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XX saukunis ekonomikuri istoria gark-
veulwilad adasturebs d. belis Teoriul
koncefcias industriulamdeli, industriu-
li da postindustriuli sazogadoebebis
civilizaciis ganviTarebis stadiebis Sesax-
eb1. ekonomikurad yvelaze ganviTarebuli
dasavleTis qveynebi 20 welze meti xnis win
gadavidnen postindustriuli ganviTarebis
stadiaSi. am garemoebam SesaZlebloba misca
frensis fukuiamas Tavis droze gaeognebina
inteleqtualuri Tanamegobroba istoriis
dasasrulis Sesaxeb winaswarmetyvelebiT, im-
denad ramdenadac kacobribam TiTos miaRwia
saxelmwifo mowyobisa da ekonomikis opti-
maluri ganviTarebis saboloo formebs. sx-
vagvarad rom vTqvaT, fukuiamas azriT, civi-
lizacia mivida „progresis matricis” sqemeb-
is Seqmnamde, romelic ar tovebs SesaZle-
blobas Tavisi sakuTari, gansakuTrebuli gzis
asarCevad. amJamad, roca filosofosma Tavadve
uaryo Tavisi winandeli koncefciebi, SeiZle-
boda gvesaubra samyaros srul araprognozire-
badobaze, mosalodnel qaosze, ganviTarebadi
qveynebis mxridan sxvaTa gamocdilebis ga-
ziarebis SeuZleblobaze. amisda miuxedavad,
kacobriobas ar SeeZlo ar moenaxa gamosava-
li Tavisi evoliciis e.w. Cixidan.

v.l. inozemcevis azriT, postindustri-
uli doqtrina, rogorc adekvaturi Teoria,
ayenebs ramdenime mniSvnelovan debulebas,
rac mas SesaZleblobas aZlevs: „...ganixi-
los mTeli rigi umniSvnelovanesi prob-
lemebi... postindustrializmis farglebSi-
empiriuli masala yovelTvis pirveladia
Teoriul TezisebTan mimarTebiT da esec
am Teoriis faseuli niSania.

postindustriuli sazogadoebis momxre-
Ta sayovelTao aRiarebiT, mimdinare pro-
cesebis yvelaze fundamenturi niSania war-
moebis xelaxali orientacia materialuri
sikeTeebis warmoebidan momsaxurebebis gaw-
evasa da informaciis SemuSavebaze. Tavis
mxriv, ekonomikis servisuli seqtoris Sig-
niT, samuSao Zalis struqturisa da dasaqme-
bis cvlilebebis TvalsazrisiT, es proces-
ebi yvelaze intensiurad mimdinareobs ara
im dargebSi, sadac sTavazoben tradiciul
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momsaxurebebs (sayofacxovrebo, satranspor-
to, savaWro), aramed im dargebSi, sadac ad-
amianebi pirovnebebad warmogvidgebian, sa-
dac momsaxurebis warmoeba da misi moxmare-
ba erTmaneTTan mWidrodaa dakavSirebuli.

aqedan gamomdinare, sazogadoebis mo-
mavalze Tanamedrove Sexedulebebs ukav-
Sireben TviT adamianis pirovnul da profe-
siul ganviTarebasa da srulyofas. es gana-
pirobebs umTavres amocanad piradi da so-
cialuri moTxovnilebebis grZeli da rTu-
li jaWvebis gamovlenas, m.S. xelsayrel say-
ofacxovrebo pirobebSi, janmrTelobis dacva-
Si, informirebulobis zrdaSi, adamianis in-
teleqtualur ganviTarebaSi da sxva mima-
rTulebebSi; maT operaciul uzrunvelyo-
fas sazogadoebis sabazro da arasabazro
institutebis meSveobiT. Sesabamisad, moTx-
ovnilebaTa am jaWvis mwvervalze unda iyos
jandacva, dasvenebisa da garTobis, teleko-
munikaciebis industria da sxva dargebi, aseve
maTi uzrunvelmyofi infrastruqtura.

