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momxmareblebTan urTierTobis 
menejmenti da CRM-programa

mariam kvirikaSvili,
stu magistri

reziume
statiaSi dasmulia kompaniis mier momxmareblebis Senar-

Cunebis sakiTxi da mis uzrunvelsayofad SemoTavazebulia 
CRM–programis danergva. naSromSi miTiTebulia rom saz-
RvargareT gavrcelebuli CRM–programebidan yvelaze 
warmatebulia _ Sales force programa. es is programaa, romlis 
meSveobiT SesaZlebelia yvelaze momgebian momxmareblis 
SerCeva da maTi SenarCuneba.

statiaSi xazgasmulia, rom saqarTvelos kompaniebs 
gacnobierebuli aqvT, rom aucilebelia dRes maT hqon-
deT momxmarebelTa Sesaxeb mudmivad ganaxlebuli baza da 
icodnen, rom unda sistematurad daeyrdnon mas. amis miuxe-
davad, garda demografiuli monacemebisa, momxmareblebis 
Sesaxeb kompaniebs sxva informacia ara aqvT. es ki Zalian co-
taa momxmarebelTa qcevis winaswarmetyvelebisTvis. 

sakvanZo sityvebi: momxmarebelTan urTierToba, momx-
mareblis qceva, saqonlis faseuloba, momxmareblis Senar-
Cuneba.

Sesavali
nebismier kompanias imisTvis, rom konkurenciaSi gaimar-

jvos da saerTodac, iarsebos, mis mier damzadebuli saqon-
lis momxmarebeli sWirdeba. momxmarebels ki am saqonelSi 
garkveuli faseuloba ainteresebs. momxmarebeli aris sab-
oloo arbitri imisa, Tu ramdenad flobs es saqoneli am fa-
seulobas. kompaniam, rom mudmivad SeinarCunos momxmare-
beli, man saqonelSi mudmivad es faseuloba unda iqonios. 
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1. momxmarebelTan urTierTobis menejmenti
Cven vcxrovrobT iseT epoqaSi, roca maRalxarisxovani 

produiqciis (momsaxurebis) warmoeba ki ar aris Zneli, 
aramed, misi momxmareblebis (myidvelebis) povna da kidev 
ufro rTuli _ maTi SenarCunebaa. es is epoqaa, rodesac 
momxmarebels TiTqmis yvelaferi aqvs, yvela aucilebeli 
da pirveladi saWiroebis saqoneli.

am mizeziT qveyanaSi warmoiSveba moxmarebis deficiti da 
kompaniebi sxvadasxva gzebiT da saSualebebiT iwyeben momx-
mareblebis mozidvas, gadmobireb	 as da `mosyidvasac~ ki. 
momxmarebelTa wris gafarToebis erT-erTi warmatebuli 
saSualeba aris momxmareblebTan urTierTobis marTva.

momxmareblebTan urTierTobis marTvas (CRM) marketin-
gis menejmentSi erT-erTi umniSvnelovanesi adgili ukavia. 
igi aris biznes-strategia, romelic orientirebulia sa-
momxmareblo Rirebulebis Seqmnasa da mis maqsimizaciaze. 
es strategia mouwodebs kompanias yvela resursi mimarTos 
momgebiani momxmareblis momsaxurebasa da kmayofilebaze. 
am strategiiT momxmareblebTan urTierToba maTi kmayo-
filebis gazrdis mizniT sakvanZo mniSvnelobis xdeba. am 
strategiis mTavari amocanaa momxmareblis saWiroebebis 
da moTxovnilebis gansazRvra da iseTi produqtis Tu mom-
saxurebis SeTavazeba, romelic mas kmayofilebas moutans. 
aseT dros momxmarebeli kompaniis mimarT ufro loialuri 
xdeba da mzadaa misi produqcia ganmeorebiT Seisyidos da 
sxvebsac gauziaros Tavisi gamocdileba. es gazrdis kompa-
niis brunvas. kompaniebs unda axsovdeT, rom momxmarebeli 
umaRlesi avtoritetia, misi azri, misi survili kanonia da 
misi ar gaTvaliswineba kompanias gakotrebas uqadis [1, gv. 
146].

