanasworebs SeeZlebaT erTmaneTisgan 
daxmarebis miReba organizaciis warmatebisTvis. 
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daskvnebi 
 
organizaciis klientTa momsaxurebis marTva rTuli amocanaa, romelic 
mudmiv sifxizlesa da Zalisxmevas moiTxovs. menejerebs miznebis miRweva 
SeuZliaT mxolod maSin, roca mWidrod TanamSromloben sxva adamianebTan. 
es moiTxovs taqts, urTierTobis damyarebis codnasa da motivirebas. 
menejeris warmatebis gasaRebs warmoadgens swori kiTxvebis dasmis unari 
da kritikisTvis mzadyofna. momsaxurebis mimdinare gaumjobesebis Svidi 
amocana gvaswavlis, Tu rogor unda SevZloT kargi ganzraxvebis 
ganxorcieleba strategiaSi, romelic imuSavebs. 
 
 
zogierTi ZiriTadi mosazreba 
 

• marTvis ZiriTadi funqciebi garkveul rols asruleben klientTa 
momsaxurebis strategiis CamoyalibebaSi. 

• urTierToba gadamwyvet rols TamaSobs marTvis yvela procesSi. 
problemebi warmoiqmneba maSin, roca adamianebi iReben Zalian cota, 
Zalian bevr an cudad Camoyalibebul informacias. 

• marTvis funqciebi, romelTa gamoyeneba SeiZleba klientTa 
momsaxurebaSi, moicavs momsaxurebis miznis Camoyalibebas, momsaxurebis 
miznebis dasaxvas, pasuxismgeblobisa da uflebamosilebis delegirebas, 
kargi TanamSromlebis ayvanas, moqmedebebisTvis mimarTulebis micemas da 
kontrols miznebTan Sedegebis Sedarebis gziT. 

• marTva uxeSi kiTxvebis saSualebiT nebismieri sistemis sisustis 
maniSnebelia. 

• TanamSromlis motivaciis stimulireba SeiZleba dajildoebiT 
Sesabamisi moqmedebebisTvis. Zlier motivators warmoadgens ubralod 
madlobis gadaxdac kargad Sesrulebuli samuSaosaTvis. 

• Seqeba da kritika keTilgonivruli unda iyos da frTxilad unda 
gamoiTqvas. 

• miTiTebebi unda iyos gasagebi da aucilebelia maTi gameoreba.  

• Svid amocanas efeqtianad SeuZlia sloganis gadatana strategiaSi. 
 
ZiriTadi terminebi 
 
Continuous reinforcement uwyveti ganmtkiceba 
Controlling kontroli 
Coordinating koordinireba 
Disquieting questions saxifaTo kiTxvebi 
Intermittent reinforcement perioduli ganmtkiceba 
Organizing organizeba 
Planning dagegmva 
Service themes momsaxurebis miznebi 
Systematic approach to behaviour 
modification 

sistemuri midgoma qcevis 
modificirebis mimarT 

Systems reviews sistemebis ganxilva 
Three Types of poor communication cudi urTierTobis sami tipi 
Total Quality Management (TQM) xarisxis kompleqsuri marTva 
Total Quality Service (TQS) xarisxis kompleqsuri momsaxureba 
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Seamowme sakuTari Tavi 
 
1. ra aris menejeris muSaobis oTxi ZiriTadi funqcia? rogor 

ukavSirdebian isini klientis momsaxurebas? 
2. romelia cudi urTierTobis is sami tipi, romelic zegavlenas axdens 

organizaciaze? 
3. romelia momsaxurebis kargi miznis an kredos gansazRvris zogierTi 

aspeqti? ra unda aviciloT Tavidan momsaxurebis miznis an kredos 
Camoyalibebisas? 

4. risi gakeTeba SeuZlia menejers momsaxurebis kargi miznis 
Camosayalibeblad? 

5. moiyvaneT potenciurad saxifaTo kiTxvis magaliTi, romelic SeiZleba 
dagisvan Tqveni organizaciis Sesaxeb, roca ainteresebT rogoria 
klientTa momsaxureba TqvenTan? 

6. romelia ganmtkicebis ori ZiriTadi gza? ra dadebiTi da uaryofiTi 
aqvs orive maTgans? 

7. romelia is Svidi ZiriTadi amocana, romelTa gamoyenebac SeuZliaT 
menejerebs kargi ideebis klientTa momsaxurebis qmediT strategiaSi 
gadatanis mizniT? 

8. ra aris TQM da TQS? moiyvaneT magaliTebi. 
 
 
praqtikuli samuSao: naxeT, rogori xdeba SeniSvnis aRqma 
 
upasuxeT qvemoT moyvanil kiTxvebs. SemoxazeT `5”, roca gamonaTqvami 
TiTqmis yovelTvis marTalia, da - `1”, Tu is TiTqmis arasdrosaa marTali, 
da romelime sxva cifri maT Soris, Tuki darwmunebuli ara xarT. 
 

A dabneulad vgrZnob Tavs, roca adamianebi 
aRniSnaven Cems Secdomebs. 

5   4   3   2   1 

B mwyins, roca adamianebi TavianT azrebs 
gamoTqvamen Cems SecdomebTan dakavSirebiT. 

5   4   3   2   1 

C regularulad vTxov megobrebsa da 
TanamSromlebs, gamoTqvan TavianTi azri Cems 
muSaobasTan dakavSirebiT. 

5   4   3   2   1 

D vici, rogor gamovTqva konstruqtiuli kritika 
sxvebis mimarT. 

5   4   3   2   1 

E miyvars, roca adamianebi TavianTi mosazrebas 
miziareben Cems saqmianobasTan dakavSirebiT, 
radgan es mexmareba Cemi Semdgomi qcevebis 
CamoyalibebaSi. 

5   4   3   2   1 

  

• Tu SeagroveT 4 an 5 qula A da B punqtebSi, es niSnavs, rom Tqven 
awydebiT raRac winaaRmdegobas, ris gamoc SeiZleba aRar miiRoT 
xolme sasargeblo SeniSvnebi. Cveulebriv, Tavs cudad vgrZnobT 
maSin, roca viRebT uxeS da utaqto SeniSvnebs, magram isinic ki 
SeiZleba gamosadegi aRmoCndes, Tuki emocias CamovaSorebT da 
sakiTxs kritikosis TvaliT SevxedavT. Cvens yvelaze dauZinebel 
kritikossac ki SeuZlia fasdaudebeli samsaxuris gaweva Tavisi 
SeniSvnebiT, Tuki emocias ar mivcemT Cveni dabrmavebis saSualebas. 
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warmatebuli adamianebi kargi rCevis amokiTxvas cdiloben maSinac ki, 
roca igi Rrmadaa SeniRbuli uxeSi sityvebiT. 

• Tu SeagroveT 4 da 5 qula C da D punqtebSi, Tqven qmniT iseT 
klimats, romlis pirobebSic kargi rCeva mosalodnelia da misaRebi. 
adamianebi da organizaciebi, romlebic xels uwyoben aseT Ria 
damokidebulebas, xSirad bevr sargebels iReben sxvebisgan. 

• Tu SeagroveT 4 da 5 qula E punqtSi, Tqven odnav ucnauri adamiani 
xarT, magram swor gzaze dgaxarT. 

 
gaxsovdeT, SeniSvnis miReba ar niSnavs mis gaziarebas. magram roca Tqven 
Zalian cota SeniSvnas iRebT an sulac ar iRebT, darwmunebuli 
brZandebodeT, rom Tqvengan veravin verasodes verafers iswavlis. 
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Tavi VI 
 

gamoiyeneT satelefono, 
eleqtronuli fostisa da internetis 

saukeTeso teqnika 
 

iswavleT swrafad reagireba telefoniT da internetiT 
 

`Tu Tqveni internet-klienti ukmayofiloa, 
amis Sesaxeb is Tavis eqvs amxanags ki ar 
Seatyobinebs, aramed eqvsi aTas internet-
megobars.”  

 
- jef bezosi, Amazon.com-is prezidenti 

 
 

am TavSi iswavliT: 
 

• rogor unda gaarkvioT ukeT sakuTari damokidebuleba satelefono 
Tavazianobis mimarT. 

• rogor unda amoicnoT da gamoasworoT satelefono `manWva-grexa”, rac 
klientis ukmayofilebas iwvevs. 

• rogor unda gamoiyenoT 20-ze meti xerxi satelefono kavSirebis 
qmedunarianobis gasaumjobeseblad. 

• ra uaryofiTi Sedegebi mosdevs cud internet-gverdsa da internet-
urTierTobas. 

 
 

ai, rogor xdeba es 
 

telefonis uSedego gamoyenebiT gamowveuli usiamovneba 
 

radioTi movismineT koncertis reklama da davrekeT reklamaSi mocemul 
nomerze bileTis SesakveTad. nomeri ufaso iyo da dasamaxsovrebladac 
advili. aqamde yvelaferi kargad midioda. pirvel jerze, rva upasuxod 
darCenili satelefono zaris Semdeg, davkideT yurmili da gadavwviteT, 
mogvianebiT isev dagvereka. meore jerze cxra zari gavuSviT. amis Semdeg 
avtomatze Cawerilma xmam meore nomeri Segvatyobina. avkrifeT meore 
nomeri, axla iqaurma avtomatma gvTxova, mogvecada, cota xnis Semdeg ki 
igive xmam isev pirvel nomerze darekva gvirCia! 
 
sastumroebi, aviaxazebi, sakredito kompaniebi, bankebi – virtualurad 
yvela kompania Tavis klientebs arCevanis eleqtronul labirinTSi
`arbeninebs”, da Tvlis, rom amiT did daxmarebas uwevs adamianebs, Tumca 
xSirad mxolod Tavs abezrebs klientebs, romlebsac cocxal adamianTan 
surT laparaki. Cven gadawyvetili gvaqvs Holiday Inn sastumroebis 
momsaxurebiT visargebloT, sadac ki es SesaZlebeli iqneba, vinaidan, roca 
nomris dasajavSnad vrekavT yovelTvis adamiani gvpasuxobs. davificeT, 
aRar visargeblo im kompaniebis momsaxurebiT, romelTa satelefono 
momsaxureba indiferentuli da rTulia. 
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internetiT movaWre adamianebi Tqvens internet-gverdze mxolod ramodenime 
wuTiT Cerdebian. Tu Tqveni kompaniis gverdis CamotvirTvas didi dro 
sWirdeba an Tu `ekideba”, klients albaT samudamod dakargavT. sxvadasxva 
dros uamravi forma maqvs Sevsebuli internetiT vaWrobis mizniT da 
Zalian xSirad SevxvedrivarT iseT SemTxvevas, roca sistema iketeba da 
gvTxovs iseTi proceduris Catarebas, romelic ukve Sesrulebuli gvaqvs. 
swored aseTi SemTxvevebi gvafiqrebineben, rom sulac ar gvWirdeba is 
saqoneli, romlis SeZenasac vapirebdiT. fulis an drois savaraudo
ekonomia ar Rirs nervebis aSlad. 
 
Wkviani kompaniebi gamudmebiT aumjobeseben satelefono da internet 
momsaxurebas, Tumca bevr maTgans swored maSin gamohyavs moTminebidan 
Tavisi klienti, roca is ukve mzadaa SenaZenis gasakeTeblad! 
 
 
 
eleqtronuli urTierTobis 
dadebiTi da uaryofiTi mxareebi 
 
telefons namdvilad SeuZlia kargi samsaxuris gaweva. faqtobrivad, verc 
erTi biznesi ver iarsebebs utelefonod. dRevandel biznesebs aseve 
sWirdebaT eleqtronuli fosta da internet-momsaxureba. kompaniebi, 
romlebsac ara aqvT sakuTari internet-gverdi, sul male iqcevian xolme 
anaqronizmad. Tumca amgvari eleqtronuli urTierTobisas orgvari 
safrTxea mosalodneli: 
 
1. mravali adamiani arasodes dauflebia satelefono Tavazianobis 

safuZvlebs da ar esmis maTi didi mniSvneloba. isini bavSvobidan 
iyeneben telefons da arasdros ufiqriaT TavianTi satelefono teqnikis 
daxvewaze. rac misaRebia satelefono saubrisas saxlSi, is SeiZleba 
sruliad miuRebeli aRmoCndes samsaxurSi _ gamoiwvios klientis 
ukmayofileba da seriozulad daazaralos organizaciis imiji. 

2. ver xedavT adamians, romelsac esaubrebiT. eleqtronuli media ar 
gvaZlevs araverbaluri urTierTobis saSualebas. araverbaluri 
saSualebebis gareSe, romlebic gvexmarebian Cveni mesijis ganmtkicebasa 
da ukeT CamoyalibebaSi, msmeneli an internet-gverdis momxmarebeli 
SeiZleba daibnes da sruliad gansxvavebuli warmodgena Seeqmnas 
kompaniaze. 

 
sxva sityvebiT rom vTqvaT, TiToeuli satelefono zari an internet-
gverdze Sesvla  niSnavs urTierTqmedebas, roca adamianebi moqmedeben 
brmad – vizualuri reagirebis gareSe, rac gansakuTrebiT zrdis 
telefonis yurmilSi naTqvami TiToeuli sityvis mniSvnelobas. 
 
aRniSnulis kompensaciis mizniT, Cven, rogorc telefonze mosaubreebs, 
Tavad gamogvaqvs sakuTari daskvnebi mosmenilidan – TiToeuli wvrilmani, 
xmis toni, SerCeuli sityva da pauza gvawvdis raRac informacias. bevri 
adamianisTvis es garemoeba autanels, da zogjer saSiSsac ki, xdis TviT 
telefons. miuxedavad imisa, rom telefoni teqnoligiis udidesi miRwevaa, 
zogjer SeiZleba aRizianebdes kidec adamians. xSirad, internet-gverdis 
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klientebis reaqciaze gavlenas axdens gverdis grafikuli gaformeba, misi 
siCqare da gamoyenebis simartive. 
 
qvemoT gadmocemulia erTi kompaniis istoria, romelmac dakarga klienti 
imitom, rom man ver gaiTvaliswina (an SeiZleba araferi icoda amis Sesaxeb) 
satelefono urTierTobis uaryofiTi mxare: 
 

garts uyvars Zveli manqanebi. ramodenime wlis win, roca igi samsaxurisken 
miemgzavreboda, avtomaRaziis sadgomze sportuli manqana SeamCnia. ifiqra, rom 
aseTi manqana dadebiTad imoqmedebda mis imijze, da gadawyvita cnobebis 
Segroveba mis Sesaxeb. ai, rogorc warimarTa misi satelefono urTierToba 
avtomaRaziasTan: 
 
telefonistma swrafad dausaxela avtomaRaziis saxeli da aseve swrafad 
ubrZana: `cota xans moicadeT, Tu SeiZleba.” TxuTmeti wamis Semdeg 
telefonisti dabrunda xazze da hkiTxa garts: `riT dagexmaro?” gartma 
iTxova, daekavSirebinaT igi vinmesTan meoradi manqanebis ganyofilebidan. 
 
`erTi wuTiT.” kvlav gaimeora xmam. 
pauzis Semdeg gaisma kacis xma: `alo!” 
`cotaodeni informaciis miReba minda Tqvens sadgomze mdgomi sportuli 
manqanis Sesaxeb,” upasuxa gartma. 
`Sen wiTels gulisxmob?” 
`diax. Tu ar SewuxdebiT, SegiZliaT raime informaciis mowodeba mis Sesaxeb?” 
kaci cota xans dayovnda da mere upasuxa, `me mgoni es mflobelis qaliSvilis 
manqanaa. is sadRac aqve daatarebda Tavis manqanas. moica, vnaxav erTi, ra 
xdeba.” 
 
kacis am sityvebs grZeli pauza mohyva. sanam garti pasuxs elodeboda, xazze 
meore kacis xma gaisma: `alo! alo!”, razec gartma upasuxa: `me ukve 
mexmarebian.” gaisma tkacuni da saubarSi SemTxveviT CarTulma kacma gaTiSa 
telefoni ise, rom gartis sityvebi arc ki gaugonia. 
 
kidev ramodenime wuTis Semdeg pirveli kaci dabrunda xazze da Tqva: `xo, 
vfiqrob, rom es swored is manqanaa, romelsac Cveni ufrosis qaliSvili 
daatarebda aqeT-iqiT. Tu isini gayidian mas, maSin did fuls moiTxoven. me 
mgoni, es ukanaskneli modelia.” 
`kargi, SegiZliaT gamigoT, iyideba Tu ara manqana?” _ kvlav ikiTxa gartma, 
romelic ukve moTminebas kargavda.  
`erTi wuTi, patrons vkiTxav,” _ upasuxa kacma da kvlav miatova garti. raRac 
periodis Semdeg gamyidvelma isev aiRo yurmili da mokled warmoTqva: 
`patroni ambobs, rom manqana ar iyideba.” 
is iyo garts madloba unda gadaexada informaciisTvis, rom kacma mas yurmili 
daukida. 

 
es gamyidveli albaT ganzrax ar iqceoda uxeSad, Tumca misi saqcieli 
sworad ase gamoiyureboda. garti ise gabrazda, rom albaT aRarasdros 
ifiqrebda am avtomaRaziaSi misvlaze. 
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momsaxurebis magaliTi 

 
`on-lain” sabrokeroebi CaiWrnen testze momsaxurebaSi48 

 

internet-brokerebs kidev bevri ram aqvT gasakeTebeli klientTa 
momsaxurebis gasaumjobeseblad. Jupiter Communications-is mkvlevarebma 
Caatares 25 internet-gverdis klientTa mesijebze reagirebis maCveneblebis 
testi. finansuri momsaxurebis internet-gverdebidan 39%-ma pasuxi 
gamoagzavna erT dReSi (saSualo maCvenebeli iyo sami dRe), 25%-ma ki 
saerTod ar gasca pasuxi. SedarebisaTvis, sacalo vaWrobis internet-
gverdebis 64%-ma procentma eleqtronul Setyobinebebs erT dReSi gasca
pasuxi. biznesebs afiqrebT mzardi teqnologiuri xarjebi, Tumca
mkvlevrebi askvnian, rom klientTa momsaxurebas ufro meti yuradReba unda 
mieqces, vinaidan axali, `on-lain” finansuri momsaxurebis klientebi 
ZiriTadad `arian naklebad gambedavi momxmareblebi, romlebic erTgvar 
undoblobas grZnoben teqnologiuri saSualebebis mimarT.” 
 
kiTxvebi: 

1. gagviziareT Tqveni gamocdileba kompaniebTan eleqtronuli mesijis 
gagzavnisa da masze pasuxis miRebis Sesaxeb. 

2. kompania rom gqondeT, ra standartebiT isurvebdiT muSaobas? 
ramdenad SesaZlebeli iqneboda amis gakeTeba? 

 
 
rCevebi satelefono urTierTobis ukeT gamoyenebisTvis 
 
rogorc avtomaRaziis magaliTis SemTxvevam dagvarwmuna, uxeSi da udieri 
mopyroba Zalian swrafad ukargavs klients mocemul kompaniasTan 
urTierTobis gagrZelebis survils. winamdebare  TavSi mocemulia 23 rCeva 
maTTvis, visac surs satelefono momsaxurebisa da internet-gverdis 
efeqtianobis gaumjobeseba.49 
 

nu akavebT telefons! 

 

                                                 
48 Internet Daily, September 1, 1999 
49 Winning Telephone Techniques (Chicago: JWA Video, 1997) 
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rCeva 1: SeamowmeT Tqveni damokidebuleba telefonis gamoyenebis mimarT. 
 
telefoni Zlieri iaraRia vaWrobis, informaciis Segrovebisa da 
urTierTobis damyarebis saqmeSi. telefoniT bevri ramis gakeTeba 
SegviZlia. miuxedavad amisa, bevr adamians `rcxvenia” telefonis gamoyeneba. 
isini xSirad Tavs ikaveben vinmesTan darekvisgan da TviTonac eridebian 
telefoniT pasuxis gacemas. 
 
Tqvenma damokidebulebam SeiZleba zegavlena iqonios telefonis 
moxmarebis efeqtianobaze. 
 

SeamowmeT Tqveni damokidebuleba telefonis gamoyenebis mimarT 
TviTSefasebis Semdegi testiT. igi dagexmarebaT Tqveni telefonisadmi 
damokidebulebis dadgenasa da satelefono teqnikis gaumjobesebaSi, 
radgan Tqvens sakuTar Secdomebs giCvenebT. 
 

TviTanalizi 
 

rogoria telefonis gamoyenebis Tqveni unari da damokidebuleba mis 
mimarT 

 
TiToeuli kiTxvisTvis SemoxazeT Sesabamisi aso. a=arasdros, i=iSviaTad, 
z=zogjer, x=xSirad, y=yovelTvis. Semdeg waikiTxeT formis boloSi 
mocemuli miTiTebebi. 
 

ramdenad xSirad . . .  gaumjobesebis 
mizani 

1. gadadebT xolme vinmesTan 
darekvas an ar abrunebT 
sapasuxo zars? 

a  i  z  x  y ________________ 

2. pasuxobT satelefono zars
uxeSad an meqanikuri misalmebiT? 

a  i  z  x  y ________________ 

3. ar pasuxobT zars im imediT, 
rom bolos da bolos Sewyveten 
rekvas? 

a  i  z  x  y ________________ 

4. transportze daxarjul dros
zogavT telefonis gamoyenebiT? 

a  i  z  x  y ________________ 

5. asrulebT saubars ukve 
nalaparakevis SejamebiT? 

a  i  z  x  y ________________ 

6. iTxovT sapasuxo reagirebas 
Tqven mier telefoniT gaweul 
momsaxurebaze? 

a  i  z  x  y ________________ 

7. alodinebT adamianebs 
ramodenime wamze mets? 

a  i  z  x  y ________________ 

8. sTxovT vinmes darekvas Tqvens 
magivrad? 

a  i  z  x  y ________________ 

9. iRimebiT saubrisas? a  i  z  x  y ________________ 
10. laparakobT gasagebad da 
saubrisTvis Sesaferisi Tavazia-
ni toniT (da ara `dayenebuli” 
xmiT)? 

a  i  z  x  y ________________ 

Tu Tqven romelime kiTxvis pasuxad SemoxazeT marjvena svetis ori aso,
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Tqvens satelefono teqnikas gaumjobeseba esaWiroeba. am kiTxvebidan 
marjvniv gamoyofil adgilas CawereT is sagangebo RonisZiebebi, romelTa 
ganxorcielebac saWiroa telefonisadmi damokidebulebis gasaum-
jobeseblad. 
 
