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sabanko momsaxurebis gayidvebis efeqturi sistema rogorc marketingis 

ganuyofeli elementi
akaki gvaruciZe,

stu-s profesori

giorgi caava, 
stu-s profesori

reziume 

statiaSi „sabanko momsaxurebis gayidvebis 
efeqturi sistema marketingis ganuyofeli el-
ementi“ aRniSnulia, rom sabanko produqteb-
is gayidvebis efeqturi sistema marketingis 
ganuyofeli elementia.  rogorc gamocdileba 
gviCvenebs, mudmiv klientebze gayidvebis 5%-iT 
zrda mogebas 25%-dan 125%-mde zrdis.

gamaxvilebulia yuradReba imaze, rom saSu-
alod bankebis umetesoba yovel 5 weliwadSi 
sakutari klientebis 50%-s kargaven maTTan 
araefeqturi urTierTobebis gamo. danaxarjeb-
is mixedviT axali klientebis mozidva, rogorc 
wesi, 8-jer ufro Zvirad jdeba, vidre moqmed 
klientebTan regularuli muSaoba.

naSromSi moyvanilia xarjebisa da Semosav-
lebis calkeuli muxlebis WrilSi gayidvebi-
sa da rentabelobis analizisi oTxi ZiriTadi 
formula.

sakvanZo sityvebi: efeqtianoba, sfeqturi 
bazari, saoperacio saqmianoba.

Summary

Effective banking services sales system like an inte-
gral element of marketing

1.	 efficient banking products sales system An inte-
gral element of marketing. It is obvious that the customer 
confidence in the bank by the number of products pur-
chased in the bank. As opy shows sales growth for regular 
customers 5% increases profits by 25 to 124%.

2.	 Attention is drawn to the fact that on average, 
most banks lost 50% of their customers every 5 years be-
cause no promises more effective interaction with them. 
Cost to acquire a new customer costs, usually at 8 times 
more expensive than the regular work with existing clients.

3.	 The basic formula chetire cost analysis and prof-
itability of sales in the context of individual items of ex-
penditure and income.

Keywords: Effectiveness, efficient market, operating 
activity.

Sesavali

gayidvebis Sida meqanizmis arsis gagebisaT-
vis, upirveles yovlisa, bankis im qvedanayofeb-
is adgilis gansazRvraa saWiro, romlebic Tavi-
anT klientebze sabanko produqtebis realiza-
ciasTan arian dakavSirebulebi. 

garkveuli mosazrebiT SeiZleba iTqvas imis 
Sesaxeb, rom praqtikulad TiToeuli qvedan-
ayofi gayidvebis gadidebaze unda muSaobdes, 
rac bankis efeqtianad funqcionirebis ZiriTad 
pirobas warmoadgens.

gayidvebis organizacia SeiZleba sakliento 
bazis produqtis, regionisa da struqturis 
safuZvelze iqnas ganxorcielebuli. ufro 
xSirad bankebSi gayidvebTan mimarTebaSi mene-
jerebis specializaciis ori forma gvxvdeba: 
produqtiuli principis mixedviT da sakliento 
segmentebis mixedviT. TiToeuli produqtiuli 
jgufisaTvis menejerebis calke jgufis Seqm-
nas SeiZleba adgili im SemTxvevaSic hqondes, 
Tu erTi da igive klienti bankis momsaxurebis 
mTliani nakrebis SeZenaSia dainteresebuli.

	 bankSi produqtebis didi asortimentis 
arsebobis pirobebSi erTi menejeri TiToeuli 
produqtis detalebSi Znelad Tu iqneba  gaT-
viTcnobierebuli amitom, optimaluri sqemi-
saken cdebis gziT wasvliTa da klientebis 
garkveuli jgufisaTvis produqtebis sakuTari 
nakrebis SerCeviT,   menejerebis gonivruli spe-
cializireba aris saWiro,  

amasTan SesaZlo konfuzebis Tavidan acile-
baa saWiro, rodesac sxvadasxva menejerebi erTi 
da igive klientTan mimarTebaSi erTi bankis sax-
eliT sxvadasxva produqtebs Tavazoben. 

sakliento niSanTvisebis mixedviT speciali-
zacia myidvelebis moTxovnebis ukeTesad gageb-
isa da Zvel klienturasTan muSaobisas ukeTesi 
midgomis SesaZleblobas iZleva.

gayidvebis specializacia regionaluri ni-
SanTvisebis mixedviT safilialo qselis gama-
farToebeli bankebisaTvisaa  damaxasiaTebeli. 
am SemTxvevaSi calke filiali faqtiurad saTao 
bankSi SemuSavebuli sabanko produqtebis gay-
idvis regionalur punqtad gardaiqmneba.

regionaluri gayidvebis efeqtianad fun-
qcionirebis safuZvelSi Cadebuli unda iqnas 
Semdegi principebi:
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1.	 produqtis gulmodgine momzadeba re-
gionalur bazarze gasasvlelad. aRniSnuli 
gamoixateba savaWro winadadebis momzadebaSi 
da im argumentebis moZiebaSi, romlebic maqsi-
malurad maRali fasis dasabuTebas iZleva, rom-
elzec daTanxmdeba klienti.

2.	  erTiani informaciuli garemos Seqmna, 
bankis yvela qvedanayofebisaTvis, damoukide-
blad imisa, Tu sad aris klientis momsaxure 
gayidvebis ofisi ganTavsebuli.

3.	 front-ofisis yvela qvedanayofis 
monacemTa erTiani sainformacio bazisadmi SeR-
wevis uzrunvelyofa.