XX aswleulSi, Tanamedrove sazogadoe-
bis xasiaTsa da orientaciaSi mimdinare Zire-
uli cvlilebebi ganapirobebs ganviTareb-
is konkretul-ekonomikuri modelebisa da
marTvis Sesabamisi paradigmebis Secvlas
ekonomikis obieqtebiT im qronologiiT,
romelic mTlianad emTxveva d. belis qro-
nologias:

XX saukunis dasawyisi-Suaxanebi - aris
periodi, romlisTvisac damaxasiaTebelia
kompaniaTa orientacia warmoebis SesaZle-
blobebze, Tavisi resursuli potencialis
efeqtian gamoyenebasa da mTliani momxmare-
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blisTvis imis SeTavazebaze, risi warmoe-
bac SeeZloT da saWirod CaTvales meurne
subieqtebma (amgvari sawarmos TvalsaCino
magaliTia standartuli produqciis maso-
brivi warmoeba mravali wlis, xSirad ki
aTwleulebis manZlze);

50-iani wlebi - 80-iani wlebis Suaxanebi
- marketinguli midgomis dominirebis peri-
odi masobrivi bazris msxvil segmentebze
orietaciiT;

ekonomikuri ganviTarebis Tanamedrove
etapi, roca biznesis warmatebisTvis umTavres
sakiTxad gamoiyofa klientTa jgufebis da,
SeZlebisdagvarad, konkretuli klientis
moTxovnilebebi da maTi uzrunvelyofa. aRniS-
nulitendencia hqonda mxedvelobaSi cnobil
rus ekonomists, profesor a.v. orlovs, roca
uTiTebda, rom: „ganviTarebuli qveynebis
erovnuli meurneobebi, romlebic gadavidnen
postindustriul stadiaSi, standartuli
produqciis masobrivi warmoebidan gadadian
maRalspecializirebul, individualur moTx-
ovnilebebze gaTvlil warmoebisa da servi-
sis mcire formebze”.

ukanaskneli fenomeni, romelic Tavdapirve-
lad inglisurenovan, Semdgom ki saerTaSoriso
samecniero literaturasa da biznes-praqtika-
Si Semovida saxelwodebiT kastomizacia
(ingl. Customer- momxmarebeli), niSnavs gan-
sakuTrebul, individualizebul midgomas
produqtis Seqmnisa da calkeuli klientis
moTxovnilebebis uzrunvelyofisadmi da far-
Tos xdeba misi interpretireba, rogorc mom-
saxurebis momwodebelsa da klients Sori-
surTierTqmedebaTa Zalze sasurveli ideal-
isa. igi ara mxolod eTikuradaa mimzidveli,
aramed ekonomikuradac saxarbieloa, imdenad
ramdenadac qmniskonkretul upiratesobas
klientisaTvis meti faseulobebisa da xarisx-
is uzrunvelyofis xarjze. mocemulma kon-
cefciam mecnieruli ganviTareba hpova mTel
rig mkvlevarebs Soris, saxelwodebiT
„serviusuli fabrika”, roca misi realizaci-
is obieqtebs miakuTvneben ara mxolod mom-
saxurebis seqtors, aramed nebismier biznes-
saqmianobas, biznes-procesebis eqsternalizaci-
is, partnioruli urTierTobebis qselis (xSir-
ad erTmaneTTan Sinaarsobrivad sakmaod vi-
wro, miwodebis kontraqtuli sistemisadmi mi-
drekili terminiT - autsorsingiT - dakav-
Sirebuli) Seqmnis gziT. am pirobebSi „servisu-
li fabrikis” saqmianobis principebisa da
meTodebis gamoyeneba ganixileba rogorc

konkurentuli aucilebloba, romelsac xSirad
servisul imperativsac uwodeben.

amrigad, momsaxurebaTa warmoeba, romel-
ic mowodebulia moemsaxuros klients, daak-
mayofilos misi saarsebo konkretuli pira-
di da korporaciuli moTxovnilebebi, gaba-
tonebuli sawyisia Tanamedrove organizacie-
bis, m.S. servisuli organizaciebis menejmen-
tisaTvis, misi koncefciebis, meTodebisa da

xerxebisaTvis da gansazRvravs konkuren-
tuli saqmianobis strategiebs, romlebic
dafuZvnebuli iqneba saukeTeso servisis
uzrunvelyofis unar-Cvevebze.

sazogadoeba, romlis institutebi, upirve-
lesad ki ekonomikuriinstitutebi mzad arian
aseTi midgomebis realizebisTvis, xdebian
namdvilad servisulebi, am sityvis WeSmari-
ti gagebiT, xolo industriuli ekonomika
gardaiqmneba servisul ekonomikad.

momsaxurebaTa bazrebis warmoqmnas, kon-
kurenciis gaZlierebas klientebis mosazidad
axali, winandelTan SedarebiT Tvisebrivad
gansxvavebuli Sinaarsi Seaqvs momsaxurebis
sferos institutebis saqmianobaSi ara mx-
olod sazogadoebriv, aramed upirvelesad
adamianis pirad moTxovnilebebze maT ori-
entaciaSi.