momxmarebelTa moTxovnebis gasagebad yovel individua-
lur momxmarebelze detaluri informaciis da maTTan kom-
paniis ̀ Sexebis wertilebis~ marTvaa saWiro. am ukanasknelSi 
igulisxmeba nebismieri SemTxveva, roca momxmarebeli Sexe-
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baSi modis kompaniis produqciasTan (momsaxurebasTan), daw-
yebuli piradi SexebiT, damTavrebuli reklamis mosmeniT, 
promoaqciiT da sxva. kompaniis produqciasTan momxmareb-
lis `Sexebis wertilebs~ metad frTxili marTva sWirdeba. 
kompaniis momsaxure personalma unda SeZlos gadaaWarbos 
im molodins, romelic momxmarebels maT mimarT aqvs. amis 
miRweva SeiZleba maRali taqtiT, Tavaziani moqceviT da a. S.

momxmareblebTan urTierTobis menejmenti gulisxmobs 
maT Sesaxeb mudmivad ganaxlebul informacias. misi te-
qnologiebi afiqsirebs individualuri momxmareblis msy-
idvelobiT qcevebs, rac momxmarebelTa kmamyofilebis ama-
Rlebis saSualebas iZleva.

momxmareblebTan urTierTobebis menejmenti im Rireb-
ulebis gamokvleviT iwyeba, romelic sWirdeba momxmareb-
els. vuwodoT mas samomxmareblo Rirebuleba. es aris kom-
paniis mier momxmareblisTvis SeTavazebuli produqciis 
(momsaxurebis) Rirebuleba momxmareblis pozicidan.

dRevandel epoqaSi momxmareblebi ufro ganaTlebule-
bi, informirebulebi da ufro momTxovnebi arian. maT gaaC-
niaT saSualeba garkvion da Seafason kompaniis SeTavaze-
bebi da amoirCion saukeTeso. iTvleba, rom momxmareblebi 
Rirebulebis maqsimizatorebi arian, rac imas niSnavs, rom 
isini cdiloben TavianTi SezRuduli Semosavlis pirobebSi 
miiRon maqsimaluri sargebeli maT mier ganxorcielebuli 
Sesyidvisgan. Sedegad momxmareblebi irCeven im alternati-
vas, romelic yvelaze maRalaRqmul Rirebulebas hpirdeba 
maT [2, gv. 167].

produqciis (momsaxurebis) samomxmareblo Rirebulebis 
maqsimizacia, Tavis mxriv gulisxmobs momxmareblebTan 
urTierTobis kultivizacias. am mizniT mecnierebi r. jer-
si da pepersi oTxi ZiriTadi principis gamoyenebas gvirCev-
en [3, gv. 242]:

1. kompaniam arsebuli da potenciuri momxmareblebidan 
unda SearCios is momxmareblebi, romlebsac kompaniisTvis 
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maRali mogebis motana SeuZliaT da Seagrovos maT Sesaxeb 
detaluri informacia. es samuSao momxmareblebis pro-
filebad dayofad iwodeba.

2. kompaniam unda daajgufos Tavisi momxmareblebi maTi 
saWiroebebis, moTxovnilebebis da kompaniisTvis maTi Ri-
rebulebis mixedviT. man unda Seiswavlos misTvis yvelaze 
momgebiani momxmareblebis qceva da astimulos igi.

3.  individualur momxmarebelTan kompaniam unda moax-
dinos interaqcia, raTa ukeT gaicnos da Seiswavlos maTi 
calkeuli saWiroebebi da daakmayofilos isini.