 
 
rCeva 2: darekeT Tqvens sakuTar kompaniaSi 
 
satelefono zari an internet-gverdis monaxuleba xSirad is pirveli 
kontaqtia, romelsac adamiani amyarebs organizaciasTan. is, vinc 
telefoniT rekavs, maSinve iqmnis pirvel STabeWdilebas da akeTebs pirvel 
daskvnebs mopasuxe adamianisa da organizaciis, iq arsebuli 
urTierTobebis, megobruli ganwyobisa da gamocdilebis Sesaxeb – es 
yvelaferi xdeba eleqtronuli kavSiris pirvelive wuTebSi. anu Tqveni 
Tavaziani qceva da efeqtianoba swrafad gadascems uTqmel, magram 
mniSvnelovan mesijs TqvenTan telefoniT mosaubre klients. 
 

mravali klienti Tqvensa da Tqvens kompaniaze pirvel warmodgenas 
eleqtronuli saSualebebiT iqmnis. 

 
menejerebi regularulad unda interesdebodnen TavianT organizaciaSi 
arsebuli satelefono saubris kulturiT. xSirad daarekineT Tqvens 
organizaciaSi am sferos eqspertebs da mosTxoveT angariSi arsebuli 
situaciis Sesaxeb. moiwvieT gamoucdeli klientebi Tqvens internet-
gverdze da Semdeg dainteresdiT, ra moewonaT da ra ar moewonaT. 
 
 
rCeva 3: upasuxeT dauyovnebliv da yovelTvis mzad iyaviT telefoniT 
sasaubrod 
 
ori an naklebi zaris Semdeg gacemuli pasuxi klients atyobinebs, rom 
Tqven kargad muSaobT da gsurT misi momsaxureba. roca telefoni ufro 
did xans rekavs, adamianebs eqmnebaT STabeWdileba, rom Tqven ara xarT 
adgilze an ar gindaT pasuxis gacema. ufro metic, upasuxod darCenili 
klientebi fiqroben, rom isini arafers warmoadgenen TqvenTvis. 
 
moawyveT Tqveni samuSao adgili ise, rom advili iyos telefonis 
gamoyeneba. moaTavseT telefoni mosaxerxebel adgilas sawer an samuSao 
magidaze. mudmivad ganaaxleT im satelefono nomrebis sia, romlebzec 
yvelaze xSirad giwevT rekva, da axlos iqonieT is masala, romelic 
SeiZleba saubrisas dagWirdeT. 
 
advilad misawvdom adgilas ganaTavseT saweri saSualebebi. gamoiyeneT 
bloknoti an kalendari, sadac swrafad SeZlebT satelefono saubris 
CaniSvnas. swrafad CaiwereT klientis vinaoba da telefonis nomeri da 
SeajameT saubari – gansakuTrebiT im sakiTxebis Sesaxeb, romlebzec 
Tqvengan pasuxs elian. 
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yovelTvis telefonTan axlos iqonieT saweri saSualebebi. 

 
Tu adamians, romelmac dagirekaT, hpirdebiT raimes gakeTebas, aucileblad 
CaiwereT es da aseve aucileblad gadaSaleT mas Semdeg, rac danapirebs 
SeasrulebT. 
 
rCeva 4: piradad upasuxeT satelefono zars 
 
yofili TanamSromeli TviTonve unda pasuxobdes mis telefonze darekil 
zarebs, garda im SemTxvevebisa, Tu im wuTSi igi sxva klientiT aris 
dakavebuli. satelefono zarebze pasuxis gacemis mudmivad mdivnebisa Tu 
asistentebisTvis dakisreba aRizianebs adamianebs. SekiTxva `SeiZleba 
vicode, vin rekavs?”, aRiqmeba rogorc motyueba da drois mogeba imisTvis, 
rom gadawyviton, undaT Tu ara masTan saubari. 
 
klientebs ar uyvarT, roca bevria `daraji” – is, vinc sxvis magivrad 
pasuxobs telefons. qvemoT moyvanilia satelefono urTierTobis dasaxvewi 
zogierTi advilad asaTvisebeli xerxi: 
 

• saqmiani zaris pasuxad umjobesia mxolod Tqveni an Tqveni 
departamentisa da Tqveni saxelebis dasaxeleba. 

• sakuTari Tavis moxsenieba sityvebiT `batoni” an `qalbatoni” uxerxulia. 
es msmenels uqmnis STabeWdilebas, rom Tqven gazviadebuli warmodgena 
gaqvT sakuTar Tavze. 

• zogierTi adamiani mxolod Tavis gvars asaxelebs, rac SeiZleba ar 
moewonos klients, romelic girekavT. Cvenma megobarma, menejerma pol 
ueiTma (wait – lodini, ing.) aRmoaCina, rom roca ki igi asaxelebda Tavis 
gvars, amas yovelTvis mohyveboda xolme grZeli pauza! 

• Tqveni vinaobis dasaxelebis Semdeg warmoTqmuli `riT SemiZlia 
dagexmaroT?” (an msgavsi), Tqvens klients agrZnobinebs, rom gsurT 
masTan laparaki. 
 
satelefono zarze pasuxis gacemisas, SeatyobineT msmenels Tqveni 
organizaciis dasaxeleba da Tqveni vinaoba. magaliTad, ase: 

 
maiql Teronis ofisi. me Seli simfsoni var. riT SemiZlia gemsaxuroT? 
 

roca Tqven TviTon rekavT sadme, gamoamJRavneT biznes-etiketis codna da 
dauyovnebliv gaecaniT mopasuxes. 

 
cxadia, telefonistebi arasdros ikiTxavdnen damrekavebis vinaobas, 
isini Tavad rom amJRavnebdnen biznes-etiketis codnas. Tavazianoba 
moiTxovs, roca sadme vrekavT, dauyovnebliv gavacnoT mopasuxes Cveni 
vinaoba. magaliTad, ase: 
 

       dila mSvidobisa, me bari adamsoni var. SeiZleba Saron silversteinTan 
laparaki? 
     SeasruleT es miTiTebebi da Tqven kargi magaliTi gaxdebiT sxva 
adamianebisTvis, romlebic mixvdebian amgvari Tavazianobis upiratesobas. 
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rCeva 5: mimarTvebi 
 
marTalia, sakuTari Tavis moxsenieba sityvebiT `batoni”, `qalbatoni” 
SeiZleba uxerxuli iyos, nu ifiqrebT, rom adamianebs, romlebic TqvenTan 
rekaven, gauxardebaT, Tuki maT saxeliT mimarTavT. gamoiyeneT Sesabamisi 
mimarTvebi. Tu eWvobT, rom saxeliT mimarTva uxerxuli iqneba, gamoiyeneT 
sityvebi `batono”, `qalbatono”. Tu TqvenTan mosaubres urCevnia, rom 
saxeliT mimarToT, is amas Tavad getyviT. umjobesia zedmetad oficialuri 
iyoT, vidre zedmetad familiaruli. 
 
Tavaziani mimarTva da oficialuri toni ndobas warmoqmnis. saqmiani 
saubrisas iyaviT oficialuri. Tqven albaT daibneviT kidec, eqimma rom ase 
mogmarToT: `gaumarjos, me leri var, Tqveni qirurgi.” im SemTxvevaSic ki, 
roca Tqveni organizacia araoficialurobis momxrea, nu ifiqrebT, rom 
sxvaganac asea miRebuli. 
 
 
rCeva 6: madloba gadauxadeT adamianebs darekvisaTvis 
 
`gmadlobT” yvelaze mravlisSemZle sityvaa adamianTa urTierTobaSi. 
regularulad gamoxateT madliereba. zogierT kompaniaSi es sityva 
misalmebad gamoiyeneba: `gmadlobT darekvisaTvis, evis.” saubris dasasruls 
warmoTqmuli, `gmadlobT zarisaTvis”, aseve zrdis klientis kmayofilebas. 
igi amxnevebs mas da arwmunebs, rom Tqven gsurT misi momsaxureba da rom 
mis zars aravin Seuwuxebia. 
 
internet-gverdze moTavsebuli: `gmadlobT stumrobisaTvis” aseve 
gamoxatavs pativiscemas klientisadmi, gansakuTrebiT maSin, Tuki isic 
kmayofilia am vizitiT. 
 
 
rCeva 7: isaubreT taqtianad da saqmianad 
 
araferi moqmedebs klientze an im adamianze, vinc telefoniT girekavT ise 
cudad, rogorc arasworad SerCeuli sityvebi. gvqonia SemTxvevebi, roca 
adamianebisTvis Cveni vinaobis gacnobis Semdeg, sakmaod uxeSad ukiTxavT 
`vin?” wvrilmanebi sakmao uxerxulobas uqmnis telefonze damrekav 
adamianebs. Tu ver gaigeT saxeli da gvari, Tavazianad ikiTxeT: `bodiSs 
vixdi, kargad ver gavigone Tqveni saxeli, batono. xom ver gamimeorebdiT!” 
 
mieciT Tqvens SeniSvnebs keTilganwyobili xasiaTi da agrZnobineT 
adamians, rom dainteresebuli xarT misi problemis gadaWriT. nu ecdebiT 
klientis ubralod Tavidan mocilebas, roca ar SegiZliaT daxmareba. nu 
ityviT iseT rames, rac klients eWvebs aRuZravs rogorc Tqveni piradi, ise 
organizaciis profesionalizmis mimarT. 
 
yuradRebiT waikiTxeT qvemoT moyvanili winadadebebi: 

ar TqvaT: TqviT: 
vin kiTxulobs? SeiZleba miTxraT Tqveni saxeli? 
ra gqviaT? bodiSs vixdi, magram kargad ver 

gavigone Tqveni saxeli. 
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ra gindaT? riT SemiZlia dagexmaroT? 
xmamaRla ilaparakeT, Tu SeiZleba. ukacravad, magram ar mesmis Tqveni. 

iqneb cota xmamaRla geTqvaT. 
Tqven CemTan ar gilaparakiaT. ukacravad, qalbatono, Tqven albaT 

viRac sxvas esaubreT. 
gasulia Sesvenebaze. b-ni baringeri gasulia ofisidan,

albaT erTi saaTiT. xom ar gadavce 
rame? 

Tqven bilingis departamentSi unda 
dagerekaT. 

TqvenTvis saintereso informacias 
flobs bilingis departamenti. 
siamovnebiT dagakavSirebT maTTan. 
(iqneb bilingis departamentis 
romelime TanamSromlisaTvis 
meTxova TqvenTan dakavSireba?) 

bodiSi, magram ver dagexmarebiT mag 
sakiTxSi. 

me ar vflob mag informacias, magram 
SemiZlia xarisxis departamentis 
romelime TanamSromlisaTvis 
meTxova TqvenTan darekva. 

arafris gakeTeba SemiZlia. me CaviniSnav Tqvens sakiTxs Semdegi 
samSabaTisaTvis da kvlav Sevamowmeb 
mas. Semdeg dagirekavT. 

 
 
rCeva 8: ilaparakeT garkveviT da gasagebad 
 
nu miiWerT telefonis yurmils tuCebze. visi saxeliTac ar unda 
pasuxobdeT klients, ilaparakeT garkveviT da gasagebad. magaliTad, 
garkveviT warmoTqviT: 
 

dila mSvidobisa, `primo kompiuter servisi”; an gamarjoba, es KJ radioa, 
ganrigebis departamenti [amas unda mohyves Tqveni saxeli]. [gamoyaviT sityvebi 
mcire pauzebiT] 

 
maSinac ki, Tu am sityvebis Tqma dReSi aTasjer giwevT, nu gaakeTebT amas 
zantad da meqanikurad. gaxsovdeT, rom TiToeul adamians, romelic 
girekavT, Tqveni misalmeba mxolod erTxel esmis, Tumca Tqven amas Zalian 
xSirad imeorebT. mianiWeT Tqvens misalmebas gulwrfeli da megobruli 
xasiaTi. 
 
 
rCeva 9: ilaparakeT bunebrivad da komfortulad 
 
ise elaparakeT telefonze klientebs, rogorc megobrebs 
daelaparakebodiT. gamoiyeneT Tbili, megobruli toni da bunebrivi, 
spontanuri reaqcia. Tu klienti ixumrebs, gaicineT. xolo Tu mis tonSi 
igrZnoba daZabuloba da sibrazec ki, iqneb ukeTesi iyos, Tu ityviT: 
`Sewuxebuli CanxarT; iqneb SemiZlia raimeTi degexmaroT?” 
 
Zlieri, mkafio xma saukeTeso iaraRia. igi sakuTari Tavisadmi rwmenis 
maCvenebelia. magram im SemTxvevaSic ki, Tu Tqven ara xarT dajildovebuli 
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profesiuli diqtoris xmiT, mainc SeiZleba xmisTvis iseTi JReradobis 
miniWeba, romelic daainteresebs mosaubres. 
 
msmenelis interesis SesanarCuneblad kargia xmis cvla. adamianebs uWirT 
yuradRebis didxans dafiqsireba raimeze. sami ram, rasac mosaubre 
aucileblad unda cvlides, aris xmis simaRle, siZliere da siswrafe. 
 
xmis simaRle TiTqmis musikaluri cnebaa. is Seesabameba xmis adgils 
musikalur skalaze. mamakacebs ufro uWirT xmis simaRlis cvla, vidre 
qalebs. xmis simaRlis odnav Secvla monotonuri laparakis STabeWdilebas 
qmnis, rac Zalian mosabezrebelia. 
 
meore problemas warmoadgens is, rom adamianebi ZaliT cdiloben xmis 
simaRlis Secvlas. xmis simaRlis xelovnuri cvla siyalbis STabeWdilebas 
qmnis da mosmenis survils ukargavs mosaubres. gamoiyeneT Tqveni bunebrivi 
diapazoni.  
 
zogierT molaparakes ar surs riskis gaweva xmis doneebis cvlasTan 
dakavSirebiT. eSinia, rom sulelad CaTvlian. yuradRebiT usmineT karg 
radio- Tu satelevizio diqtorebs, msaxiobebs an sxva wamyvanebs. naxavT, 
rom isini Zalian xSirad icvlian xmis tembrs. ecadeT, cotaTi gascdeT 
Tqvens diapazons, anu cota ufro maRali da cota ufro dabali xmiT 
isaubroT, vidre amas Cveulebriv akeTebT da dainaxavT, rom msmenelebi 
ufro met interess gamoiCenen Tqveni naTqvamis mimarT. 
 
 
rCeva 10:  ar dauSvaT `mkvdari eTeri” 
 
eTerSi siCumis momentebs diqtorebi `mkvdar eTers” uwodeben. msmenelebma 
ar ician, ra xdeba, da xSirad cvlian radiosadgurs, Tuki siCumis aseTi 
momentebi xSiria. igive exeba satelefono zarebsac. 
 
Tu gWirdebaT dro damrekavi klientis gadasarTavad sxva xazze, 
informaciis mosaZebnad an masalis wasakiTxad, auxseniT mas, ras akeTebT. 
gaxsovdeT, isini ver gxedaven. gamoiyeneT qvemoT moyvanili winadadebebis 
msgavsi winadadebebi, raTa klients agrZnobinoT, rom ar dagviwyebiaT: 
 

axla gadagrTavT b-ni kovakis telefonze. mas SeuZlia TqvenTvis am 
informaciis mowodeba. erTi wuTiT! 
 
me mesmis Tqveni. amasTan dakavSirebiT mxolod b-ni jezopi Tu SeZlebs Tqvens 
daxmarebas. cota xans Tu momicdiT, me vnaxavdi, aris Tu ara igi adgilze. 
 
me axla Tqvens angariSs vaTvaliereb. Tu nebas damrTavT, jer ramodenime 
cifrs Sevamowmeb da mere mogawvdiT TqvenTvis saintereso informacias. 

 
adamianebis lodinis reJimSi gadayvana Zalian mosabezrebelia maTTvis, 
Tumca, Tqven SegiZliaT am usiamovno momentis Serbileba, Tuki auxsniT 
Tqvens klientebs, ras akeTebT da ratom. 
 
Tqveni pasuxi yovelTvis gasagebi unda iyos. saTanado reagireba moaxdineT 
TqvenTan mosaubre adamianis problemaze. telefonze mosaubre adamianebi 
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ver gxedaven da, aqedan gamomdinare, mxolod Tqveni naTqvamis mixedviT 
gansazRvraven, gulTan miitaneT Tu ara maTi naTqvami. 
 
sityvebiT; `diax”, `gasagebia”, `geTanxmebiT”, Tqven maT Tqvens ganwyobas 
agrZnobinebT. nu datovebT mosaubris gamonaTqvamebs yovelgvari reaqciis 
gareSe. 
 
internetSi `mkvdari eTeris” ekvivalenturi situacia iqmneba internet-
gverdis neli CamotvirTvisas. mudmivad yuradRebis areSi iqonieT iseTi 
axali teqnologiebi, romlebic rac SeiZleba swrafad SeZleben Tqveni 
internet-gverdis gaxsnas. yvela saSualebiT aicileT Tavidan `mkvdari 
eTeri”. 
 
 
rCeva 11: energiulad da zustad CaiwereT Setyobinebebi 
 
arasdros daizaroT sxvebisTvis gankuTvnili Setyobinebebis miReba. 
yovelTvis axlos iqonieT amisaTvis saWiro aucilebeli qaRaldi da 
fanqari. Setyobinebis Caweris Semdeg igi kidev erTxel waukiTxeT mis 
avtors, raTa darwmundeT, rom sworad gaigeT yvelaferi. mravali 
organizacia iyenebs Setyobinebis 161-e gverdze mocemul formas. srulad 
da gasagebad SeavseT forma. 
 
Setyobinebis formis Sevsebisas Tavidan unda aiciloT yovelgvari 
gaugebroba, gansakuTrebiT mniSvnelovania Semdegi: 
 

1. sworad CaiwereT adamianis sruli saxeli. Tu kargad ver gaigebT 
saxels, sTxoveT mosaubres asoebiT gikarnaxoT igi. gaagebineT maT, 
ratom akeTebT amas. amisaTvis SegiZliaT uTxraT Semdegi: `minda rac 
SeiZleba zustad Caviwero Tqveni Setyobineba. asoebiT xom ver 
mikarnaxebdiT Tqvens saxels?” 

2. sTxoveT mosaubres daasaxelos Tavisi organizacia, Tuki es 
SesaZlebelia, raTa Setyobinebis adresati organizaciis dasaxelebis 
mixedviT mixvdes, risTvis rekavda adamiani. organizaciis dasaxeleba 
aseve SesaZlebels gaxdis kidev erTxel SeamowmoT, ramdenad sworad 
aris Cawerili damrekavis telefonis nomeri. 

3. telefonis nomeri CaiwereT mTlianad, anu qveynisa Tu zonis kodTan 
erTad. aseT dros damrekavma adamianma SeiZleba giTxraT, rom 
uSualo adresatma ukve icis kodi, magram Tqven SegiZliaT Tavazianad 
upasuxoT: `vfiqrob, igi ufro swrafad dagikavSirdebaT, Tuki Cems 
CanawerSi ukve iqneba kodi aRniSnuli.” 

4. moiTxoveT informacia. Tu damrekavi adamiani tovebs mxolod Tavisi 
telefonis nomers da mets arafers, SegiZliaT hkiTxoT, xom ar surs 
mas raime iseTi informaciis datoveba, romelic ukeT daexmareba 
Setyobinebis adresats misi problemis gagebaSi. 

5. gadauxadeT damrekavs madloba da daarwmuneT, rom misi Setyobineba 
aucileblad gadaecema adresats. uTxariT damrekavs, rom 
dauyovnebliv gadascemT mis Setyobinebas adresats, rogorc ki is 
gamoCndeba. 

6. CaiwereT Setyobinebis mosvlis TariRi da dro. 
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7. Setyobinebis formas miawereT Tqveni inicialebi im SemTxvevisaTvis, 
Tu adresats gauCndeba raime SekiTxva. 

 
rCeva 12: gaiRimeT 
 
warmoidgineT adamiani, romelsac esaubrebiT, da CaTvaleT, rom pirispir 
elaparakebiT Tqvens megobars. iyaviT Tavaziani, koncentrirebuli, mzad 
daxmarebis aRmosaCenad. Tqveni Rimili Tqveni xmis tembris meSveobiT 
gadaecema TqvenTan telefoniT mosaubre adamians. 
 
telefonTan axlos iqonieT sarke, romelic SegaxsenebT, rom unda 
gaiRimoT.  
 
rCeva 13: yurmilis dakidebamde darwmundiT, rom saubari namdvilad 
dasrulda 
 
Tu Tqven rekavT, Tqvenve unda ikisroT pasuxismgebloba saubris 
dasrulebis gamo. gamoiyeneT iseTi Semajamebeli sityvebi, rogoricaa `didi 
madloba daxmarebisTvis” an `ai, sul es aris, rac mainteresebda.” 
 
Tu Tqven girekaven, yurmilis dakidebamde darwmundiT, rom adamianma 
bolomde Tqva saTqmeli. 
 

 
vis _______________________________________________       saswrafo 
 
TariRi ________________________ dro __________________ 
 

vidre gasuli iyaviT 
 

visgan ____________________________________________________________________ 
romeli organizaciidan ____________________________________________________ 
telefoni: (kodi) _______ (nomeri) __________ (damatebiTi nomeri) ______________ 
 
dareka   elodeba Tqvens zars  
movida  TqvenTan Sexvedra surs  
sapasuxod girekavdaT  kidev darekavs  
 
Setyobineba _________________________________________________________ 
____________________________________________________________________ 
____________________________________________________________________ 
____________________________________________________________________ 
____________________________________________________________________ 
____________________________________________________________________ 
 
xelmowera ____________________________ 
 
srulyofilad SeavseT Setyobineba ise, rom adresati mixvdes, rogor unda 

moiqces 
rCeva 14: iqonieT kargad Camoyalibebuli misasalmebeli Setyobineba 
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roca Tqven ara xarT adgilze, gamoiyeneT avtomopasuxe an xmovani fosta 
Setyobinebebis miRebis mizniT. Tqveni misasalmebeli Setyobineba unda iyos 
mokle, gasagebi da arc zedmetad `Wkvianuri”. qvemoT moyvanilia 
Setyobinebebi, romlebic, Cveulebriv, kargad zemoqmedeben TqvenTan saubris 
msurvel adamianebze: 
 

Tqven daukavSirdiT nomers 555-1131. amJamad ver gipasuxebT. gTxovT, datovoT 
Setyobineba xmovani signalis Semdeg (SeniSvna: am SetyobinebaSi ar aris 
dasaxelebuli Tqveni vinaoba, rac SeiZleba daculobis surviliT iyos 
nakarnaxevi). 
 
Tqven daukavSirdiT `akme manufaqturingis” sawyobs. Cven vmuSaobT dilis 8 
saaTidan saRamos 6 saaTamde mTeli kviris ganmavlobaSi, SabaTisa da kviris 
garda. gTxovT, datovoT Tqveni Setyobineba. 
 
didi madloba CvenTan dakavSirebisaTvis. gTxovT, datovoT Tqveni 
Setyobineba xmovani signalis Semdeg dagikavSirdebiT, rogorc ki SevZlebT. 
didi madloba. 