eWvgareSea, msoflios yvela qveyana gan-
icdis amJamad yvelze Zireul cvlilebebs
maT ekonomikur istoriaSi, industriuli
revoluciiT dawyebuli. am cvlilebas Tan
axlavs cvlilebebi warmodgenebSi imasTan
dakavSirebiT, Tu rogor unda marTon
servisulma firmebma TavianTi saqmianoba.

servisuli Teoriis da, kerZod, servis-
menejmentis Teoriis SesamuSaveblad unda
gamoiyos menejmentis mTeli rigi paradigme-
bi da jer isev cvalebadi paradigmebi. Sev-
TanxmdeT, rom paradigmebi Sedgeba faseulobe-
bisa da procedurebisagan, romlebiTac ima-
rTeba Cveni azrovneba (Sexedulebebi) da or-
ganizaciis qceva. am konteqstSi, paradigmebi
warmoadgens organizaciuli kulturis naw-
ils, xolo TeoriaSi isini Seadgenen mec-
nieruli kvlevis safuZvels. imisaTvis, rom
paradigmebi safuZvlad daedos inovaciebsa
da cvlilebebs, paradigmebi, pirvel rigSi,
unda gamomJRavndes; es aris pirveli nabiji
maTi adekvaturobis Sesamowmeblad da mene-
jmentis axali midgomebidan da meTodebidan
upiratesobebis misaRebad.

imisaTvis, rom dadgindes ama Tu im
mmarTvelobiTi azrovnebis tipis Tavise-
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burebebTan dakavSirebuli faseulobebis
arsi, SeiZleba menejmentis sami paradigmis
identificireba: warmoebrivi paradigma, bi-
urokratiul-iuridiuli paradigma da
servisuli paradigma. gansakuTrebiT unda
aRiniSnos is, rom ar SeiZleba paradigmebis
Secvla iseTi organizaciis tipis cnebiT,
saidanac igi warmoiqmna. paradigmebis roli
imaSi mdgomareobs, rom warmoadgens ar-
qetips (nimuSs), romelic menejmentis fa-
seulobebs ufro SesamCnevs xdis.

warmoebrivi paradigma yuradRebas amax-
vilebs saqonelze. igi orientirebulia
teqnologiur kvlevebsa da proeqtebze,
daproeqtebaze, masobriv warmoebaze, maso-
briv marketingze, msxvilmasStabian opera-
ciebze, avtomatizaciaze, kompiuterul te-
qnologiebsa da specializaciaze.

produqtiuloba aq mTavar rols asru-
lebs da, aqedan gamomdinare, aris orienta-
cia danaxarjebsa da kapitalis gamoyeneba-
ze da xarisxi daiyvaneba teqnikuri stan-
dartebisa da specifikaciebis dacvamde.

marTvis mecnieruli midgoma problema-
turia im gagebiT, rom igi standartizebu-
lia. es filosofia eyrdnoba adreul, XIX
saukunis dasasrulisa da XX saukunis dasawy-
isis avtorTa koncefciebs, rogoricaa, magal-
iTad, frederik teilori, romelsac daeyrd-
no henri fordi da sxvebi. idea imaSi mdgo-
mareobda, rom organizaciebi ufro efeqtiani
iqneba, Tu moxdeba yuradRebis koncentracia
Sromis danawilebasa da specializaciaze.
mecnieruli menejmentis Tanaxmad, yoveli spe-
cializaciis farglebSi efeqtianoba maqsi-
maluri xdeba an, ukidures SemTxvevaSi, opti-
maluri. es koncefcia savsebiT efeqtianad
funqcionirebda XX aswleulis meti nawi-
lis ganmavlobaSi.

menejmentis industriul models (para-
digmas) Tavisi fesvebi gaaCnia warmoebriv
seqtorSi da dRemde gamoiyeneba mravali
servisuli organizaciis mier. organizaciebi,
romlebic am midgomas iyeneben, miiCneven, rom
(1) adgilmdebareobis arCevanis strategia,
saqonlis gatana (promotion) da reklama
ganapirobebs gayidvebidan Semosavals; (2)
samuSao Zala da sxva operaciuli xarjebi
SenarCunebuli unda iqnas imdenad dabal
doneze, ramdenadac es iqneba SesaZlebeli.
mTlianobaSi, industriuli modeli yura-
dRebas amaxvilebs Semosavlebsa da saeqs-
pluatacio xarjebze da ugulebelyofs (an

ukidures SemTxvevaSi iviwyebs) rols, romel-
sac asrulebs personali klientis moTxov-
nilebebis dakmayofilebasa da mniSvnelo-
vani mogebis miRebaSi.