4.	 gayidvebis calkeul punqtebSi gayidve-
bze kontrolis qmediTi instrumentebis arse-
boba.

5.	 filialebSi gayidvebis Sedegebze damok-
idebulebaSi bankis gasaRebiTi strategiis ko-
reqtirebis ganxorcieleba.

6.	 klientebTan ofisis qvedanayofebis ur-
TierTqmedebis procesis regularuli dakvir-
veba.

upirveles yovlisa, unda aRiniSnos, rom 
filialis specifika mdgomareobs imaSi, rom 
igi ar SeiZleba izolirebulad iqnas ganxilu-
li. igi saTao bankis front-ofisis Semadgenel 
nawils warmoadgens da ekonomikuri miznebis 
miRwevisaTvis filialis xelmZRvaneli Ziri-
Tad yuradRebas amaxvilebs gayidvis obieqtze, 
anu konkretul segmentze, romelsac mocemuli 
sagani miekuTvneba. ramdenadac filialis fun-
qcionirebis miznebi gayidvebis moculobidan 
gamomdinareoben, filialis front-ofisis Ti-
Toeuli menejeri produqtebis im gamis reali-
zebas cdilobs, romelic mas dasaxuli mizneb-
is miRwevis SesaZleblobas aZlevs. filialis 
xelmZRvanels da TiToeul menejers bazarze 
izolirebulad moqmedeba ar SeuZliaT Semde-
gi mizezebis gamo (1, gv. 35-49): produqtiuli 
rigi saTao struqturis mier da bankis strate-
giis Sesabamisad muSavdeba da pirvel gayidvebs, 
rogorc wesi, saTao filialis menejerebi ax-
orcieleben; uSualod filiali saerTo fil-
ialuri qselis rgols warmoadgens, romelic 
klients gayidvis nebismier punqtSi momsaxure-
bis miRebis garantiis mimcemia.

amrigad, filialma meti yuradReba unda 
gaamaxvilos ara imaze, Tu ra gayidos, ara-
med rogor gayidos. filialisaTvis klientis 
momsaxurebaSi gadamwyvet moments warmoadgens: 
segmentis, momsaxurebis xarisxis swori arCebani 
da momsaxurebis Tavisdrouli pozicionire-
ba. klientebis Sesaxeb informaciebis yvelaze 
ufro sruli moculoba unda koncentrirde-
bodes filialebSi.

klientis Sesaxeb informaciidan maqsimalu-
rad sruli Semosavali rom iqnas miRebuli, 

upirveles yovlisa, klientebis ufro siRrmi-
seulad segmentirebisaTvis, magaliTad, maTi 
molodinebis mimarTebaSi an operaciis rentabe-
lobis donis mixedviT maTi momsaxurebis mima-
rTebaSi,  filialebSi klientis Sesaxeb monacem-
Ta bazis mudmivad Sevseba da struqturirebaa 
saWiro. bolo periodSi zogierTi banki klien-
tebs maT mier gamoyenebadi sabanko momsaxure-
bis fasebis donis mixedviT  anawilebs (ganakveT-
ebisa da tarifebis done angariSebze saxsrebis 
moculobidan damokidebulebaSi meryeobs).

amrigad, gayidvebis mTliani mimdinare pro-
cesis optimizaciaSi ZiriTadi datvirTva bankis 
regionalur struqturebze modis. amasTan er-
Tad saWiroa aRiniSnos gayidvebis teritori-
aluri organizaciis ZiriTadi naklovanebebi:

1.	 gayidvebis punqtebis araTanabari ga-
nawileba, rac sxvadasxva regionebis mixedviT 
gayidvebis moculobebis dagegmvas arTulebs.

2.	 gayidvebis daubalansebloba, rodesac 
menejerebi mocemul teritoriaze mxolod cno-
bili da aprobirebuli produqtebis gayidvas 
aniWeben upirateobas.

3.	 gayidvebis calkeuli punqtebis mixedviT 
TiToeuli produqtis konkurentuli pozicieb-
is gaZnelebuli aRricxva.

4.	 naklebad aprobirebuli produqtebis 
gayidvebis gazrda, rodesac centraluri ofi-
si, winaswar marketingis Catarebis gareSe, axali 
momsaxurebebis danergvas axvevs Tavs.

gayidvebis Sida organizacia SeiZleba 
strategiuli da taqtikuri (strategiuli da 
taqtikuri gayidvebis konturis) saxiT iqnas 
ganxiluli.

gayidvebis strategia filialis doneze war-
moadgens - bankSi dagegmvis ierarqiuli sistemisa 
da bankis marketinguli strategiis Semadgenel 
nawils. umniSvnelovanesi strategiuli amocana 
gayidvebis organozaciaSi - gayidvebSi monawile 
TiToeul menejeramde bankis xelmZrvanelobis 
mier arCeuli miznebis mitanaa. Tu aRniSnuli ar 
ganxorcieldeba, maSin TanamSromlebi SeiZleba 
moZvelebuli principebis, Sexedulebebisa da 
produqtebis gamtareblebad iqcnen. xSirad gay-
idvebis ganmxorcielebeli samsaxurebis gegme-
bisa da ufro maRali donis gegmebis koordina-
cias arasakmarisi yuradReba eTmoba.

	 gayidvebis strategiis ZiriTad elemen-
tebs, romelTa funqcionireba mTlianobaSi 
bankis strategiiT ganisazRvreba, miekuTvnebian:

1.	 bazrisa da konkurentuli garemos Se-
faseba.