 
Cawerili Setyobinebebi SeiZleba garkveul infromacias iTxovdes 
damrekavisagan (`Tu Tqven iciT Tqveni angariSis nomeri, gTxovT, datovoT 
igi, rac pasuxis ufro swrafad gacemis SesaZleblobas mogvcems.”) magram 
arc Zalian bevric ar moiTxovoT! garda amisa, daarwmuneT damrekavi, rom 
aucileblad daukavSirdebiT. 
 
roca Tqven Tavad tovebT Setyobinebas sxvis avtomopasuxeze, ar 
dagaviwydeT: 
 

• Tqveni vinaoba (gamoTqviT gasagebad da asoebiTac ki, Tuki es 
aucilebelia); 

• darekvis TariRi da dro; 

• zaris miznis mokle aRwera; 

• Tqveni telefonis nomeri; 

• rodis SeiZleba TqvenTan dakavSireba. 
 
ai, ori magaliTi: 
 

me jim stedmeni var. axla paraskevia, saRamos Svidi saaTi. SekiTxva maqvs 
Tqvens axal wylis motocikletTan dakavSirebiT. gTxovT, damirekoT nomerze 
555-3077 SabaTs, dilis aT saaTze. 
 
me pol sanCesi var. s-a-n-C-e-s-i. me damainteresa Tqveni Ramis gamocdili 
programistis vakansiam da msurs TqvenTan gasaubreba. me Tqveni kompaniis 
msgavs kompaniaSi muSaobis eqvsi wlis gamocdileba maqvs. gTxovT, damirekoT 
nomerze 555-0819 dRes (xuTSabaTs), saRamos eqvsi saaTis Semdeg. didi madloba. 
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rCeva 15: iswavleT Tqveni telefonis funqciebis gamoyeneba 
 
satelefono teqnologiebis Rirsebebi izrdeba maTi funqciebis 
gamravalferovnebasTan erTad. samwuxarod, adamianebis im 80%-is msgavsad, 
romlebmac ar ician videomagnitofoniT sargebloba, mravalma saqmianma 
adamianma jer kidev ver iswavla is uamravi ram, risi gakeTebis 
saSualebasac aZlevT maTi satelefono sistemebi. 
 
IBM-is mier Catarebulma klientTa saCivrebis uaxlesma gamokvlevam cxadyo, 
rom maTi ukamyofileba firmis satelefono zarebis regulirebasTan 
dakavSirebiT ganpirobebuli iyo ori ZiriTadi mizeziT: 
 

1. TanamSromlebs ar SeuZliaT telefonisa da xmovani Setyobinebebis 
sistemis funqciebis gamoyeneba;  

2. isini ver uzrunvelyofen saTanado Tavazian urTierTobas 
klientebTan. 

 
IBM-ma aRniSnulis aRmofxvris mizniT damatebiT Caatara treningi 
TiToeuli TanamSromlisTvis. amgvarma treningma Sedegi gamoiRo: 
klientebis meti raodenoba aRmoCnda kmayofili satelefono 
momsaxurebiT.50 
 
Tu ara xarT darwmunebuli, rom iciT, Tu rogor unda Tqveni telefonis 
funqciebis gamoyeneba, daukavSirdiT mwarmoebel kompanias. isini 
siamovnebiT gamogigzavnian TavianT warmomadgenels, romelic yvelafers 
gaswavliT. es xom maTi pirdapiri interesia, maTac undaT hyavdeT 
kmayofili klientebi! 
 
 
rCeva 16: SeinarCuneT informaciis uwyveti nakadi 
 
Tu dRis umetes nawils telefonTan atarebT, mTeli dRe yurmilis xelSi 
Weris nacvlad, umjobesi iqneba yursasmenebis gamoyeneba. aseve, Tuki 
xedavT, rom xSirad giwevT telefonidan moSoreba informaciis misaRebad, 
maSin roca klienti kvlavac telefonze gelodebaT, umjobesia gamoiyenoT 
radiotelefoni, romelic aqeT-iqiT siarulisas klientTan saubris 
saSualebas mogcemT. 
 
garda amisa, meti yuradReba miaqcieT lodinis reJimis Rilaks. lodini, 
romelic TqvenTvis ramodenime wams grZeldeba, SeiZleba usaSvelod 
grZeli aRmoCndes damrekavi adamianisTvis. maSinac ki, roca Tqveni 
satelefono sistema am dros sxvadasxva melodias gadascems, pasuxis 
momlodine adamianebi ukve 30 wamSi Riziandebian. aba, scadeT drois 
daniSvna, roca Tqven TviTon gixdebaT lodini. erTi wuTi albaT 
usasrulobad mogeCvenebaT! gaeciT xma momlodine adamians yovel 15-20 
wamSi da agrZnobineT, rom ar dagviwyebiaT. Tu iciT, rom klientisaTvis 
saintereso informaciis moZebnas dasWirdeba ramodenime wuTi, uTxariT mas, 
rom mogvianebiT Tqven Tavad daurekavT, an auxseniT, rom amisaTvis 

                                                 
50 M. Estabrook and N. F. Foy, “Answering the Call of Tailored Training”, Training, October, 1992, p. 85 
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ramodenime wuTi dagWirdebaT. amis Semdeg is Tavad gadawyvets, moicdis 
Tu, piriqiT, Tqvens zars daelodeba. 
 
rCeva 17: dagegmeT Tqveni gamavali zarebi an el.fostiT gasagzavni 
Setyobinebebi 
 
zogjer klientebTan kargi urTierTobis dasamyareblad ubralo saubaric 
sakmarisia, SeecadeT saqmian satelefono zarebze mokle pasuxebis gacemas 
uxeSobis gareSe. es gansakuTrebiT mniSvnelovania mobiluri telefonebis 
SemTxvevaSi, vinaidan grZel saubars aucileblad mohyveba didi gadasaxadi. 
adgilobrivi zarebis SemTxvevaSic ki, wuTis fasi SeiZleba iyos 50 centi 
an meti dRis monakveTidan gamomdinare. 
 
saqmiani zaris ganxorcielebis an el.fostiT gasagzavni Setyobinebis 
momzadebisas dagegmeT, ra unda TqvaT. umjobesia, Tuki amas werilobiT 
gaakeTebT. CainiSneT Semdegi Sinaarsis ramdenime sityva: 
 

1. Tqveni Setyobinebis mizani; 
2. im informaciis CamonaTvali, romelic unda gadasceT an miiRoT. 

 
aucileblad daasaxeleT Tqveni vinaoba da Setyobinebis mizani saubris 
dasawyisSive. saqmian adamianebs ar uyvarT gamocanebi. saubris dawyeba 
SeiZleba Semdegi sityvebiT: 
 

gamarjoba, me Tina uotsoni var `iuniqorn” korporaciidan. merilin smiti Tua 
adgilze? 

 
q-n smitTan dakavSirebis Semdeg TqviT: 
 

gamarjoba, q-n smit! me Tina uotsoni var `iuniqorn” korporaciidan. 
garkveuli informaciis miReba mindoda Tqveni SekveTebis bolo katalogTan 
dakavSirebiT. Tu xels ar SegiSliT, SeiZleba axla visaubroT?” 

 
miaqcieT yuradReba imas, rom damrekavi asaxelebs Tavis vinaobas, 
atyobinebs, raze surs saubari, da, aseve, azustebs, SeuZlia Tu ara q-n 
smits masTan saubari. Tu adamiani dakavebulia da ar SeuZlia TqvenTan 
saubari, unda sTxovoT, rom man Tavad dagirekoT, roca moiclis. 
 
Tuki gWirdebaT im adamianebTan darekva, romlebmac ukve scades TqvenTan 
dakavSireba, CamoayalibeT maTi rigiToba maTive xelmisawvdomobis drois 
mixedviT. gaiTvaliswineT Sesvenebis dro an saaTobrivi gansxvaveba, Tu Sor 
manZilze darekva gixdebaT. winaaRmdeg SemTxvevaSi, Tqven bevr adamiansa da 
SesaZleblobas dakargavT. 
 
gaeciT adamianebs konkretuli pasuxi. bundovani `dagirekavT” adamianebs 
imeds akargvinebs. klientebi Cvens sapasuxo zars 15 wuTSi elodebian, Tqven 
ki am dros ramodenime saaTs gulisxmobT. amitom uTxariT maT: `dagirekavT 
dRes pirvelsa da or saaTs Soris.” da aucileblad darekeT zustad 
miTiTebul periodSi. 
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rCeva 18: telefonis mizeziT nu SewyvetT mniSvnelovan uSualo Sexvedras 
 
klientebs Zalian aRizianebT saubris Sewyveta satelefono zaris gamo. Tu 
pirispir elaparakebiT vinmes, nu ifiqrebT, rom satelefono zari SeiZleba 
ufro mniSvnelovani iyos. 
 
Tuki aucileblad unda upasuxoT telefons, moixadeT bodiSi. roca 
mixvdebiT, ras exeba satelefono saubari, uTxariT damrekavs, rom axla 
dakavebuli xarT da dauniSneT dro, roca SeZlebT masTan dakavSirebas. 
 
 
rCeva 19: SeecadeT, Tqvenma mosaubrem ar gadauxvios Sesabamis Temas 
 
Tu damrekavi zogad saubarze gadadis, SeecadeT daubrundeT Sesabamis 
Temas. amisaTvis zogjer SemoqmedebiTi midgoma dagWirdebaT. 
 
Tu damrekavi geubnebaT: 
ukve damRala am saSinelma amindma. ra cudad moqmedebs adamianebze, ara? 
 
Tqven SegiZliaT aseTi pasuxi gaceT: 
Tqveni gunebis gamokeTebis erTaderTi saSualeba Tqveni daricxvis 
gasworebaa (an sxva amgvari ram). 
 
Tu damrekavi geubnebaT: 
guSindel fexburTze ras ityviT. fluti mainc saukeTeso naxevarmcvelia 
ligaSi, ara? 
 
Tqven SegiZliaT upasuxoT: 
ki, kargi iyo. vfiqrob, rom sul male moviyvan Tqvens angariSebs wesrigSi. 
 
Tu damrekavi geubnebaT: 
didi madloba gasul kviras gaweuli daxmarebisaTvis. Tqveni kompania 
yovelTvis mzadaa adamianebis dasaxmareblad. 
 
Tqven SegiZliaT amdagvari pasuxis gacema: 
didi madloba. Sevecdebi moviZio TqvenTvis saintereso sxva wvrilmanebic. 
 
Tu klienti mainc agrZelebs `Woraobas”, maSin gadawyvetilebis miReba 
Tqvens Tavze aiReT da uTxariT: 
 
q-no kovalski, modiT, kidev erTxel gavaanalizoT Tqveni problema da 
vnaxoT, kidev risi gakeTeba SemiZlia. 
 
roca damrekavebi gansakuTrebiT nerviuloben, daacadeT gamoTqvan 
yvelaferi, ar SeawyvetinoT laparaki. winaaRmdeg SemTxvevaSi isini kidev 
ufro gaRiziandebian. Tu isini TavianTi mRelvarebis mizezis axsnas 
cdiloben, SesTavazeT mxardaWeris gamomxatveli komentarebi, raTa 
daarwmunoT, rom usmenT maT. vTqvaT _ `ho, mesmis”, `mapatieT! mgoni mTlad 
kargad ver mogeqeciT”, `mesmis, ra gamaRizianebeli SeiZleba iyos es.” 
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rCeva 20: taqtianad esaubreT gaRizianebul klients  
 
me-3 TavSi Cven visaubreT klientebis dabrunebaze. SemogTavazebT kidev 
ramodenime rCevas, ukmayofilo klientebis dasabruneblad. upirveles 
yovlisa, daimaxsovreT, rom ukmayofilo klientTan urTierTobisas 
gasavlelia ori safexuri: 
 
pirveli safexuri: aucileblad gaarkvieT, ratom aris klienti ukmayofilo 
 
adamianebis gaRizianebis sami mTavari mizezia is, rom isini Tavs miiCneven: 
 

1. damcirebulad 
2. uimedod 
3. usamarTlod daCagrulebad   

 
yvelas gvaqvs gancdili msgavsi grZnobebi ama Tu im situaciaSi. ar 
daiviwyoT, rom aseT SemTxvevaSi saqme gaqvT adamianTan, romelmac 
arasasiamovno gamocdileba miiRo. scadeT sakuTari Tavis dayeneba mis 
adgilas. 
 
meore safexuri: gaaneitraleT gaRizianeba an ukmayofileba 
Semdegi saxis mimarTvebiT an SekiTxvebiT: 
 

1. `damexmareT garkvevaSi~ _ es stimuls aZlevs klientebs, agixsnan 
TavianTi ukmayofilebis mizezi. nu ecdebiT maTTan kamaTs an 
TavdacviTi poziciis dakavebas; maT ukeT ician, ras grZnoben. Semdeg 
miaxvedreT, rom dainteresebuli xarT maTi problemiT. 

2. `mesmis, ras ganicdiT axla~ _ ar uTxraT, rom zustad iciT, rasac 
klienti grZnobs, radgan amis zustad codna SeuZlebelia. ubralod 
gaagebineT, rom TanaugrZnobT mas. 

3. `Tqveni azriT, ra iqneboda kargi gadawyvetileba?~ _ es sityvebi 
ganmuxtavs situacias da emociebs gadawyvetilebis Zebnis reJimSi 
gadaiyvans. 

 
SeecadeT, rom arc damrekavma moixsnas gadawyvetilebis gamoZebnis 
pasuxismgebloba. Tuki is SemogTavazeben iseT ideas, romelmac SeiZleba 
imuSaos, ukve SegiZliaT daiwyoT molaparakeba, SeecadoT moagvaroT 
problema. 
 
 
rCeva 21: miiyvaneT saubari sasiamovno, Tumca qmediT daboloebamde 
 
keTilganwyobil klientTan saubari SesaZloa sasiamovnoc iyos, magram ar 
dagaviwydeT, rom sxvebic gelodebian. saubris taqtianad dasasruleblad 
iqneb scadoT qvemoT moyvanili xerxebidan erT-erTis gamoyeneba im 
SemTxvevaSic ki, Tuki klients aSkarad kidev surs TqvenTan saubris 
gagrZeleba: 
 

1. kidev erTxel gaiazreT saubrisa da miRebuli gadawyvetilebis arsi. 
`modiT, davazustoT, risi gakeTeba gadavwyviteT” an `neba miboZeT, 
kidev erTxel gangimartoT situacia”. CamoTvaleT procesebi, 
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romlebic ukve SeasruleT: `me davxure angariSi da gadavricxe 1000 
dolari Tqvens axal fondSi.” `am etapze mxolod amis gakeTeba 
gWirdebaT. yvelaferi kontroldeba.” 

2. ilaparakeT warsul droSi. `rogorc ukve gadavwyviteT”, `sul es iyo, 
risi gagebac mWirdeboda”, `moxaruli var, rom damirekeT.” 

3. madloba gadauxadeT klients zarisaTvis. warmoTqvamT Tu ara 
sityvebs: `didi madloba zarisTvis”, klienti ukve xvdeba, rom 
saubari damTavrda. 

4. saubari dadebiT notze daasruleT. `TqvenTan saubarma didi 
siamovneba momaniWa”. 

 
 
rCeva 22: aucileblad ikiTxeT `xels xom ar giSliT, gcaliaT 
salaparakod?” 
 
upasuxeben Tu ara maT satelefono zars, bevri CvenTagani im wamsve iwyebs 
saubars Tavis problemaze da ar ainteresebs, SeuZlia Tu ara meore 
adamians axla am sakiTxze msjeloba. is, visac Tqven urekavT, SeiZleba 
dakavebuli iyos, amitom hkiTxeT, xels xom ar uSliT muSaobaSi. 
 
Tuki aRmoCndeba, rom mas axla marTlac ar SeuZlia saubari SeuTanxmdiT, 
rom sxva, misTvis ufro mosaxerxebel dros daurekavT. 
 
aseve unda moiqceT, roca grZnobT, rom jer ara gaqvT is informacia, 
romelic SeiZleba Tqvens klients ainteresebdes. iyaviT gulwrfeli da 
uTxariT simarTle, Semdeg ki moilaparakeT, Tu rodis iqneba 
mizanSewonili xelmeored darekva. 
 
 
rCeva 23: mudmivad imuSaveT Tqveni eleqtronuli urTierTobis 
gaumjobesebaze 
 
satelefono saubrebis kargad warmarTvis unari mniSvnelovania 
warmatebisTvis TiTqmis yvela sferoSi. mudmivad ecadeT, gaigoT, ras 
fiqroben Tqveni am unaris Sesaxeb. ecadeT, daeswroT seminarebs an uyuroT 
saswavlo videofilms, romlebic axal codnas gawvdian. 
 
Tu Tqven sxva adamianebs xelmZRvanelobT, nu SeikavebT Tavs maTi 
gakritikebisgan satelefono saubrebis warmarTvis unarTan dakavSirebiT. 
gulaxdilad uTxariT yvelaferi maTi Secdomebis Sesaxeb. SeaxseneT 
satelefono saubrebis didi mniSvneloba rogorc maTTvis, aseve mTeli 
kompaniisaTvis. 
 
daakvirdiT da kargad mousmineT yvela im naTqvam Tu uTqmel 
Setyobinebebs, romlebsac iReben Tqveni klientebi Tqvens kompaniasTan 
telefoniT dakavSirebisas. gaxsovdeT, rom roca telefons iyenebT, Tqveni 
urTierTobis arxi SezRudulia. klientebi ver gxedaven. daexmareT maT 
Tqvens `danaxvaSi” satelefono saubrebis warmarTvis saukeTeso 
gamocdilebis gaTvaliswinebiT. 
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sainterneto urTierTobis SemTxvevaSi mudmivad akontroleT Tqveni 
internet-gverdi da yovelTvis ganaaxleT, roca es aucilebelia. sTxoveT 
Tqvens klientebs, gamoTqvan TavianTi mosazrebebi Tqveni gverdis 
Sinaarsisa da misi muSaobis Sesaxeb. gamocvaleT yvelaferi, rac 
momabezrebeli an arafrismTqmelia. internet-gverds arasdros ar unda 
hqondes `saboloo” saxe, igi mudmivad unda viTardebodes. 
 
 
daskvnebi 
 
sul ufro meti klienti iyenebs eleqtronul medias biznesebTan 
dasakavSireblad. Tanamedrove organizaciebisTvis sul ufro met 
mniSvnelobas iZenen telefoni da el. fosta. organizaciebma da adamianebma 
unda icodnen am saSualebebis dadebiTi da uaryofiTi mxareebi. is 
adamianebi, romlebmac ver miiRes Tqvengan damakmayofilebeli pasuxebi 
telefoniT an internet-gverdis daxmarebiT, albaT arasodes gaxdebian 
Tqveni loialuri klientebi. 
 
axla ukve aSkaraa, rom cud satelefono da internet teqnikas sakmaod 
Zlieri uaryofiTi zegavlenis moxdena SeuZlia Tqveni kompaniis 
warmatebaze. kargi teqnika ayalibebs warmatebul urTierTobebs Tqvens 
klientebTan da organizaciisTvis mniSvnelovan sxva adamianebTan, xolo 
TanamSromlebi, romlebic warmatebiT euflebian am teqnikas, gansakuTrebiT 
fasdebian kompaniebis mier. 
 
 
zogierTi ZiriTadi mosazreba 
 

• gaaTviTcnobiereT sakuTari damokidebuleba telefonis gamoyenebis 
mimarT, rac dagexmarebaT klientebTan muSaobis ukeT warmarTvaSi 
eleqtronuli mediis saSualebiT. 

• uxarisxo satelefono saubars SeiZleba mohyves cudi pirveli 
STabeWdileba da klientebis ukmayofileba. 

• zemoT mocemuli 23 rCevis gaTvaliswineba aucileblad gamoasworebs 
Tqvens satelefono teqnikas. 

• internet-gverdebi da sainterneto kontaqtebi kargad unda muSaobdnen, 
mudmivad unda xdebodes maTi Semowmeba da ganaxleba saukeTeso 
klientebis SenarCunebis mizniT. 

 
ZiriTadi terminebi 
 
Call screening satelefono zaris sxvisTvis gadacema 
Courtesy titles pativiscemis gamomxatveli mimarTvebi 
“Dead air” `mkvdari eTeri” 
Electronic communication eleqtronuli urTierToba 
Loudness xmis simaRle 
Phone use attitude damokidebuleba telefonis gamoyenebis mimarT 
Pitch xmis done 
Rate diapazoni 
Telephone mannerisms satelefono `manierizmi~ (`manWva-grexa”) 
Visual cues (lack of) vizualuri gasaRebebi (maTi nakleboba) 
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Seamowme sakuTari Tavi: 
 

1. Seadare eleqtronuli urTierTobis dadebiTi da uaryofiTi mxareebi. 
2. rogor zemoqmedebas axdens telefonis gamoyenebisadmi Cveni 

damokidebuleba Cvensave satelefono saubrebis teqnikaze? 
3. rogor SeiZleba Cveni samuSao adgilis ukeT momzadeba satelefono 

saubrebis ukeTesad warmarTvisaTvis? 
4. ras niSnavs satelefono zarebis sxvisTvis gadacema? ratom unda 

vecadoT amis Tavidan acilebas? 
5. rogor unda mixvde, rogor unda mimarTo adamians, vinc girekavs _ 

pativiscemis gamomxatveli mimarTviT Tu ubralod saxeliT? 
6. ra aris is sami ram, rasac yuradReba unda mivaqcioT satelefono 

saubrisas, Tu msmenelis yuradRebis SenarCuneba gvinda? 
7. ra aris `mkvdari eTeri”? rogor aviciloT igi Tavidan? 
8. ra unda ganvaxorcieloT Setyobinebis miRebisas? 
9. ra saxis informacia unda gqondeT avtomopasuxeze? ra informacia 

unda datovoT sxvis avtomopasuxeze? 
10. rogor gaaumjobesebs eleqtronul urTierTobas Tqveni telefonis 

funqciebis Seswavla? 
11. ras mogitanT gamavali zarebis dagegmva? 
12. romelia is ori safexuri, romelTa gavla aucilebelia 

gaRizianebul klientebTan urTierTobisas? 
 
 
praqtikuli samuSao 1: daadgineT Secdomebi gartis SemTxvevaSi 
 
kidev erTxel waikiTxeT gartis istoria. Semdeg aRwereT telefonis 
gamoyenebasTan dakavSirebuli oTxi an meti problema, ramac gamoiwvia 
gartis gaRizianeba da misi gadawyvetileba, aRarasodes iqonios saqme im 
konkretul avtomaRaziasTan. 
 
problema 1: ____________________________________________________ 
problema 2: ____________________________________________________ 
problema 3: ____________________________________________________ 
problema 4: ____________________________________________________ 
 
im adamianTa umetesoba, romlebic ecnobian am incidents, swrafad adgenen 
avtomaRaziis mier mkafiod gamokveTil usityvo Setyobinebas: telefonze 
molaparake es kaci (anu potenciuri myidveli) ar aris gansakuTrebiT 
mniSvnelovani. SeiZleba imitom, rom misTvis saintereso manqana amJamad ara 
aqvT (gamyidveli ki, romelic win ar iyureba, ver xedavs, Tu ra ukugeba 
SeiZleba mohyves mis Tavazian pasuxs) an maT ubralod ar floben 
satelefono saubrebis sayovelTaod aRiarebul teqnikas. maT daaviwydaT an 
arc arasodes icodnen telefonze Tavazianad laparaki. 
 
rogoric ar unda iyos mizezi, Sedegi mainc erTia: adamiani, romelmac 
dareka telefonze, udierad miiRes da sabolood dakarges rogorc 
klienti. 
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praqtikuli samuSao 2: SeecadeT SecvaloT formulireba ise, rom 
saubris toni ufro Tavaziani gaxdes 
 
qvemoT moyvanili winadadebebi SecvaleT ise, rom isini ufro taqtianad da 
pozotiurad JRerdnen. amasTan, SeecadeT SeiZleba efeqtianad gadaWraT 
klientis problema: 
 
1. bili isev golfis saTamaSodaa wasuli. ara mgonia, dRes dabrundes. 
____________________________________________________________________ 
____________________________________________________________________ 
2. sara dasasvenebel oTaxSi gavida, mere ki Sesvenebaze gadis erTi saaTiT 
an cota metiT. 
____________________________________________________________________ 
____________________________________________________________________ 
3. ra TqviT, vina varo? 
____________________________________________________________________ 
____________________________________________________________________ 
4. ambobT, rom dakavSirebas cdilobdiT? rodis? 
____________________________________________________________________ 
____________________________________________________________________ 
5. vis Sesaxeb laparakobT? 
____________________________________________________________________ 
____________________________________________________________________ 
6. bobi var. ra ggindaT? 
____________________________________________________________________ 
____________________________________________________________________ 
7. uh, bodiSi. Zalian dakavebuli viyavi da veRar dagirekeT. 
____________________________________________________________________ 
____________________________________________________________________ 
8. Cven aq ar vakeTebT magisTana raRaceebs. 
____________________________________________________________________ 
____________________________________________________________________ 
9. isev scadeT xuTi saaTis Semdeg, kargi? 
____________________________________________________________________ 
____________________________________________________________________ 
10. sali muSaobda aq, magram gavuSviT. iqneb me SevZlo Tqveni daxmareba. 
____________________________________________________________________ 
____________________________________________________________________ 
 
 
praqtikuli samuSao 3: miaqcieT yuradReba gansxvavebas 
 
1. scadeT am savarjiSos Sesruleba da darwmundebiT, Tu rogor SeuZlia 
xmis cvlilebas Tqveni naqvamis Sinaarsis Secvla. xmamaRla gaimeoreT 
Semdegi winadadeba, oRond jer Tqveni Cveulebrivi xma gamoiyeneT. 
 
