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momxmrebelTan urTierTobis standartebi da personalis qouCingi, 

rogorc marketinguli kampaniebis efeqtianobis ZiriTadi komponenti

Tornike guruli, 
stu-s doqtoranti

reziume

marketinguli kampaniebis efeqtianoba mkve-
Tradaa damokidebuli sacalo qselebSi momx-
marebelTan komunikaciaze. kompaniebi sxva-
dasxva aqtivobebs axorcieleben imisaTvis, rom 
calkeuli gzavnilebi zustad iqnas mitanili 
momxmareblamde. aRniSnuli proceduris si-
zustisaTvis mniSvnelovania momxmarebelTan 
urTierTobis standartebi. statiaSi mimoxil-
ulia cakleuli parametrebi da maTi wonebi, Tu 
ra ganapirobebs momxmarebelTan urTierTobis 
standartebis warmatebiT danergvas organiza-
ciebSi. statiaSi avtori gvTavazobs personalis 
qouCings, rogorc adamianuri resursebis gan-
viTarebis yvelaze efeqturi formas momxmare-
belTan urTierTobis standartebis danergvi-
saTvis. 

sakvanZo sityvebi:  momxmarebelTan komunika-
cia, personalis qouCingi, marketinguli efeq-
tianoba 

Customer Relations Standards and Staff Coaching 
as a Main Component for Marketing 

Campaigns Effectiveness

Summary 

The effectiveness of marketing campaigns is mostly 
depends on customer communication in retail. Companies 
organize some activities to deliver different messages to 
the customers. For this delivering are very important cus-
tomer communication standards. The article reviews spe-
cial parameters and their weights what influence successful 
implementation of customer relations standards in retail 
chains.  The author in the article offers “Staff Coaching” 
as an effective form of human resources development for 
implementation customer communication standards.  

Keywords: Customer Relation, Staff Coaching, Mar-
keting Campaigns Effectiveness 

sacalo qselebSi momxmrebelTan urTierTo-
bis standartebi da personalis qouCingi, ro-
gorc marketinguli kampaniebis efeqtianobis 
erT-erTi umniSvnelovanesi komponenti umniS-
vnelovanesi Temaa, radganac dRemde saqarT-

veloSi aRniSnuli Tematika aravis ukvlevia. 
rogorc cnobilia, qseluri kompaniebi aseu-
lobiT aTasobiT lars xarjaven marketinguli 
kampaniebis warmoebisaTvis. gaweuli danaxarji 
garkveulwilad uzrunvelyofs momxmarebelTa 
nakadebis zrdas savaWro obieqtebSi. savaWro 
obieqtSi mosul momxarebels personali xvdeba, 
romelTa komunikaciazec mniSvnelovnadaa da-
mokidebuli kampaniebis efeqtianoba. 

marketinguli kampaniebis efeqtianoba bevr 
parametrzea damokidebuli. erT-erTi mTa-
vari faqtori efeqtiani momsaxurebaa. savaW-
ro obieqtebSi adamianebs ramdenime ZiriTadi 
moTxovnilebis dakmayofilebis survili aqvT. 
es SeiZleba iyos calkeuli produqti Tu 
momsaxureba, romelic aucilebelia momxmareb-
lisaTvis da mas es kompania momxmareblisaTvis 
sasargeblo pirobebiT sTavazobs. es SeiZleba 
iyos kompaniis imiji da momxmarebeli mxolod 
imitom dadiodes ama Tu im obieqtSi, rom Seiqm-
nas gansakuTrebulobis gancda. am SemTxvevaSi 
brendi axdendes masze zegavlenas. zogadad, 
adamianis gadawyvetilebebze, Tu sad SeiZinon 
produqti rogorc racionaluri, aseve emoci-
uri parametrebi axdenen zegavlenas. racion-
aluri parametri SeiZleba bevri iyos: fasi, 
adgilmdebareoba, sargebeli, sandro persona-
li. emociuri parametric aseve SeiZleba bevri 
iyos: komfortuli garemo, romelic mitovebs 
gancdas, rom es obieqti Cemze zrunavs, ganwyo-
ba, romelic sufevs savaWro obieqtSi, persona-
lis keTilganwyoba da a.S. 