2.	 produqtiuli prioritetebis dasaxva.
3.	 miznobrivi samomxmareblo jgufebis 

gansazRvra.
4.	 menejerebis gamocdilebis formireba 

gayidvebTan mimarTebaSi.
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5.	 gayidvebis dagegmva da biujetireba.
6.	 gayidvebis mxardWera.
7.	 gayidvebis efeqtianobis kontroli, Se-

faseba da maTi stimulireba.
bazris da konkurentuli garemos Sefaseba 

- aris elementi, romelic gayidvebis organiza-
cias marketingTan akavSirebs.

produqtiuli prioritetebis dasaxva, anu 
bankis produqtiuli rigis ganviTarebis perspeq-
tivebis gansazRvra exeba rogorc mTlianoba-
Si saTao bankis, aseve gayidvebis punqtebSi 
calkeul menejerebsac. aRniSnuli saqmianobis 
Sedegad wydeba sakiTxi - romeli produqtebiT 
gadis menejeri klientTan.

miznobrivi samomxmareblo jgufebis gansaz-
Rvra. marketinguli samsaxurebis mier gadawy-
vetadi da gayidvebis samsaxurebis warmatebis 
ganmsazRvreli ZiriTadi sakiTxia - ra saxis 
produqtebi iqneba moTxovnili myidvelebis 
mier. warmateba aq yvelaze ufro mimzidveli 
sakliento segmentebis momxmareblebis dak-
mayofilebis mimzidvelobazea damokidebuli.
saWiroa TiToeuli miznobrivi segmentisaT-
vis produqtis samomxmareblo mimzidvelobis 
uzrunvelyofa, rac miiRweva: TviT produq-
tis mimzidvelobis (magaliTad, SMS-bankis 
meSveobiT nebismier adgilas angariSze naSTis 
Sesaxeb monacemebis momentaluri miReba); moce-
muli produqtis gamoyenebasTan dakavSirebu-
li mimzidvelobis (magaliTad, savaWro qselSi 
plastikuri baraTebis gamoyenebis avtomaturi 
uzrunvelyofa bankis konsultaciebis meS-
veobiT xorcieldeba) da konkurentuli mizne-
biT ganpirobebuli produqtis mimzidvelobis 
(klientis iseTi momsaxurebis arsebobis sur-
vilSi gamoixateba, romelsac konkurentebSi 
analogi ar gaaCnia) xarjze.

strategiis pirveli da meore elementi 
mTlianobaSi produqtiuli rigis formirebis 
politikaSi Sedegebis ganxorcielebis moti-
vaciisa da daJinebulobis kvlevebis xarisxzea 
damokidebuli.

gayidvebis strategiis umniSvnelovanes el-
ements menejerebamde gayidvebis gegmis maCven-
eblebis dayvana warmoadgens. gayidvebis Ti-
Toeuli punqtisaTvis gayidvebis moculoba 
bazris mosalodneli tevadobidan gamomdinare 
ganisazRvreba. calke menejerisaTvis gayidvebis 
gegmebi SeiZleba savaWro kvotebis saxiT iqnas 
gansazRvruli. gayidvebis calkeuli punqtebis 
mixedviT biujetebi gayidvebis maCveneblebis 
safuZvelze ganisazRvreba. biujetebis dagegmva 
SeiZleba pasuxismgeblobis centrebis mixedviT 
iqnas dayofili, romlebSic gadamwyvet rols 
gayidvebTan dakavSirebuli menejerebi asrule-
ben.

gayidvebis mxardaWera. aRniSnuli elementi 

saWiro sareklamo masalebisa da instruqciu-
li informaciebis warmodgenasTan aris dakav-
Sirebuli. bankSi gayidvebis gansakuTrebuloba 
imaSi mdgomareobs, rom warmateba dafuZnebu-
lia ara imdenad produqtis xarisxze, ramde-
nadac TviT bankisadmi ndobaze. aRniSnulTan 
dakavSirebiT bankisaTvis gansakuTrebuli mniS-
vneloba komunikaciur funqcias aqvs, romelic 
gayidvebTan mimarTebaSi menejeris bankis xelmZ-
RvanelobasTan urTierTqmedebebSi vlindeba. 
menejeris uflebamosilebebSi aucileblad 
unda Sediodes klientebis poziciisa da mosaz-
rebis Sesaxeb xelmZRvanelobisaTvis Setyobine-
ba da am ukanasknelebisaTvis bankis politikis 
Sesaxeb informireba.

personaluri menejerebis gayidvebis efeq-
tianobis kontrolis, Sefasebisa da Sromis 
anazRaurebis stimulirebis sakiTxebi bankis 
personalis samomavalo motivaciisaTvis gadam-
wyvet rols asrulebs, ramdenadac menejerebis 
aqtiurobazea damokidebuli iqneba Tu ara re-
alizebuli bankis sxva qvedanayofebSi Seqmnil 
produqtebSi Cadebuli realuri SesaZleblobe-
bi.

gayidvebis taqtikuri konturi moicavs 
calkeuli menejeris saqmianobis mimdinare 
dagegmvas, momlaparakebeli personalis organi-
zacias, dokumentaciis danergvas, angariSgebas 
da a.S.

