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mokle Sinaarsi:

ç Sesavali

ç momxmareblis moTxovnilebaTa

dakmayofileba

ç samomxmareblo faseuloba da

momxmareblis molodinis dakmayo-

filebis xarisxi

ç samomxmareblo faseulobis

SeTavazeba da momxmarebelTa dak-

mayofilebis saTanado donis uzrun-

velyofa

ç samomxmareblo faseuloba

ç urTierTdamokidebulebaTa mar-

ketingi

ç reziume

Tanamedrove kompaniebi mkacr konkuren-
cias awydebian, romelic uaxloes wlebSi,
rogorc Cans, mxolod gaZlierdeba. wina
TavebSi Cven SevecadeT dagvemtkicebina, rom
warmatebisaTvis Tanamedrove bazarze misi
mkacri konkurenciiT, kompaniebma uari unda
Tqvan saqonlisa da gasaRebis filosofi-
aze da gadavidnen momxmareblisa da marke-
tingis filosofiaze. am TavSi dawvrilebiT
aris naTqvami imis Sesaxeb, Tu kompanias
rogor SeuZlia gaimarjvos konkurentul
brZolaSi,Tuki orientirebuli iqneba momx-
marebelTa da klientebis saWiroebebze da
daakmauofilebs maT. msoflio liderebsac
ki yovelTvis rodi SeuZliaT saqonlisa d
servisis im maRali xarisxis uzrunvelyo-
fa, romelTac momxmareblebi moiTxoven.

Tavi merve

urTierTdamokidebulebaTa

marketingi
yuradReba! momxmareblebo-produqti malfuWadia!

firfita personalisaTvis swrafi momsaxurebis restoranSi

am Tavis miznebi:

am Tavis wakiTxvis Semdeg Tqven unda
SegeZloT:

♦ mogvceT samomxmareblo faseulo-
bis cnebis ganmarteba da axsnaT misi
roli momxmarebelTa dakmayofilebaSi
da kompaniis momgebianobis uzrunvely-
ofaSi.

♦ mogviyveT cnebebis-faseulobaTa
jaWvi da faseulobis SeTavazeba Sesax-
eb da axsnaT, Tu kompaniebi rogor qmni-
an da Tavazoben samomxmareblo faseu-
lobebs.

♦ mogvceT xarisxis cnebis ganmarte-
ba da axsnaT xarisxis sayovelTao kon-
trolis mniSvneloba, momxmareblebTan
faseulad-orientirebuli, momgebiani
damoki-debulebis CamoyalibebisaTvis.

♦ axsnaT, ratom aris mniSvnelovani
ara mxolod axali momxmareblebis
mozidva, aramed aseve arsebulis Senar-
Cuneba.

♦ mogviyveT urTierTdamokidebule-
baTa marketingis da momxmareblebTan
urTi-erTdamokidebulebaTa damyareb-
is ZiriTadi RonisZiebebis Sesaxeb.

Sesavali

moTxovnilebaTa dakmayofileba ufro
martivi ar xdeba. momxmareblebma iswavles
TavianTi uflebebis  dacva. isini mieCvivnen
imas, rom saqonelTa da momsaxurebis xarisxi
pasuxobs maTi molodinis dones da apro-
testeben, Tuki kompaniebi ar Tavazonen da-
pirebul dones an xarisxi ar Seesabameba
maT molodins. momxmarebelTa gawbileba
umeteswilad gamowveulia xarisxze orien-
taciis SecvliT, romelic kompaniaTa mcde-
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lobaSi gamoixateba Seamciron warmoebiTi
danaxarjebi moTxov-nilebaTa Semcirebis
an klientebis momsaxurebis avtomatizaci-
is xarjze. TiTqmis yoveli momxmarebeli
gawbilebas ganicdis, rodesac mas didxans
uwevs darekva romelime organizaciaSi,
ramdenime damRleli wuTis gatareba
SeerTebis molodinSi (da avtomopasuxis
darwmunebis mosmena imaSi, rom „Tqveni zari
CvenTvis Zalze mniSvnelovania”), da Semdeg
moisminos imis Sesaxeb, rom saWiroa sxva
nomerze darekva da a.S. zogierT kompania-
Ta uunaroba daakmayofilos momxmareblis
molodini, xelsayrel marketingul Sesa-
Zleblobebs qmnis sxvebisaTvis. im faqtis
gacnobierebiT, rom ufskruli klientebis
molodinsa da momsaxurebis xarisxs Soris
ganuwyvetliv farTovdeba, mravalma kompa-
niam uari Tqva avtomopasuxeebze da dai-
qirava uamravi TanamSromeli,rom maT epa-
suxaT klientebis zarebisaTvis.

