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momsaxurebis marketingi
Tamar maRalaSvili

reziume

msoflioSi momsaxurebis industria mzardi 
tendenciiT xasiaTdeba. msoflio warmoebis ori 
mesamedi momsaxurebis warmoebaze modis (1). aSS-
is “The Bureau of Labor Statistics” - is angariSis Tan-
axmad, ekonomikisaTvis momsaxurebis seqtori, 
samuSao adgilebis Seqmnis kuTxiT, kvlav rCeba 
dominantur poziciaze. am monacemebis mixed-
viT, 2018 wlisTvis mosalodnelia momsaxurebis 
sferoSi samuSao adgilebis 96%-iT zrda. 

produqtisa da momsaxurebis mwarmoebeli 
kompaniebi bazrisaTvis marketinguli SeTavaze-
bebis gakeTebisas iyeneben sxvadasxva midgomebs, 
rasac ganapirobebs produqtisa da momsaxure-
bis gansxvavebuli Tvisebebi. es ki, Tavis mxriv, 
individualurs xdis momsaxurebis marketings. 

momsaxurebis sferoSi marketinguli kvlev-
ebis Catareba jer kidev 70-ian wlebSi daiwyo. 
am kvlevebma maSinve aCvenes, rom momsaxure-
bis ekonomikuri faseuloba aWarbebs sxva neb-
ismieri qmedebis faseulobas (6). momsaxurebis 
sferos mniSvnelobas mas Semdeg kidev ufro 
gaizarda, rac produqtis warmoebaSi arsebulma 
kompaniebma daiwyes sakuTari Tavis momsaxure-
bis sferos nawilad warmodgena.

sakvanZo sityvebi: momsaxurebis marketing, 
marketingi, momsaxureba, momsaxurebis maxasi-
aTeblebi, momsaxurebis Tvisebebi, momsaxurebis 
marketinguli miqsi. 
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Summary

Service industry is characterized by increasing 
tendency. Two third of world production is service (1). 
According to “The Bureau of Labor Statistics” (USA) 
service sector still remains on the dominant position by the 
point of employment. By these data it is forecasted to grow 
employment rate of employment in 2018. 

While making proposals to the market, manufacturers 
and service providers are using different methods of 
approach.  This is caused from different nature of service 
from product. All these are reflected in service marketing.

Conduction of marketing researches has been started in 
early 1970s. These researches have shown that economic 
value of service exceeds any other activity’s value (6). 
Importance of service sector has grown especially after 

manufacturers’ vision of being part of service sector.  

Keywords: Services marketing, marketing, service, 
service criteria, service properties, service marketing mix. 

* * * * * 

msoflios ganviTrebuli qveynebis ekonomika 
momsaxurebazea dafuZnebuli. mag. aSS - is 
ekonomika “momsaxurebis ekonomikad” gadaiqca. 
jer kidev gasuli saukunis bolos, qveynis 
mSp-Si momsaxureba sam meoTxeds Seadgenda (2). 
2013 wlis monacemebis mixedviT, gaerTianebuli 
samefos mSp-Si momsaxurebis seqtors 78% ukavia, 
xolo dasaqmebul TanamSromelTa daaxloebiT 
70%-s pirdapiri Sexeba aqvT momxmareblebTan 
(3). 

momsaxurebis sferos aseTma zrda-
ganviTarebam saWiro da aucilebeli gaxada 
kompaniebis mier warmoebuli produqtisa da 
momsaxurebis gamijvna, gansxvavebuli xasiaTis 
aRmoCena-Seswavla da Sesabamisad, gansxvavebuli, 
efeqturi da momsaxurebaze orientirebuli 
koncefciebis SemuSaveba. 

