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Tanamedrove pirobebSi klientebTan urTierTobis mar-

Tva erT-erTi umniSvnelovanesi sakiTxia organizaciis 

warmatebis misaRwevad. axali teqnologiebis danergvam 

გაამძაფრა konkurencia da klients gauadvila produqciis 

SerCeva. Sesabamisad, gaizarda produqciis Secvlis Sesa-

Zleblobac da erTi momwodeblidan meore momwodebelTan 

gadasvlis saSualebac. Kklienti gaxda umTavresi figura 

organizaciis finansuri mdgradobis SesanarCuneblad. mar-

Talia, xSir SemTxvevaSi momxmarebeli produqtis SeZenisas 

ZiriTad aqcents akeTebs fassa da momsaxureobaze, magram 

misTvis, rogorc pirovnebisTvis, umniSvnelovanesia emoci-

uri (afeqturi) aspeqti. kerZod, klients organizaciisadmi 

dadebiTad ganawyobs is faqti, rom mas usmenen da iTval-

iswineben mis azrs. 

konkurentul garemoSi organizaciis warmatebisTvis 

saWiroa klientebis SenarCunebze zrunva da maTi raodeno-

bis gazrda, rac warmoudgenelia klientTa ndobisa da kmay-

ofilebis mopovebis gareSe.

zogadad, organizaciisTvis ufro momgebiania ukve arse-

buli momxmareblis “erTgul” momxmareblad Camoyalibeba, 

vidre axali klienturis moZieba. Sesabamisad, mniSvnelovani 

yuradReba eTmoba organizaciis marTvisas “klientTa urT-

ierTobis marTvis” process.

es sakiTxi frangul samecniero literaturaSi gansa-

kuTrebuli Seswavlis obieqtia da mas frangi mecnierebi 
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sxvadasxva aspeqtSi ganixilaven. erT- erTi midgomis Tanax-

mad, klientTan urTierTobebi dayofilia procesebad da 

stadiebad.

momxmarebelTan urTierTobis menejmentis cnobili 

Teoriis mixedviT, komunikaciis meSveobiT, “klientTa 

urTierTobis marTva miznad isaxavs klienturasTan kargi 

urTierTobis damyarebas, ndobis mopovebasa da mis Senar-

Cunebas. ”[inglisurad L CRM (Customer Relationship Management,) 
fragulad GRC(gestion de la relation client)] .es procesi moicavs 

urTierTobis Semdeg oTx stadias: 

1. produqtis SeZenis winare periodi: (bazrisa da klient-

Ta moTxovnis Seswavla). am stadiaze klientebis moTxovnis 

Sesaxeb moZiebuli informacia saSualebas iZleva organiza-

ciis menejerebma ganaaxlon produqciis gama da adekvatu-

rad upasuxon klientTa molodins. am etaps uwodeben orga-

nizaciis marketingul avtomatizacias.

2. meore stadiaa gayidvis stadia (gayidvebi), sadac 

xdeba gayidvis saqmianobasTan dakavSirebuli seqtorebis 

mobilizacia da avtomatizacia. am seqtoris warmomad-

genlebTan mudmiv kavSirSi arian organizaciis mmarTve-

lebi da iTvaliswineben maT mosazrebebsa da SeniSvnebs, 

rameTu es is rgolia, romelsac uSualod aqvs kavSiri 

myidvelTan (Sales Force Automation) (L’Enterprise Marketing Au-
tomation (EMA)

3. mesame stadia gulisxmobs klientTa urTierTobis ser-

visis marTvas. klients moswons, roca cnoben da afaseben. 

Mmudmiv klients ar siamovnebs, rodesac mas Tavisi isto-

riis gameoreba sWirdeba. 

