dM3bIVAISdTRI3016 I&01N03601M3NOL
3J369X3J3680 R CRM-36M363030

35053 330603533000,
Ly dognbG Mo

30339

L0330 aLAmOos JMI3sbanl FogM 3mabIsmgdmgdal dgbat-
Rbgdal Lo gombo s dob MBEYb3gmboymes dgdmmsagsbgdmmos
CRM-36mamMsdol obgdags. b6sdmmddo domnmgdemoas Gmd bab-
M39Ma3Mgm  go3M(39cgdyemn  CRM-3Mmamadgdnsb  yggmody
BoM3s@gdmmons — Sales force 3Mmamads. gb ob 3Bmamadss, Hmdmoals
39939mdom dgbadmgdgmos yggmodg dmdagdoshb dmdbdscgdmals
dghggs o domon dgbomhabgds.

LEOGNsdn  bodgobdgmos, MHm3  bLogsMmggmmb  3M33sbogdl
35(36mdogMagdamo odzm, M3 om0mgdgmos ©mglb oo 3gmb-
g 3madbdsmgdgmms dgbobgd dnmdngom asbsbmgdmman dobs s
0(3mbgb, H™I b LobEBGI>GYMOL S9YMEBME dsb. 530l Joybg-
05350, 35Ms ©7IMaMgoyeo dmbs(3gdgdobs, dmabdamgdmagdal
dgbobgd 3m3356098L bbgs nbgmEmBs(300 568 ogzm. gb 30 domosb (3m-
oo ImIbIatgdgmms g(3930L Babobbamdg@ysgmagdabomgab.

Ly3356dm Lo@yggdo: IMIbIsMYdgmMSb HMMgMcmMds, Imdb-
306980l 43939, bogmbemal GBobgmmmds, dmabdamgdemnls dgbom-
Rbgde.

33LO30N

6930b30geM 3M335605L 03nbdgal, GM3 3Mb3NE9b(305d0 gondst-
®3mb 5 LygMmEs(3, 006bYdML, 3ol ogM edbagdymn bajmb-
ol 3m3dbdomgdgmo bgnfMogds. dmabdamgdgmb 30 o3 Logmbgmdn
35633900 Bobgmmds 50b@gMabgdlb. ImabdsMgdgmoa >0l Lod-
e 330G M0 0dobs, 04) Medgba BrmML gl Logmbgmo 53 go-
Lggemdsl. 3m33sb0sd, MmI dnwdngswm dgobs@hnbml Imdbdsmy-
dgm0, 356 bogmbgemdo 3mdngam gb RBobgMmmds ¢bos ngmbomb.
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1.3M3630AIB3ITRMO6 IA01NIM0NM3NL 3I6IX3I6EN

F396 3(36MmM3MMbdo abgom g3mdsda, Mm(zs domambamobbmgsabo
3Mm@m0d00L (8m3baba@mgdolb) Bomdmgds 30 o6 oMol dbgmo,
565390, dobo 3m3bIsMgdmgdols (3yoggmadal) 3mgbs s 30a3
@AM Gorgeo — Jomo dgbsthmbgdss. gb ol gdmgss, Hmogba(s
3m3dbdoMgogmb m0mddnlb yzgmomgho ogsb, yzgmes omzomgdgmo
5 300390 bagnmmgdol bsjmbgema.

53 dobgbom d399obado Bomdmndggds dmbdamgdal gxnnzn@o s
3m33560gd0 Lbgemabbgs abgdom s badnsmgdgdom nbyqdgb dmab-
3oMgdmgdol Imbogsl, aodmdofgd oL ©s ,dmbyoazsbsi™ 3o.
dm3bdommgdgmms BMol goxmsMmmgdal gfm-ghmo baMds@gdemo
Ladamgds 560l dmIbIsmMgdmadmab NMmngGomdal dotmgs.

3dm3db3oMgomgdmab YMmngmomdals dotmmgsl (CRM) dot 3g8)nb-
a0l 3969%396@3do gHo-gMma 13bndgbgmmazsbgbo sanmo w3s300.
0go oMol d0DdbgLb-bLEGMeGgans, BmM3gmn MMNgbGoMgdmmos bo-
3m3bomgdmm mofmgdmmadal dgqdbsbs s 3ol dogdbodobsznady.
9L LB a0 FMMBmEgL 3MI3sbasls yggmes Mgby@bo dndatrcmb
dmdggdnsbn dm3bIsmgdmal 3mababyMgdabs s 3dsgmazarmgdady.
33 LGMOBgannm dMBbIdMEMgdNSL YYMHMNgMcMbs docmn Jdoym-
gomgdol gobmEol dobboor Lo 3go6dm 360dzbgemmdal brogds. o3
LEMSGYa00L dmogatn dm(30bss FmM3bIatgdmals LagnMmgdgdols
5 3mmbmzbomgdal gobbadmaMs s nbgomn 3Gmen @b oy dma-
LabyEgdal Jgomegedgds, MmBgmocs 3ol 3dsymeznmagdsls dmy@sbl.
sbgo @MmL dmdbdsMmgdgmo 3md3sbnols Jodstm YRG® mmosmMo
bgds o 3bsss dobo 3Mm@es0s 3o63gmEmagdom dgabyomlb s
bbggobas gonbasmmMb magabn gsdmzamads. gb godMoal 3mads-
Bool d6b3oL. 3m330605dL b sblmgmgm, HmI dmabdatgdgmo
13smgbo 93@&™MM0Gg@0s, dnbo b0, dobo LyMgamao 3obmbas s
dabo o6 gomgamabbobgds 3m33sb0sl gozm@Mgdsol mdowal [1, a3.
146].