1979 wels geri kniselim Caatara erT-erTi 
pirveli kvleva, romlis mizani iyo produqtis 
marketingsa da momsaxurebis marketings Soris 
gansxvavebis arsebobis dadgena. amisaTvis igi 
praqtikos marketerebs usvamda Semdeg SekiTxvas: 
“gansxvavdeba momsaxurebis marketingi produqtis 
marketingisgan?”. Catarebulma interviuebma 
naTlad aCvena, rom produqtis mwarmoebeli da 
momsaxurebis mwarmoebeli kompaniebis winaSe 
mdgari amocanebi da sirTuleebi gansxvavdeboda 
erTmaneTisgan. momsaxurebis marketingis 
ZiriTadi ganmasxvavebeli niSnebi, gamokiTxvis 
mixedviT, momxmareblebTan pirispir Sexeba da 
sawarmoo procesebSi CarTulobis maRali done 
iyo (2 gv. 10). 

igive mosazrebas asabuTebs gronru Tavis 
naSromSi (4 gv. 8) da ambobs, rom momsaxurebis 
marketingi gulisxmobs marketerebsa da im 
menejerebs Soris mWidro TanamSromlobas, 
romelnic pasuxismgebelni arian operaciebisa 
da adamianuri resursebis marTvaze. aq ukve 
kargad Cans momsaxurebisTvis damaxasiaTebeli 
niSnebi - procesebis gamarTuloba da saTanado 
unar-Cvevebis mqone momsaxure personalis 
mniSvneloba.

momsaxurebis, rogorc produqtis aRweris 
da gansazRvrebis SemuSavebis mcdelobebi jer 
kidev ori saukunis win daiwiyo. sityva momsax-
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ureba, Tavdapirvelad asocirdeboda monebis 
mier Sesrulebul samuSaosTan. droTa ganma-
vlobaSi am sityvam sxva datvirTva miiRo da 
leqsikonebSi Semdegi ganmarteba gaCnda. mag,: 
“momsaxurebis, daxmarebis an sargeblis miRe-
bis qmedeba”. jon ratmelma momsaxureba Semde-
gnairad ganmarta: “saqme, qmedeba, Sesruleba an 
Zalisxmeva” (5). garda am ganmarebebisa arsebobs 
sxva mravali. 

klasikuri ganmartebis Tanaxmad, momsax-
ureba aris ekonomikuri qmedebebebi, romlebic 
moicaven myidvelsa da gamyidvels Soris faseu-
lobebis gacvlas da es qmedebebi xorcieldeba 
bazarze. dRes mravali organizacia momsaxure-
bas aRiqvams, rogorc momxmareblisaTvis “gad-
awyvetilebis” SeTavazebas (5), rac momsaxurebis 
mimarT Tanamedrove da marTebuli xedvaa.

kristofer lovelokma da evert gumesonma 
gamoTqves gansxvavebuli azri da damokidebuleba 
momsaxurebis mimarT (5). isini amtkiceben, rom 
momsaxurebas aqvs qiraobis/daqiravebis forma. 
momsaxurebis momxmareblebi sargebels iReben 
fizikuri obieqtis sargeblobis uflebis 
qiraobiT, momsaxure personalis daqiravebiT, 
maTi codna-gamocdilebis gaziarebiT an 
obieqtze wvdomiT. momsaxurebis faseuloba 
iqmneba maSin, roca momxmareblebi iReben 
sasurvel gamocdilebas da gadawyvetilebas. am 
SemTxvevaSi, sityva qiraoba gamoiyeneba zogadi 
mniSvnelobiT, rogorc gadaxdis saSualeba 
garkveuli droiT raimes flobisTvis. 
momxmarebels ar SeuZlia sakuTrebaSi hyavdes 
adamianebi, magram SesaZlebelia maTi Sromisa 
da codnis “daqiraveba”. mag. eqimis an iuristis 
konsultacia. raime sagnis an obieqtze wvdomis 
droebiTi gamoyenebisTvis Tanxis gadaxda 
momxmareblebs saSualebas aZlevs isargeblon 
iseTi sagnebiT an/da obieqtebiT, romelTa 
SeZenis da Senaxva-dasawyobebis uflebas ver 
miscemen Tavs. mag. sastumros momsaxureba. 
avtorebi aseve gansazRvraven momsaxurebis xuT 
kategorias:

•	 naqiravebi saqonliT momsaxureba; 
•	 farTi da adgili;
•	 Sroma da codna-gamocdileba;
•	 fizikur garemoze wvdoma;
•	 sistemebTan da qselebTan wvdoma da 

gamoyeneba.
me-18 saukunis bolos da 19-saukunis 

dasawyisSi moRvawe klasikosi ekonomistebi 
fokusirebas akeTebdnen simdidris Seqmnasa 
da mis flobaze (5). adam smiti, 1776 wels 
gamoqveynebul wignSi, “erebis simdidre”, 
warmoebis Sedegebs ganasxvavebda erTmaneTisgan, 
rogorc “produqtiul” da “araproduqtiul” 
Sromas. produqtiuls uwodebda saqonels, 
romelTa Senaxva da gacvla SesaZlebelia fulze 

an sxva produqtze, xolo araproduqtiuls 
yvelafer imas, rac warmoebisTanave qreba da 
ar qmnis aranair simdidres (5). am ganmartebebze 
dayrdnobiT, frangma ekonomistma jan-baptist 
seim momsaxurebis warmoebis da moxmarebis 
ganuyofloba aRwera terminiT “usxeulo, 
aramaterialuri produqtebi” (5).

kompaniebis mier warmoebul produqciaSi, 
momsaxurebis komponenti SeiZleba sxvadasx-
va doniT iyos warmodgenili. am kriteriumis 
mixedviT gamoiyofa xuTi kategoria:

1.	 wmnida xelSesaxebi produqtebi;
2.	 xelSesaxebi produqtebi momsaxure-

basTan erTad;
3.	 hibridi;
4.	 momsaxureba produqtTan erTad;
5.	 wminda momsaxureba.
momxmareblebis mier produqtis/

momsaxurebis Sefaseba SeZenamde SeiZleba moxdes 
produqtis maxasiaTeblebis, gamocdilebis 
an produqtis/momsaxurebis mimarT ndobis/
rwmenis mixedviT. produqtis maxasiaTeblebis 
mixedviT Sefasebisas momxmareblebi ganixilaven 
im atributebs, romelTa Sefaseba momxmarebels 
SeuZlia produqtis/momsaxurebis yidvamde 
(mag. feri, stili, fasi, suni, gemo da sxv.). 
gamocdilebis mixedviT Sefasebis atributebis 
gamoyeneba xdeba produqtis yidvis Semdeg an 
misi gamoyenebis procesSi (mag. sastumroSi 
gatarebuli ardadegebi, restornis sakvebi 
da sxv.). mesame kategoria, produqtebis/
momsaxurebebis Sefaseba im kriteriumebiT, 
romlebic dafuZnebulia ndobasa da rwmenaze, 
aris momsaxurebebi, romelTa Sefaseba 
SeuZlebelia araTu yidvamde, aramed yidvis 
Semdegac ki. magaliTad, samedicino momsaxureba. 

momsaxurebis da produqtis marketingis 
gansxvavebis erT-erTi ZiriTadi faqtori 
aris produqtisa da momsaxurebisTvis 
damaxasiaTebeli Tvisebebi. es maxasiaTeblebi 
ganapirobeben produqtisa da momsaxurebis 
mwarmoebeli kompaniebis gansxvavebul 
midgomebs, rodesac axdenen bazrisTvis 
SeTavazebebis gakeTebas (2). filip kotlerisa 
da keleris mixedviT, momsaxureba produqtisgan 
gansxvavdeba oTxi niSniT, romlebic gavlenas 
axdenen marketinguli programebis dizainze (7). 
es niSnebia:

1.	 araxelSesaxeboba, aramaterialuroba 
- fizikuri produqtisgan gansxvavebiT, 
momsaxurebis danaxva, gemos SegrZneba, Sexeba, 
mosmena an ynosva SeuZlebelia. vinaidan 
momxmareblebs ar SeuZliaT momsaxurebis 
xarisxis Sefaseba SeZenamde, STabeWdilebis 
Seqmna xdeba iqidan Tu sad, vis mier, ra 
saSualebebiT, fasiT da sakomunikacio masaliT 
xdeba momsaxurebis gaweva;
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2.	 heterogenuroba - iqidan gamomdinare, 
rom momsaxurebis xarisxs gansazRravs is, Tu 
vin, rodis da visTvis xdeba momsaxurebis gaw-
eva, momsaxureba aris Zalian cvalebadi xasi-
aTis. zogierTi organizacia amis gamo momxmare-
blebs sTavazobs e.w. momsaxurebis garantiasac 
ki, rac amcirebs momxmareblebis aRqmis risks. 
momsaxurebis aRniSnuli Tvisebidan gamomdin-
are da momsaxurebis xarisxis kontrolisaTvis 
kompaniebi axorcieleban Semdegs – isini inve-
stirebas axdenen TanamSromelTa daqiravebasa 
da swavleba-ganviTarebaSi, momsaxurebis pro-
cesis standartizebasa da momxmarebelTa kmayo-
filebis monitoringSi; 

3.	 warmoebisa da moxmarebis erTdrouloba 
- maSin, roca fizikuri produqtebi jer iwar-
moeba, xdeba maTi dasawyobeba, distribucia da 
Semdeg SeZena-moxmareba momxmarebelTa mier, 
momsaxurebis warmoebis dros, misi miwodeba da 
moxmareba emTxveva erTmaneTs, anu momxmarebeli 
momsaxurebas iRebs warmoebiTanave; 

4.	 malfuWebadoba - iqidan gamomdinare, 
rom momsaxurebis Senaxva-dasawyobeba SeuZlebe-
lia, bazarze konkretuli momsaxurebis mimarT 
cvalebadi moTxovnis miwodebiT dakmayofileba 
rTuli xdeba. kompaniebi aseT SemTxvevaSi iyene-
ben sxvadasxva strategiebs, rogorc moTxovnis, 
aseve miwodebis regulirebisaTvis. 

arsebobs gansxvavebuli azri zemoT aRniS-
nul maxasiaTeblebTan dakavSirebiT. kerZod, 
kristofer loveloki asabuTebs, rom arsebobs 
mravali tipis momsaxureba, romelTa warmoeba 
da moxmareba SeiZleba erTmaneTisgan “gavyoT”. 
mag. avtomobilis recxviTi momsaxureba - mrecx-
avi jer recxavs avtomobils (xorcieldeba 
momsaxurebis procesi) da Semdeg vmgzavrobT 
sufTa avtomobiliT (vflobT sufTa avtomo-
bils). aseve, igi ambobs, rom yvelanairi momsax-
ureba ar aris “malfuWebadi”. mag. kvleviTi kom-
paniis momsaxureba - kvleviTi kompania atarebs 
kvlevas da Semdgom, damkveT organizacias weri-
lobiTi dokumentis saxiT abarebs kvlevis Se-
degebs, romlebsac kompania inaxavs da iyenebs 
saWiroebisamebr sasurveli drois ganmavlobaSi 
(5). 

zemoT aRwerili gansxvavebuli midgomebis 
miuxedavad, momsaxurebis Tvisebebi ganapirobe-
ben momsaxurebis marketingul miqsis (4P’s1) 
bunebrivad gafarToebas da kidev oTxi “P” 
komponentis damatebas (adamianebi, procesebi, 
garemo, efeqtianoba/xarisxi). anu, momsaxurebis 
marketinguli miqsi Sedgeba 8P’s2-gan. ganvix-

1 inglisurad: Product - produqti, Price - fasi, 
Plece - adgili, Promotion – stimulireba.