4. meoTxe stadia - gayidvebis Semdgomi servisi. am sfe-

ros ZiriTadi movaleobaa gayidvebis Semdgom warmoqmnili 

problemebis regulireba. es iqneba defeqturi saqoneli, 

produqciis Sesaxeb damatebiTi informacia Tu kiTxvebze 

pasuxi. am tipis samsaxuri xorcieldeba ZiriTadad « cxeli 
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xazebis », « qol centrebis » da « meilebis » meSveobiT (Call 
centers, Help Desk ou Hot-Line) .

umTavresi am SemTxvevaSi aris Semdeg kiTxvebze pasuxis 

gacema- ra cvlilebebis ganxorcielebaa saWiro, rom orga-

nizaciam yovelTvis SeZlos klientTan dadebuli pirobe-

bis Sesruleba? rogor uzrunvelvyoT iseTi servisi, sadac 

samive moTamaSe - klienti, organizacia da partniori 

kmayofili iqneba.

Tu gavixsenebT vebsteris sityvebs, marketingi mrvali 

wlis ganmavlobaSi mxolod gayidvebis sferoTi iyo dainte-

resebuli da bolo wlebis ganmavlobaSi iqca sakvanZo Temad 

klientTan urTierTobis sakiTxi.1 am mosazrebas amtkicebs 

mrvali profesionalis da mkvlevaris naSromi, sadac aqcen-

ti gakeTebulia urTierTobis sakiTxebze da mosazrebaTa 

gacvlaze.

zogierTi mecnieris azriT, klientTa urTierTobebი 

ori saxis SeiZleba iyos: pirveladi da meoradi. pirvelad 

urTierTobas ganmartaven, rogorc grZelvadian ineter-

personalur kavSirs, romelic gaTvlilia emociur klinte-

bze da emyareba urTierTvaldebulebis gancdas. meoradi 

urTierToba moisazreba, rogorc zedapiruli kavSiri, ga-

Tvlili moklevadian periodze.2 

klientTan urTierToba SeiZleba iyos sxvadasxva xasia-

Tis da moicavdes ganviTarebis sxvadasxva etaps. magali-

Tad, klientis urTierToba puris gamyidvelTan, sadac yo-

veldRe yidulobs purs ufro uSualoa (pirveladi) vidre 

supermarketis romelime molaresTan, Tundac iqac regu-

larulad yidulobdes produqcias. am konkretul SemTxve-

vaSi, pirvalad urTierTobebSi damokidebuleba famila-

rizebulia.

1   Webster F. E., « The changing role of marketing in the corporation », Jour-
nal of Marketing, 56, octobre 1992, 1-17.

2   Peelen E., Customer relationship management, Prentice Hall, 2005, Har-
low.
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mravali tipologia arsebobs klientis da “gamyidvels” 

Soris urTierTobis. Cven, magaliTad moviyvanT painis kla-

sifikacias. Tu urTierTkavSiri dadebiTi SedegiT damTa-

vrda- potenciuri klienti SeiZleba gaxdes klienti; Tu 

erTjeradi kavSiri gadaiqca grZelvadian urTierTobad- 

klienti gaxdeba erTguli momxmarebeli; Tu urTierTobe-

bi ganmtkicda, ndoba Camoyalibda produqtisa da sawarmos 

gamyidvelis mimarT- erTguli klinti SeiZleba gaxdes “ke-

Tili nebis elCi”, ( cocxali reklama) da bolos partniori.1

frangul samecniero literaturaSi gansakuTrebiT 

gamoyofen fsiqo-socialur faqtors. sakamaTo ar aris is 

garemoeba, rom klientTan urTierTobis procesSi orive 

mxare metad orientirebulia miznis miRwevaze. 

garda pirovnuli Tvisebebisa, momsaxureobis (produ-

qtis) profilzea damokidebuli mwarmoeblis (gamyidevlis) 

uSualoba. magaliTad, advokatTan klientis damokideb-

uleba ufro formaluri xasiaTisaa ,vidre dalaqTan.

zogierTi mecnieris azriT, organizaciasa da klients 

Soris valdebuleba SeiZleba iyos sami saxis: 2 personalu-

ri, moraluri, struqturuli. 