industriuli modelis mimdevrebi miiCn-
even, rom amJamad Znelia kargi muSakebis pov-
na. industriuli modeli mxars uWers war-
modgenas imis Sesaxeb, rom „yvela nivTi erT-
nairia, amitomac adamianebze mindobas jobia
teqnologiebis, manqanebisa da sistemebis min-
doba”6. am midgomis mimdevrebi miiCneven, rom
momsaxureTa umetesoba gulgrilia, gaaCnia
dabali kvalifikacia da ar Seswevs unari
Seasrulos nebismieri movaleoba, garda mar-
tivi amocanebisa. aqedan gamomdinare, samuSao
adgilebi industriul modelSi viwrod gan-
sazRvrulia da mcire adgils tovebs imis-
aTvis, rom momsaxureebi eyrdnobodnen saku-
Tar msjelobebs. garda amisa, mosamsaxureeb-
isaTvis damaxasiaTebelia dabali molod-
inebi Sesrulebuli samuSaosagan, maTi xel-
fasebi imdenad dabal doneze rCeba, ramdena-
dac es SesaZlebelia da maT mcire SesaZle-
blobebi gaaCniaT winsvlisaTvis.

klientisaTvis servisis momwodebeli
personalis ganxilvisas, „wina xazis” mom-
saxureTa aRiarebisa da Sefasebebis garda,
industriuli modeli ufro met mniSvnelo-
bas aniWebs zeda da saSualo doneebis mene-
jerebs. industriuli midgoma gulisxmobs,
rom mxolod menejerebs ZaluZT nebismieri
sakiTxis gadawyveta; aqedan gamomdinare,
klientis problemebis swrafad gadawyveta
TiTqmis SeuZlebeli xdeba, imdenad ramdena-
dac servisis miwodebis procesSi xdeba dam-
atebiTi etapebisa da procedurebis CarTva.

industriuli modeli axdens warumate-
blobis ciklis aRwarmoebas, imdenad ramdena-
dac am SemTxvevaSi warumatebloba pirdapi-
raa CaSenebuli servisul sistemaSi7. masSi
„wina xazis” personalis mxardacheris ararse-
bobis gamo industriuli midgoma, marTalia
gaucnobiereblad, magram faqtobrivad axa-
lisebs momsaxureebs, rom iyon gulgrili
klientis problemebis mimarT. arsebiTad,
sistema ukrZalavs front-lain momsaxureebs
nebismier qmedebebs im SemTxvevaSic ki, Tu
problemuri situaciis gadasawyvetad mom-
saxures surs gaxdes sasargeblo. klientis
reaqcia mimarTvis aseT tipze gasakviri ar
aris. wina momwodeblebis mxridan dazarale-
bul klientTa orma mesamedma aseTi Sedegi
miiRo ara produqtis gamo, aramed servisis
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uzrunvelmyofi momsaxuris gulgrilobisa
da umweobis gamo.

saeqspluatacio xarjebis Sesamcireblad
industriuli modelis mimdevari mravali
firma cvlis Tavis mudmiv personals nak-
lebad gamocdili da naklebad erTguli
droebiTi personaliT. am individuumebs nak-
lebs uxdian, vidre mudmiv muSaxels da isi-
ni iReben umniSvnelo, Tuki saerTod arse-
bobs aseTi ram, sargebels kompaniisagan.
zogierT SemTxvevaSi kompaniis saeqspluat-
acio xarjebis minimumamde dasayvanad mo-
muSaveebs aTavisufleben manam, sanam amoqmed-
debodes xelfasisa da sxva SeRavTebis
savaldebulo momatebis pirobebi. amis ms-
gavsi mmarTvelobiTi praqtika qmnis migran-
ti muSis axal klass da 16 mln. adamiani,
magaliTad aSS-Si, mTels qveyanaSi inacvlebs
erTi droebiTi samuSaodan meoreze.

