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XXI saukunis aqtualuri problemebi . #3

qeTevan quTaTelaZe

I . Sesavali
momsaxureba, rogorc ekonomikuri kate-

goria, Sromis ekonomikuri forma, gamoxat-
avs urTierTobas Sromis sargeblianobis
safuZvelze. momsaxurebis sasargeblo efeq-
ti vlindeba materialuri da aramateri-
aluri momsaxurebis saxiT. sabazro ekono-
mikis funqcionireba SeuZlebelia momsax-
urebis biznesis ganviTarebis gareSe. TviT
momsaxureba ki, SeiZleba iTqvas sabazro
urTierTobaze dafuZnebuli Tanamedrove
ekonomikis nawilia.

civilizebul qveynebSi momsaxurebis bi-
znesis ganviTrebis daCqarebas didad Seuw-
yo xeli mosaxleobis cxovrebis donis amaR-
lebam. man mniSvnelovnad gazarda momsax-
urebis wili piradi moxmarebis struqtura-
Si. mosaxleobam daiwyo Tavisi Semosav-
lebidan sul ufro meti nawilis gamoyofa
janmrTelobis mdgomareobis gaumjobesebis,
ganaTlebisa da kulturis donis amaRlebis,
Tavisufali drois racionalurad gamoyeneb-
isaTvis da a.S. magaliTad, inglisSi saSua-
lod yovelwliurad TiToeuli ojaxi das-
venebisTvis xarjavs Tavisi biujetis daax-
loebiT 10%–s, analogiuri kanonzomierebaa
damaxasiaTebeli avstriis, kanadis, norvegiis,
safrangeTisa da SvedeTisaTvis.

I I . ZiriTadi nawili
momsaxureba momxmareblis moTxovnile-

bebs akmayofilebs Tu ara, es damokidebulia
imaze,  Tu rogoraa SemuSavebuli momsaxure-
ba, ramdenad ganaTlebulia momsaxure per-
sonali, ra saxis waxalisebas iRebs is da
rogor kontroldeba. radganac, momsaxureba
miewodeba uSualod, mis relizacia organiza-
ciaSi momuSave mravali adamianis Sromazea
damokidebuli. amitomac gansakuTrebulad
mniSvnelovania, rom momsaxurebis uzrunvelmy-
ofi kompania qmnides Tavis kulturas mTli-
anad kompaniis doneze (organizaciuli kul-
tura), romelic waaxalisebs momuSave per-
sonals, miawodon xarisxiani da samagaliTo
momsaxureba klientebs maTTan urTierTo-
bis dros da es momsaxureba pasuxobdes maT
gazrdil moTxovnilebebs.

bolo periodSi civilizebul qveynebSi

momsaxurebis biznsis ganviTareba xasiaT-
deba mravali TaviseburebiT, ramac tendenci-
is xasiaTi miiRo. pirvel yovlisa aRsaniS-
navia, progresuli cvlilebebi momsaxureb-
is sferos dargobriv struqturaSi. misi
tradiciuli dargebi (vaWroba, komunaluri
momsaxureba, transporti, kavSirgabmuloba da
sxva) TandaTanobiT adgils uTmobs axal
dargebs. mowinave pozicias ikavebs, e.w saqmiani
momsaxureba (lizingi, inJniringi, autsors-
ingi, marketingi da sxva) safinanso Suamav-
loba, sadazRvevo momsaxureba, samedicino
momsaxureba, saojaxo meurneobis momsaxureba,
dasvenebis organizaciasTan dakavSirebuli
momsaxureba da a,S momsaxurebis sferos
struqtiraSi maTi xvedriTi wona izrdeba,
xolo tradiciuli dargebisa ecema. es arc
aris gasakviri. gamoSvebuli produqciis
xarisxobrivi maCveneblis amaRleba, warmoe-
bis resurstevadobis Semcireba, misi infor-
maciuli uzrunvelyofa da sxva ganapirobebs
saqmian momsaxurebaze moTxovnis amaRle-
bas, xolo firmebis fasian qaRaldebTan
dakavSirebuli operaciebisa da sadazRve-
vo momsaxurebis xvedriTi wonis amaRlebas.