imisaTvis, rom marketinguli kampaniebi efeq-
tianad iyos mitanili momxmarebelTan, mniS-
vnelovania personalis CarTuloba momxmare-
belTan komunikaciis dros. momxmarebelTan ko-
munikaciis dros kampaniis Sesaxeb informaciis 
miwodebisas aucilebelia ndobis gamowveva. 

efeqtis momcemi momsaxureba swored momx-
mareblis kmayofilebaze awyobili. kmayofileba 
krebiTi parametria, romelic ramdenime kom-
ponents moicavs. kmayofileba moicavs momx-
mareblis survilebis, arCevanis, warmodgenis 
racionalur da emociuri parametrebis erTo-
bliobas. adamianebi udides wilad im adgileb-
Si yiduloben maTTvis saWiro momsaxurebasa 
Tu produqts, romelSic kargad grZoben Tavs. 
efeqtiani momsaxureba swored momxmareblis 
kargad grZnobazea awyobili. e.w. „kargad gr-
Znoba“ saqarTveloSi moRvawe sacalo qselebma 
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daastandartes da calkeul punqtebad gaweres. 
TiTqmis ar arsebobs sacalo mimarTulebiT 
movaWre kompania, romelsac momxmarebelTan ur-
TierTobis standartebi ar hqondes gawerili. 

yovelwliurad kompania IPM atarebs momx-
marebelTa kmayofilebis kvlevas, romlis miza-
nia momxmareblis kmayofilebis maformirebeli 
atributebis wonis gansazRvra samomxmareblo 
kmayofilebis formirebaSi. unda aRiniSnos, rom 
aRniSnuli wonebi wlebis mixedviT cvalebadia. 

cxrilSi mocemulia kvlevis Sedegad miRebu-
li komponentis wona momxmareblis kmayofileb-
is formirebaSi.

komponenti wona

TanamSromlis mobilizebuloba da kompeten-
cia 
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calkeuli organizaciebi intensiurad muSa-
oben momsaxurebis optimizaciaze TavianT or-
ganizaciebSi, iTvaliswineben ra zemoTmocemul 
momsaxurebis kriteriumebs. kompaniebs aqvT 
danergvisa da Semowmebis sxvadasxva meTodebi. 
saqarTveloSi momsaxurebis danergvis Ziri-
Tad instrumentad momsaxurebis standartebis 
mixedviT personalis datreningebas miiCneven. 
Semowmebas ki idumali myidvelis instrumentiT 
axorcieleben. aRniSnuli instrumentebis gamoy-
eneba menejerTa TqmiT mxolod moklevadiania.  
swored amitom, mniSvnelovania axali meTodebis 
Setana personalisaTvis ukeTesi momsaxurebis 
mizniT. personalis ganviTarebis erT-erT me-
Tods qouCingi warmoadgens. 

qouCingi dReisaTvis sxvadasxva konteqst-
Si da sruliad sxvadasxvagvari mniSvnelobiT 
gamoiyeneba. sawyisi mniSvnelobiT qouCi (coach) 
niSnavs etls, ekipaJs. sityvis sawyisi mniS-
vneloba simbolurad kargad gadmogvcems qouC-
ingis arss: etli damxmare saSualebaa erTi ad-
gilidan meoremde gadaadgilebisaTvis da miz-
nis misaRwevad. aSS-Si meoce saukunis 70-iani 
wlebidan qouCingi aRniSnavda personalze da 
ganviTarebaze orientirebuli marTvis stils, 
romlis meSveobiTac TanamSromlebi pirovnu-
lad viTardebian da Sromis unars iumjobeseben. 
80-iani wlebis Sua periodidan, qouCingis cnebam 