 warsulSi kompaniebs ar hqondaT imisi
aseTi aucilebloba, rom yuradReba daeT-
moT momxmareblebTan damokidebulebisadmi
an Zalze ar zrunavdnen maTi dakmayofilebis
xarisxze. bazris iseTi koniunqturis dros,
romelic xelsayrelia gamyidvelisaTvis
(rodesac bazari xasiaTdeba saqonlis def-
icitiT da TiTqmis sruli monopolizebiT),
kompaniebi gansakuTrebul Zalisxmevas ar
iCendnen imisaTvis, rom momxmarebelTa guli
moegoT. da piriqiT, rodesac bazris koniun-
qtura yalibdeba myidvelis sasargeblod,
momxmareblebs Tavazoben saqonelTa da
momsaxurebis farTo speqtrs. Tuki am pi-
robebSi gamyidvelebi momxmareblebs ar
SesTavazeben Sesabamisi xarisxis saqonel-
sa da momsaxurebebs, klientebi swrafad ga-
davlen konkurentebTan.amasTan xarisxis
dRevandeli done SesaZloa savsebiT miuRe-
beli aRmoCndes xvalindeli, ufro momTx-
ovni myidvelebisaTvis. myidvelebi sul ufro
ganaT-lebulebi xdebian da maTi moTxovne-
bi saqonelTa da momsaxurebis xarisxisad-
mi mniSvnelovnad izrdeba. ukanasknel wlebSi
daqveiTeba dasavleTisaTvis mraval trad-
iciul dargebSi (avtomSenebloba, gemTm-
Senebloba, sayofacxovrebo eleqtronika) dam-
ajereblad mowmobs imis Sesaxeb,rom kompanie-
bi, romlebic mxolod saSualo xarisxs Tava-
zoben, kargaven momxmareblebs, konkurenteb-
is xarisxian saqonelTa da momsaxurebis
zewoliT.

momxmareblis moTxovnilebaTa dak-
mayofileba

warmatebis misaRwevad, an gadasarCenad
kompanienma unda Secvalon TavianTi
filosofia da orientacia aiRon momx-
marebelze, e.i.Tavis miznobriv momxmare-
blebs maqsimalurad maRali faseuloba
SesTavazon. maT yvelaferi unda icodnen
ara mxolod produqciis Seqmnis, aramed
aseve momxmareblebTan urTierTdamokide-
bulebaTa formirebis Sesaxeb. maT unda
aiTvison ara mxolod warmoebis teqnolo-
gia, aramed bazris teqnologiac.

Zalze mraval kompaniaTa xelmZRvanelo-
ba Tvlis, rom Tavis mxareze momxma-rebel-
Ta mozidva - gansakuTrebiT marketingisa
da gasaRebis qveganyofilebaTa saqmea. mar-
ketingis samefo institutis mier Catare-
bulma gamokiTxvam uCvena, rom kompaniaTa
mxolod 20% direqtorTa sabWos Semadgen-
lobaSi marketingis specialistebia.

kompaniebma, romelTac mniSvnelovan
warmatebebs miaRwies, ukve didi xania gaig-
es, rom mxolod marketingiT aq iolad ver
gaxvalT. miuxedavad marketingis farTo
SesaZleblobebisa, igi SeiZleba mxolod
damxmare iyos. msoflios yvelaze saukeTe-
so marketilogebic ki ver SeZleben da-
balxarisxiani saqonlis warmatebiT gayid-
vas, romelic momxmarebelTa moTxovnebs
Seesabameba. marketinguli qveganyofilebe-
bi efeqtiania mxolod im kompaniebSi, rom-
lebSic yvela qveganyofileba muSaobs
rogorc erTi gundi da qmnian samomxmareb-
lo faseulobis SeTavazebis konkurentunar-
ian sistemas.

am TavSi ganxilulia marketigis filo-
sofiis Sesaxeb, romelic mimarTulia momx-
mareblebSi faseulobiTi orientirebis
sistemis Seqmnaze da kompaniebze, romlebic
orientirebulebi arian momxmarebelze. mas-
Si Cven pasuxs gavcemT ramdenime mniSvnelo-
van kiTxvaze. ra aris samomxmareblo fa-
seuloba da momxmarebelTa molo-dinis
dakmayofilebis done? rogor muSaoben ko-
mpaniebi-faseulobiTi orientaciis formire-
bis liderebi? ra strategiebis gamoyeneba
SeuZliaT kompaniebs arsebul momxmarebel-
Ta SesanarCuneblad da axlebis mosazidad?
praqtikaSi rogor gamoiyeneba xarisxis
kompleqsuri marTva?