TviT gayidvebTan dakavSirebuli mimdinare 
sakiTxebis nawili SeiZleba saTao bankSi iqnas 
gadawyvetili. magram gayidvebSi taqtika udide-
si xarisxiT gayidvebis regionalur segmenteb-
Si, anu bankis front-ofisul qvedanayofebSi 
vlindeba,romlebic klientebTan pirdapir kon-
taqtirebaze arian mowodebulebi. aRniSnuli 
gansakuTrebiT exeba msxvil bankebs, romelTac 
klientebis didi raodenoba gaaCniaT. bankis 
front-ofisi TavisTavad im qvedanayofebis 
aRniSvnisaTvis pirobiTad gamoyofadi bankis 
organizaciuli sistemis nawils warmoadgens, 
romlebic klientebTan bankis urTierTqmede-
bebs uzrunvelyofen. swored bankis front-
ofisis, ganyofilebebisa da filialebis CaTv-
liT organizaciis doneze,gayidvebis moculoba 
da xarisxi pirdapir aris damokidebuli.

aseve mizanSewonilia kidev erT mniSvnelo-
van elementze - klienturis gayidvisSemdgom 
momsaxurebaze gavamaxviloT yuradReba, romel-
ic front-ofisis menejerebis mier xorcielde-
ba. klientTan oficialuri urTierTobebis dam-
yarebis Semdeg bankis filials personaluri me-
nejmentis funqcia ekisreba. igi imaSi gamoixate-
ba, rom klientebi mxolod filialis konkretul 
menejers mimarTaven, ramdenadac isini endobian 
mas da ician, rom igi maT yovelTvis amomwurav 
da kompetentur pasuxs miscems. aRniSnuli fun-
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qciis srulyofilad ganxorcielebam SeiZleba 
arsebiTi Sedegebi moitanos, Tu  TiToeul mu-
Sakze klientebis sakuTari „portfeli“ iqneba 
ganawilebuli; igi mas Seafasebs da produqtebis 
Semdgomi gayidvis miznebs gansazRvravs. aseTi 
ganawilebis gakeTeba advili ar aris, ramdena-
dac personalis individualuri Tavisebure-
bebis gaTvaliswinebaa saWiro. saubaria iseTi 
midgomis Sesaxeb, romelmac SeiZleba maRali Se-
degi mogvces, im pirobebisas, rom personali Se-
sabamisi saxiT iqneba motivirebuli da SeuZlia 
mkafiod gansazRvruli avtonomiuroba gamoi-
yenos.

gayidvebis formebisa da saxeobebis mraval-
ferovneba sam faqtorzea damokidebuli: vin av-
lens iniciativas gayidvebis procesSi, sad xor-
cieldeba teritorialurad gayidvebi, da rogo-
ria produqtebis naerTi.

teritorialur mibmaze damokidebuleba-
Si gayidvebis ZirTadi formebia - gayidvebis 
stacionaluri forma da distanciuri forma. 
klientebTan sabanko garigebebis umetesoba 
stacionalur formaSi mimdinareobs, rodesac 
klientis momsaxureba uSualod bankis ofisSi 
xorcieldeba. sabanko momsaxurebis stacion-
aluri formebi SeiZleba pasiur gayidvebTan iq-
nas mikuTvnebuli, rodesac iniciativa klienti-
dan gamomdinareobs. stacionaluri momsax-
urebis procesSi yvelaze tradiciuli sabanko 
produqtebis gayidva xorcieldeba.

sabanko momsaxurebaSi sul ufro da ufro 
meti adgili gayidvebis distanciur formebs, 
anu klientebis Sori manZilidan momsaxurebas 
uuWiravs. isini SeiZleba atarebdnen rogorc 
aqtiur xasiaTs, rodesac iniciativa bankidan 
gamomdinareobs, da am SemTxvevaSi Cven pirda-
piri gayidvebis meTodebis Sesaxeb vlapara-
kobT, aseve pasiur xasiaTsac, romelic klien-
tis tradiciuli momsaxurebis saxiT, an komu-
nikaciis eleqtronuli saSualebebis meSveobiT 
vlindeba.

sabanko biznesis organizaciis strategiidan 
damokidebulebaSi gayidvebi SeiZleba klasi-
ficirebuli iqnas rogorc masiuri xasiaTis  
gayidvebi (sabanko rieteili) da individualuri 
gayidvebi. bolo forma ufro metad Vip - klien-
tebis momsaxurebas miekuTvneba da zogierT 
wyaroebSi ariniSneba rogorc „finansuri bu-
tikis“ tipis mixedviT gayidvebis organizacia.

ra saerTo da ganmasaxvavebeli niSan-Tvisebe-
bi gaaCniaT gayidvebis aRniSnul formebs?

masiuri gayidvebi „finansuri supermarketis“ 
sqemis mixedviT iTvaliswinebs sakuTari samomx-
mareblo upiratesobebis mixedviT msgavsi didi 
raodenobis klientebis momsaxurebas da erT-
tipiuri sabanko operaciebis ganxorcielebas.

sacalo gayidvebi, rogorc wesi, stacion-

alurad xorcieldeba da farTo filialuri 
qselis Seqmnas moiTxovs. aRniSnulTan dakav-
SirebiT sacalo biznesis ZiriTadi riskia - am 
biznesis qveS Seqmnadi im simZlavreebis (sabanko 
infrastruqturis: filialebis, warmomadgen-
lobebis, ekvairingis, miwerili salaroebis, 
procesingis, POS-terminaluri teqnikis da a.S.) 
sabanko operaciebis saWiro moculobebiT ar 
Sevseba. Tu arniSnuli mainc xdeba, maSin Sei-
Zleba bankis marketinguli samsaxurebis susti 
muSaobis Sesaxeb laparaki, romlebmac bazris 
segmentebi arasakmarisad gamoikvlies da saca-
lo biznesisaTvis moTxovnis saWiro moculobiT 
stimulireba ver SeZles. magaliTad, sabaraTe 
biznesis ganviTarebisaTvis emisiis wliurma 
moculobam ara naklebi 1 mln baraTi unda Sead-
ginos da amasTan maTi meSveobiT ara naklebi 100 
aT. transaqciebi unda iqnas  TveSi ganxorciel-
ebuli. eqspres-kreditebis mixedviT rentabe-
lobis minimaluri zRvari 200 aT. momxmarebe-
lis doneze, xolo SMS-bankingis momsaxurebis 
mixedviT - 100 aT. momxmarebelis doneze imy-
ofeba.