`henri dRes samsaxurSi ar mosula.” 
 
axla igive winadadeba warmoTqviT Semdegnairad: 

• daumateT gaoceba Tqvens xmas. 

• TqviT ise, TiTqos es saidumloa. 
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• gadaaqcieT naTqvami kiTxvad. 
 
2. Semdeg winadadebaSi maxvili yovel jerze sxvadasxva sityvaze dasviT: 
 
`me vfiqrob, doriss SeuZlia amis gakeTeba.” 
 
roca maxvils svamT sityvaze `me”, es SeiZleba niSnavdes, rom marto Tqven 
iciT amis Sesaxeb da sxva aravin. 
 
roca maxvils svamT sityvaze `vfiqrob”, es niSnavs, rom ar xarT 
darwmunebuli. 
 
ras niSnavs maxvilebi danarCen SemTxvevebSi? 
 
daakvirdiT, rogor icvleba winadadebis Sinaarsi maxvilis SecvlasTan 
erTad. 
 
 
praqtikuli samuSao 4: misalmeba Tqvens avtomopasuxeze 
 
moifiqreT misalmebis teqsti Tqveni avtomopasuxisTvis. igi mosasmenad 
sasiamovno unda iyos da msmenels Setyobinebis datovebis survils unda 
aRuZravdes, Tumca amavdroulad saqmianic unda iyos. 
 
 
praqtikuli samuSao 5: gaakritikeT es satelefono zari 
 
qvemoT moyvanili situacia aRwers Cveulebriv saqmian satelefono saubars. 
marjvena svetSi gaakritikeT is, rac xdeba. aRniSneT orive mosaubris mier 
gamoyenebuli satelefono saubris kargi da cudi teqnika. 
 

situacia Cemi kritika 
 

diana: dila mSvidobisa, marketingis 
departamenti. me diana var. riT SemiZlia 
dagexmaroT? 
bobi: gamarjoba, es marketingia? Zalian kargi. 
me mainteresebs informacia Tqveni momavali 
seminaris ganrigTan dakavSirebiT. moica . . . 
[pauza] ramdenime qalaqia, sadac Cvens xalxs 
daswreba moundeboda, [pauza] uh, sadRac sia 
mqonda. maxsovs, rom erTi klivlendia . . . 
diana: Cven namdvilad gvaqvs dagegmili 
seminarebi klivlendSi, magram romeli 
programebi gainteresebT? 
bobi: zustad ar vici. Cemma ufrosma 
ubralod ganrigis gageba mTxova. mdivnebis 
trenings Tu atarebT? 
diana: diax. Cven mdivnebisTvis samnairi 
programa gvaqvs Sedgenili. erTi _
axalmosulebisaTvis, meore _ imaTTvis, vinc 
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ukve ori da meti welia muSaobs, da mesame _
kompiuterTan dakavSirebulia. 
bobi: oh, mSvenieria. ai, vipove! qalaqebis 
CamonaTvali vipove – klivlendis, bufalos, 
denverisa da biloqsis ofisebs, _ yvelas 
ainteresebs. maT gviTxres, rom Tqveni 
kompaniis broSura unaxavT. 
diana: Tqven gaqvT Cveni broSura? 
bobi: ara, me ara maqvs. 
diana: kargi. vfiqrob, ase unda moviqceT. me 
gamogigzavniT broSuras qalaqebis 
CamonaTvaliTa da Cveni seminarebis TariRebis 
miTiTebiT. Cven klivlendSi, bufalosa da 
denverSi vimuSavebT  momavali ori Tvis 
ganmavlobaSi, biloqsSi ki vera. 
biloqselebma iqneb romelime maTganSi 
moaxerxon Casvla. me srul CamonaTvals 
gamogigzavniT, registracias ki Tqven
telefoniT an faqsiT SeZlebT. gawyobT ase? 
bobi: gadasarevia. albaT fasebsac da sxva 
monacemebsac daurTavT, ara? 
diana: ra Tqma unda. darwmunebuli var Tqvens 
TanamSromlebs moewonebaT seminarebi. 
namdvilad saintereso masala gvaqvs. SeiZleba 
Tqveni saxeli da misamarTi Caviwero? dResve 
gamovgzavni am informacias . . . 
 
 
kiTxvebi: 
 
1. ra amocana Seasrula dianam misalmebiT? 
 
2. risi Tqma daaviwyda bobis Tavis pirvel winadadebebSi? 
 
3. ra informacia esaWiroeboda bobis imisaTvis, rom saubari warmatebiT 
waremarTa? 
 
4. dianam rogor Caatara saubari? 
 
5. ras gaakeTebdiT sxvanairad, Tqven rom bobi yofiliyaviT? diana rom 
yofiliyaviT? 
 
6. SeamCnieT, rogor daarwmuna dianam klienti? ratomaa es ase 
mniSvnelovani? 
 
7. rogoria am saubris efeqtianoba? 
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praqtikuli samuSao 6:  isev ZiriTadi Temisaken Semobruneba 
 
SeamowmeT, SegiZliaT Tu ara saubris taqtianad Semobruneba ZiriTadi 
Temisaken, Tuki TqvenTan mosaubre gadauxvevs mas. moifiqreT iseTi 
winadadeba, romelic dagexmarebaT amaSi: 
 
1. Cemi qaliSvili 19 noembers Txovdeba, amitom saxlSi Zalian bevri saqme 
mqonda. 
____________________________________________________________________ 
____________________________________________________________________ 
2. mogebiT gaxarebulma yuradReba veRar mivaqcie Cemi angariSis problemas. 
warmogidgeniaT TamaSisas fulis mogeba? 
____________________________________________________________________ 
____________________________________________________________________ 
3. bavSvebi swrafad izrdebian. sul raRac guSin umcrosma biWma gitaris 
yidva mTxova, rom raRac rok-jgufSi SeeZlo dakvra. is ki mxolod 13 
wlisaa. 
____________________________________________________________________ 
____________________________________________________________________ 
4. es golfis Cems pirvel TamaSs maxsenebs. civi, magram uRrublo amindi 
idga da sakmaod cudadac vTamaSobdi me-13 ormomde – bednier me-13-mde! 
____________________________________________________________________ 
____________________________________________________________________ 
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Tavi VII 
 

gamoiyeneT werilobiTi Setyobinebebi 
 

gauziareT informacia klientebs werilobiTi dokumentis 
daxmarebiT 

 
zogierTi adamiani ufro didi siamovnebiT SeWams 
sapons, vidre dawers saqmian werils. 

 
                                        - pol r. timi 

 
ras iswavliT am TavSi: 
 

• moigeT klientebis guli moulodneli madlobis weriliT da keTili 
survilebis gamomxatveli SetyobinebebiT. 

• gamoiyeneT werilobiTi media Tqveni kompaniis reklamisaTvis da 
klientebis mosazidad. 

• gauziareT informacia klientebs werilobiTi dokumentebisa da 
eleqtronuli Setyobinebebis daxmarebiT. 

 
 

ai, rogor xdeba es 
 

SetyobinebebiT kavSiri saqmis dasrulebis Semdegac unda gagrZeldes 
 

im dros, roca jer kidev pol r. timi swavlobda menejerobas pirvel 
samsaxurSi kolejis damTavrebis Semdeg, werili gaugzavna im adamians, 
romelmac samsaxurSi aiyvana. werili mokle iyo: ubralod werda, ra 
bednieri iyo im kompaniaSi muSaobiT da rogori daxmareba gauwia am 
adamianma. ramodenime dRis Semdeg man pols daureka, madloba gadauxada 
werilisaTvis da uTxra, rom yvela axaldamTavrebulidan, romlebTanac ki 
mas odesme umuSavia, poli iyo erTaderTi, vinc madloba gadauxada. 
 
sainteresoa, rom Zalian mokle xanSi am kacma gadamwyveti roli Seasrula
polis dawinaurebaSi sxva Tanamdebobaze. 
 
popularuli avtori harvi meki Tavis wignSi Swim with the Sharks without Being 
Eaten Alive laparakobs `mokle Setyobinebebze, romlebsac grZelvadiani 
Sedegebi mohyveba”. igi gviyveba, rogor ugzavnis zogierTi gamyidveli 
saqmis dasrulebis Semdeg mokle werilebs im klientebsac ki, romlebic 
Zvirfas nivTebs yiduloben, magaliTad, manqanas. adamianebis umravlesobis 
udidesi Secdomaa is, rom isini arasdros ugzavnian samuSaoze ayvanasTan 
dakavSirebuli gasaubrebis monawileebs madlobis werilebs.  
 
meki asaxelebs bevr warmatebul adamians, romlebic mudmivad agzavnian 
marTalia Semdegi Sinaarsis mokle, magram qmediT werilebs: `minda icodeT, 
ramdeni siamovneba momaniWa TqvenTan Sexvedram/Tqvenma saCuqarma/Tqvenma 
stumarTmoyvareobam” an `gilocavT axali saxlis/manqanis SeZenas.” 
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am istoriis morali aseTia: agrZnobineT adamianebs, rom afasebT maT, da 
gaakeTeT es wrilobiTi formiT. Zalian xSirad xeliT da ubralod 
dawerili werili udides Sedegs aRwevs. 
 
erTma Cvenma megobarma (profesorma) ganaTlebis sferoSi momuSave jgufis 
wevrebs hkiTxa: `ramden TqvenTagans aqvs dawerili biznesTan 
dakavSirebuli dokumenti bolo 24 saaTis an gasuli kviris ganmavlobaSi?” 
pasuxi gamaognebeli iyo. klasSi momuSave 62 profesionalidan mxolod 
erTs hqonda dawerili raRac 24 saaTis ganmavlobaSi da mxolod oTxs –
bolo kviris ganmavlobaSi. profesoris azriT, saqmiani miwer-mowera, roca 
mediis arCevani ase farToa, sakmaod gansxvavdeba warsuli periodebisgan 
da mravali menejeri Zalian iSviaTad (saerTod Tu akeTebs amas) wers raime 
dokuments. amitom amJamad yoveli werili sayovelTao interesis sagani 
xdeba. imis gafiqreba, rom viRacam gamoyo dro da gaiRo garkveuli 
Zalisxmeva raimes dasawerad, Zalian did gavlenas axdens adamianebze. 
 
madlobis werilebs mudmivad gzavnian iseTi biznesebi, romlebic 
ZviradRirebuli saqonliT vaWroben, magaliTad, msubuqi manqanebiT, 
satvirTo manqanebiT, teqnikiT, avejiTa da a.S. Tumca madlobis werilebis 
dadebiT zegavlenas sul ufro metad aRiareben SedarebiT iaffasiani 
saqonliT movaWre kompaniebic. axlaxans madlobis werili miviReT
sportuli fexsacmlis im maRaziis mflobelisagan, sadac erTi wyvili 
botasi gvqonda nayidi. 
 
ra saWiroa es yvelaferi? aseTi miwer-moweriT iwyeba saqmiani 
urTierTobebi. Tqveni werilebi atyobineben klientebs, rom maT TqvenTvis 
didi mniSvneloba aqvT da rom yovelTvis siamovnebiT moemsaxurebiT maT 
momavalSic. samwuxarod, werilebis weras iSviaTad miiCneven uSualo 
urTierTobis gzad. winamdebare TavSi Cven visaubrebT swored aseT 
werilebze, romlebsac Cven `keTilganwyobis mesijebs” vuwodebT. 
 
 
 
keTilganwyobis mesijebis Sedgenisas 
gamoiyeneT es rCevebi 
 
keTilganwyobis mesiji an werili es is werilia, romelsac werT, magram 
romlis dawerac ar gevalebaT. mravali adamiani, romelic ar gzavnis aseT 
werilebs, kargavs Tavis organizaciaSi an mis mimarT keTilganwyobis 
Seqmnis araCveulebriv SesaZleblobas. werilobiTi urTierTobis 
gamoyenebam swrafad SeiZleba gamoarCios mocemuli organizacia sxvebisgan. 
aqedan gamomdinare, pirveli rCeva aseTi iqneba . . . 
 
 
ubralod gaakeTeT es 
 
cota ram Tu asiamovnebs TanamSromels (Sida klients) ise, rogorc 
dafasebis, molocvis, TanagrZnobisa Tu yuradRebis gamomxatveli mokle 
werilis miReba ufrosisa Tu TanamSromlisagan. werilis daweras mxolod 
erTi wuTi sWirdeba, Sedegi ki didi da xangrZlivi mosdevs – kargi 
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urTierTobis damyareba TanamSromelTan. aseve, klientebs, romlebic iReben 
gulwrfel, pirad werilebs im adamianebisagan, romlebTanac mxolod saqme 
akavSirebT, uCndebaT gacilebiT Tbili grZnobebi piradad werilis 
avtorisa da mTlianad organizaciis mimarT. 
 
 
iyaviT originaluri 
 
saSobao misaloci baraTebis gagzavna Zalian kargi saSualebaa Tqveni 
kompaniis saxelis kidev erTxel dasafiqsireblad arsebuli da savaraudo 
klientebis mexsierebaSi. `xalxi aucileblad Tbili grZnobebiT 
gaimsWvaleba Tqvens mimarT,” ambobs jon kahi, Manco korporaciis 
prezidenti da aRmasrulebeli direqtori. es is korporaciaa, romelic 
vaWrobs 60 mln aSS dolaris Rirebulebis sakancelario saqonliT. axali 
wlis dReebSi imdeni kompania gzavnis misaloc baraTebs, rom SeiZleba 
daikargo am raodenobaSi. swored amitom Tavis saSobao baraTebs man 
daamata naklebad popularuli dResaswulebis, (rogoricaa, madlobis dRe, 
wminda patrikis dRe da oTxi ivlisi) misaloci baraTebi. 
 

dafiqrdiT, ramdeni sxvadasxva baraTis gagzavna SeiZleba Sida Tu gare 
klientebisTvis. Tqven mier gagzavnilma patara baraTma SeiZleba 
gamogarCioT sxva iseTi adamianebisa Tu organizaciebisagan, romlebic amas 
ar akeTeben. 

 
klientisaTvis ufro meti siamovnebis miniWebis mizniT jon kahma SemoiRo 
vaWroba xeliT damzadebuli baraTebiT, romlebic sruliad gansxvavdebian 
seriuli warmoebis baraTebisagan. `adamianebi yovel jerze xsnian maT 
imitom, rom ainteresebT, rogori iqneba es axali baraTi.” jon kahs 30 000 
adamianTan aqvs miwer-mowera. `baraTi adamianebTan ufro axlo 
urTierTobis damyarebis SesaZleblobas iZleva”, _ ambobs igi. 
 
 
aucileblad gaugzavneT werilebi 
Tqvens klientebs gayidvis dasrulebis Semdegac 
 
qvemoT moyvanili nimuSis mixedviT Sedgenili werilebi egzavnebaT 
klientebs, romlebic msubuq avtomanqanebs yiduloben Chevy-s (`Sevrole”) 
dilerebisgan. rogorc naxavT, werili, keTil survilebTan erTad, 
instruqciebsac Seicavs. 
 
1999 wlis 6 ianvari 
 
pol tims, 
kviprosis q. 81, 
oremi, iuta 
 
Zvirfaso pol! 
 
Cven didad vafasebT SenTan urTierTobisas da muSaobis SesaZleblobas. 
qvemoT gawvdiT informacias, romelic albaT sasargeblo iqneba SenTvis. 
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Cveulebriv, sanomre niSnebs viRebT oTxi kviris ganmavlobaSi mas Semdeg, 
rac dasruldeba gayidvasTan dakavSirebuli sabuTebis mogvareba. miviRebT 
Tu ara Sens nomrebs, maSinve gamogigzavniT baraTs. nomrebis asaRebad 
CvenTan mosvla mogixdeba. 
 
Statis mTavroba gascems sakuTrebis uflebas, romelic pirdapir egzavneba 
im firmas, romelmac sesxad gasca manqanis Sesasyidi Tanxa. Tu Sen
gadaxdili gaqvs naRdi fuli, maSin sakuTrebis uflebas, albaT, ori Tvis 
ganmavlobaSi miiReb gayidvasTan dakavSirebuli sabuTebis gaformebis
Semdeg. 
 
Cveni momsaxurebisa da nawilebis departamentebi muSaoben orSabaTidan 
paraskevis CaTvliT. amave dReebSi Cvenamde mgzavroba SegiZlia Cvenive 
ufaso avtobusiT provo-oremis zonidan. roca Sens manqanas dasWirdeba 
raime saxis momsaxureba, dagvireke winaswar SeTanxmebisa da Seni drois 
dazogvis mizniT. 
 
Cveni samsaxuri klientebs ugzavnis mniSvnelovani gamokvlevis formebs 
manqanis SeZenis pirvelive Tvesa da me-5 TveSi. gvinda Cveni klientebi 
Zalian kmayofilebi iyvnen. Tuki raimeTi ar xar kmayofili, gTxov, 
Segvatyobino. roca miiReb gamokvlevis formas, Tu SeiZleba, Seavse da 
gamogvigzavne Cvens mier mowodebuli konvertiT. 
 
Cven yovelTvis vfiqrobT Tqvenze, rogorc Cvens klientze, da imedi gvaqvs, 
rom kvlavac gavagrZelebT saqmian urTierTobas. Cveni mizania 
davimsaxuroT momavali urTierToba TqvenTan. 
 
keTili survilebiT, 
 
maik eCevaria, 
generaluri menejeri 
 

 
TviTanalizi 

 
gaakritikeT werili 

 
bevri ramis swavla SeiZleba sxvis magaliTze. yovelTvis gaakritikeT 
Tqvens mier miRebuli saqmiani werilebi. SeadgineT CamonaTvali imisa, Tu 
ra mogewonaT da ra ara. daiwyeT `Sevroles” dileris werilidan. 
CamoTvaleT xuTi iseTi ram, rac mogewonaT, da xuTi iseTi ram, rac ar 
mogewonaT, Semdeg ki gadawyviteT, ras gaakeTebdiT sxvanairad, Tqven rom 
yofiliyaviT `Sevroles” dileri. 
 
ra momewona                            ra ar momewona 
 
1. ___________________              1. ______________________ 
2. ___________________              2. _____________________ 
3. ___________________              3. ______________________ 
4. ____________________             4. ______________________ 
5. ____________________             5. ______________________ 
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gaxsovdeT, rom ar arsebobs amgvari werilebis weris raime absoluturad 
swori gza. maTi qmedunarianoba mTlianad adresatis aRqmazea 
damokidebuli.  
 
 
 
gamoiyeneT yoveldRiuri sainformacio mesijebi 
 
yoveldRiuri mesijebi pasuxoben martiv kiTxvebs. tipur magaliTebs 
warmoadgenen werilebi, romlebic iTxoven an iZlevian axsna-ganmartebas da 
romlebic iTxoven produqciis reklamas. amgvari mesijis mimRebi kmayofili 
unda iyos misi miRebiT, radgan is mis kiTxvebs pasuxobs, gamomgzavnisaTvis 
ki aseTi mesiji urTierTobis damyarebis saSualebaa. 
 

yoveldRiuri sainformacio mesijebi pasuxoben martiv kiTxvebs an Seicaven 
martiv Txovnas. 

 
yoveldRiuri werilebi da memorandumebi warmoadgens biznesis ganuyofel 
nawils. mravali kompaniisTvis isini saqmiani miwer-moweris ZiriTadi 
formaa. yoveldRiuri werilebis zogierTi tipuri Temaa gancxadebebi, 
saqonlis an momsaxurebis aRweris moTxovna, Txovnebi, gacnoba da a.S. 
 
qvemoT moyvanilia werili-gancxadebis magaliTi: 
 
 
`bronsonis usafrTxoebis sistemebi” 
Tvals ar vacilebT Tqvens qonebas 
 
b-n blaini uilsons, prezidents, 
`niuvei teqnolojiz”, 
12777 gzatkecili # 50, 
orlando, florida 
 
Zvirfaso b-no uilson! 
 
kompania `bronsonis usafrTxoebis sistemebi” mudmivad fiqrobs 
organizaciebis momsaxurebis saWiroebaTa ukeT dakmayofilebaze. amasve
cdilobs arnold (baki) koridinic. 
 
bakim CvenTan muSaoba daiwyo rogorc saTvalTvalo momsaxurebaTa 
koordinatorma. igi dagvexmareba momsaxurebis xarisxis im maRali 
standartis SenarCunebasa da gaumjobesebaSi, romelsac Tqven 
`bronsonisgan” moeliT. 
 
yvela im kandidatTa Soris, romlebic am TanamdebobisTvis ganvixileT, 
vfiqrobT, rom bakim unarebis, enTuziazmisa da profesionalizmis 
saukeTeso kombinacia SemogvTavaza. rac yvelaze mniSvnelovania, migvaCnia, 
rom is swored iseTi adamiania, rogoric gvinda rom muSaobdes TqvenTvis. 
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darwmunebuli var, Cveni axali TanamSromelis Zalisxmeva dagidasturebT 
imas, rom Cveni mTavari mizani Cveni klientebis kmayofilebaa. me vTxove 
bakis, rom piradad gagecnoT momaval kviraSi. Tuki raimes gakeTeba 
SegviZlia TqvenTvis me an bakis, gTxovT, dagvikavSirdeT. 
 
didi madloba CvenTan TanamSromlobisaTvis. 
 
pativiscemiT, 
 
gvido lambini, 
prezidenti, 
`bronsonis usafrTxoebis sistemebi” 
 
 
es aris nimuSi werilisa, romelsac SeuZlia Tqveni daxmareba klientebTan 
urTierTobis damyarebis saqmeSi. iqneb SegiZliaT werilis tonis an 
Sinaarsis Secvla ise, rom igi ukeT gamoxatavdes Tqvens pirad azrs? 
albaT igi ar gamodgeba yvela SemTxvevisa da yovelgvari auditoriisaTvis. 
Tqven yovelTvis SegiZliaT misi seriozulad Secvla. urTierToba 
xelovnebaa, Tqven ki – xelovani. 