dm3dbdoMgogmoms Ammbmgbgdals asbogqgdo ymggm nbngnys-
@ 3m3bdaMgdgemdg @@ oMo 0bgmMds300L s Jsmmsb 3ma-
35600l ,,dgbgd0b BgMGommgdab® Bommgas bagom. 53 4 3965L 36gemadn
0gmmobbdgds bgdnbdogmn dgdmbgggs, Mm(zs dmabdsmgdgmn dgbg-
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3530 3menb 3m335600b 3BMEMJ(305L006 (FmM3LabnEMgdsLmSb), sb-
49dmmo 3oMaeo dgbgdom, @sdmsegmgdmn Mg3madol 3mbdgbom,
3MmM3mMag (3000 s Lbgs. 3m335600L 3MHMEMJ(300Lm6 dmMBbIsmgd-
ol ,dgbgdal BgMEnmgdl” g8 o BMmbama dstmgs bgnfmgds.
3m335600b 3m3LabyFmg 39ALmbam3ds Mbos dgdmmb gs@ssgsmdmls
03 dmenmenbl, Gm3dgmog dmabdsmgdgml dom dndotor oggb. odob
d0mbgzs dgodmads domamn God@&nm, mazsbosbo dmd(3g30m s . d.

dmadbdoMgdmgdmsb Mmngmommdol dgbg%dgb&o anmabbdmdl
3o dgbobgd Fmodngsm gobsbmgdam abgm@dsznslb. dobo &g-
Jbmmmangdo s5304LoMgdL nbngoeysmyMo dmabdsmgdmol dby-
0039mmd00o (393900, M3 Im3bIoMgdgmas 335dymenmgdols 5ds-
g0l badmaemgdsl ndmggs.

3dm3dbdoMgomgdmab YMmngmomdgdal dgbgxrdgb@o 0d mofgd-
Mol 353m 333000 06ygds, MHmdgmoas bdnMwmgds dmdbdsmgd-
9mb. gmbmemo 3ol bLadmabIsFmgdemm mnfmgdmmgds. gb sGob 3m3-
35600b 3ogm 3m3bdatgdmobmgal dgomegsdgdama dMmen ol
(3m3LabyMgdals) nmgdeemgds 3mabdastgdmoal 3mbo(znwab.

39609 g3mgsadn dmdbdatgdmgdo BM™ aobsoemgdyemg-
30, 0bgzmM3omMgdnmgdo 8 YBmm IMInbmzbadn s60sb. Jom gosh-
Bosm Lodmamgds g 330mb s dgogalbmb 3m3d3sbonl dgomegabyg-
3930 s 83momBomb Lo zgmgbm. ncgmgds, HmI Imdb3smgdmgdo
006989 gdol dogdbodode@mMgda 36056, Moy 08sb 6ndbagl, Mma
0bobo (30mmdgb msgnsbmon dgbemoymo dgdmbsgmal 3ofmdgddo
3000mb dodbodasennn batagdgemn dom dogM asbbmm(zngmgdamo
dgbyngnbasb. dgmgasm dmabdamgdmagdo nhg3zqb 03 oem@gMbado-
30, ®mM3gmo(s Yzgmadg domamomddnm mofMgdamgdsl 330Mogds
3o [2, a3. 167].

36m)d(300L (3m3LabyMgdal) Ladmdbdsmgdmm mofMgdymgdals
30g4Ln8odo(30s, magalb dbGog  ammabbdmdl Imb3smgdmgdmab
DOD0gMMdab JmB030do(300L. 53 Jobboom (36096 gda M. K9 -
bo @s 3939Mbo mmbo dofoman 36nb(3030L godmygbgdslb gznmbgs-
a6 [3, ag. 242]:

1. 3m3356053 5Mbgdgemo s 3mBqbzomn dmab3smgdmagdnwab
1b@s dgomhomb ol Im3b3smgdmgdo, Hm3mgdbag 3m33sbonbogal
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doan 3mggdol Im@sbs dgmdmosm s dgogmmgmb dso dgbabgd
G NE0 0bgm@mdszns. gb Ladmdom ImMIbIsMgdemgdals M-
ROgdo0 EoYMRBa© 0bmegds.