marketinguli programis Seqmnis dros
kompaniam mxedvelobaSi unda miiRos mom-
saxurebis oTxi ZiriTadi maxasiaTebeli:
aramaterialuroba, ganuyofloba, heterogenu-
loba da “malfuWebadoba”. momsaxurebis
aramaterialuroba momsaxurebis ZiriTadi
maxasiaTebelia is rom misi danaxva, gasinj-
va, SegrZneba  an ynosva SeuZlebelia SeZe-
namde. magaliTad adamiani romelic kosme-
tikur operacias ikeTebs, Sedegs operaciam-
de ver naxavs. aviaciis mgzavrebs xelT aqvT
mxolod bileTi da piroba imis, rom isini
TavianTi bargiT usafrTxod iqnebian gada-
yvanilni daniSnulebis adgilze. imisaTvis
rom gaurkvevlobis faqtori Seamciron my-
idvelebi momsaxurebis xarisxis „signalebs”
eZeben. isini momsaxurebis xarisxTan dakav-
SirebiT daskvnebs akeTeben im adgilis, fa-
sis, manqana–danadgarebis da komunikaciebis

momsaxurebis menejmentis
zogierTi Tavisebureba

qeTevan quTaTelaZe
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menejmenti da marketingi

mixedviT, romelTac isini xedaven.
fizikuri saqoneli iwarmoeba, Tavsdeba

maRaziaSi, mogvianebiT ki iyideba da moix-
mareba myidvelis mier. momsaxureba ki piri-
qiT – pirvelad iyideba, Semdeg erTsa da
imave dros iwarmoeba da moixmareba. mom-
saxurebis ganuyofeloba gulisxmobs, rom
SeuZlebelia momsaxurebisa da misi mimwode-
blis erTmaneTisagan gancalkeveba nebismi-
er SemTxvevaSi, iqneba es mimwodebeli ad-
amiani Tu manqana. Tu momsaxure personali
uzrunvelyofs momsaxurebiT, is am momsax-
urebis nawili Tavad xdeba. gamomdinare
iqidan, rom am procesSi momxmarebelic aris
CarTuli,  mimwodebelic da momxmarebelic
gavlenas axdens momsaxurebis Sedegze.

myidveli unda eswrebodes momsaxureb-
is process. televizoris warmoebis pro-
cesze araa saWiro myidvelis daswreba, xolo
eqimis kabinetSi fizikuri daTvaliereba
ar moxdeba pacientis gareSe.

momsaxurebis heterogenuloba (cvale-
badoba) gulisxmobs, rom momsaxurebis
xarisxi damokidebulia imaze, Tu vin, rodis,
sad da  rogor sTavazobs mas momxmarebels.
magaliTad zogierT sastumros vTqvaT Hol-
iday Inn–s, sxvebTan SedarebiT, ukeTesi mom-
saxurebis gamo, kargi reputacia aqvs da mainc
SesaZloa Holiday Inn-is erT sastumroi reg-
istraciis dafasTan mdgomi erTi momsax-
ure personali Tbili da saqmis mcodne iyos,
maSin rodesac mis gverdiT mdgomi  Tanam-
Sromeli usiamovno da neli. Holiday Inn-is
erTi da imave momsaxure personalis mom-
saxurebis xarisxic ki mravalferovania im-
isda mixedviT, Tu rogor ganwyobaze iqneba
igi momxmarebelTan urTierTobisas.

momsaxurebis “malfuWebadoba” momsax-
urebis maxasiaTebelia, romlis mixedviTac
momsaxurebis Senaxva da Semdgom gamoyene-
ba SeuZlebelia. zogierTi eqimi pacients
gacdenili konsultciebisaTvis ajarimebs,
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radgan momsaxurebis xarisxi mcirdeba, rode-
sac pacienti arRvevs daniSnul kurss.