xelmZRvanelTa organizaciis gareTa konsul-
tirebis mniSvneloba SeiZina. Tavidan qouCingi 
ukavSirdeboda mxolod umaRlesi donis xelmZ-
Rvanelebis konsultirebas. dResdReobiT ki 
bevr kompaniaSi qouCingi personalis ganviTare-
bis RonisZiebebis Semadgeneli organuli nawil-
ia. Tu qouCingi Tavidan calkeuli xelmZRvanel-
ebis socialuri kompetenciebis ganviTrebas ex-
eboda, bolo aTwleulSi misi gamoyenebis sfero 
mniSvnelovnad gafarTovda - struqturuli da 
strategiuli cvlilebebis farglebSi qouCingi 
dRes bevr kompaniaSi Camoyalibda, rogorc sak-
vanZo pirebisa da xelmZRvanelTa gundis siste-
maturi ganviTarebis gegma. 

mniSvnelovania, rom qouCingiT ufro ad-
vilad xdeba personalisaTvis momxmarebel-
Tan urTierTobis standartebis mitana, vidre 
treningiT. treningis meSveobiT rTulia klasSi 
swavlebisas personalis qcevis Secvla, roca 
qouCingi amis saSualebas iZleva. 

aris ramdenime faqtori Tu ratom SeiZleba 
iyos marketinguli aqtivobebis mitana proble-
maturi momxmareblebisaTvis. maTi aRmofxvra 
treningis saSualebiT gacilebiT ufro rTu-
lia, vidre qouCingiT. esenia: 

•	 personalis sizarmace da arakmarisi 
socialuri kompetenciebi - amis zogad miz-
ezi SeiZleba iyo momsaxure personalis mxri-
dan momxmareblis upativcemuloba: ar Cqarobs, 
uyuradReboa rogorc moTxovnis dazustebis, 
aseve am moTxovnis Sesrulebis procesSi da a.S.

•	 konkretuli qcevis ganxorcielebisaT-
vis saWiro procesis gamarTulobis dabali done 

•	 personalis arasakmarisi kompetencia 
marketinguli aqtivobebi SesaZlebelia 

daviyvanoT saaTis tipis meqanizmze, romelic 
12 ZiriTadi parametrisagan Sedgeba. servisis 
saaTi Semdegnairad gamoiyureba: 