 

kritikulad miudeqiT miRebul werilebs, CamoayalibeT Tqveni sakuTari 
stili. 

 
 
yoveldRiuri mesijebisaTvis gamoiyeneT 
sami saerTo miTiTeba 
 
yoveldRiuri werilebis werisas ar dagaviwydeT, rom unda: 

 

• iyoT pirdapiri 

• gamoxatavdeT dasrulebul azrs 

• iyoT Tavaziani 
 
werilis mizania adamianebisTvis raime iseTis Setyobineba, rac maTTvis 
sasiamovno iqneba, an, uares SemTxvevaSi, ris mimarTac maT neitraluri 
damokidebuleba aqvT. adamianebi afaseben karg urTierTobas. wereT mokled 
(Tumca ara ori sityviT) da konkretulad. 
 

 
momsaxurebis magaliTi 

 
ra aris `alTimiT eleqtroniqsis” damaxasiaTebeli niSani 

 
bilma kompakt-diskebis pleeris yidva `alTimiT eleqtroniqsSi” gadawyvita. 
mas bevri kargi ram hqonda gagonili am maRaziis Sesaxeb da gadawyvita 
swored iq ecada bedi. ai, ras gviyveba igi iq miRebuli gamocdilebis 
Sesaxeb: 
 

yovelTvis uxerxulad vgrZnob Tavs, roca Sevdivar maRaziaSi da iseTi 
adamianis Zebna mixdeba, romelic SeZlebda Cems daxmarebas. sabednierod, 
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`alTimiT eleqtroniqsSi” me maSinve momaqcies yuradReba, rogorc ki Sevedi. 
amixsnes, ra mWirdeboda da mxolod amis Semdeg viyide CemTvis saWiro modeli. 
daaxloebiT erTi kviris Semdeg miviRe werili, romelzec gamomgzavnis
misamarTi ar iyo aRniSnuli. roca gavxseni konverti, amoviRe iqidan patara 
baraTi da wavikiTxe, sasiamovnod gakvirvebuli davrCi. es iyo madlobis 
baraTi! baraTi dawerili iyo `alTimiT eleqtroniqsis” im gamyidvelis mier, 
romelic damexmara saWiro modelis SerCevaSi – igi madlobas mixdida 
vaWrobisTvis maT maRaziaSi. am baraTis Sedgenaze gamyidvelma, albaT, sul 
ori wuTi daxarja, gamogzavnaze kompaniam – 32 centi. es xom Zalian mcire 
gadasaxadia imisTvis, rom moigo klientis guli. am madlobis baraTma iseTi 
grZnoba gamiCina, TiTqos maRaziis TanamSromlebisTvis Cems SenaZens Zalian 
didi mniSvneloba hqonda. Tumca, albaT, mqonda kidec. me xom maT samuSao 
adgilebi SevunarCune! 
 

 
 
wereT madlobis werilebi 
 
madlobis gamomxatveli werilis an baraTis miReba yovelTvis sasiamovnoa 
adresatisTvis, maT avtors ki igi uamrav axal SesaZleblobas uqmnis. 
mniSvnelovania am werilebis ara imdenad formati, ramdenadac toni. Tu 
gindaT, rom Tqvens werils sasiamovno toni hqondes, SeecadeT weroT 
ubralod da SemoqmedebiTad miudgeT am saqmes. xeliT naweri werilis 
miReba iseve sasiamovnoa, rogorc nabeWdisa. am dros umjobesia Cveulebrivi 
furclis gamoyeneba, vidre organizaciis rekvizitiani oficialuri 
furcelia. da bolos, amgvari werilebi Zalian Sedegiania Sida 
klientebTan urTierTobisas. 
 
madlobis werilis gaZlierebis mizniT 
 

1. aRniSneT an aRwereT is gansakuTrebuli moqmedebebi, 
damokidebulebebi Tu maxasiaTeblebi, romlebsac gansakuTrebiT 
afasebT. ubralo sityvebi, `me vafaseb Tqvens Zalisxmevas”, ukve bevrs 
niSnavs. Tumca ufro metad dakonkretebas gacilebiT didi 
zemoqmedebis moxdena SeuZlia: `me vafaseb Tqvens damokidebulebas 
axali ideebisadmi” an `didi madloba daxmarebisTvis”. 

2. gamoiyeneT saxeliT mimarTva werilis teqstSi. Tumca Zalianac ar 
gadaametoT, mieciT werils personificirebuli saxe. ise mimarTeT 
werilis wamkiTxvels, rogorc amas pirispir saubrisas gaakeTebdiT. 
gamoiyeneT misi saxeli, zedmeti saxeli an oficialuri mimarTva _ 
rac ufro Sesaferisi iqneba situaciisTvis. ar mimarToT adresats 
familarulad: `bil”, Tuki sxva dros mas mimarTavdiT, rogorc 
`baton kosinskis”. 

3. nu gagzavniT areul werils. keTilganwyobis mesiji mTlianad 
pozitiuri unda iyos. Tu uaryofiTi informaciis gadacema gsurT, 
gaakeTeT es sxva werilis daxmarebiT. ar TqvaT, `tom, Sen namdvilad 
didi Sroma gaswie molaparakebebisas. yovelTvis vamayob, rom Sen 
Cveni kompaniis warmomadgeneli xar. magram kargi iqneba, Tuki aseT 
TvalSisacem halstuxebs aRar atareb. seriozul biznesmens meti 
yuradRebis gamoCena marTebs sakuTari garegnuli ierisadmi”. 

4. iyavi ubralo. keTilganwyobis werili iseve unda JRerdes, rogorc 
piradi saubari. zedmetma daxvewilobam Tu maRalfardovnebam 
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SeiZleba avnos werilis Sinaarss. werilis sasiamovno toni SeiZleba 
gramatikulad gaumarTavma sityvebmac ki Seqmnan. 

 

arasdros araa zedmeti keTilganwyobis gamoCena. 

 
oficialurobis done, romelsac Tqven airCevT, damokidebulia imaze, Tu 
ramdenadaa es TqvenTvis mosaxerxebeli. Tumca SeiZleba ufro 
winaaRmdegobrivma da mxiarulma mesijmac moganiWoT siamovneba. 
 
 
wereT misaloci werilebi 
 
misaloc baraTebSi iseTive toni unda davicvaT, rogorc madlobis 
werilebSi, Tumca isini SeiZleba odnav ufro oficialuri iyos. kerZod: 
 

1. aRniSneT milocvis gansakuTrebuli mizezi (kompaniis umaRlesi donis 
treningis kursis dasruleba, dawinaureba, Svilis warmateba da a.S.). 

2. miaxvedreT, rom Tqven gesmiT raoden didi Zalisxmeva dasWirda am 
warmatebis miRwevas: `vici, rom es dakavSirebulia mZime SromaSi 
gatarebul uTvalav saaTTan.” 

3. saWiroebisamebr gamoxateT siamaye da mxardaWera. `vamayob, rom 
TqvenTan muSaoba momixda, da msurs icodeT, rom me yvelanair 
daxmarebas gagiwevT Tqvens axal Tanamdebobaze.” 

 
 
TanagrZnoba werilobiT gamoxateT  
 
adre Tu gvian, yvelas ewveva mwuxareba. maSin Cven gvixdeba urTierToba 
WirisuflebTan. kargi iqneba Tuki am mdgomareobaSi myofi adamianebis 
fsiqologias gaecnobiT. 
 
profesori jeimz qalverT sqoTi: `mwuxareba niSnavs fsiqologiur 
samuSaos, kerZod, kavSirebis gawyvetas dakargul adamianTan da am 
damokidebulebis gadatanas sxva cocxal adamianebsa da sagnebze. 
sazogadoebis sikvdilTan dakavSirebuli ritualebi, TanagrZnobis werilis 
CaTvliT, did rols TamaSoben sikvdiliT gamowveuli emociuri da 
socialuri zaralis aRdgenaSi.” 
 
gardacvlilis ojaxis wevrebi da megobrebi xSirad cdiloben Tavi 
aaridon wasuli adamianis xsenebas. am dros ki mwuxare adamians yvelaze 
metad sWirdeba am movlenasTan isev da isev dabruneba. aseTi TavSekavebiT 
adamianebi xels uSlian mwuxare megobrebs sikvdilis realurobisa da 
masTan dakavSirebuli emociebis srulad gancdaSi, rac aucilebelia 
cxovrebis gagrZelebisaTvis. mwuxarebasTan brZola gulisxmobs 
momxdarTan Seguebas da danakargis miRebas rogorc inteleqtualurad, 
aseve emociurad. mwuxarebasTan brZolis mTavar mizans warmoadgens 
danakargis mudmivad gancda emociuri tkivilis gareSe da emociebis 
mimarTva momavlisken.  
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fsiqologiurad gamarTuli TanagrZnobis werili exmareba adamianebs 
mwuxarebasTan brZolaSi. aseTi werilis Sedgenisas: 
 

1. moyeviT, rogor Seityves es ambavi da rogori reaqcia gamoiwvia man 
TqvenSi. 

2. Tavi aarideT evfemizmebis gamoyenebas sikvdilisa da gardacvlilis 
pirovnebis mimarT. moixsenieT igi saxeliT da ara iseTi sityvebiT, 
rogoricaa magaliTad, `cxonebuli”; TqviT `gardaicvala”, da ara 
`daiRupa” an `migvatova”. 

3. gardacvlili adamianis xsenebisas SeinarCuneT gulwrfeli, 
pozitiuri toni. aRniSneT, Tu rogori gavlena moaxdina man Tqvens 
cxovrebaze. 

4. moerideT leqsebis moSveliebas, ritorikul gamoTqmebs, Tu ar xarT 
darwmunebuli, rom es Wirisufals esiamovneba. gacilebiT Zvirfasia 
Tqveni uSualo gancdebi. 

5. SesTavazeT daxmareba, riTac SeZlebT. SesTavazeT daxmareba bavSvis 
movlaSi an Camosuli stumrebis dabinavebaSi. warmoidgineT, ra 
SeiZleba sWirdebodes aseT dros adamians da mzad iyaviT 
samsaxurisTvis. 

 
 
gamoiyeneT keTilganwyobis gamomxatveli 
mesijis miRebuli forma 
 
keTilganwyobis gamomxatvel mesijebSi ukeTesia pirdapir `saqmeze 
gadasvla”. xSirad pirveli sityvebia `didi madloba”, `gilocavT”, `vafaseb” 
an `vwuxvar . . .”. 
 
keTilganwyobis gamomxatveli mesijebis formati, gramatikac ki, xSirad 
naklebad mniSvnelovania, vidre is faqti, rom aseTi werili gaigzavna da 
igi yuradRebas gamoxatavs. Cveulebriv, aseTi werilis daweras sul 
ramodenime wuTi sWirdeba, Tumca misi `margi qmedeba~ urTierTobis 
gaumjobesebis mimarTulebiT gacilebiT xangrZlivi iqneba. 
 
erTi Cveni megobari menejeri yovelTvis saTanado werilebs ugzavnis 
sanimuSo TanamSromlebis ojaxebs. am Zalian iolad Sesasrulebeli 
qmedebis Sedegad ki: 
 

1. TanamSromlebma ician, rom igi aRiarebs da afasebs maT Sromas. 
2. ojaxebSi werilebis gagzavniT damqiravebeli TanamSromlis ojaxebs 

aZlevs sixarulis gancdis saSualebas. 
3. werili xdeba TanamSromlis piradi saqmis nawili da SeiZleba 

gamoyenebul iqnes misi muSaobis Sefasebisas. 
4. roca aRiniSneba, rom mocemuli werilis aslebi gaegzavna zemdgom 

xelmZRvanelobas, TanamSromlebma ukve ician, rom maT mimarT 
gansakuTrebuli yuradRebaa gamoxatuli. 

 
keTilganwyobis gamomxatveli werilebis dawerisTvis TiTqmis yoveldRe 
SeiZleba mizezis moZebna. garda samsaxurebrivi warmatebisa, aseTi 
werilebi SeiZleba exebodes pirad da ojaxur miRwevebs. Svilis qorwineba, 
boulingis TamaSis maRali qulebiT mogeba, damsaxureba adgilobrivi 
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sazogadoebis winaSe _ aseve SeiZleba gaxdes TanamSromelis mimarT Tqveni 
yuradRebis gamoxatvis saubari. 
 
Tuki ver moifiqrebT mizezs aseTi werilis gasagzavnad Tqveni klientisa 
Tu megobrisaTvis, SegiZliaT gaugzavnoT maT gazeTidan an Jurnalidan 
amoWrili iseTi statia, romelic iciT, rom daainteresebT. daurTeT 
amonaWers sul ramodenime winadadeba da SeatyobineT adresats, rom iciT 
misi interesebis Sesaxeb. 
 
 
SeqmeniT keTilganwyoba organizaciis mimarT 
 
keTilganwyobis gamomxatveli werilis `sazogadoebriv” formas 
warmoadgens presrelizi. aRniSnulis mizania kargi axali ambebis an 
organizaciis raime warmatebis Setyobineba beWdviTi an eleqtronuli 
mediis daxmarebiT. Tumca aseTi werilebi personificirebuli ar aris, maT 
SeuZliaT kompaniisTvis dadebiTi imijis Seqmna da klientebis mozidva. 
 
 
gamoiyeneT presrelizis reklamisaTvis 
 
kargad Sedgenili presrelizi SeiZleba warmatebuli sareklamo kampaniis 
an dadebiTi imijis Seqmnis safuZveli gaxdes. presrelizebis dagzavna 
yvelaze qmediTi saSualebaa presaSi mosaxvedrad. Tumca presrelizis 
Sedgena Tqveni produqciis an momsaxurebis Sesaxeb, faqtobrivad mxolod 
pirveli nabijia. Semdeg nabijs warmoadgens Sesabamisi media-saSualebis 
dadgena da masTan dakavSireba. saukeTeso Sedegebis misaRebad, gaugzavneT 
Tqveni presrelizebi iseT media-saSualebebs, romelTa auditoriac iciT, 
rom dainteresedeba Tqveni saqmianobiT. 
 

Tvalyuri miadevneT mediisTvis gagzavnil Tqvens presrelizs! 

 
presrelizebis miwodebis Semdgom qmedebebs xSirad ugulebelyofen, Tumca 
maT udidesi mniSvneloba aqvT nebismieri sareklamo kampaniisaTvis. 
daukavSirdiT media-saSualebis sakontaqto pirs da darwmundiT, rom maT 
namdvilad miiRes Tqveni presrelizi, magram zedmetadac nu SeawuxebT. Tuki 
isini daiwyeben TqvenTan dakavSirebuli reklamis gavrcelebas, 
aucileblad gadauxadeT amisTvis madloba. magram Tu ar izamen amas, nu 
daurekavT da Civilsac nu daiwyebT. 
 
Tu darwmunebuli xarT, rom Tqveni presrelizi saintereso iqneboda 
garkveuli media-saSualebis auditoriisTvis, drodadro gaugzavneT xolme 
informacia. rac ufro met presrelizs gaagzavniT, miT ufro savaraudoa, 
rom adamianebi romelime maTgans mainc waikiTxaven. nu dakargavT imeds da 
nu daaklebT cdas. 
 
 
wereT presrelizebi 
 
reklamis ZiriTad iaraRs presrelizi warmoadgens. misi saSualebiT 
kompaniebi ufaso reklamas iqmnian gazeTebis, Jurnalebis, radiosa da 
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televiziis daxmarebiT. axali ambebis umravlesoba gazeTebsa da 
JurnalebSi modis kompaniebis, samTavrobo saagentoebis, asociaciebisa da 
sxvadasxva individebisa Tu jgufebis mier maTTvis gamogzavnili 
presrelizebidan. 
 

mediaSi mocemuli informaciis udidesi nawili presrelizebidan modis. 

 
vinaidan saTanadod momzadebuli presrelizi mTavaria sareklamo 
kampaniaSi, yuradRebiT SeadgineT igi. SemoqmedebiTad miudeqiT am saqmes. 
martivi da advilad gasagebi formati presrelizis warmatebis sawindaria. 
presrelizis Sedgenisas gaiTvaliswineT Semdegi ZiriTadi elementebis 
aucilebloba: Semqmneli (Tqven), presrelizis TariRi, sakontaqto piri, 
saTauri da striqonebs Soris ormagi intervaliT nabeWdi masala. 
 
Tu presrelizs agzavniT Tqveni kompaniis rekvizitiani sakancelario 
qaRaldze, es xazs gausvams misi gamgzavnis vinaobas. ar dagaviwydeT, 
saTaurad didi asoebiT daaweroT: presrelizi. 
 
presrelizis TariRad iTvleba is dRe, ra dResac gindaT misi gaSveba. 
sxvadasxva SemTxvevaSi aseve SegiZliaT daaweroT mas: saswrafod 
gasavrcelebeli. es albaT saukeTeso saSualebaa, Tu ar arsebobs raime 
sarwmuno mizezi imisa, ratom ar SeiZleba masalis gaSveba garkveul 
TariRamde. aseve aucilebelia im adamianis vinaobisa da telefonis nomris 
dawera, romelTanac SeiZleba dakavSireba Semdgomi informaciisTvis. 
 
saTauri mocemuli unda iyos didi asoebiT, eqvsi intervaliT qvemoT 
satitulo furclis TavSi mocemuli informaciidan. saTauri imdenad 
Wkvianuri da damaintrigebeli unda iyos, rom miipyros redaqtoris an 
prodiuseris yuradReba da gamoiwvios maTi daintereseba. amisaTvis 
yuradReba miaqcieT sagazeTo saTaurebs. ecadeT SearCioT iseTi saTauri, 
romelic aiZulebs mkiTxvels mTeli presrelizis wakiTxvas. 
 
saTauridan eqvsi intervaliT qvemoT daiwyeT presrelizis teqsti. igi 
akrefili unda iyos ormagi intervaliT striqonebs Soris da Sedgenili 
sagazeTo statiis msgavsad, yvelaze saintereso informacias unda 
Seicavdes pirvelive abzaci, Semdg unda modiodes damatebiTi informacia, 
naklebad saintereso ambebi ki – bolos. presrelizs SeiZleba hqondes 
nebismieri sigrZe, magram saukeTeso moculoba mainc erTi gverdia. Tu erT 
furcelze meti dagWirdebaT, dasviT sityva `Semdeg~ pirveli gverdis 
bolos centrSi. 
 
presrelizis gamoyeneba SegiZliaT Tqveni kompaniis gaxsnis, axali 
produqciisa Tu momsaxurebis SemoRebis, Sexvedrebis, radio an 
satelevizio Sous an nebismieri im sxva movlenis Sesaxeb gancxadebis 
gakeTebisaTvis. 
 
gansakuTrebiT mniSvnelovania, vis miawvdiT Tqvens presrelizs. gazeTebsa 
da Jurnalebs amisaTvis hyavT specialuri redaqtorebi, xolo radio da 
satelevizio `Toq-Sous” – specialuri prodiuserebi. TqvenTvis sasruveli 
reklamis miRebis saukeTeso gzaa Tqveni presrelizis gagzavna Sesabamisi 
redaqtorisa Tu prodiuserisaTvis. 
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Tqveni presrelizi SeiZleba sityva-sityviT gadabeWdos romelime gazeTma 
an romelime organizaciis Sida gazeTma, amitom didi yuradRebiT moekideT 
mis Sedgenas. zogjer presrelizebs dokumenturi narkvevebis safuZvladac 
ki iyeneben. 
 
Zalian kargia presrelizis dasruleba miTiTebiT: `meti informaciisTvis 
mimarTeT . . .”. Semdeg daasaxeleT Tqveni kompaniis saxeli, misamarTi, 
telefonis nomeri, SesTavazeT Tqveni broSura an raime sxva sareklamo 
saSualeba. aseTi cnobebi adamianebs uCens TqvenTan dakavSirebisa da Tqvens 
Sesaxeb ufro metis gagebis survils. 
 

presrelizi SeiZleba saukeTeso gza aRmoCndes klientebisa da potenciuri 
klientebis infromirebisaTvis Tqveni kompaniis saqmianobis Sesaxeb. 

 
 
daskvnebi 
 
werilobiT urTierTobas, rogorc klientebis momsaxurebis iaraRs xSirad 
ugulebelyofen. zogierT adamians ar exerxeba wera, magram Tuki 
Seiswavlian winamdebare TavSi mocemul teqnikas, isini SeZleben werilebis 
weras da ukeTesi urTierTobis damyarebas TavianT klientebTan. Tqveni 
warmatebis 80% SeiZleba swored amgvari werilebis Sedegic aRmoCndes. nu 
miaqcevT did yuradRebas Tqveni naweris `siswores”; wereT ise, rogorc 
daelaparakebodiT da agrZnobineT Tqvens klients, rom fiqrobT masze. 
 
 
zogierTi ZiriTadi mosazreba 
 

• werilebs, rogorc klientebis kmayofilebisa da loialobis mopovebis 
Zlier iaraRs xSirad ugulebelyofen. 

• keTilganwyobis werilebi is werilebia, romlebsac agzavniT maSinac ki, 
roca Tqven es ar mogeTxovebaT. maTi mizania klientis sasiamovnod 
gaoceba aseTi werilis miRebiT. 

• originaloba kidev ufro zrdis keTilganwyobis werilebis Zalas. 
saSobao baraTebs TiTqmis yvela gzavnis; SemoqmedebiTad miudeqiT am 
saqmes da gacilebiT met warmatebas miaRwevT. 

• iyaviT pirdapiri yoveldRiur mesijebSi. ilaparakeT mxolod saqmeze. 

• SeqmeniT keTilganwyoba organizaciis mimarT presrelizebis daxmarebiT. 
 
ZiriTadi terminebi 
 
Appreciation messages madlobis (dafasebis) werilebi 
Congratulations or recognition messages milocvis an aRiarebis werilebi 
Follow-up letters Semdgom qmedebebTan dakavSirebuli 

werili 
Goodwill keTilganwyoba 
News Release presrelizi 
Routine informative messages yoveldRiuri sainformacio mesijebi 
Sympathy messages TanagrZnobis gamomxatveli werilebi 
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Seamowme sakuTari Tavi: 
 

1. romelia is mTavari rCevebi, romlebic keTilganwyobis gamomxatveli 
werilis Sedgenisas unda gamoiyenoT? 