2. 3m38356003 b osxaNBRML Md30b0 3mM3bIsFMgdmgdn domo
Logntmgdgdol, dmmbmgzbamgdgdol s 3m33sboobogal domo mo-
90mmagdab dabgogom. 356 ¢bos dgabbagmmlb dabomgal yggmedy
dm3da gd0sbn 3m3b3smMgdmgdol J3939 o sbB0dmmb ngo.

3. 0bmngosmy® 3mdbdsmgdgmomsb 3m33s60s3 ¢bos dmab-
©0bmb 0b@gMad(309, Moms 390 300(36mb ©s d50LBsgemmb dsmo
(353900 bagoMmmgdgdo s @ss3dsgmenmmb obobo.

4. 3m3356053 96> dgbmogabdml Imdbdstgdgml 3obE™Bndamg-
o 3MmEd300, dmababn@gds s absgbomgda, dotmmlb G-
dab Mgby@Lgdo abg, H™3 sbosdmzbmlb 3ol 3oL yzgmsedy dmdagdo-
sbo dmadbdomgdgemo.

3535bos8g, 3MmEJ300b (BmLabyEgdal) Ladmdbastgdmm o=
90mmgdol 39mEngo(30060300 5309090, HMI 3M335b0s3:

> 3903(306mb dmdb3omgdgmms s 3omazal dohzgbgdgmo;

> adbatmb dmdbdamgdgmmsb mimogmommdal babamdmagmds;

> adbatomb nbngooesmmo dmdbdamgdemals 3m@gb(30semn
dgbyogob dmzemdal mgambsdMobom;

> 0555mdmdagdnsbo dmdbdamgdgmo gosd3omb domsemdma-
390006 3m3b3otgdema 36 gobyzo@mb dsbmab 303dn60;

> a59m@hgnmo gufemgds dosd30mb damama moMgdamgdols
dgmbg dmabdsmgdgemb.

59 Rodmbomgamnsb yzgmadg 360d3bgmmgabns, HmI 3m33sb-
053 d90bsMAnbml yggmedy momgdmmn dmdbdsmgdgmo dobomgal
3980 yMomgdol 307393000 s dgmMg — Bogmagdo moMmgdmmo
3m3bIoMgdgmon gomsddbsl BHm mamgdanma, sbws g5byz08mb
30b00b 3ogdatn.

03 Lo domb Robo@omMgdmaw 3sb 3aMzgmgbsm Mbrs dgnbbsg-
mb ma30b0 3m3bIsMgdmgdn o 33 nbmb MM3gmos doc dmenl
dobogolb yzgmadg moMgdymon o6 bogmagdow mamgdmmo, sb¢ dsb
3m3bomgdmaddg ¢bs d9436sl Imbsazgdms dadgdo. 3 Lasgddgdn
y39modg bomds@gdmmos Sales Force 3Gmamads. 3ol dbmegzmomadn
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100 000 3g@n 3md3sbns nygbgdl. dobdo yzgmogmgho gfma sGob
md39myomo — 3mngb@gdo s 3Mb@od@gdo, dgbadmagdmmdgdo,
3Mmabmdgda, sbamado, 3mogb@gdal d969%3896@0; dobo 3gd39m-
b0 bLBMOgI© s 989G NMem brgds 30Dbgbob Imdoemabgds jmo-
96&0b g063dg3m s 53 g bom 3M33s600b dgdmbagmol gobMos.

b ol 3MmaMadss, Mmdmoal  Ladgsmagdom  dgbadmgdgemons
439madg dmda gdnsbo dmabdatgdemals dgMmbgss, yzgmody Logomm
dmdbdomgdmol 0gb@nxgnznmgds. gl ob 3MmaMmadss, GmIgmoa s
9b3s6gds  3m33s60sl LbmE mofMgdmmadal 3mboznmbomgdsda.
5 dmmmb, gb ol 3BmamMsedss, HmImal &gdbmmmmangdols 89dz9m-
d0o 3mB3s60s 53Mm39dL Lagomm Lagmbemal dgbabgd dmba(39393L
5 393093 obegbl dobbg gobolb dmMagdsb. Azgbo babswawgdss,
md gb 3MMaMads 3o ngnmsm snbgmamb badstmmggmmb 3ma-
3060930l bogdnsbmdadags.

Q30LJ336Y

3m3bIoMgdmadmab MMmogmmmdal 89b9%3g68Dg sMbgdeemo
@gmEogeo dsbamob sddaggdom dnggnm 03 ©sL33653wY, Hm3
Lob@gde@ Mo s30mgdgmoas Imdbdsmgdgmms dgbsmhnbgds. gb
30 8mbegds 03 dgdmbggzado oy abobo 3dsgmazaemo oMnsb 3md3s-
6ol Boge a53mdggdmo bogmbeol dabsbosmgdemgdom. Imdbdsmg-
3gdob 9bs6Rmbadals by zombdo 3m33sb0gdds mbws gsdmaygbmb
CRM-36mmamasdgdo.
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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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