Tumca, postindustriuli sazogadoeb-
is ganviTarebasTan erTad, es midgoma ukve
„aRar muSaobs”, radgan sazogadoebam miaR-
wia im mdgomareobas, roca servisi mniS-
vnelovania da servisi funqcia ki ara, igi,
ganmartebis Tanaxmad, procesia, romelic
moicavs mraval saqmian funqcias.

da rac Zalze mniSvnelovania - es aris
is, Tu rogor aRiqvams klienti servisis
process. magaliTad, SeiZleba servisis pro-
cesis operaciuli aspeqtebis

optimizeba da SesaZloa is Zalze efeq-
tiani iyos resursebis gamoyenebis mxriv, Tumca
es aucileblad rodi mogvcems servisis
saukeTeso xarisxs da klientebs aRar moun-
debaT fulis gadaxda saSualo momsaxureb-
isaTvis. ase rom, wina midgoma uvargisia mar-
ketinguli TvalsazrisiT. maSin, roca mec-
nieruli marTva efuZvneba Sromis danawileb-
is ideebs, yoveli amocanis sxvisgan gamoyo-
fasa da adamianebisa da am amocanebis Sesas-
ruleblad gamoyenebuli sxva resursebis
specializacias, servis-menejmenti gamomdinar-
eobs klientis mier aRqmuli da faseuli
procesis pirveladobis ideidan. maSin, rode-
sac aris specializaciis SesaZlebloba, azri
aqvs daskvnis gakeTebas imasTan dakavSire-
biT, rom SeuZlebelia sxva da sxva amocaneb-
isa da qveamocanebis qona, Tu isini subopti-
mizebulia da ewinaaRmdegebian erTmaneTs,
radgan klienti aRiqvams maT individualu-
radac da saerTo Sedegadac.

idustriuli modelis gamoyenebasTan
dakavSirebuli Sedegebi servisul orga-

nizaciasTan mimarTebiT dramatuli xdeba.
industriuli modeli „wina xazis” muSakebi-
saTvis qmnis Cixur samuSao adgilebs, dabal
Sromis anazRaurebas, zedapirul swavlebas,
winsvlis SeuZleblobas da kompaniis SeRa-
vaTebis sruliad umniSvnelo xelmisawvdo-
mobas an sulac uqonlobas. garda amisa, in-
dustriuli midgoma iwvevs klientis dauk-
mayofileblobas, gayidvebidan Semosavlebis
gayinvas an Semcirebas, momsaxureTa maRal
denadobas da servisis saerTo mwarmoe-
blurobis umniSvnelo zrdas an uZraobas.
da bolos, SeiZleba vamtkicoT, rom indus-
triuli midgoma cudia klientebis, momsaxu-
reebis, aqcionerebisa da qveynisaTvis.

 biurokratiul-iuridiuli paradigma
SeiZleba moiZebnos ara mxolod sazogadoe-
briv momsaxurebebSi, aramed ekonomikis ker-
Zo seqtorebSic. instruqciebi da ritualebi
am SemTxvevaSi xSirad ufro mniSvnelovania,
vidre saboloo Sedegi. iuridiuli (kanon-
ieri) uflebebi da misi tolfasi mimarTva
warmoadgens xarisxis mTavar parametrebs.

es paradigma dakavSirebulia monopoli-
asTan. klientebi zustad araa gansazRvru-
li da sistemaSi faseulobis mixedviT Sesa-
Zloa bolo adgilzec ganixilebodes. cv-
lilebaTa tempi dabalia da istoriuli
movlenebi, aradekvaturi kanonebi, moZvelebu-
li instruqciebi da meTodebi, iseve rogorc
disfunqciuri organizaciuli struqturebi,
SeiZleba marTavdnen moqmedebebs. kompiutere-
bi farTod gamoiyeneba monacemTa farTod
damuSavebisaTvis. momsaxurebebi aq ganixileba,
rogorc administraciuli rutina (wesebi).
Zalaufleba formalurad xorcieldeba war-
momadgenlobiTi demokratiiT politikuri
mpoRvaweebis, saxelmwifo moxeleebis da
eqspertebis meSveobiT.

servisuli paadigma Cndeba servis-menej-
mentidan, upirveles yovlisa, marketingis sf-
eroSi, Tumca, aseve mas mxars uWers Tanamed-
rove xarisxis menejmenti. paradigmis tipi-
uri Taviseburebebia - klientiT dainterese-
ba da klientis urTierTqmedeba momwodeb-
lis personalTan servisis miwodebasa da
faseulobebis SeqmnaSi. magaliTad, iseTi ti-
pis urTierTobebi, rogoricaa „klienti-part-
niori” da faseulobebis Seqmna - uzrunvely-
ofs kompromiss servisul sistemaSi Sesv-
lis adamianur mdgenelebsa da teqnologias,
Rirebulebasa da Semosavals, klientis mier
xariusxis aRqmasa da produqtiulobas Soris.
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amasTan, procesuli azrovneba momsaxurebis
SeTavazebis (miwodebis) SuagulSia.