2. daasaxeleT ramodenime iseTi situacia, roca kargi iqneboda 
Sesabamisi werilis miwera klientisaTvis yidva-gayidvis procesis 
dasrulebis Semdeg? 

3. ra aris yoveldRiuri mesiji? moiyvaneT magaliTi. 
4. romelia madlobis werilis dasawerad saWiro oTxi mniSvnelovani 

nabiji? 
5. rogor SegiZliaT Tqveni presrelizis gamoqveynebis ukeTesi Sansis 

mopoveba? 
 
 
praqtikuli samuSao: 
moamzadeT klientisaTvis gasagzavni madlobis werili 
 
winamdebare TavSi mocemuli rCevebis gamoyenebiT, SeadgineT iseTi 
madlobis werili, romlis gagzavna Tqvens klientebTan SeiZleba yidva-
gayidvis procesis dasrulebisTanave (Tu amJamad ar muSaobT warmoidgineT 
raime biznesi). datoveT carieli adgilebi iq, sadac detalebis Setana 
SeuZliaT Tqveni organizaciis TanamSromlebs. 
 
 
praqtikuli samuSao: 
SeadgineT presrelizi 
 
winamdebare TavSi mocemuli rCevebis gamoyenebiT SeadgineT mokle 
presrelizi. 
 
gamoacxadeT Tqveni mniSvnelovani miRweva an mcire infomacia amis Sesaxeb. 
(am etapze bevrs nu ifiqrebT mis sisworeze. amjerad Cveni mizani 
presrelizis formatis Seswavlaa). 
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Tavi VIII 
 

ifiqreT klientis momavalze 
 

klientTa momsaxurebis qcevis wesebis cvla 
 

produqciasa da brendebze yuradRebis 
koncentrirebis nacvlad, biznesebs Soris 
konkurenciis mTeli yuradReba mipyrobilia 
klientebsa da individualur doneze maTTan 
urTierTobaze. 

 
- don pepersi da marTa rojersi 

 
ras iswavliT am TavSi: 

 

• paradigmebis cvlilebis zogierTi forma cvlis marketingsa da 
klientTa momsaxurebas. 

• individualuri marketingi da personificirebuli  momsaxureba cvlian 
vaWrobis saxes. 

• amgvari teqnologiuri cvlilebebi gavlenas axdens sazogadoebis 
nebismier segmentSi moqceul adamianebze. 

• saqmian adamianebs surT metis codna urTierTobis marketingisa da 
momsaxurebis Sesaxeb. 

 
 

ai, rogor xdeba es 
 

dabruneba momavlidan51 
 

1991 wlis bolos satelegrafo industria moulodnelad da uxeSad 
Seiwira faqsimilurma manqanam. 150-ze meti wlis ganmavlobaSi telegrafi 
darajad edga miwer-moweris siswrafes da mniSvnelobas. igi gadaudebeli 
kavSiris flagmans warmoadgenda. magram axalma `vestern iunionma” daxura 
Tavisi satelegrafo samsaxurebi mTels msoflioSi. faqsi iseTi axali 
teqnologia aRmoCnda, romelsac telegrama veRar gauwevda konkurencias. 
 
satelegrafo momsaxurebidan faqsimilur kavSirze gadasvla warmoadgens 
iseT aspeqts, romelsac zogierTi biznes-konsultanti uwodebs 
`paradigmebis cvlilebas” – biznesis iqamde stabiluri ganviTarebis 
Sewyvetas. 
 
avtomobili biznesis stabiluri ganviTarebis Sewyvetis kidev erTi aseTi 
nimuSia, romelmac radikalurad Secvala rogorc ekonomika, aseve 
sazogadoeba. pirvelad gamoCenisas avtomobili ubralod kargad cnobili 
vagonis ucxeno versias warmoadgenda. avtomobilis gaCenis Sedegebis 
winaswar gansazRvra namdvilad SeuZlebeli iyo. vin warmoidgenda, rom 

                                                 
51 P. Timm and J. Stead, Communication Skills for Business and Professions (Upper Saddle River, NL: Prentice Hall, 
1996), Chapter 1 
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xmauriani, suniani da arasaimedo manqana sabolood `damnaSave” 
aRmoCndeboda qalaqgare ubnebis aRmocenebaSi, ojaxebis danawevrebaSi, 
supermarketebis, savaWro centrebsa da Statebs Soris samanqano trasebis 
sistemebis mSeneblobaSi? 
 
dRes Cven teqnologiuri wyvetis epikuri masStabebis momswreni gavxvdiT.
Zveli paradigma – masobrivi warmoebis sistema, masmedia da marketingi –
icvleba sruliad axali paradigmiT _ individualuri ekonomikuri 
sistemiT. 
 
individualuri momavlis damaxasiaTebeli niSani iqneba damkveTis 
surviliT warmoebuli produqcia (rasac zogjer damkveTis moTxovnaTa 
masobrivad dakmayofilebasac uwodeben), individualurad xelmisawvdomi 
media, individualuri marketingi, biznesis konkurenciisa da ganviTarebis 
sruliad Secvlili wesebi. sabazro wilis mopovebis nacvlad, 
konkurenciis umTavresi mizani iqneba klientebis wilis mogeba – yovel 
jerze erTi klientis dakmayofileba. 
 

momavlis warmatebuli biznesebis yuradReba mipyrobili iqneba ara 
sabazro wilze, aramed klientebis raodenobaze. 

 
warmoebis, reklamisa da standartizebuli produqciis didi raodenobebis 
ganawilebisTvis aucilebeli moculobebis arseboba aRar iqneba warmatebis 
winapiroba. nacvlad amisa, produqcia sul ufro metad iqneba morgebuli 
individualur gemovnebaze, eleqtronuli media gankuTvnili iqneba 
individualuri klientebisaTvis, telefoniT SekveTili produqciis 
umravlesobas ki saxlSi miarTmeven klientebs rva saaTis an ufro naklebi 
drois ganmavlobaSi. 
 
individualur momavalSi, biznesebi yuradRebas miaqceven iseT mogebas, 
romelsac klientebTan grZelvadiani urTierToba moutanT. 
 
progresi Cveni cxovrebisTvis iseve damangreveli da Tan sasargeblo
iqneba, rogoric samrewvelo revolucia iyo Cveni didi babuebisaTvis. 
dRevandeli konkurenciis xerxebi ramodenime wlis ganmavlobaSi 
radikalurad Seicvleba, rac Secvlis Cveni sazogadoebis struqturasac –
misi erTi nawili miiRebs Zalauflebas, meore ki _ dakargavs mas. 
 
ar SeiZleba saTanadod ar Sefasdes is kataklizmuri cvlilebebi, 
romlebic Searyeven sazogadoebas am paradigmuli cvlilebebis Sedegad. 
Tumca, amave dros, individualuri teqnologia mraval axal saSualebas 
Seqmnis. roca es yvelaferi daiwmindeba, axali biznesebi (milionobiT 
biznesi), romlebzec dRes warmodgenac ki ara gvaqvs, aqa-iq iseve 
bunebrivad gamoCndeba horizontze, rogorc yvavilebi mkacri zamTris 
Semdeg.  
 
samyaroSi, sadac urTierToba da informacia praqtikulad ufasoa, 
ekonomikis sistemas, rogorc arasdros, ise aamoZravebs namdvili 
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inovaciebi da adamianTa SemoqmedebiTi midgoma. aseT samyaroSi ideebi 
gacvla-gamocvlis saSualebebi iqceva.52 
 
klientTa momsaxurebaSi, internetis daxmarebiT urTierTobis masobrivad 
gavrceleba, Zalian gazrdis talRuri efeqtis mniSvnelobas, razec pirvel 
TavSi visaubreT.  
 
 
 
gaaTviTcnobiereT axali momavlis 
teqnologiuri miRwevebi 
 
satelegrafo industriis dacema – biznesis gagebisa da biznesis keTebis 
axali gzebis gaCenis mxolod erTi magaliTia. moZvelebuli saqonlisa da 
momsaxurebebis CamonaTvali Seicvala axali, adre warmoudgeneli 
saqonliTa da momsaxurebebiT. Tumca bevr Cvengans aviwydeba dReisaTvis 
Cveulebrivi saSualebebi, romlebic ar gamoiyeneboda 1980-ian wlebamde. 
magaliTad, ar iyo bankomatebi, lazeruli printerebi Tu mobiluri 
telefonebi. magram kidev ufro Znelad dasajerebelia, rom `distanciuri 
marTvis mqone televizorebis raodenoba umniSvnelo iyo. ar arsebobda 
kompaqt-diskebi, video magnitofonebi da videofilmebis gamqiravebeli 
punqtebi. mikrotalRuri Rumelebi mxolod restornebSi hqondaT. 
ramodenime aTasi dolaris Rirebulebis faqsimilur manqanebs xuT wuTze 
meti sWirdeboda erTi gverdis gadacemisTvis da aseTi manqanebi mxolod 
did kompaniebSi Tu SegxvdebodaT. aravis hqonda personaluri 
kompiuteri.”53 
 

teqnologiebma udidesi cvlilebebi Seitana Cvens cxovrebaSi bolo 
ramodenime aTwleulis ganmavlobaSi. 

 
Cven jer ar SevxebivarT internets, mis astronomiul zegavlenas vaWrobasa 
da klientebTan urTierTobaze. ramodenime weliwadSi internetiT vaWroba 
trilionebs miaRwevs da es Cveulebriv faqtad iqceva mTel msoflioSi. 
internetis daxmarebiT nayidi produqciis raodenoba ukve yovelwliurad 
ormagdeba da sammagdeba. internet-maRaziebSi klientTa momsaxurebis 
sakiTxebze dawerili ukve uamravi wigni iyideba. qvemoT moyvanilia nawyveti 
jim sternis aseTi wignis winasityvaobidan:54  
 

am bolo dromde kompiuteris zegavlena biznesze mxolod siswrafisa da 
moxerxebulobis TvalsazrisiT Tu izomeboda. es niSnavs imas, rom biznesebi 
agrZelebdnen muSaobas Cveuli gziT, magram isini muSaobdnen ufro swrafad da 
moiTxovdnen naklebi adamianis momsaxurebas. sxva sityvebiT rom iTqvas, bevrma 
kompaniam kompiuterebi SemoiRo imisaTvis, rom ufro konkurentunariani 
gaexada muSaobis tempi. magram informaciis damuSavebis mudmivad Semcirebis 
gziT Rirebulebisa da gamoTvlis SesaZleblobebis zrda iZleva biznesebis 
transformirebis saSualebas, rac namdvilad aucilebelia konkurenciisTvis 
klientTa mozidvis saqmeSi. 
 

                                                 
52 D. Pepper and M. Rogers, The One-to-One Future (New York: Currency-Doubleday, 1993), pp. 3-6 
53 Pepper and Rogers, p. 14 
54 Sterne, Customer Service on the Internet, pp. vii-xviii 
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mikroCipebis warmoudgenelma SesaZleblobebma Zirfesvianad Secvala biznesebi 
– maT ara mxolod gazardes siswrafe da Seamcires biznesis warmoebis 
Rirebuleba, aramed Secvales konkurenciis faqtiuri ganzomilebebic. 
produqciasa da brendebze yuradRebis gadatanis nacvlad, biznesebis 
konkurenciis es axali forma fokusirebulia klientebsa da maTTan 
damokidebulebaze individualur doneze. 
 
faqtobrivad, kompiuterebma dRes SesaZlebeli gaxades `klientTan ukukavSiris 
individualuri rgolis” Seqmna, anu warmoebisa da momsaxurebis miwodebis 
procesebis integrireba kvlevisa da reklamis procesebSi. klientebis 
monacemTa bazebi biznesebs aZlevs TavianTi klientebis garCevisa da maTi 
individualurad damaxsovrebis saSualebas. interaqtiurobis daxmarebiT 
klientebs SeuZliaT biznesebTan `saubari” – biznesebi aRar ifarglebian 
ubralo mimarTvebiT TavianTi klientebisadmi. klientebis survilis mixedviT 
muSaobis teqnologiebis daxmarebiT sul ufro met bizness SeuZlia 
klientisTvis sasurveli erTaderTi produqciis an momsaxurebis 
ganxorcieleba da misi miwodeba. 
 
klientTan ukukavSiris rgolma moZvelebuli gaxada marketingis TiTqmis yvela 
tradiciul principi. marketingisas aRar aris saWiro fiqri informirebulobis 
doneze, damokidebulebis da brendis upiratesobebze an, Tundac, 
konkurentunarian produqciasTan Sedarebaze. marketologebs aRar sWirdebaT 
nimuSebis gamokvlevis Sedegebis gaTvla ufro didi populaciisaTvis. 
 
nacvlad amisa, klienti da biznesi dRes erTad adgenen, ras niSnavs 
monawileoba komerciul urTierTobebSi. vaWroba interaqtiul samyaroSi 
TanamSromlobis saxes iZens. konkurenciis axali dinamika iTvaliswinebs 
brZolas TiToeuli klientisTvis. 
 
biznesebs didi Sroma sWirdebaT am cvlilebebTan gasamklaveblad. upirveles 
yovlisa, maT unda gaaTviTcnobieron, rom maT uZvirfases da umniSvnelovanes 
aqtivs arc is produqti warmoadgens, romelsac isini yidian, da arc is 
momsaxureba, romelsac isini awvdian. biznesebis erTaderT Seucvlel aqtivs 
warmoadgens klienti, romelsac isini emsaxurebian, da is urTierToba, 
romelic damyarebuli aqvT TiToeul klientTan. urTierTobis damyareba 
individualur klientTan, erTi klientis gansxvaveba meorisagan da TiToeuli 
maTganisadmi mopyroba, rogorc komerciuli urTierTobis umniSvnelovanesi 
monawilis mimarT – ai, dRevandeli warmatebuli biznesebis yvelaze 
konkurentunariani moTxovnebi. 
 
biznesebi unda cdilobdnen urTierTobis donis gafarTovebas TavianT 
klientebTan yvela media saSualebis daxmarebiT. Tu biznesi klients afasebs, 
rogorc Tavis umniSvnelovanes aqtivs, mas eqneba urTierTobis survili yovel 
mosaxerxebel SemTxvevaSi. interaqtivoba SeiZleba sxvadasxva gziT 
xorcieldebodes, dawyebuli telefonis tonaluri Rilakebis gamoyenebiTa da 
damTavrebuli bankomatebiT, maRaziis salaroTi Tu internetiT. 
 
biznesebi, TavianTi SesaZleblobebis farglebSi, unda cdilobdnen maTi 
individualuri klientebis individualuri saWiroebebis dakmayofilebas. es 
SeiZleba niSnavdes warmoebuli produqciis misi moTxovnebisTvis morgebas, 
klientisTvis angariSfaqturis gagzavnas ara gamyidvlis daricxvis ciklis, 
aramed klientis gadaxdis ciklis mixedviT. biznesebis individualuri 
klientebiT dainteresebis mizniT, firmebma unda iswavlon TavianTi qcevis 
Secvla im ukuqmedebis gaTvaliswinebiT, romelsac isini miiReben TiToeuli 
Tavisi klientisgan. 
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advilia iseTi teqnologiebis magaliTebis dasaxeleba, romlebic asaxaven 
did cvlilebebs Cvens cxovrebaSi. Tumca, albaT, aseve mniSvnelovania is 
socialuri, ekonomikuri da politikuri cvlilebebi, romlebic 
zemoqmedeben biznesebze, profesiebsa da klientTa kmayofilebaze. 
 
 
ganWvriteT momavalTan dakavSirebuli axali 
socialuri da ekonomikuri cvlilebebi 
 
teqnologiebis garda sxva cvlilebebic axdenen zegavlenas dRevandel 
damokidebulebaze biznesebsa da klientebs Soris. socialuri da 
ekonomikuri mdgomareoba kargad asaxavs mniSvnelovan demografiul 
cvlilebebs. muSaxeli sul ufro mravalferovani xdeba, anu Sedgeba orive 
sqesis adamianebisagan, romlebic cxovrobdnen sxvadasxva ekonomikur 
pirobebSi da romlebic warmoadgenen sxvadasxva kulturebsa da religiebs. 
dRevandeli muSaxeli Sedgeba ori Semosavlis mqone ojaxebisa da 
martoxela mSoblebisgan, romlebsac aseve akisriaT ojaxis 
pasuxismgebloba. muSaxeli sul ufro ganaTlebuli xdeba da isini sul 
ufro naklebad itanen uazro, ganmeorebad samuSaos. dRes adamianebs surT, 
ufro metad iyvnen Cabmuli organizaciuli gadawyvetilebebis miRebaSi, da 
maTi Zalisxmeva ar rCebodes uyuradRebod. 
 
TiToeuli adamiani, ra Tqma unda, amave dros klients warmoadgens. 
socialuri pirobebis cvlilebam gamoiwvia axali da gansxvavebuli 
produqciisa da momsaxurebis moTxovna. momuSave wyvilebi ukve iTxoven 
vaWrobis efeqtianobasa da moxerxebulobas. eTnikurad mravalferovanma 
dasaxlebebma ganapiroba aseve mravalferovani sakvebi restornebSi. swrafi 
kvebisa da sakvebis saxlSi gatanis SesaZleblobis mqone wertilebi 
Seucvlelia zogierTi dakavebuli ojaxebisTvis. 
 
politikuri TvalsazrisiT, organizaciebs sul ufro xSirad uxdebaT 
Sexeba samTavrobo wesebTan, romelTa umravlesoba asaxavs socialuri 
informirebulobis iseT doneebs, romlebic adre arc ki warmoedginaT 
biznesis samyaroSi. Sromis Tanaswori uflebebi nebismieri wamoSobis, 
SezRuduli unaris mqone da nebismieri sqesis adamianebisTvis bolo 
wlebis yvelaze aRsaniSnavi cvlilebebia. yuradReba garemos, dasaqmebulis 
janmrTelobisa da usafrTxoebis, misi emociuri sijansaRis mimarTac ki 
dRevandeli warmatebuli biznesebis ganuyofeli Tvisebaa. `Wkviani” 
biznesebi izidaven da inarCuneben karg TanamSromlebs (Sida klientebs) da, 
sabolood, warmatebas aRweven bazarze. zogierT kompanias awuxebs `mwvane” 
sakiTxebi: gadamuSaveba da ekologiurad uvnebeli SesafuTi masala.  
 
mzad xarT cvlilebaTa qartexilisaTvis? zogierTi adamiani 
winaaRmdegobas uwevs da eSinia kidec aRwerili cvlilebebisa. maT 
aucileblad unda SeiZinon axali unarebi da Seiswavlon klientTa 
moTxovnebis dakmayofilebis axali gzebi. bevri adamiani CamorCeba 
cxovrebas. ginda Tqvenc erT-erTi maTgani iyo? 
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axali momavlisTvis  
axali media-saSualebebi gamoiyeneT 
 
media-saSualebebSi ganxorcielebulma cvlilebebma didi SesaZleblobebi 
Seqmna organizaciebisTvis, romlebsac mudmivad sWirdebaT kavSiri rogorc 
Tavis sakuTar wevrebTan, aseve gare samyarosTan. dRevandeli mediis aSkara 
siswrafesa da efeqtianobasTan erTad, klientebTan urTierTobaze sxva 
pirobebic moqmedebs. erT-erTi yvelaze mniSvnelovani tendenciaa iseTi 
personificirebuli mesijebis Seqmnis sul ufro mzardi SesaZlebloba, 
romlebic morgebuli iqnebian individebis saWiroebebsa da survilebze, es 
gansakuTrebiT exeba klientebs, TanamSromlebsa Tu partniorebs. 
 

individualurad morgebuli mesijebis gagzavna dRes uzarmazari 
auditoriebisTvis SeiZleba. 

 
urTierTobaTa eqspertebma didi xania SeamCnies, rom (1) rac ufro meti 
viciT Cveni mesijis adresatis Sesaxeb da (2) rac ufro metad movargebT 
mesijs adresatis survilebsa Tu interesebs, miT ufro efeqtianebi 
viqnebiT urTierTobaTa `awyobisas~. 
 
biznesSi klientebze morgebuli da profesiuli urTierTobis Zala 
saTanadod unda iqnes Sefasebuli. organizaciis marketingul 
funqcionirebaSi, magaliTad, ukve Cans gadasvla masobrivi marketingidan 
(erTi da igive Sinaarsis mesijebis dagzavna aTi aTasobiT adamianebisTvis) 
individualur marketingze, roca Cven individualur Setyobinebas 
vugzavniT TiToeul adamians. aseTi personalizacia daiwyo teqstebis 
eleqtronuli damuSavebis SesaZleblobis warmoqmniT, ramac mogvca iseTi 
`erTiani” werilebis Sedgenis saSualeba, romlebic Setyobinebis teqstSi 
gafantul personificirebul nawilebs moicaven. 
 
dRes biznesebi yoveldRiurad iyeneben personificirebuli gayidvebis, 
werilebis, gaTamaSebebSi monawileobis formebisa da konvertebis 
warmoebis saSualebas. dRevandeli media kidev ufro metis saSualebas 
iZleva: SeiZleba nebismieri informaciis miReba klientebTan dakavSirebiT. 
 
teqnologiebis daxmarebiT mtkice nabijebiT mivemarTebiT individualuri 
marketingisken, rasac SeuZlia grZelvadiani urTierTobis Seqmna 
klientebTan da maTi saWiroebebis maqsimalurad dakmayofileba. masobrivi 
marketingisa da urTierTobaTa mediis (rogoricaa, magaliTad, media-
gancxadebebi), pirobebSi mizans bazris ufro didi wilis mopoveba 
warmoadgenda. Tu, magaliTad, Tqvens maRaziaSi iyideba mTels qalaqSi 
gayiduli mamakacis tansacmlis 10%, masobrivi marketingi am maCveneblis 12-
15%-mde gazrdas cdilobs. aqedan gamomdinare, es niSnavs, rom rac metia 
sabazro wili, miT metia mogeba. samwuxarod, amgvari damokidebuleba sul 
ufro naklebad garantirebuli xdeba. reklamis Rirebuleba gaizarda, misi 
Sedegianoba ki Semcirda. sul ufro da ufro Zneli xdeba Tqveni 
biznesisken klientebis mozidva tradiciuli midgomebis daxmarebiT. 
 

individualuri marketingi qmnis iseT urTierTobas, romelic biznesebs 
klientebis biznesebis ufro meti wilis mopovebis saSualebas aZlevs. 
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individualuri marketingi yuradRebas amaxvilebs mimdinare urTierTobebis 
Camoyalibebaze arsebul klientebTan. amis gakeTeba SeiZleba rac SeiZleba 
meti informaciis SegrovebiT maT Sesaxeb da maT saWiroebebze reagirebiT. 
mamakacis tansacmlis maRazias dRes Zalian cota masobrivi reklamis 
warmoeba SeuZlia, Tumca SeuZlia momgebianobis SenarCuneba klientebTan 
axlos yofniTa da maTi moTxovnebis dakmayofilebiT. bankebsa da 
sakredito kavSirebs SeuZliaT momsaxurebis gafarToveba yvela klientis 
finansuri moTxovnebis dakmayofilebis mizniT. es klientebis meti wilis 
mopovebiskenaa mimarTuli da Zalian momgebianicaa. 
 
 
ufro meti interaqtiuli arCevani 
  
dRevandeli teqnologiebi gansakuTrebul yuradRebas uTmoben 
individualur faqtors. warsulSi klientebis saxelebisa da misamarTebis, 
savaWro monacemebisa da piradi survilebis Cawera rTuli iyo da bevr 
dros moiTxovda. bevr bizness amgvari monacemebi klientebis Sesaxeb 
datanili hqonda yuTebSi moTavsebul 3X5 zomis baraTebze. amJamad am 
process Seudareblad amartivebs kompiuteri. axla Cven SegviZlia 
adamianebis individualuri survilebis gageba, klientebis gamokiTxva maT 
saWiroebebTan dakavSirebiT, momsaxurebebis da saqonlis personificireba 
am saWiroebebis dakmayofilebis mizniT. bevri maRazia salarosTan Tavis 
klientebs fasdaklebis kupons sTavazobs. Tu klienti yidulobs `pepsi-
kolis” eqvs Sekvras, skaneri qmnis 50 centian kupons `frito-leis” 
kartofilis CifsebisTvis (`frito-lei” `pepsis” ganayofia). adamianebs 
kuponebis miReba aseve SeuZliaT im produqciisaTvis, romlebsac isini 
internetiT yiduloben. 
 
interaqtiuloba biznesebsa da klientebs Soris am ukanasknelT 
televiziiT da internetSi nanax reklamaze swrafi reagirebis saSualebas 
aZlevs. interaqtiul raklamirebas didi momavali aqvs. 
 
 
yvelaferi individualuria 
 
individualurobis principi aseve kargad muSaobs Sida klientebTan 
urTierTobaSi. roca menejerebma kargad ician TavianTi TanamSromlebis 
survilebi, niWi da saWiroebebi, maSin maT SeuZliaT grZelvadiani 
urTierTobebis Camoyalibeba, rac aseve sasargebloa kompaniisaTvis.  
 
socialur, megobrul doneze, roca cnobilia adamianebis interesebi, 
saWiroebebi da survilebi, urTierTobebi ufro xangrZlivia. 
interaqtiuloba – informaciis orive mimarTulebiT moZraoba – 
warmatebuli urTierTobis ZiriTadi faqtoria. 
 

interaqtiuloba ZiriTadi faqtoria efeqtiani urTierTobis 
CamoyalibebisaTvis. 