amrigad, sacalo sabanko biznesSi rentabe-
lobis saWiro donis mxardaWerisaTvis sakmarisi 
Semosavlebis miRebis safuZvels klientebis an-
gariSebis mixedviT brunvebi warmoadgenen.

sacalo gayidvebis ZiriTadi problemaa - sa-
sicocxlo ciklis yvela stadiebze xarjebis 
xarisxobrivi marTvis sistemis Seqmna. gayidvebis 
infrastruqturis formirebaze maRali sawyisi 
danaxarjebis gamo „finansuri supermarketisaT-
vis“  gansakuTrebiT aqtualuria miRwevadi da 
iafi produqtebis Seqmna. magram mravali saca-
lo bankebi produqtiuli rigis gafarToebiT 
metad zedmetad arian dakavebulebi, rasac sxva 
problemisaken mivyavarT - Seqmnili produqtebi 
ver pouloben moTxovnas, xolo maTi klientebis 
Tavze moxvevis mcdelobebi bankis imijze cudad 
moqmedebs.

sacalo sabanko biznesSi gayidvebis mixedviT 
menejers msxvil savaWro supermarketSi gamyid-
velis fsiqologia unda CavunergoT. momsaxure-
obebis didi asortimenti urTirTSecvladobisa 
da urTierTdamatebadobis principis sruli 
moculobiT gamoyenebis SesaZleblobas iZleva.

miznobrivi (individualuri) gayidvebi „fi-
nansuri butikebis“ sqemis mixedviT klientebis 
garkveuli jgufebisa da momsaxurebis eqsklu-
ziuri formebis moZiebas iTvaliswinebs. op-
eraciebis umniSvnelo raodenoba da SedarebiT 
mcire sawyisi danaxarjebi moiTxoven, rom gay-
idvebis mixedviT menejerebi individualuri 
produqtebis realizaciidan maRali marJis 
miRebaze iyvnen orientirebulebi. finansur 
butikSi rentabelobis minimaluri zRvari 
resursebis mozidvaze danaxarjebis 15 – 20%-
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is CarCoebSi meryeobs.
gayidvis individualuri formis  ZiriTadi 

riski - klientis dakargvaa. individualuri 
klientebis momsaxurebis xarisxisadmi mibmu-
lobis zrdasTan dakavSirebiT, „Private Banking“ 
strategiis ganmaviTarebeli bankebi momsaxure-
bis standartul naerTs afarToeben, romelic 
TavisTavSi moicavs: personalur menejments,  
momsaxurebas calke SenobaSi, finansur da saga-
dasaxado konsaltings, miRwevadobas foreqsul 
operaciebTan, liTonuli angariSebis gaxsnas, 
ufro sasargeblo ganakveTebi da tarifebi, op-
eraciebi uZrav qonebasTan.

aRniSnuli CamonaTvali SeiZleba Sevsebu-
li iqnas momsaxureobebis im formebis xar-
jze, romelTac TviT klientebi isurveben. so-
cialuri teqnologiebis centris gamokiTxvis 
monacemebis mixedviT Vip-klientebi bankidan 
moelian Semdeg momsaxureobebs (procentebSi 
gamokiTxulTa raodenobidan):

• operaciebi anabrebis mixedviT                86%;
gaxsna angariSsworebis angariSis             

79%;
sakredito baraTebi               75%;
ndobiTi marTva klientebis aqtivebis da 

sainvesticio momsaxureobebi, saproeqto 
dakreditebis CaTvliT                40%;

sagadasaxado dagegmvas                     35%;
finansur konsultirebas               32%;
Tanxebis gadaricxvas ucxoeli partniorebis 

angariSebze  26%;
mimdinare dakrediteba                   23%;
ganaRdeba angariSebis                12%;
sxvebi                          9%.
produqtiuli niSanTvisebis mixedviT Sei-

Zleba gamoiyos gayidvebis Semdegi meTodebi: 
erTjeradi gayidvebi, paketireba, kross-gayid-
vebi, gadajvarebuli gayidvebi.

erTjeradi gayidvebi iTvaliswineben erTi 
dasaxelebis produqtis gayidvas, magaliTad 
angariSsworebis angariSis gaxsna an kredi-
tis miReba. erTjeradma gayidvebma SeiZleba 
ukve gamoyenebuli produqtebis sia Seavson, an 
sacdeli gayidvebisaTvis dagegmvis calke obo-
eqti iyos. 

dRevandeli mdgomareobiT yvelaze 
moTxovnads warmoadgens sabanko produqtebis 
paketireba, romelic SeiZleba saTao bankis don-
eze, aseve gayidvebis konkretul ofisSic farT-
ed iqnas gamoyenebuli. igi iTvaliswinebs faqti-
urad arsebuli produqtebis ganxilvas rogorc 
urTierTdakavSirebuli momsaxureobebis kata-
logis calke poziciebs, da produqtebis naer-
Tis gansazRvrisa da Camoyalibebis SesaZle-
blobas iZleva, romlebic mTlianad daakmayo-
filebda klientebis moTxovnebs, da amiT masTan 
saukeTeso zemoqmedebis garantiac iqneboda.