1. personaluri valdebuleba is SemTxvevaa, rodesac 

klienti kmayofilia organizaciis momsaxurebiT da surs 

gaagrZelos masTan urTierToba.

2. moraluri valdebulebis dros pirovneba Sinagan pa-

suximgeblobas grZnobs organizaciis (gamyidvelis) mimarT. 

magaliTad, zogierT momxmarebels urCevnia, saxlTan axlos 

mdebare puris maRaziaSi iyidos produqcia, vidre moSore-

biT, sadac Tundac ukeTesi saxeobis produqti iqneba (es 

magaliTi aRebulia franguli «bulaნJeriebis» momxmაre-

blebis realobidan).

1  Payne A. (ed.), Advances in relationship marketing, 1995, Londres.
2  Johnson M. P., « Commitment to personal relations », Advances in Per-

sonal Relationships, 3, 1991, 117-143.
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3. stuqturuli valdebuleba is movlenaa, romelsac 

arsebuli situaciis gamo gverds ver avuvliT. magaliTad, 

romeliRaca klinikam ukve iyida sawyisi inventari konkre-

tuli organizaciidan. teqnikuri Seferxebisas is iZulebu-

lia, isev am organizacias mimarTos da kvlav iqidan SeiZinos 

produqcia dazianebuli inventaris gasamაrTavad.

ndobas, rogorc ganmsazRvrel faqtors klientTan ur-

TierTobaSi

didi interesiT ikvleven marketologebi. ndoba is fe-

nomenia, romlis mopovebasac sWirdeba wlebi da dakargvas 

wamebi. adamianebs urCevniaT mihyvebodnen iseT pirovne-

bebs, visac endobian, Tundac ar eTanxmebian, vidre maT, 

visac eTanxmebian, magram ar endobian. ndoba dakavSire-

bulia iseT RirebulebebTan, rogoric aris wesiereba, pa-

suximgebloba da movaleoba.1

klientTan urTierTobaSi ndobas ganapirobebs da-

pirebulis Sesruleba, gadauWarbebelad realobis 

asaxva da simamace, aRiaro arasasiamovno realoba. ndo-

bis warmoSoba aseve ukavSirdeba kompetenturobasa da ur-

TierTkavSirs. Kkompetentur da komunikabelur warmomad-

genlebTan klientebi komfortulad da daculad grZnoben 

Tavs. gamoyofen ndobis sam dones:2 pirveli - organizacia 

asrulebs movaleobas sawyis doneze (kontraqtis iuridiu-

li mxare daculia); ndobis meore safexurze wina planze 

iwevs organizaciis warmomadgenlis Sinagani Tvisebebi. (mas 

gaaCnia unari daexmaros klients); ndobis mesame safexurze 

wina planzea wamoweuli RirebulebaTa sistema da aris mWi-

dro kavSiris damyarebis mcdeloba.

1  Gurviez P. et Korchia M., « Proposition d’une échelle de mesure multi-
dimensionnelle de la confi ance dans la marque », Recherche et Applications en 
Marketing, 17, 3, 2002, 41-58.

2  Crosby L. A., Evans K. R. et Cowles D., « Relationship quality in services 
selling : An interpersonal infl uence perspective », Journal of Marketing, 54, 1990, 
68-81.
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urTierTobis dinamika gamoxatavs Tu rogor iwyeba da 