 
`qselSi momuSave” bevri adamiani inaxavs samaxsovro monacemebs amxanagebsa 
da nacnobebze. erTi Zalian warmatebuli mewarme, Tavisi karieris 
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dasawyisidanve inaxavda saindeqso baraTebs yvela im adamianze, romelic ki 
mas odesme Sexvedria. am baraTaze igi iwerda informacias am adamianebis 
ojaxebis, interesebis, Sinauri cxovelebis, dabadebis dReebis, miRwevebis 
(maTi sayvareli xumrobebis CaTvliT) Sesaxeb. telefonze saubrisas igi 
iRebda am adamianis baraTs da iyenebda maT monacemebs saubris 
gasamdidreblad. dRevandeli media-saSualebebi kidev ufro amravleben 
amgvari individualuri urTierTobis SesaZleblobebs. 
 
 
gamoiyeneT mediis miRwevebi  
individualuri urTierTobisaTvis 
 
dRevandeli media kompiuterebis SesaZleblobebs individualuri 
urTierTobis gasaRrmaveblad iyenebs. aseT media-saSualebebs Semdegi 
maxasiaTeblebi aqvT: 
 

1. isini individualurad ergebian da eguebian unikalur saWiroebebs. 
iZlevian mesijis TiToeul klientze morgebis saSualebas, roca 
mesiji icvleba Zirfesvianad da ara zedapirulad. 

2. isini interaqtiulebi arian da ormxriv urTierTobas ganapirobeben. 
klientebs uadvildebaT aseT mesijebze reagireba. 

3. isini xelmisawvdom da mZlavr saSualebas warmoadgenen. 
 
xelmisawvdomia aseTi media-saSualebebi biznesmenebisa Tu 
profesionalebisTvis? ra Tqma unda dRevandeli teqnologiebis SeZena 
SeuZlia saSualo biznesmensac da individualur merwarmesac. Cven sul 
ufro win miviwevT individualuri momsaxurebisaken biznessa da 
profesiebSi, rasac kidev ufro TvalsaCinos xdis eleqtronuli media, 
romelsac mesijebis personificireba SeuZlia. 
 
 
zogierTi ram ar icvleba 
 
mas Semdeg, rac visaubreT teqnologiur, ekonomikur da organizaciul 
cvlilebebze, unda vaRiaroT, rom klientTa dakmayofilebis procesis 
zogierTi aspeqti mainc ucvleli rCeba. kerZod, TiTqmis ar Secvlila 
fsiqologiuri da qcevis faqtorebi, adamianTa da organizaciebis 
saWiroebebi. yuradReba, zrunva da kompetencia kvlavac gadamwyvet rols 
Seasrulebs klientebis kmayofilebisa da loialobis CamoyalibebaSi. bevr 
adamianSi teqnologiebis aseTi ganviTareba Zveleburi adamianuri 
urTierTobebisadmi nostalgias iwvevs. es aris swored erT-erTi mizezi 
imisa, rom “Gap”-is maRaziebi (sxvebs Soris) TavianT produqcias Slian did 
magidebze, romlebic Zalian male ireva. magidebis xelaxla mowyoba 
TanamSromlebs uCens saqmes da klientebTan axlos yofnisa da maTTan 
urTierTobis saSualebas aZlevs. 
 
 
SecvaleT qcevis Zveli wesebi 
 
albaT gsmeniaT iseTi gamyidvelis Sesaxeb, romelsac yvelasaTvis 
yvelafris miyidva SeuZlia – yinulis naWrebisac ki alaskaSi. qcevis Zveli 
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wesebi gvaswavlida, rom vaWrobis dinamikuri unarebi biznesis warmatebis 
sawindaria. Tu gamyidvels SeeZlo adamianisTvis produqciis kargad 
gacnoba, myidveli aucileblad yidulobda mas. amiT maTi urTierToba 
mTavrdeboda. 
 
amJamad fexs ikidebs qcevis axali wesebi. miuxedavad imisa, rom gayidvis 
procesisTvis prezentacia kvlavac mniSvnelovania, masze didi mniSvneloba 
mainc klientis kmayofilebas eniWeba. dRevandel momxmarebels arCevanis 
uprecedento saSualeba aqvs. maT uamrav adgilas SeuZliaT msgavsi 
produqciis moZebna. ra ubiZgebs klients imisken, rom urTierTobisTvis 
romeliRac erTi biznesi airCios? razea maTi arCevani dafuZnebuli _ 
xarisxze, fasze, moxerxebulobasa Tu klientTa momsaxurebaze? rogor 
iRebT gadawyvetilebas, sad iyidoT tansacmeli, sakvebi, manqana, 
eleqtronika da sxva samomxmareblo saqoneli? TqvenTvis rogorc 
klientisTvis, ra aris ufro mniSvnelovani? am kiTxvebze pasuxebi sulac 
ar warmoadgens raime saidumloebas. klienti  midis iq, sadac mas 
yvelafers saukeTesos sTavazoben – saukeTeso Rirebulebas, efeqtianobis 
saukeTeso sistemas da saukeTeso Tbil urTierTobas. es xom Zalian 
martivia! 
 
 
gamoiyeneT urTierTobaTa marketingi: 
momavalSi mxolod is Tu gadagarCenT 
 
kompaniebi SeiZleba amtkicebdnen, rom maT saukeTeso xarisxisa da fasis 
produqcia aqvT. Tumca klientebs ukve aRar akvirvebT kargi xarisxisa da 
fasis saqoneli. mxolod am niSniT ar SeiZleba kompaniebis gamorCeva. 
 

Tavisufali sabazro ekonomikis pirobebSi klientebi moelian misaRebi 
fasis mqone karg produqcias. kargi momsaxureba ki gulisxmobs maTTvis 
iseTi raimes SeTavazebas, rasac ar moelian. 

 
klientebi jer kidev ar moelian karg momsaxurebas. isini kvlavac 
saSualoze dabal momsaxurebas elian, radgan miCveuli iyvnen swored aseT 
momsaxurebis miRebas warsulSi. xedavT Tu ara konkurenciis gawevis 
udides SesaZleblobas? 
 
daubrundiT Tqveni bavSvobis dros. gaxsovT Tqveni saxlis maxloblad 
mdebare tkbileulis maRaziis menejeri? icoda man raime Tqveni an Tqveni 
mSoblebis vinaobis Sesaxeb? yvelaze meti, rac SeiZleba gagegonaT misgan, 
iqneboda: `gamarjoba, wina jerze naxevari kilogrami Sokoladi iyide, 
axlac imdenive agiwono?” es aris urTierTobis marketingi – 
individualuri urTierTobis Camoyalibeba Sens klientTan. yvela kompanias, 
didsac da patarasac, SeuZlia urTierTobis marketingis gamoyeneba 
cotaodeni treningis daxmarebiT. faqtobrivad, urTierTobis marketingi 
mxolod kompaniaSi momuSave adamianebis SemoqmedebiT unarzea 
damokidebuli. 
 

urTierTobis marketingis SesaZleblobebs mxolod adamianebis Raribi
fantaziis unari zRudavs. 
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SemoqmedebiTi unaris gamoyeneba uzomod zrdis klientis molodinis 
gadaWarbebis SesaZleblobas, risTvisac ar aris sakmarisi klientisTvis 
mxolod saxeliT mimarTva. es, ra Tqma unda, kargi dasawyisia, magram 
waikiTxeT qvemoT moyvanili magaliTi da naxavT, ramdenad ufro metis 
miRweva SeiZleba daxvewili momsaxurebiT: 
 

mivlinebidan san-franciskoSi (saxlSi) mimavalma maiqlma gadawyvita gzaSi 
SeCerebuliyo patara sastumroSi, romelic wynar okeanes gadahyurebda. roca 
igi saregistracio magidas miuaxlovda, swrafad gamoCnda kargad Cacmuli 
qali, romelic miesalma mas. misalmebidan sami wuTis Semdeg momsaxure biWi 
mas ukve Tavisi oTaxisken miuZRveboda. oTaxi lamazad iyo mowyobili, sawolze 
qaTqaTa TeTreuli iyo dagebuli da iqve buxari Canda. buxarSi ukve Sewyobili 
iyo SeSa, iqve ido qaRaldi da asanTi im SemTxvevisTvis, Tu stumars cecxlis 
gaCaReba moundeboda. 
 
maiqlma tansacmeli gamoicvala da restoranSi Cavida. registratorma qalma 
registraciisas restoranSi magida daujavSna. maiqli maSinve dasves Tavis 
magidasTan, Tumca sxvebi, visac ar hqonda dajavSnuli magida, rigSi idgnen. 
roca vaxSmis Semdeg igi Tavis oTaxSi dabrunda, mas iq gaSlili logini, 
afuebuli baliSebi da agizgizebuli buxari daxvda. tumboze WiqiT idga 
koniaki da iqve ido Semdegi Sinaarsis baraTi: `keTili iyos Tqveni pirvelad 
mobrZaneba `veneciaSi”. vimedovneb, kmayofili brZandebiT. nebismieri SekiTxviT 
SegiZliaT mommarToT dRisa da Ramis nebismier dros. qeiTi.”  
 
diliT maiqli yavis sunma gamoaRviZa. abazanaSi Sesvlisas man cxeli yavadani 
aRmoaCina. mis maxloblad dadebul baraTSi ki ewera: `es Tqveni sayvareli 
yavaa, isiamovneT! q.” maiqls wina saRamos restoranSi hkiTxes, romeli yava 
uyvarda, da axla is ukve TuxTuxebda mis oTaxSi. maiqlma karze moridebuli 
kakuni gaigona. gaaRo kari da karis win, noxze, `niu iork Taimsi” dainaxa. misi 
sayvareli gazeTis saxeli mas registraciisas hkiTxes da axla is ukve mis 
karTan ido. 
 
maiqli ambobs, rom, roca ki unda mixvide am sastumroSi, momsaxureba 
yovelTvis erTnairad maRali donisa iqneba. da kidev erTi, pirveli stumrobis 
Semdeg misTvis aRarasodes ukiTxavT misi sayvareli sakvebis an gazeTebis 
Sesaxeb, maT ukve icodnen yvelaferi.55 

 
es urTierTobis marketingisa da klientTa momsaxurebis araCveulebrivi 
magaliTia. maiqlis survilebis SeswavliT sastumros xelmZRvanelobam 
SeZlo maiqlis nebismieri survilisa da molodinis gadaWarbeba da masTan 
piradi urTierTobis damyareba. piradi urTierTobis damyareba klientebTan 
warmatebuli marketingis pirobaa. biznesTan individualuri urTierTobis 
Camoyalibebis Semdeg klienti Zalian loialuri xdeba mis mimarT. 
daufiqrdiT amas! gana moisurvebdiT igive teritoriaze raime sxva 
sastumroSi wasvlas, roca am sastumroSi ase gemsaxurebian? ratom unda 
mogindeT Cveulebrivi momsaxurebis miReba sxvagan? albaT ukve xvdebiT, 
ratomaa urTierTobis marketingi aseTi mniSvnelovani da ase mWidrod 
dakavSirebuli klientTa momsaxurebasTan. 
 
 

                                                 
55 M. E. Gerber, The E-Myth Revisited (New York: HarperCollins Publishers, Inc., 1995), pp. 188-192 
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moipoveT klientTa wili da ara sabazro wili 
 
modiT, kidev erTxel visaubroT klientTa wilis cnebis mniSvnelobis 
Sesaxeb. Wkviani kompaniebi ukve xedaven, rom ufro mniSvnelovania klientTa 
wilis, da ara sabazro wilis mopoveba.56 ganvixiloT yvavilebis erTmaneTis 
konkurenti ori biznesi: 
 

• yvavilebis `a” kompaniis mflobelebi, masobrivi marketingis 
gaTvaliswinebiT, bevrs Sromobdnen bazris kargi wilis xelSi 
Casagdebad. maT gamoTvales, rom `a” kompanias ekuTvnoda bazris 
TiTqmis 20%. sxva sityvebiT, yvavilebze daxarjuli yoveli 
dolaridan bazarze, `a” kompania iRebs 20 cents. 

• yvavilebis `b” kompaniis mflobelebma, Tavis mxriv, bevri imuSaves 
imaze, rom urTierToba daemyarebinaT bazarze yvavilebis yvelaze 
did SemsyidvelebTan (romlebic mudmivad yidulobdnen yvavilebs). 
maT gamoTvales, rom ekuTvnodaT klientTa wilis 20%. es ki imas 
niSnavs, rom yvavilebis myidveli yoveli aTi klientidan ori 
mudmivad `b” kompaniisagan yidulobda yvavilebs. 

 
romeli kompania naxavs ufro met mogebas momavalSi? gaixseneT, visze 
hqonda yuradReba gadatanili `b” kompanias: regularul myidvelebze – misi 
biznesis saukeTeso klientebze. aqedan gamomdinare, `b” kompanias gacilebiT 
ukeTesi marketingi aqvs – mas yvelaze ukeTesi klientebi hyavs. isini 
icnoben am kompanias, radgan kompaniam mTeli aqcenti maTTan urTierTobaze 
gadaitana. `b” kompania gamarjvebulia! 
 
Tu kompanias SeuZlia saukeTeso klientebis mozidva, maSin misi gadarCenis 
Sansi gacilebiT metia, vidre im SemTxvevaSi, roca kompania cdilobs 
bazris procentuli wilis mogebas. menejerebi unda aTviTcnobierebdnen 
klientTa momavali biznesis dRevandel faseulobas. magaliTi gviCvenebs 
imas, rasac Cven vgulisxmobT: Tavis wignSi `Customers for Life~ karl siueli 
ganmartavs momavali biznesis axlandel faseulobas.57 karli saukeTeso 
manqanebis erT-erTi maRaziis mflobelia. misi gamoTvlebiT, TiToeul 
klients misi maRaziisTvis aqvs 332 000 dolaris motanis saSualeba 
gayidvebisas. Tu saSualod manqana Rirs 25 000 dolari, adamianebi ki 
saSualod 12 manqanas yiduloben, maSin mTliani gayidvebi Seadgens 330 000 
dolars. daumateT amas momsaxureba da nawilebi da miviRebT, rom karlis 
TiToeuli klientis fasi gayidvebisas 332 000 dolaria. 
 
mark greineri, teqnikuri daxmarebis kvlevasTan dakavSirebuli programebis 
institutis Tavmjdomare, aseve afasebs supermarketis loialur klientebs, 
romelTa Rirebuleba 3 800 dolaria.58 cxovrebis ganmavlobaSi am cifrma 
SeiZleba gadaaWarbos kidec 150 000 dolars. ufro metic, biznesmens, 
romelsac xSirad uwevs mogzauroba msoflios sxvadasxva wertilSi, 
Tavisuflad SeuZlia weliwadSi 50 000 dolaris daxarjva TviTmfrinaviT 
mgzavrobaze. aseTi klientis Rirebuleba aviakompaniisTvis SeiZleba 1 mln 
dolaric ki iyos weliwadSi. ai, amas vgulisxmobT momavali biznesis 
dRevandel faseulobaSi. 

                                                 
56 Peppers and Rogers, pp. 18-51 
57 C. Sewell and P. B. Brown, Customers for Life (New York: Pocket Books, 1990), p. 162 
58 Peppers and Rogers, pp. 37-38 
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momavali biznesis dRevandeli faseuloba Seesabameba im mTliani Tanxis 
Sefasebas, romlis daxarjvac potenciurad SeuZlia klients Tqvens 
kompaniaSi. 

 
Tuki momavalSi dolarebis raodenobaze vifiqrebT, vinRa mianiWebs bazris 
wils upiratesobas klientebis wilTan SedarebiT? klienti, romelic ukve 
gyavT, albaT ganusazRvreli periodis ganmavlobaSi iyidis Tqvens 
produqcias da es gacilebiT met garantias miscems Tqvens kompanias, vidre 
axal-axali klientebis Zebna, rasac marketingis biujetisa da Tqveni 
energiis udidesi nawili xmardeba. gaxsovdeT, rom klientebis wilis 
gazrdis erTaderTi gza maTTan urTierTobis damyareba da maTi 
kmayofilebis da loialobis mudmivi zrdaa. 
 
 
scadeT marketingi monacemTa bazis daxmarebiT: 
es momavalSi klientTa momsaxurebis ganuyofeli nawili iqneba 
 
yoveldRiurad aTasobiT gamogonebis registrireba xdeba. magram cota 
maTgani Tu cvlis biznesebis moqmedebis nirs. sul raRac 20 wlis win 
biznesebis umravlesoba muSaobda kompiuterebis gareSe. dRes kompiuteri 
ukve aucileblobaa yvela tipis biznesisTvis. 
 
kompiuterebis daxmarebiT SegviZlia uamravi detaluri informaciis Senaxva 
da misi moZieba sul ramodenime wamSi. kompiuterebma arnaxulad gazarda 
nebismieri kompaniisTvis klientebTan urTierTobis marketingisa da maTi 
momsaxurebis xarisxis amaRlebis SesaZlebloba. menejerebs Segrovebuli 
informacia SeaqvT monacemTa bazaSi. am monacemTa bazaSi Sesvla yovelTvis 
SeiZleba igive informaciis moZiebis mizniT. 
 

klientebTan dakavSirebuli informaciis monacemTa baza fasdaudebelia 
klientebTan urTierTobis Camoyalibebis saqmeSi. 

 
warmatebuli biznesmenebi yovelTvis iyenebdnen monacemTa bazas – Senaxuls 
maT sakuTar TavebSi. gaxsovT tkbileulis gamyidveli? man icin TiTqmis 
yvela klientis saxeli da axsovs, ra iyida romelime konkretulma 
myidvelma wina jerze. is am informacias inaxavs TavSi – yvelaze 
mniSvnelovan monacemTa bazaSi. dRes kompaniebis umravlesoba yvela amgvar 
informacias inaxavs monacemTa bazebSi. monacemTa baza zogavs adgils, 
drosa da fuls momavalSi. kompiuterebis saukeTeso funqciaa kargad 
damaxsovreba! 
 
kompiuteruli monacemTa bazebis sul ufro mzardi popularoba kargad 
SeimCneva maRaziebSi, romlebic iwveven myidvelebs `klubSi” 
gasaerTianeblad, rac maT ukeTes fasebs aZlevs informaciis sanacvlod. 
klients aZleven misTvis gankuTvnil bar-kods, romlis skanirebac xdeba 
yovelTvis, roca ki es adamiani maRaziaSi raimes SeiZens. am dros 
monacemebi afiqsireben am klientis daxasiaTebas da im saqonels, romelsac 
igi yidulobs. 
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amgvari monacemTa bazebis daxmarebiT menejerebma zustad ician ramdenjer 
da rodis ewvieT mis maRazias. maT aseve ician, ras yidulobT saerTod da 
ufro xSirad. es informacia Zalian mniSvnelovania da misi gamoyeneba 
sxvadasxva mizniT SeiZleba. aseTi infromaciis daxmarebiT SeiZleba Tqveni 
daxasiaTebis personificireba ise, rom maRaziis TanamSromelma 
avtomaturad aRidginos Tqveni wina SenaZeni da dainteresdes, kmayofili 
xarT Tu ara am nivTis muSaobiT. magaliTad, midixarT salarosTan 
monacemTa bazis mqone maRaziaSi, TanamSomels maSinve SeuZlia TqvenTan 
dakavSirebuli informaciis amoReba, TqvenTvis saxeliT momarTva da 
kiTxva: `rogor muSaobs ori kviris win nayidi Tqveni pleeri?” 
 
informaciis monacemTa bazis daxmarebiT menejerebs aseve aqvT pirdapiri 
marketingis ganxorcielebis saSualeba im adamianebTan, romlebsac yvelaze 
metad SeuZliaT am momsaxurebiT sargebloba. magaliTad, warmoidgineT, 
rom menejerebma Hewlett-Packard-isgan miiRes Setyobineba, rom TiToeuli 
klientisaTvis daSvebulia 5 dolaris SeRavaTi Hewlett-Packard-is kartrijis 
melnis yidvisas. saofise saSualebebis menejerebi, aseT SemTxvevaSi, 
werilebs gaugzavnian yvelas, visac ki nayidi aqvs Hewlett-Packard-is printeri 
an Hewlett-Packard-is maragebi bolo xuTi wlis ganmavlobaSi. am informaciis 
miwodeba maRazias SeuZlia individebisaTvis – sxva sityvebiT, SeuZlia 
urTierTobis marketingis gamoyeneba. klientebi miesalmebian maRaziis am 
Zalisxmevas _ rogorc saukeTeso momsaxurebas – ase isini mxolod maTTvis 
saintereso kuponebsa da sareklamo gancxadebebs iReben. 
 
katalogebiT movaWre saCuqrebis kompaniam, romelic iyenebs monacemTa 
bazebs, danerga axali programa, romelsac SeuZlia:59 
 

1. nebismieri raodenobis saCuqrebis gagzavna Tqveni megobrebisa da 
naTesavebisaTvis, Tu Tqven SeukveTavT maT katalogis mixedviT, 
daaxloebiT, 15 TviT adre. 