adgili sastumroSi, TviTmfrinavSi, Te-
atrSi an advokatis 1 saaTis muSaoba ar
SeiZleba gamoviyenoT ganmeorebiT.

momsaxurebis saxlSi waReba ar SeiZleba,
magram SesaZlebelia  momsaxurebiT miRe-
buli siamovneba  momxmarebels gayves raRac
periodi.

magaliTad, qirurgi, romelic axor-
cielebs gulis transplantacias - uzrun-
velyofs ara marto calkeul moqmedebas
(operacias), aramed aZlevs pacients sic-
ocxlis ramodenime damatebiT weliwads da
misiT siamovnebis saSualebas.

momsaxurebis malfuWebadoba da masze
moTxovnis mudmivi cvalebadoba, moiTxovs
menejerebisagan, rom maT zustad gan-
sazRvron momsaxurebis moculoba da efeq-
turad marTon servisis samsaxurebi.

III . daskvna
warmoebis sistema ganisazRvreba, rog-

orc im erToblivad momuSave elementebis
nakrebi, romelTac aqvT erTi mizani - danax-

arjebis  saboloo produqtad transfor-
maciiT Seqmnan Rirebuleba.

arseboben im tipis organizaciebi, rom-
lebic aZvireben Cvens pirad cxovrebas im
aramaterialuri aqtivebis mravalfer-
ovnebiT, romelTac isini warmogvidgenen.
swored am ukanasknelTa produqcias ewodeba
momsaxureba.

bolo periodSi civilizebul qveynebSi
momsaxurebis biznesis ganviTareba xasiaT-
deba mravali TaviseburebiT, ramac tendenci-
is xasiaTi miiRo. pirvel yovlisa aRsaniS-
navia, progresuli cvlilebebi momsaxureb-
is sferos dargobriv struqturaSi. misi
tradiciuli dargebi (vaWroba, komunaluri
momsaxureba, transporti, kavSirgabmuloba da
sxva) TandaTanobiT adgils uTmobs axal
dargebs. mowinave pozicias ikavebs, e.w saqmiani
momsaxureba (lizingi, autsorsingi, inJnir-
ingi, marketingi da sxva) safinanso Suamav-
loba, sadazRvevo momsaxureba, samedicino
momsaxureba, saojaxo meurneobis momsaxureba,
dasvenebis organizaciasTan dakavSirebuli
momsaxureba, turizmi  da a.S.
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SOME FEATURES OF SERVICE MANAGEMENT

QETEVAN QUTATELADZE - assoc. prof. of GTU

Service, as an economic category, is labor’s economic form, expressing the relationship based on labor
benefits. Market economy cannot function without the development of service business. The service itself can be
said that is the part of a modern economy based on market relations.

Service can be defined as a form of economic activity. Service - it is an act, action or performance. A big part
of service is the meaningful relationships between customers and service personnel.

Whether service meets the customer demand or not, depends on how the service is designed, how educated
the personnel is, what kind of incentives they get and how they are controlled.

The main part of the service nonmaterial.
Important features distinguishing the goods and services are non-materialism and itsstorage impossibility. It is

created and consumed simultaneously (or nearly simultaneously). Most of the production and consumption of
services are inseparable: it can only be consumed at the time of production.

Unsustainable level of work performed by service personnel. A large portion of service is carried out by people -
people are also receivers, and therefore there is a need to communicate. The result depends on their common action
and buyer’s perception. Different user views about the service cause serious problems to these area managers.

Another feature of the service is inseparability from the source, consumer involvement and participation in the
delivery time. Service production and its consumption by customersare inseparable for the majority of services.

In the civilized countries, improvement of the life quality has contributed to accelerate development of service
businesses. It greatly increased the role of service in the private consumption structure.

qeTevan quTaTelaZe
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