pirvel adgilas kompetencia dgas. Tu momx-
marebelma savaWro obieqtSi Sesabamisi produq-
tis Sesaxeb informacia ver miiRo, maSin rTulia 
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marketinguli aqtivobis efeqtianobis Sesaxeb 
saubari. SeuZlebelia saubari momxmarebelTan 
komunikaciis xarisxze, Tu personalma ar icis 
produqti, romelsac yidis. meore adgilas aris 
momsaxurebis siswrafe. momxmarebels ar mos-
wons, rodesac is bevr dros kargavs rigebSi, 
an aqvs raRac problema, romlis mogvarebasac 
is savaWro obieqtisagan elis. mesame adgilas 
personaluri momsaxurebaa. yvela adamianisaT-
vis mniSvnelovania ori parametri: aRiareba 
da zrunva. personaluri momsaxureba aRiare-
bis erT-erTi gamoxatulebaa. Semdeg parametri 
sandroobaa. iniciativa is parametria, romel-
sac mexuTe adgilasaa servisis saaTze. kargi 
servisis SemCneva maSinac SeiZleba, roca momx-
marebels iniciativiani personali emsaxureba. 
es iniciativa ganapirobebs momxmareblis mar-
ketinguli RonisZiebebis Sesaxeb informirebu-
lobis xarisxs. SeuZlebelia yvela momxmarebeli 
sxvadasxva mediebiT gavxadoT informirebuli. 
amitom mniSvnelovania, TanamSromelTa inicia-
tiva iyos erT-erTi instrumenti calkeuli 
marketinguli aqtivobebis momxmareblisTvis 
misatanad. momxmarebeli detalebs akvirdeba. 
volmartis damfuZnebeli sem valtoni ambobs, 
rom riTeili esaa detalebze orientirebu-
loba. momxmarebelTa udidesi nawili detale-
bzea orientirebuli da amitom mniSvnelovania 
gaTvaliswinebuli iqnas komunikaciis dagegmvis 
dros, Tu ra sixSiriTa da ra formiT iqneba mi-
wodebuli detalebis Sesaxeb informacia momx-
mareblisaTvis. meSvide parametrad patiosnebaa 
miTiTebuli. momxmareblisaTvis mniSvnelovania, 
rom Tu raRac Secdoma iqna savaWro obieqtis 
mxridan daSvebuli, es Secdoma aRiarebuli iq-
nas. mTavari is ki araa, rom Secdoma dauSves, 
mTavaria, Tu rogori komunikacia ganxorciel-
da Secdomis daSvebis Semdeg, raTa es sakiTxi 
gadaWriliyo. mxolod merve parametrad sax-
eldeba Tavazianoba. moTmineba Semdegi parame-
tria, romelic servisis saaTze moxvda. rac ar 
unda problemis winaSe iyos momxarebeli, mniS-
vnelovania, moTminebiT Sexvdes mas personali. 
sacalo vaWrobaSi ar arsebobs araadekvaturi 
SekiTxvebi, arsebobs mxolod araadekvaturi 
pasuxebi. sacalo qselebSi momxmarebelTan ko-
munikaciis dros mniSvnelovania anonimuroba. es 
anonimuroba qmnis momxmareblis komfortis zo-
naSi yofnis aucileblobas. arseboben sferoebi, 
romelSic anonimuroba ufro metad mniSvnelo-
vania. esaa upirveles yovlisa medicina. me-
TerTmete parametri moqnilobaa. Tu momxmare-
bels patara detalis mogvareba unda, romelic 
did biurokratiul Carevas moiTxovs, es mas 
nebismier marketingul aqtivobis efeqtianobas 
daaviwyebs. xSiria SemTxvevebi, roca zedmeti 
biurokratiis gamo calkeul sacalo qselebs 

aramouqneli menejmenti hyavs da rac SemdgomSi 
misi gayidvebis klebas da bazris wilis Semcire-
bas iwvevs. bolo parametri daxmarebis survil-
ia.  esaa momxmareblis molodinebis gadaWarbeba. 
yovelTvis, roca momxarebels naklebi molodi-
ni aqvs da misi molodini gadaWarbebuli iqneba,  
miscems saSualebas mas, ufro meti pozitiuri 
moyves organizaciaze da gaizardos mijaWvulo-
bis xarisxi, rac momdevno marketinguli aqtivo-
bis warmatebis garantiaa. 

daskvna 
statiaSi ganxiluli Temebidan gamomdinare 

SeiZleba gavakeToT Semdeg daskvnebi:
1.	 marketinguli aqtivobis efeqturobis 

gansasazRvrad, umniSvnelovanesia momxmarebel-
Tan komunikaciis standartebSi Casmuli iqnas 
marketinguli aqtivobis komunikacia momxmare-
belTan. 

2.	 momxmarebelTan komunikaciis standarte-
bi agebuli iqnas sxvadasxva parametrebis wone-
bze dayrdnobiT, romlebic sazogadoebis ganvi-
Tarebis doneze aris mibmuli. 

3.	 momxmarebelTan urTierTobis 
standartebis danergvis dros gaTvaliswinebul 
iqnas servisis saaTis parametrebi. 

4.	 SesaZlebelia, momxmarebeli mxolod imi-
tom ar mivides savaWro obieqtze, rom brendis 
racionalurma Tu emociurma dapirebam nakle-
bad imoqmedos masze. aseT SemTxvevaSi marketin-
guli kampaniis efeqtianoba da servisis uzrun-
velyofa erTmaneTTan korelaciaSi ar arian. 

5.	 mniSvnelovania momxmarebelTan urTi-
erTobis standartebis mitana personalamde. 
personalamde mitanis erT-erT efeqtian for-
mad SeiZleba iqnas miCneuli qouCingi. qouCingis 
meSveobiT personali yvelaze ufro mizanmima-
rTulad da efeqturad viTardeba. 
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