cxrili 2-Si filialis doneze kerZo pirebi-
saTvis sabanko produqtebis tradiciuli pake-
tirebis magaliTebia moyvanili.

cxrili 2. kerZo pirebisaTvis filialebSi gayidvadi da pa-
ketebSi dajgufebadi sabanko produqtebis naerTi

paketSi SeiZleba CairTos produqtebi, 
romelTac sezonuri xasiaTi gaaCniaT (saga-
dasaxado gadaxdebi, saSvebulebo anabrebi, 
samSeneblo sesxebi). magaliTad, gadasaxadebis 
periodulobiT gadaxdis SemTxvevaSi SeiZleba 
maTi avansirebuli gadaxda iqnas SeTavazebuli. 
zogierTi bankebis praqtikaSi Tavisi gamoyeneba 
moipova procentebis daricxvis moqnil sistemi-
anma sezonuri anabrebis yovelwliurad danerg-
vis gamocxadebam. anabris an misi nawilis vadaze 
adre gamoTxovis SemTxvevaSi procentebi ana-
brebze saxsrebis faqtiurad arsebobis vadaze 
damokidebulebaSi meryeobs.

produqtis xarisxi pirdapir aris dakavSire-
buli momsaxurebis xarisxTan da iTvaliswinebs, 
upirveles yovlisa, klientebis molodinebis 
mibmas da imas, Tu banks risi SeTavazeba Seu-
Zlia. gayidvebis efeqtianobis cnebaSi,  iseTi 
kompleqsuri cneba CairTveba, rogoricaa klien-
turasTan keTilsasurveli urTierToba, da 
aRniSnuli elementi SeiZleba produqtebis pa-
ketirebis teqnologiaSi sruli safuZvlianoiT 
iqnas CarTuli. paketuri gayidvebis koncefcia 
iTvaliswinebs kompetenciis Sesabamis profe-
sionalur dones (bankis produqtiuli rigis 
codnas, SeTavazebadi produqtebis wardgenis 
SesaZleblobas, maT gamoyenebaSi daxmarebas), 
urTierTobebis gamocdilebas (yuradReba, mokr-
Zalebuloba, gaTvaliswinebuloba, TavisTan gan-
wyobis SesaZlebloba). mocemuli koncefcia iT-
valiswinebs xangrZlivi urTierTobis mxardaW-
eris SesaZleblobas (zogierTi klientebisaTvis 
da SeZenadi momsaxurebis saxeobebisaTvis ur-
Tiertobis periodi ufro xangrZlivia, vidre 
sxvebisaTvis), urTierTobis adgilisa da ier-
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arqiuli donis dacvas (Vip-klientebisaTvis 
mmarTvelis monawileoba, ufro komfortuli 
garemoebis wardgena aris saWiro),aucilebeli 
normatiuli moTxovnilebebis gamoyeneba (sa-
gareo saxe, klientebTan urTierToba da a.S.). 

mravali bankis praqtikaSi, romelTac msxvili 
filialebi gaaCniaT, gamoiyeneba iseTi meTodi, 
rogoricaa gayidvebis krossireba. kross-gayid-
va (cross-selling) - klienturisaTvis Tanmx-
lebi produqtebis SeTavazebasTan mimarTebaSi 
saqomianobaa. amasTan erTad SeiZleba aseve im 
produqtebis Secvla iqnas ganxorcielebuli, 
romlebic Tavis dros ukve iyvnen gamoyenebulebi 
da sanacvlod SeiZleba axali produqtebi (gada-
jvarebuli gayidva) iqnas SeTavazebuli. aseT 
strategias kargi mogeba moaqvs da konkuren-
trbis winaSe upiratesobebis miRwevis SesaZle-
blobas iZleva. mocemuli meTodis warmatebi-
saTvis erT-erTi ZiriTadi pirobaa - klientis 
moTxovnilebasTan mimarTebaSi produqtiuli 
rigis logikuri ageba. produqtebi klienti-
saTvis unda iyos saintereso da mimzidvelebi 
da momsaxurebis paketSi CarTulebi, romlebic 
SeiZleba nebismier momentSi gayidvisaTvis iqnas 
SeTavazebuli. Tanmxlebi da urTierTSecvladi 
produqtebis CamonaTvali jer kidev ar mozidu-
li, magram bankisaTvis mniSvnelovani klientebi-
saTvis SeiZleba CarTuli iqnas is produqtebi, 
romelTac moqmedi klientura ar iyenebs, magram 
romlebiTac SeiZleba dainteresdes momavalSi. 
aRniSnuli strategia gayidvebis dagegmvisa da 
bankis resursebis optimalurad gamoyenebis 
SesaZleblobas iZleva. igi aseve momxmareblebis 
molodinebis ukeTesad gagebisa da bazris Se-
fasebis SesaZleblobasac iZleva. krosirebuli 
da gadajaWvuri gayidvebis sxva mniSvnelo-
vani aspeqti mdgomareobs konkurentul upi-
ratesobaSi, romelic maTgan gamomdinareobs. 
klienti grZnobs, rom sabanko produqtebSi misi 
yvelaze mravalferovani moTxovnilebebi Sei-
Zleba mxolod am bankSi iqnas dakmayofilebuli. 
magaliTad, Tu klienti bankisagan sagzao Cekebs 
iZens, masze aseve ucxoeTSi gamgzavrebis dros 
ubeduri SemTxvevisagan dazRvevasTan mimarTe-
baSi momsaxureobebi unda unda iqnas SeTavaze-
buli.