4. kompaniam unda SesTavazos momxmarebels kastomizire-
buli produqcia, momsaxureba da gzavnilebi, marTos fir-
mis resursebi ise, rom asiamovnos mistvis yvelaze momgebi-
ani momxmarebeli.

maSasadame, produqciis (momsaxurebis) samomxmareblo Ri-
rebulebis kultivaciisTvis aucilebelia, rom kompaniam:
 Seamciros momxmarebelTa dakargvis maCvenebeli;
 gazardos momxmarebelTan urTierTobis xangrZlivoba;
 gazardos individualuri momxmareblis potenciali 

Sesyidvis moculobis TvalsazrisiT;
 dabalmomgebiani momxmarebeli gadaqcios maRalmom

gebian momxmareblad an gawyvitos masTan kavSiri;
 gamorCeuli yuradReba miaqcios maRali Rirebulebis 

mqone momxmarebels.
am CamonaTvalidan yvelaze mniSvnelovania, rom kompan-

iam SeinarCunos yvelaze Rirebuli momxmarebeli misTvis 
meti yuradRebis miqceviT da meore _ naklebad Rirebuli 
momxmarebeli gardaqmnas ufro Rirebulad, anda gawyvitos 
masTan kavSiri.

am samuSaos Casatareblad man upirvelesad unda Seiswav-
los Tavisi momxmareblebi da daadginos romelia maT Soris 
misTvis yvelaze Rirebuli an naklebad Rirebuli, anu man 
momxmareblebze unda Seqmnas monacemTa bazebi. am saqmeSi 
yvelaze warmatebulia Sales Force programa. mas msoflioSi 
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100 000 meti kompania iyenebs. masSi yvelaferi erTad aris 
Tavmoyrili _ klientebi da kontaqtebi, SesaZleblobebi, 
prognozebi, analizi, klientebis menejmenti; misi meSveo-
biT swrafad da efeqturad xdeba biznesis mobilizeba kli-
entis garSemo da am gziT kompaniis Semosavlis gazrda.

es is programaa, romlis saSualebiT SesaZlebelia 
yvelaze momgebiani momxmareblis SerCeva, yvelaze saWiro 
momxmareblis identificireba. es is programaa, romelic 
exmareba kompanias swori Rirebulebis pozicionirebaSi. 
da bolos, es is programaa, romlis teqnologiebis meSveo-
biT kompania agrovebs saWiro saqonlis Sesaxeb monacemebs 
da Semdeg axdens masze fasis morgebas. Cveni winadadebaa, 
rom es programa praqtikulad dainergos saqarTvelos kom-
paniebis saqmianobaSic.

daskvna
momxmareblebTan urTierTobis menejmentze arsebuli 

Teoriuli masalis damuSavebiT mivediT im daskvnamde, rom 
sistematurad aucilebelia momxmarebelTa SenarCuneba. es 
ki moxdeba im SemTxvevaSi Tu isini kmayofili arian kompa-
nis mier gamoSvebuli saqonlis maxasiaTeblebiT. momxmare-
blebis SenarCunebis sakiTxSi kompaniebma unda gamoiyenon 
CRM-programebi. 
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CONSUMER RELATIONS MANAGEMENT 
AND CRM PROGRAM

MARIAM KVIRIKASHVILI, Master

RESUME
In the article - “Consumer Relations Management and CRM Pro-

gram” it is discussed the question to maintain the company consumer 
and implement CRM program to provide this one. In above-mentioned 
work it is considered that the most popular and successful from CRM 
is Sales force program in foreign countries. This program enables to 
choose the most profitable consumer and keep them. 

Moreover, in the article it is emphasized that it is very important for 
Georgian companies to own a revolving base about their consumer and 
know how to rely on it regularly. Besides the demographic database, the 
companies don’t have any information about their consumers. This isn’t 
enough to predict the behavior of their consumer. 

Keywords: Consumer relations, Consumer behavior, Product value, 
Maintain the consumer.
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