marTvis industriuli modelisgan gan-
sxvavebiT, axali servis-menejmentis mode-
lis momxreebi miiCneven, rom firmis mizani
klientis momsaxurebaa.

servis-menejmentis SemTxvevaSi proce-
si erTianad aRiqmeba, raTa garantirebuli
iyos klientebis mxridan faseulobis miRe-
bis SegrZneba, maTi dakmayofileba da isev
dabruneba. amas mivyavarT mTlianobaSi
urTierTobaTa marketingis gagebamde da
ukeT momsaxurebis mizniT klientebis Sesax-
eb meti ramis codnaze.

marTlac, klientebis Sesaxeb yvelaferi
unda vicodeT, yuradReba unda gavamaxviloT
ara mxolod raime nakeTobaze an momsax-
urebaze, rac maT surT, aramed servisul
Sedegebze klientebisaTvis, magaliTad, ra
donis yuradReba sWirdebaT maT; rogor
SeiZleba ukeT vupasuxoT maT moTxovnebs;
rogor davukavSirdeT maT; rogor vmarToT
uari (warumateblobebi) da a.S.

aqedan gamomdinare, aseTi logika
gulisxmobs imas, rom firma ise unda iyos
organizirebuli, rom SeinarCunos klien-
tis momsaxure personali. am midgomis Se-
sabamisi momsaxurebis gaweva servisis siste-
mis centri da saerTo ganmasxvavebeli up-
iratesoba xdeba, Tu visaubrebT konkuren-
tuli strategiis terminebiT.

struqtura, romelic mxars uWers cv-
lilebaTa gansaxilvel tips servis-menej-
mentis filosofiaSi, SeiZleba interpretire-
buli iqnas servisul samkuTxedad da war-
modgenil iqnas Semdegi sqemis saxiT (nax.
1). es aris servisuli samkuxedi, romelic
asaxavs sakvanZo urTierTobebis eqvs tips.

nax.1. servisuli samkuTxedi

jer erTi, firmis servisuli strate-
gia unda ecnobos mis klientebs. Tu saukeTe-
so servisi organizaciis fokusSia da difer-
encirebis sakvanZo punqts warmoadgens, ro-
mliTac igi gansxvavdeba konkurentebisa-
gan, klienti unda iyos saqmis kursSi fir-
mis valdebulebebis Sesaxeb srulyofisadmi
swrafvasTan mimarTebiT.

meore, serviusuli strategia, aseve, unda
ecnobos firmis momssaxureebs. kargi servi-
sis „daSveba” zevidan xdeba da menejmenti
mas sakuTari magaliTiT unda warmarTavdes.
Tu zeda eSelonebSi ar arian procesis
erTgulebi, front-lain momsaxureebi, rom-
lebic urTierTqmedeben firmis klientebT-
an, ukeTes SemTxvevaSi araefeqturebi iqnebian.

urTierTobaTa mesame jgufi, romelic
gamosaxulia samkuTxedis wveroebs Soris, mim-
dinare operaciebis samarTavad fokusirebu-
lia servisuli strategiis SenarCunebasa da
SesamuSavebel sistemebs Soris urTierTqmede-
baze. sistemaTa mmoqmedeba logikurad unda
gamomdinareobdes servisuli strategiidan da
uzrunvelyofdes servisul urTierTqmedebas
mosamsaxureebisa da klientebisaTvis.

urTierTobaTa meoTxe jgufi moicavs
klientebze organizaciuli sistemebis zemo-
qmedebas. firmis sistemebTan urTierTqmedebam
unda gaaiolos klientis mier servisuli
gamocdilebis miReba. Zalze xSirad sistemebis
SemuSaveba xdeba erTaderTi mizniT - sakuTari
interesebisaTvis klienTa umciresobis Sesan-
arCuneblad kompaniis SesaZleblobebis gamoy-
enebis xarjze. imavdroulad, patiosani klien-
tebis umravlesoba dazaralebulia im sistemisa
da politikis gamo, romelic ganixilavs maT,
rogorc saeWvo da ara faseul aqtivad.

urTierTobaTa mexuTe tipi servisu-
li samkuTxedis farglebSi gansazRvravs
organizaciuli sistemebisa da mosamsax-
uris Zalisxmevis mniSvnelovnebas. orga-
nizaciuli sistemebi da politika ar unda
gaxdes dabrkoleba kargi servisis uzrun-
velyofis mosurne mosamsaxureTa gzaze.