rogor viTardeba klientTan urTierToba. am urTierTo-

bis dasawyisSi aqcenti gadatanilia anazRaurebis Sesaba-

mis momsaxureobis  gawevaze. aRniSnul stadiaze TiTqmis 

ar aRiniSneba piradi kavSiri da interesi fokusirebulia 

gayidvebsa da transaqciebze.1 Ggarkveuli periodis gasvlis 

Semdeg, (gansakuTrebiT Tu transaqciebi mimzidvelia or-

ganizaciisaTvis) organizacia cdilobs axal stadiaze ga-

dasvlasa da misi midgoma xdeba konsultaciuri. SesaZloa, 

es stadia gadaizardos urTierTpativiscemis Camoyalibe-

baSi, Tu garkveul periodSi moxerxdeba ndobis da ormxri-

vi movaloebis gancdis Camoyalibeba, maSin es urTierToba 

grZelvadiani aRmoCndeba. urTierTobis dinamika SegviZlia 

ase warmovidginoT: sawyisi etapi, Seswavla, urTierTobis 

ganviTareba, gajereba da vardna(dasasruli).2

meTodologiis TvalsazrisiT, klientTan urTier-

Tobebis marTva moicavs Semdeg safexurebs: identifika-

cia, deferenciacia, klientTan urTierTobis procesi da 

mudmiv klientad Camoyalibeba3

identifikaciis dros xdeba yvela saWiro informaciis 

moZieba, klientTan momgebiani urTierTobis dasawyebad. 

diferenciacis proceSi dgindeba is kriteriumebi, ro-

melis mixedviTac klientTa klasifikacia SeiZleba moxdes.

urTierTobis procesi gansazRvravs urTierTobis me-

qanizmebs.

mudmiv klientad Camoyalibebis procesSi ikveTeba, Tu 

ra saxis personificirebuli damokidebulebis SemuSavebaa 

saWiro konkretul klientTan. 

1  Foa U. G. et Foa E. B., « Resource theory of social exchange », dans Thibaut 
J. W., Spence J. T. et Carson R. C. (eds), Contemporary topics in social psychol-
ogy, General Learning Press, 1976, Morristown.

2  Dwyer R. F., Schurr P. H. et Oh S., Developing Buyer-Seller Relationships, 
Journal of Marketing, 51, avril 1987, 11-27.

3  Lionel Miraton “Introduction a la gestion de la relation client”
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2008-2010 wlis “MARKESS International” is mier Catarebul-

ma kvlevebma, romelic safrangeTis 250 kerZo organizacias 

moicavda da miznad isaxavda, gamoevlina komunikaciis ro-

mel saSualebas aniWebda upiratesobas frangi momxamarebe-

li, cxadyo, rom 2008 wlidan satelefono kavSiri Semcirda 

klientTa momsaxureobis sferoSi da mas Caenacvla eleqr-

tonuli da mobiluriT gamogzavnili werilebi.

safrangeTis erT-erTi wamyvani kompaniis «qseroqs-sa-

frangeTis» yofili prezidentis (Jacques GUERS, Président de 
Xerox France) აზრით klientis kmayofileba da erTgulebis 

mopoveba mxolod urTierTobaze ar aris damokidebuli. 

Ddidi mniSvneloba eniWeba produqciis xarisxs, fassa da 

distribucias. Oorganizacia unda ibrZodes ori miznisken: 

Sida produqtiulobis amaRlebisa da klientis kmayofile-

bis mopovebisaTvis.

amgvarad, sxvadasxva qveynis marketologebi da maT Soris 

frangebi didi mniSvenlobas aniWeben klientTa urTierTo-

bis marTvas, rogorc organizaciis warmatebis erT-erT 

ZiriTad faqtors. specialistebi orientirebulebi arian 

urTierTobis stadiebis gamoyofasa da ndobis meqanizmebis 

SemuSavebaze. klientis survilebis mosmena TviTmizani ar 

unda gaxdes, realurad unda dainergos siaxleebi klien-

turis moTxovnebis Sesabamisad. klientTa urTierTobis 

samsaxuri unda iyos iseTi moqnili struqtura, rom orga-

nizaciam SeZlos arsebul konkurentul garemoSi sakuTari 

niSis mopoveba da warmatebis miRweva.
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Resume

The paper discusses the stages of management of the customer relation-
ship and its Influencing factors. There is analyzed the psychosocial impact 
and factors, the dynamics of the customers relationship in French marketing. 
In the article, there are also presented of international surveys on “customer 
requirements and expectations”. 