paketuri da gadajaWvuri gayidvebis strate-
gia klientebTan mdgradi da xangrZlivi kavS-
irebis dadgenis SesaZleblobas iZleva. cxadia, 
rom bankisadmi klientis ndoba bankSi SeZenili 
produqtebis ricxovnobiT ganisazrvreba.

gayidvebis zrda SeiZleba bankis sxvadasxva 
mimarTulebebiT ZalisxmevasTan iyos dakavSire-
buli - esaa organizaciuli struqturis sru-
lyofa, kadrebis kvalifikaciis amaRleba, sabaz-
ro koniunqturis gaumjobeseba da a.S.  ufro 
rTulia gayidvebis TviT teqnologiis organi-

zaciis donis zemoqmedebis gamovleba. bankebi, 
romlebic gayidvebis uaxlesi meTodebis gamoy-
enebis upiratesobebSi arian darwmunebulebi, 
Sedegebis imavdroul gaumjobesebas ar unada 
moelodnen. gayidvebis sferoSi reorganiza-
cia bankebidan upirveles yovlida moiTxovs 
garkveul RonisZiebebze Zalisxmevis koncen-
tracias, romelTac swored am bankisaTvis gan-
sakuTrebuli mniSvneloba aqvs. magaliTad, Sei-
Zleba egreT wodebuli strategiuli klienteb-
isaTvis produqtebis paketi iqnas damuSavebuli 
an potencialuri klientebis Sesaxeb informa-
ciebis mogrovebis, damuSavebisa da analizis me-
Todebi iqnas srulyofili. aseve SeiZleba mo-
qmed klientebTan saqmianobis yvela aspeqtebi 
iqnas gaZlierebuli (3).

mniSvnelovania aRiniSnos, rom saSualod 
bankebis umetesoba yovel 5 weliwadSi sakuTari 
klientebis 50% kargavs maTTan araefeqturi 
urTierTqmedebis gamo. danaxarjebis mixedviT 
axali klientis mozidva, rogorc wesi, 8-jer 
ufro Zviri ujdeba, vidre moqmed klientebTan 
regularuli muSaoba.

saerTo saxiT gayidvebis efeqtianoba ganisaz-
Rvreba rogorc klientebis momsaxurebis gaum-
jobesebis xarjze miRebuli sabanko produqtis 
damatebiTi gayidvebis Tanafardoba Sesabamisi 
RonisZiebebis ganxorcielebaze gaweul xar-
jebTan. gayidvebSi investiciebis Semosavliano-
bis sistematiuri analizi mTlianobaSi bankis 
ganviTarebaze resursebis gamoyofisa da ga-
nawilebis optimizirebis SesaZleblobas iZleva. 
amasTan saWiroa mudam gvaxsovdes imis Sesaxeb, 
rom erT-erTi mTavari siZnele mdgomareobs 
bankis yvela struqturebSi cvlilebebis pro-
cesis inicirebaSi, dawyebuli front-ofisuri 
qvedanayofebidan da bankis centraluri 
aparatiT damTavrebuli.

organizaciuli cvlilebebis garda banke-
bma aseve klientebis moTxovnilebebis dakmayo-
filebis xarisxis gamomxatveli maCvenebleb-
is sistema unda danergon. msxvili ucxouri 
bankebi ukve msgavs politikas axorcieleben. 
magaliTad,amerikuli „Citicorp“bankis sa-
banko baraTebis ganyofileba yoveldRiurad 81 
maCveneblis dinamikas akontrolebs, romelTa-
gan TiToeuli klientebis molodinebisa da 
moTxovnilebebis gaTvaliswinebiT SemuSavebuli 
sabanko momsaxurebis standartebs udardeba.

gayidvebis kompleqsuri sistema klientebT-
an urTierTqmedebisaTvis saerTo platformis 
uzrunvelyofas axorcielebs. mis danergvis mi-
zans klientebis loialobis amaRleba da moge-
biani klientebis Sekavebis procentis gadideba 
warmoadgens. rogorc gamocdileba gviCvenebs, 
mudmiv klientebze 5%-iT gayidvebis nazardi  
mogebas 25%-dan - 125%-mde adidebs.
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gayidvebis organizaciis uvelaze Znel da 
mniSvnelovan moments xarisxis Sefaseba, anu 
misi niSanTvisebebis gansazRvra, xarisxisad-
mi moTxovnilebebis konkretizacia da bankis 
xarisxis standartebis formireba warmoadgens. 
amasTan sabanko produqtis xarisxis niSanTvise-
bebi bankis yvela qvedanayofebisaTvis erTiani 
unda iyos. sabanko produqtebis xarisxis niSanT-
visebebi daiyofa Semdeg sam jgufad: obieqte-
bad, anu qvedanayofebad, romlebic produqtebs 
amuSaveben da yidian; produqtebis saxeobebad - 
saanariSsworebo, sasesxo, depozituri, fasiani 
qaRaldebi; klientebis miznebad - saxsrebis gan-
Tavseba (anabrebi moTxovnamde, vadianebi, saSem-
naxveloebi da a.S.).kreditebis miReba samomx-
marebli saWiroebebisaTvis, gadaricxvebi, valu-
tis gacvla, proeqtebis dafinanseba, vaWrobis 
dakrediteba brunvebis qveS.