2 inglisurad: People - adamianebi, Processes - 
procesebi, Phisical evidence - garemo, Performance 

iloT TiToeuli maTgani. 1. adamianebi - miuxe-
davad teqnologiuri ganviTrebisa, kvlav rCeba 
momsaxurebis mravali sfero, sadac momsaxure 
personali pirdapir kavSirSia momxmareblebTan. 
is, Tu rogor moaxdens personali momxmare-
blebamde momsaxurebis mitanas, mniSvnelovnad 
ganapirobebs, Tu rogor moxdeba mimRebis mier 
momsaxurebis aRqma. 2. procesi - is, Tu rogor 
axdens kompania momsaxurebis mitanas momxmare-
blamde, anu procesi, imdenad mniSvnelovania, 
ramdenadac is, Tu ra momsaxureba miewodeba 
bazars. momsaxurebis warmoebas da miwodebas 
sWirdeba efeqtiani procesis dizaini da imple-
mentacia. 3. garemo - vinaidan, momxmareblebi 
momsaxurebis Sefasebas SeZenamde ver axerxde-
ben, didi mniSvneloba aqvs im garemos, Tu sad 
xdeba momsaxurebis SeTavazeba, yidva-gayidva. 
momxmareblebze did gavlenas axdens servis kom-
paniis eqsterieri, interieri, personalis viz-
ualuri mxare, manqana-danadgarebi da sxva fizi-
kuri maxasiaTeblebi. 4. efeqtianoba/xarisxi 
- efeqtianobis gazrda xarjebis Semcirebis 
gzaa. Tumca, menejmenti am SemTxvevaSi frTx-
ilad unda iyos, vinaidan, am qmedebam SesaZloa 
gamoiwvios momsaxurebis xarisxis vardna, rac 
sabolood aisaxeba momxmarebelTa da momsaxure 
personalis ukmayofilebze. xarisxis gazrda, 
romelic momxmarebelTa TvalTaxedvidan unda 
gamomdinareobdes, mniSvnelovania momsaxurebis 
diferencirebisa da momxmarebelTa kmayofileb-
is gazrdisaTvis. Tumca, aq gasaTvaliswinebelia 
SesaTavazebeli momsaxurebis damatebiTi xar-
jebisa da Semosavlebis Tanafardoba. Tu momx-
mareblebi ar arian mzad/ar surT gadaixadon 
damatebiTi Tanxebi momsaxurebis gazrdil do-
neSi an damatebiT momsaxurebaSi, maSin kompania 
waagebas. amrigad, momsaxurebis gafarToebuli 
marketinguli miqsi uzrunvelyofs kompaniebis 
mier momsaxurebis maxasiaTeblebis gaanalize-
bas, efeqturi SeTavazebebis gakeTebas da swori 
strategiis gansazRvras. 

aRsaniSnavia, rom dRes momsaxureba integ-
rirebulia saqonlis mwarmoebeli sawarmoebis 
SeTavazebebSi da is aRar ganixileba mxolod 
momsaxurebis mwarmoebeli kompaniebis mier war-
moebul produqtad. magaliTad, eleqtorsay-
ofacxovrebo teqnikis maRaziebi, garda teqni-
kisa momxmareblebs sTavazoben sxvadasxva da-
matebiT momsaxurebebs - garantias, produqtis 
sasurvel adgilze mitanas, damontaJebas, gayid-
vis Semdgom momsaxurebas, manqanis mwarmoebeli 
kompaniebi magaliTad, dazRvevas da SekeTebis 
momsaxurebas (8).

da bolos, momsaxurebis ekonimikisa da war-
moebul produqciaSi damatebiTi faseulobis 
momtani momsaxurebis elementebis damateba 
- efeqtianoba/xarisxi.
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xSirad zRvars Slis momsaxurebasa da warmoe-
bas Soris. rogorc kargad cnobili marketingis 
eqsperti Teodor leviti ambobda: “momsaxure-
bis industria, rogorc aseTi, ar arsebos. arse-
bobs industriebi, sadac momsaxurebis elemen-
tebi aris meti an naklebi sxvebTan SedarebiT. 
yvela aris momsaxurebaSi”. 
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