2. saCuqris miwodeba SekveTis formaSi aRniSnul dRes. klients 
arasodes gamorCeba raime mniSvnelovani TariRi. 

 
 

momsaxurebis magaliTi 
 

Sexseneba 
 

kompiuteruli monacemTa bazebis daxmarebiT “Fischer Florist”-s atlantik-
siTiSi (niu jersi) SeuZlia informaciis mogroveba da misi gamoyeneba 
klientebis SenarCunebis mizniT.60 yoveldRiurad “Fischer Florist”-is 
menejerebi, Sexsenebis mizniT, baraTebs ugzavnian garkveul klientebs.
baraTSi SeiZleba eweros: 
 

Zvirfaso batono jounz, gasuli wlis 29 marts Tqven dabadebis dRe miuloceT 
jenis vardebis TaiguliT. gigzavniT Cvens katalogs, sadac warmodgenilia
sxva lamazi yvavilebi, romelTa SemoTavazebac SegviZlia. Tu gagiCndebaT
SekveTis survili, SegiZliaT darekoT Cvens ufaso telefonis nomerze. 
garantias gaZlevT, rom jeni zustad sadResaswaulo dRes miiRebs yvavilebs. 

                                                 
59 Peppers and Rogers, pp. 39-40 
60 J. Griffin, Customer Loyalty: How to Earn It; How to Keep It (New York: Lexington Books, 1995), p. 125 



 174

didi madloba CvenTan urTierTobisaTvis. mouTmenlad veliT Tqvens 
gamoxmaurebas. 

 
roca b-ni jounzi darekavs kompaniaSi, mas mxolod sasurveli yvavilebis 
dasaxeleba dasWirdeba. jenis misamarTi, telefonis nomeri da miwodebis 
TariRi da dro ukve mocemulia kompiuteris monacemTa bazaSi. iqvea aseve
b-ni jounzis sakredito baraTis nomeric, romlis gamoyenebac martivad 
SeiZleba. 
 
 

3. gadasaxadis daricxva klientis sakredito baraTze mxolod 
saCuqrebis gagzavnis Semdeg; klientisTvis angariSfaqturis gagzavna 
TiToeuli saCuqrisTvis xuTi dRis ganmavlobaSi. 

4. Sexsenebis gagzavna klientisaTvis saCuqris gagzavnamde, romelSic 
miTiTebuli eqneba, Tu vis egzavneba saCuqari da ras warmoadgens 
saCuqari. 

5. periodulad ganaxlebuli katalogis gagzavna yvela klientisaTvis. 
axal katalogSi SekveTis furcelze CamoTvlilia wina wlis yvela 
saxeli, klients ki SeuZlia axali saxelebis damateba CamonaTvalis 
bolos. 

6. 24-saaTiani ufaso satelefono kavSiris uzrunvelyofa im 
cvlilebebisa da axali ideebisaTvis, romlebic SeiZleba gauCndes 
klients SekveTis Semdeg. 

 
monacemTa bazaSi mocemulia amisaTvis saWiro yvela informacia da 
katalogiT movaWre maRaziis TanamSromlebs albaT gacilebiT naklebi 
Sroma mouwevT, vidre manamde. yvelaze kargi ki is aris, rom menejerebs 
SeuZliaT vaWrobiT miRebuli Semosavlis zustad ganWvreta axlo 
momavlisTvis, rac did daxmarebas gauwevs kompanias finansuri dagegmvis 
saqmeSi. 
 
am momsaxurebisaTvis interaqtiuli ganzomilebis dasamateblad kompanias 
dasWirdeba ori mokle SekiTxvis Camateba klientis SekveTis formaSi: 
rogor momsaxurebas isurvebdiT katalogiT momavalSi? kidev rogori 
saCuqrebis xilvas isurvebdiT Cvens katalogSi? mSvenieria! ase SeiZleba 
daadginoT, Tu ras aniWeben upiratesobas klientebi. 
 
 
 
gamoiyeneT kontaqtis marTvis sistemebi 
 
realur da potenciur klientebTan kontaqtis marTva gulisxmobs, mis 
meTvalyureobasa da organizebas. eqimebi swored is profesionalebi arian, 
romlebic did Sromas xarjaven TavianTi pacientebis Sesaxeb informaciis 
Casawerad. mravali eqimi informacias iwers magnitofonze, Semdeg ki misi 
mdivani am imformacias krefs kompiuterze. es kontaqtis marTvis erT-erTi 
formaa. magram es ukve mxolod eqimebisTvis aRaraa mTavari. warmodgineT 
Semdegi suraTi: 
 

diliT midixarT samsaxurSi da mdivani gatyobinebT, rom satelefono xazzea 
erT-erTi Tqveni klienti, joni. mas unda icodes, jer kidev ZalaSia Tu ara 
miwodebis orkviriani vada. mas aseve daaviwyda fasebi da raodenobebi, 
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romlebic Tqven mas ukve gaacaniT, da axla, Sexvedramde xuTi wuTiT adre 
unda am monacemebis Setyoba. Tqven ki fiqrobT, `auh, romelia netav es joni?” 
bolos poulobT or sxvadasxva fails jonTan dakavSirebuli informaciiT da 
iRebT telefonis yurmils masTan dasarekad. am dros Semodis sxva klienti da 
geubnebaT: `sad iyaviT? Tqven xom Cems ofisSi unda mosuliyaviT am diliT 
prezentaciis Casatareblad direqtorTa sabWosTvis. vwuxvar, magram albaT 
mizanSewonili ar iqneba Cemi mxridan TqvenTan kontraqtis gaformeba.” 

 
es samwuxaro ambavi ar moxdeboda, organizaciaSi kontaqtis ukeTesi marTva 
rom yofiliyo danergili. kontaqtis marTvis arsi isaa, rom unda Caiweros 
klientisagan miRebuli nebismieri Setyobineba. aseTi informacia SeiZleba 
exebodes fasebs, bolo kontaqtebis, momavali Sexvedrebis TariRebs, 
micemul dapirebebs, raime gansakuTrebuli informaciis Sexsenebas, 
gagzavnil werilebsa Tu sareklamo gancxadebebs da a. S. aseTi informacia 
ise unda iyos organizebuli da dalagebuli, rom advilad SeiZlebodes 
misi monaxva. amis gasakeTeblad kompaniebi dRes kontaqtebis 
kompiuterizebuli marTvis programul uzrunvelyofas iyeneben. 
 
amgvari programuli uzrunvelyofa gaZlevs didi moculobis informaciis 
ise Senaxvis saSualebas, rom misi amoReba SesaZlebeli iyos ramodenime 
wamSi. magaliTad, Tu telefoni rekavs da xazzea joni, Tqven SegiZliaT 
jonis saxelis matarebeli nebismieri failis gaxsna da imis garkveva, Tu 
vin aris joni, ras dahpirdiT mas, rodis unda daukavSirdeT SemdegSi da 
raze unda elaparakoT. programebis umravlesoba gaZlevT yvela klientis 
moZebnis SesaZleblobas zogadi informaciis misaRebad. magaliTad, Tu 
gnebavT regularuli kavSiris damyareba Tqvens klientebTan, kontaqtis 
marTvis programas SeuZlia mogiZebnoT is klientebi, romlebTanac ar 
gqoniaT kavSiri, sul cota, ori kviris ganmavlobaSi mainc. 
 

kontaqtis marTvis programul uzrunvelyofas udidesi daxmarebis gaweva 
SeuZlia praqtikulad yvela biznesisTvis. 

 
am gziT Tqven advilad SeZlebT nebismieri informaciis moZiebas Tqvens 
klientTan dakavSirebiT, amitom SesaZlebeli gaxdeba masTan ukeTesi 
urTierTobis damyarebac. magaliTad, Tu klienti ambobs, rom midis Tavisi 
qaliSvilis dabadebis dReze, SegiZliaT am informaciis Camatebac am 
klientis failSi. roca sxva dros daelaparakebiT igive klients, 
SegiZliaT hkiTxoT: `rogori dro gaatareT Tqveni qaliSvilis dabadebis 
dReze?” amgvari kiTxva klients uqmnis STabeWdilebas, rom Tqven Zalian 
yuradRebiani megobari xarT da ara adamiani, romelic ubralod cdilobs 
mihyidos mas raime. 
 
miuxedavad imisa, rom didi kompaniebi maRali specializaciis mqone 
klientebTan SeiZleba iyenebdnen kontaqtis marTvis programul 
uzrunvelyofas, momxmarebelTa umravlesobas SeuZlia iseTi programuli 
uzrunvelyofiT sargebloba, romelic iyideba nebismier kompiuterul 
maRaziaSi. patara kompaniebisaTvis sulac ar aris saWiro rTuli 
programebis gamoyeneba. programebi Action Plus, Sales Ally, Bizbase Gold, Maximizer, 
ACT 2.0 kargi saSualebaa kontaqtis marTvisTvis, nebismieri maTgani kargad 
ergebian biznesebis umravlesobas da maTi fasi mxolod 70-dan 500 
dolaramdea. 
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momsaxurebis magaliTi 
 

gansakuTrebuli momsaxureba saukeTeso klientebisaTvis 
 

Hertz Car gamqiravebelma kompaniam icoda Tavisi problema – adamianebi 
nerviulobdnen, roca manqanis misaRebad rigSi dgoma uwevdaT. mravali 
biznesmeni mogzaurobs Zalian mWidro ganrigiT, amitom manqanis miReba maT
swrafad sWirdebaT. Hertz-ma icoda es da icoda isic, rom Tu ar miiRebda 
raime saswrafo zomas, bevr karg klients dakargavda. amitom Hertz-ma 
danerga specialuri momsaxureba: # 1 oqros klubi – maTTvis, visac 
swrafad undoda manqanis miReba. # 1 oqros klubis wevrebs SeeZloT 
daerekaT manqanis dasajavSnad da roca isini jer mxolod Camodiodnen 
TviTmfrinavidan, maT ukve elodebodaT avtobusi, romelsac isini 
manqanamde mihyavda. avtobusis mZRoli mimarTavda maT saxeliT da uxsnida, 
rom avtobusiT mgzavrobas mxolod ori wuTi dasWirdeboda. avtobuss 
mgzavri mihyavda pirdapir dajavSnul manqanamde. manqana ukve daqoqili 
idga, gaxsnili sabarguli eloda stumars, wina savarZelze ki ido `uol 
sTriT jornalis” axali nomeri. klubis wevrebi sxdebodnen manqanaSi da 
miemarTebodnen gasasvlelisken, sadac isini waradgendnen mxolod Tavis 
marTvis mowmobasa da # 1 oqros klubis baraTs. araviTari rigebi! 
araviTari nerviuloba! 
 
 
 
axlos eleqtronul momavalTan 
 
momavlis winaswarmetyveleba mudmivad cvlad samyaroSi, cxadia, 
SeuZlebelia. Tumca, darwmunebulebi varT, rom sul male aucileblad 
dainergeba zogierTi iseTi axali teqnologia, rogoricaa: 
 
vaWroba internetiT 
 
yvela zomisa da moculobis kompaniebi cdiloben TavianTi internet-
gverdis Seqmnas da internet-vaWrobis danergvas. internetis nebismier 
momxmarebels msoflios nebismier kuTxeSi SeuZlia nebismieri kompaniis 
internet-gverdis daTvaliereba da informaciis miReba produqciisa Tu 
fasebis Sesaxeb, instruqciebis daTvaliereba da kuponebis miRebac ki. sul 
male nebismieri biznesis gacnoba gaxdeba SesaZlebeli internetiT. 
internets regularulad iyenebs amerikis ojaxebis erTi mesamedi. sul 
male igi iseTive Cveulebrivi ram gaxdeba, rogoricaa dRes telefoni. 
 
vaWroba virtualur realobaSi 
 
teqnologiebis Semdegnairi gamoyeneba fexdafex mohyveba internet-vaWrobas. 
warmoidgineT, zixarT saxlSi da isev gWirdebaT kvebis produqtebis 
sayidlad wasvla. midixarT kompiuterTan, ukavSirdebiT kvebis produqtebis 
adgilobriv maRazias da iwyebT `siaruls” Taroebis rigebs Soris ise, 
TiTqos iq iyoT. Tqven Tavisuflad dadixarT gasasvlelebSi da arc 
sagoravebeli kalaTiani adamianebi giSlian xels da arc maRaziaSi 
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moxetiale bavSvebi. romel kuTxeSic gindaT im kuTxeSi midixarT da rasac 
gindaT, imas aTvalierebT ramden xansac gindaT. aseve kompiuteris 
daxmarebiT Tqven iRebT TqvenTvis sasurvel produqtebs da awyobT Tqvens 
virtualur kalaTaSi. roca yvelafers SeiZenT, daaWerT TiTs Rilaks 
`dasruleba”. erT saaTSi produqtebs saxlSi mogarTmeven. 
 
SegiZliaT warmoidginoT klientTa momsaxurebis is SesaZleblobebi, 
romlebsac es teqnologia uqmnis kompaniebs? kompiuteruli programis 
gamoyenebiT maRaziebs SeuZliaT yvela aspeqtis individualizeba klientis 
survilis mixedviT. modiT, cota ufro gavarTuloT amocana. virtualur 
maRaziaSi vaWrobisas gadawyvetT, rom gsurT `pepsis” eqvsi Sekvris yidva. 
amjerad, `frito-leis” kuponis nacvlad Tqven xedavT gregs, `koka-kolis” 
virtualur mesawyobes. igi gadmogcemT 50 centis fasdaklebis kupons `koka-
kolas” eqvsi SekvrisaTvis. erTaderTi, rac unda gaakeToT, Tu gsurT 
brendis gamocvla da 50 centis dazogva, ubralod unda aiRoT es kuponi. 
es ukve konkurenciis maCvenebelia virtualuri realobis samyaroSi. 
virtualuri realobis kidev erTi momenti wamoidgineT. Tqven gsurT 
gadasvla kaliforniaSi. jdebiT kompiuterTan da iwyebT im kompaniebis 
Zebnas, romlebic sacxovrebel saxlebs kaliforniaSi aSeneben. poulobT 
TqvenTvis damakmayofilebel kompanias da ugzavniT eleqtronuli fostiT 
werils, romelSic aRwerT, ris danaxvas isurvebdiT Tqvens binaSi. 
ramodenime saaTSi kvlav ubrundebiT igive kompaniis internet-gverds da 
iwyebT zustad im binis Tvalierebas, romelic SeukveTeT. Tu ar 
mogewonebaT, SegiZliaT cvlilebebis Setana. roca bina zustad iseTi 
gaxdeba, rogoric Tqven mogwonT, Semdeg iwyebT teritoriis Tvalierebas 
mis garSemo. da bolos ukveTavT Tqveni dizainiTve aSenebul binas – Tumca 
cota molodini mogiwevT _ aseTi ram jer ar xdeba! 
 
interaqtiuli televizia 
 
mosalodnelia, kidev erTi mniSvnelovani teqnologiuri cvlileba 
televiziaSi. amJamad klientebs aiZuleben raRacis yurebas garkveul 
saaTebSi, maT ki amis naxva undaT sul sxva dros. male televizia 
interaqtiuli gaxdeba da SegveZleba CvenTvis saintereso gadacemis SekveTa 
im droisTvis, roca es CvenTvis yvelaze mosaxerxebelia. Cven SevZlebT 
agreTve gadavwyvitoT, ufasod vuyuroT gadacemebs reklamebTan erTad, Tu 
mcire gadasaxadiT Tavidan moviciloT reklamebi. vinaidan 
telegadacemebisas reklamebi TiTo mayurebelze TiTo Sous ganmavlobaSi 
25 centi Rirs, eqspertebi fiqroben, rom erTi ureklamo gadacemebis yureba 
TiTo mayurebels 25 centi daujdeba.  
 
interaqtiuli televizia gacilebiT mets gvTavazobs, vidre arCevanis 
gakeTebis SesaZlebloba raime gadacemis yurebisas. videokameris yvela 
mflobels eqneba mayureblis saxlSi Sesvlis SesaZlebloba. iseve, rogorc 
axla yvelas SeuZlia sakuTari internet-gverdis Seqmna, momavalSi yvela 
SeZlebs satelevizio Sous an satelevizio reklamis gakeTebas. rogorc 
momxmareblebi, Cven davrekavT reklamaSi mocemul nomerze da moviTxovT 
CvenTvis sasurvel produqciasa Tu momsaxurebas. vTqvaT, eZebT axal 
manqanas, Tqven dagWirdebaT mxolod manqanebTan dakavSirebuli 
videoinformaciis monacemTa bazis daTvaliereba. Tqven SeZlebT 
informaciis miRebas BMW, GM, Ford, Acura da bevri sxva saavtomobilo 
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kompaniidan. Tqven aseve SeZlebT informaciis miRebas Tqveni mezoblis 
Sesaxeb, romelsac Turme Tavisi 1996 wlis BMW-s gayidva ganuzraxavs. 
 
interaqtiuli televiziis saSualebiT klientebi SeZleben miRebuli 
informaciis gakontrolebas. satelevizio wamyvani mxolod SegatyobinebT 
informacias. aseve, saxlSi aRar mogivaT arasasurveli werilebi da 
arasasurveli reklama. klientebi SearCeven mxolod im kompaniebs, 
romlebisganac surT informaciis miReba – anu isini Tavad gadawyveten, 
romel kompaniasTan daamyaron urTierToba. 
 
es mxolod ramodenime magaliTia Cveni momavlidan. zogierT adamians ar 
sjera, rom momavali Secvlis biznesis CvenTvis Cveul dinebas. 
 
daskvnebi 
 
momavali amaRelveblad gamoiyureba biznesebisTvis, Tumca bevr kompanias 
didi Zalisxmeva dasWirdeba konkurentunarianobis SesanarCuneblad, 
winaaRmdeg SemTxvevaSi isini gaagrZeleben Zveleburad muSaobas. es 
alternativaa im adamianebisTvis, romlebsac ar uyvarT siaxleebi. 
 
zogierTi klienti did yuradRebas aqcevs Tavis pirad cxovrebas da ar 
surs, rom vinme SeiWres masSi. magaliTad, ramodenime xnis win adamianebs 
SesTavazes ufaso kompiuterebi im pirobiT, rom kompania gaakontrolebda 
am kompiuterze ganxorcielebul TiToeul `dawkapunebas”. sxva sityvebiT, 
Tqven SegiZliaT piradi cxovrebis gayidva erTi personaluri kompiuteris 
fasad. zogierTma klientma SeiZleba winaaRmdegoba gauwios Cven mier 
ganxilul teqnologiebs, Tumca gaxsnili iqneba megobruli, 
araoficialuri personalizaciisTvis axlo-maxlo maRaziebSi. 
 
romeli strategiac unda iqnes gamoyenebuli, maRalteqnologiuri _ 
monacemTa bazebi Tu ubralod klientTa survilebis damaxsovreba _ 
mTavari mainc klientebis individualuri momsaxureba da maTTan 
urTierTobis damyareba iqneba. 
 
zogierTi ZiriTadi mosazreba: 
 

• biznesis dRevandel samyaroSi aRiniSneba zogierTi mniSvnelovani 
paradigmis Secvla produqciisa da momsaxurebis mzardi 
personificirebis mimarTulebiT. 

• teqnologiis ganviTarebidan gamomdinare individualuri marketingi da 
klientTa momsaxureba momavalSi biznesebisTvis standartad iqceva. 

• ganxorcieldeba aseve cvlilebebi socialur da ekonomikur sferoebSi, 
gafarTovdeba media-saSualebebis arCevani da gaizrdeba interaqtiuroba. 

• sabolood klientTa momsaxurebis warmatebis sawindari gaxdeba 
urTierTobis marketingis gamoyenebis SesaZlebloba klientTa udidesi 
wilis mozidvis mizniT. 

 

• monacemTa bazebis marketingisa da kontaqtis marTvis sistemebi yvelaze 
Sesaferisi klientebis SerCevisa da maTTan urTierTobis damyarebis 
saSualebas Seqmnian. 
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• eleqtronuli teqnologiebi (internetisa da virtualuri realobis 
maRaziebis msgavsi) aucilebels gaxdian SemoqmedebiT midgomas klientTa 
momsaxurebis Camoyalibebisa da marTvis mimarT. 

 
ZiriTadi terminebi 
 
Contact management systems kontaqtis marTvis sistema 
Customer share versus market share klientTa wili sabazro wilis winaaRmdeg 
Interactive TV interaqtiuri televizia 
Interactivity options interaqtiurobis arCevani 
Internet shopping vaWroba internetiT 
One-to-one business individualuri biznesi 
Paradigms paradigma 
Present value of future business momavali biznesis dRevandeli fasi 
Relationships marketing urTierTobaTa marketingi 
Virtual reality shopping vaWroba virtualur realobaSi 
 
Seamowme sakuTari Tavi: 
 
1. paradigmebis romeli cvlilebebi iwvevs marketingisa da klientTa 

momsaxurebis cvlas? 
2. ras niSnavs individualuri marketingi? moiyvaneT magaliTebi. 
3. ra gansxvavebaa didi sabazro wilisa da klientTa didi wilis mopovebas 

Soris? 
4. ra damaxasiaTebeli niSnebi aqvT dRevandeli individualuri 

urTierTobis media-saSualebebs? 
5. ras niSnavs urTierTobaTa marketingi da rogor SeiZleba misi ukeT 

gamoyeneba? 
6. rogor SeuZlia kompanias monacemTa bazis marketingis gamoyeneba 

klientTa momsaxurebis gaumjobesebis mizniT? 
7. ras niSnavs kontaqtis marTvis sistema? rogor SeiZleba misi gamoyeneba 

klientTa kmayofilebis gazrdis mizniT? 
 
praqtikuli samuSao: momavlis individualuri Sefaseba 
 
1. winamdebare Tavi daviwyeT saubriT `progresisa” da `paradigmebis 

cvlis” Sesaxeb, rac Zirfesvianad cvlis samyaros. daasaxeleT Sewyvetis 
TqvenTvis cnobili sami magaliTi eleqtronuli teqnologiebis garda. 
TiToeulisTvis aRwereT is sami an meti cvlileba, romelic man 
gamoiwvia. 

2. klientTa kmayofilebis gansazRvrebaTa Soris yvelaze mniSvnelovani 
klientTa ukugebis xelmisawvdomobaa. aRwereT is xuTi gza, romelic 
organizaciebsa da individebs daexmareba klientebisagan meti ukugebis 
miRebaSi. 

3. moiyvaneT erTi an ori magaliTi imis Sesaxeb, Tu rogor iyeneben 
TqvenTvis cnobili biznesebi individualur urTierTobas TqvenTan 
ufro Zlieri kavSiris damyarebis mizniT (SeniSvna: xSirad es is 
wvrilmania, romelsac didi mniSvneloba aqvs urTierTgagebisa da 
loialobis CamoyalibebisaTvis). 
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