da bolos, SesaZloa, urTierTobaTa yve-
laze mniSvnelovani tipia „klienti-servi-
sis momwodebeli” tipis urTierTqmedebebi.
es urTierTqmedebebi warmoadgens kritikul
incidents an „WeSmaritebis moments”. am urT-
ierTqmedebis xarisxi xSirad amosavalia
klientis dakmayofilebis SefasebebSi.

servisul samkuTxedze dafuZvnebuli
servis-menejmentis modeli gamomdinareobs im
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winamZRvridan, rom mosamsaxureebs, mTlianobaSi,
surT kargi samuSaos Sesruleba. sxvagvarad
rom vTqvaT, am modelis momxreebi ufro op-
timisturad arian ganwyobili adamianis
bunebasTan mimarTebiT. garda amisa, bazarze
orientirebuli servis-menejmentis midgoma
axalisebs adamianebSi investirebas aranak-
lebi zomiT, vidre manqanebSi. aqedan gamom-
dinare, teqnologiis pirveladi mizani imaSi
unda mdgomareobdes, rom ki ar Caanacvlos an
akontrolos front-lain personalis qmede-
bebi, aramed daexmaros maT. servis-menejmen-
tis paradigmis Tanaxmad, saSualo donis mene-
jerebis mier erTxel Segrovili da gakon-
trolebuli monacemebi srulad misawvdomi
unda iyos wina xazis personalisaTvis.

gavagrZeloT industriuli modelis
Sedareba servis-menejmentis modelTan. aR-
saniSnavia, rom es ukanaskneli aRiarebs mo-
samsaxureTa kadrebis denadobis uSualo
kavSirs klientis dakmayofilebasTan. aqedan
gamomdinare, bazarze fokusirebuli menej-
mentis modeli fsons akeTebs daqiravebasa
da wina xazis personalis swavlebaze da
akavSirebs Sromis anazRaurebas mTeli
organizaciis amocanebTan yovel doneze.

saukeTeso swavlebisa da kompensaciuri
programebisagan sargebeli cxadia: ukeT gan-
swavluli da ikeTesi anazRaurebis mqone
mosamsaxureebi uzrunvelyofen ukeTes serviss,
nakleb meTvalyureobas saWiroeben da, savar-
audod, samuSaodan ar Tavisufldebian. Tavis
mxriv, maTi klientebic ukeT arian dakmay-
ofilebulni, mzad arian xelmeored mimar-
Ton maT momsaxurebebis sayidlad, xolo Se-
syidvis Tanxa am dros ufro meti aRmoCndeba.

adre Sesrulebuli kvlevebi aseve miuTi-
Teben klientis dakmayofilebulobasa da kad-
rebis denadobas Soris korelaciaze, rac  wina
planze wamoswevs mudmivi da droebiTi muSax-
elis Tanafardobas9. rogorc mosalodneli
iyo, rac ufro maRalia mudmivi muSaxelis
Tanafardoba droebiT muSaxelTan, miT ufro
metadaa dakmayofilebuli klienti. mudmivi
muSaxeli yovelTvis ukeTaa informirebuli,
ufro misawvdomi da aqtiuria, rac klientTa
dakmayofilebis garantias iZleva.

marTvis industriuli modelis filoso-
fiisgan gansxvavebiT, servis-menejmentis par-
adigmis momxreebi dabal saeqspluatacio
xarjebs msxverplad ar swiraven TavianT
kompetentur da aqtiur mudmiv personals.

sargebeli zedmetad aqtiuri mudmivi person-
alis mxardaWerisgan naTelia. rogorc praq-
tika gviCvenebs, kompaniebi, romlebic maT mom-
saxureebs imaze mets uxdian, vidre maTi
konkurentebi, xSirad xedaven, Sromis anazRau-
rebaze danaxarjebis wilis Sefardeba gayid-
vebis moculobasTan, faqtobrivad maTTan ufro
dabalia, vidre saSualod dargSi, rac mow-
mobs personalis mier arCeuli marTvis poli-
tikis efeqtianobas da, mTlianobaSi, servis-
menejmentis msgavs koncefcias.

kidev erTi daskvniTi gansxvaveba menej-
mentis industriul modelsa da servis-mene-
jmentis models Soris imaSi mdgomareobs,
rom es ukanaskneli cdilobs gamoiyenos in-
ovaciuri monacemebi, raTa gamoikvlios fir-
mis saqmianoba, gascdes buRaltruli aRricx-
vis sayovelTaod aRiarebul principebs,
romlebic asaxaven marTvis Zveli industri-
uli modelis orientacias gayidvebze. buRal-
truli aRricxvis axali instrumentebi, rom-
lebic asaxaven klientze fokusirebasa da
orientacias, unda ganviTardes da ganaxldes.