obieqtebis mixedviT gayidvebze da momsax-
urebis xarisxze kontrols bankis marketingisa 
da gayidvebis samsaxurebi axorcieleben. magram 
mimdinare kontroli front-ofisuri qvedanay-
ofebis xelmZRvanelebze da pirvel rigSi gan-
yofilebebis mmarTvelebze aris dakisrebuli, 
romlebic TavianTi arsiT gayidvebTan mimarTe-
baSi mTavar menejerebs warmoadgenen. efeqtiani 
kontroli izrdeba, Tu gegmiur periodSi gan-
yofilebamde gayidvebisa da mogebis  sakontro-
lo maCveneblebi winaswar iqneba dayvanili. gay-
idvebis gegmebisa da momsaxurebis xarisxis Ses-
rulebis kontroli segmentebSi sabazro situa-
ciebis gaTvaliswinebiT dagegmili parametrebis 
miRwevis Sefasebamde daiyvaneba. bankis zemoqme-
debis zonaSi sabazro aqtiurobis maCveneblebis 
gazomvebs bankis mTavari ofisi axorcielebs, 
romelic gayidvebis gegmebis koreqtirebas ax-
orcielebs. gayidvebis punqtebis saqmianobis 
efeqtianobis analizi produqtebisa da bazris 
calke segmentebis WrilSi xorcieldeba.

sabazro situaciis analizi, bankebi-
konkurentebis SedarebiT, ganyofilebis mier 
sabanko produqtebisa da sakliento segmenteb-
is WrilSi dakavebuli bazris wilis Sefasebamde  
daiyvaneba. 

sabanko produqtis xarisxis universalur ni-
SanTvisebebad iTvlebian: likvidoba, saimedoba 
(riskebidan daculobis xarisxi), rentabeloba.

klientebis momsaxurebis xarisxis auditi 
TavisTavSi moicavs:

regularulad Sida reviziebis Catarebas;
xarisxis kontrolze xarjebis gansazvras 

(xarisxis Semowmebaze xarjebs da xarisxis mixed-
viT moTxovnilebebis Sesrulebis Sefasebas);

danaxarjebis gaangariSebas, romlebic Sec-
domebTan da xarisxTan mimarTebaSi moTxovnile-
bebis SeusruleblobasTan aris dakavSirebuli;

xarjebis kontroli xarisxis dagegmvasa da 

marTvasTan mimarTebaSi.
gayidvebis xarisxis auditis CarCoebSi mene-

jerebis saqmianobis Semowmebis ramdenime xerxi 
arsebobs:

21.	 klientebis gamokiTxva - mis mTavar mi-
zans kontaqtebis sixSiris Sesaxeb informaciis 
miReba warmoadgens.

22.	 TanamSromlebis gamokiTxva gamoiyeneba 
kvalifikaciis SemowmebisaTvis (es SeiZleba iyos 
interviu Secdomebis, muSaobaSi siZneleebis da 
a.S. warmoqmnis sixSiresTan mimarTebaSi).

23.	 testebi gamoiyeneba molaparakebebi-
sadmi momzadebis xarisxisa da  maTi Sedegebis 
SedegebisaTvis formiT: a) klientTan realur 
urTierTobebze dakvirveba; b) dokumentaciis 
gaZrola.

24.	 pretenziebis analizi, romlebic sig-
nals warmoadgens da igi ganxiluli unda iqnas 
rogorc dafaruli da realuri dabrkoleba 
klientsa da banks Soris ndobiT urTierTo-
bebTan mimarTebaSi.

auditis mizans warmoadgens gamovlena imisa, 
Tu xarisxis marTvis sistema ramdenad efeq-
turad finqcionirebs da rogoria misi susti 
adgilebi.

saofise qvedanayofebis mixedviT, xarjebisa 
da Semosavlebis calkeuli muxlebis WrilSi gay-
idvebis danaxarjebisa da rentabelobis analizi  
xorcieldeba Semdegi formulebis gamoyenebiT: 
danaxarjebi sareklamo kompaniaze da gayidvebis 
stimulirebaze /gayidvebis moculoba; danaxar-
jebi gayidvebis ganmxorcielebeli personalis 
Senaxvaze / gayidvebis moculoba; jamuri mogeba 
gayidvebidan bankis ofisSi /erToblivi danax-
arjebi produqtebis damuSavebaze da gayidvaze; 
mogeba garigebebian klientTan /danaxarjebi 
klientis momsaxurebaze.
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daskvna

yovelive zemoT aRniSnulis gaTvaliswinebiT 
SeiZleba Semdegi saxis mokle daskvnebi iqnas 
Camoyalibebuli:

1.	 obieqtebis mixedviT gayidvebze da 
momsaxurebis xarisxze kontrols bankis market-
ingisa da gayidvebis samsaxurebi axorcieleben. 

2.	 gamaxvilebulia yuradReba imaze, rom 
saSualod bankebis umetesoba TiToeul 5 wel-
iwadSi sakuTari klientebis 50% kargaven maT-
Tan araefeqturad urTierTqmedebis gamo. da-
naxarjebis mixedviT axali klientis mozidva, 
rogorc wesi, 8 jer ufro Zviri jdeba, vidre 
moqmed klientebTan regularuli muSaoba.

3.	 saerTo saxis gayidvebis efeqtianoba 
ganisazRvreba rogorc klientebis momsaxure-
bis gaumjobesebis xarjze miRebuli sabanko 
produqtis damatebiTi gayidvebis Tanafardo-
ba Sesabamisi ronisZiebebis ganxorcielebaze 
gaweul xarjebTan.
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