axali maCveneblebi, romlebic SeiZleba
interesis sagani gaxdes, unda moicavdes:
klientis damagrebis faseulobas axali
klientebis mudmivi Ziebis, mosamsaxureTa
denadobisgan danakargebis sanacvlod; mom-
saxureTa swavlebis faseulobasa da kri-
tikul situaciebSi servisuli sistemis aRd-
genasTan dakavSirebul fulad sargebels.

ganxiluli paradigmebis sami tipi xazs
usvams menejmentis sxva da sxva aspeqtebs.
disciplina, akuratuloba da warmoebrivi par-
adigmis tandartizacia SeiZleba nawilobriv
iqnas gamoyenebuli servisul operaciebSi,
iseve rogorc klientebTan pativiscemiT mopy-
robis Zalisxmeva iuridiul-biurokratiuli
paradigmis konteqstSi. servisuli paradig-
misken Semobrunebas adgili aqvs organiza-
ciebis yvela tipTan mimarTebiT, magram gada-
svlis periodi gawelilia da amitomac mene-
jmenti servisuli paradigmis suliskveTebiT,
praqtikSi, xSirad jerac moduri ritorikaa,
vidre faqtobrivi saqmianoba.

servisuli liderobis miRweva da ekono-
mikuri keTildReoba erTeuli sawarmoebis
xvedri xdeba. miT ufro aqtualuria es
problematika rogorc Teoriis, aseve praq-
tikisaTvis. SeiZleba mxolod visurvoT, rom
servisuli paradigma momavalSi iyos bi-
znesis yvela tipis centrSi.

menejmenti da marketingi
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ПАРАДИГМЫ МЕНЕДЖМЕНТА И ИХ ЗАМЕНЯЕМОСТЬ
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МАНАНА МАРИДАШВИЛИ - старший учитель ГТУ

ИРМА МАХАРАШВИЛИ - докторант Кавказского Международного Университетп

В статье авторы рассматривают самый фундаментальный знак процессов, происходящих в современной
экономике – переориентацию  с производства материальных благ на производство услуг. Авторы утверждают,
что внутри сервисного сектора экономики, с точки зрения изменения структуры работающих, самые
интенсивные изменения происходят там, где производство услуг и их потребление тесно связаны друг с
другом.

Авторы сравнивают индустриальный менеджмент с моделью сервис-менеджмента и приходят к выводу,
что сервис менедж мент признает непосредственную связь между текучестью кадров  и
удовлетворениемклиентов. Исходя из этого авторы утверждают, что модель менеджмента, фокусированная
на рынок, делает ставку на найм и обучение персонала.Кроме того, эта модель менеджмента связывает оплату
труда с задачами всей организации на каждом из ее уровней.

Еще одно, заключительное соображение авторов заключается в том, что существует разница между
индустриальной и сервисориентированной моделями менеджмента. Она заключается в том, что сервис-
менеджмент старается применять инновационные данные, чтобы исследовать деятельность фирмы и не
применять ориентированную только на продажи модель бухгалтерского учета.  По мнению авторов,
ориентированные на клиента новые модели бухгалтерского учета должны развиваться.

MANAGEMENT PARADIGMS AND THEIR SUBSTITUTABILITY

EVGRNI BARATASHVILI - Prof. of GTU
MANANA MARIDASHVILI - teacher of GTU

IRMA MAKHARASHVILI - PhD of Caucasus International University

In this article the authors examine the most fundamental sign of the processes taking place in the modern
economy - a reorientation from production of material goods to the production of services. The authors argue that
in the service sector of the economy, in terms of changing the structure of work, the most intense changes occur
where the service production and consumption are closely linked with each other.

The authors compare the industrial management model with service management and come to the conclusion
that the service-management element recognizes the direct link between staff turnover and customer satisfaction.
Therefore, the authors conclude that the market is focused on the management model for a bet on the engagement
and the front line staff with the training and remuneration of all tasks in every level of the organization.

Another, final comment of the authors is that there is a difference between industrial and service oriented
management models. It lies in the fact that service management is trying to use innovative data to investigate the
activities of the company and not to apply only to sales -oriented accounting model . According to the authors ,
customer-focused new accounting model should be developed .
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