TiTqmis naxevari saukunis winaT peter
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drukerma gonivrulad SeniSna, rom kompani-
is pirvelrigovani amocanaa„momxmareblebis
Seqmna”. magram „momxmareblebis Seqmnis”
procesi SesaZloa sakmaod Zneli iyos. dRe-
vaddel momxmareblebs Tavazoben mraval-
ferovan saqonelTa da markebis uzarmazar
raodenobas, sxvadasxva fasebs da mimwode-
blebs. amitom kompaniam uwinares yovlisa
unda icodes, pasuxi mTavar kiTxvaze: rogor
akeTeben momxmareblebi arCevans?

pasuxi martivia: momxmarebeli irCevs
produqts, romelic misTvis yvelaze met
faseulobas warmoadgens. warmodgena faseu-
lobis Sesaxeb yalibdeba iseTi parametre-
bis safuZvelze, rogoricaa misaRebi danax-
arjebi saWiro saqonlis Ziebaze, saqonlis
Sesaxeb informaciis sakmarisoba, gadaadg-
ilebis SesaZleblobebi da Semosavlebis
done. myidvelebi garkveul warmodgenas
ayalibeben saqonlis savaraudo faqseulo-
bis Sesaxeb da moqmedeben am warmodgenidan
gamomdinare. amis Semdeg isini maT mier
miRebul faseulobas adareben mosalod-
nels da am Sedarebis Sedegs, gansazRvravs
maTi dakmayofilebis xarisxs da qcevas
ganmeorebiTi SeZenebis dros

SeTavazebuli samomxmareblo faseu-
loba-gansxvavebaa mTlian (erTobliv)
samomxmareblo faseulobasa da momxmare-
blis mTlian danaxarjebs Soris mocemu-
li saqonlis SeZenis dros (momxmareb-
lis mogeba).

momxmareblebi saqonels kompaniebisa-
gan iZenen, romlebic, maTi mosazrebiT yve-
laze maRal SeTavazebul faseulobas
Tavazoben- gansxvaveba mTlian samomxmare-
blo faseulobasa da momxmareblis mTlian
danaxarjebs Soris (nax.8.1). davuSvaT, ma-
galiTad, rom irlandiel fermers surs
traqtoris SeZena, rac mas SeuZlia Tavisi
Cveulebrivi mimwodeblisagan-adgilobrivi
kompania Massey-Ferguson-isagan, an SeiZinos
ufro iafi aRmosavleTevropuli warmoeb-
is traqtori. orive kompaniaTa gamyidvelebi
fermers uyvebian dadebuli garigebis yve-
la xelsayrelobis Sesaxeb.

mTliani samomxmareblo faseuloba-
saqonlis, momsaxurebaTa, personalis da
imijur faseulobaTa saerTo Tanxaa, ro-
melTac gamyidveli Rebulobs ama Tu
im saqonelTa SeZenisas.

fermeri adarebs orive winadade-
bas da im daskvnamde midis, rom Massey-

Ferguson-is traqtori ufro saimedo da mwar-
moebluria. igi aseve Tvlis, rom Massey-
Ferguson-s ufro organizebuli aqvs damx-
mare samsaxurebi-mitana, swavleba da remon-
ti da Massey-Ferguson-is momsaxure persona-
li ufro gamocdili da pasuxismgebluria.
fermeri alagebs yvela oTxive Semadgen-
lis-saqonlis, momsaxurebis, momsaxure per-
sonalis da imijis faseulobebs-da im
daskvnamde midis, rom rom kompania Massey-
Ferguson-i Tavazobs ufro maRal mTlian
samomxmareblo faseulobas, vidre aR-
mosavleTevropuli kompania.

niSnavs Tu ara es, rom fermeri iyidis
swored Massey-Ferguson-is traqtors? auci-
lebeli rodia. saqme isaa, rom man aseve
unda Seafasos mTliani samomxmareblo
danaxarjebi Massey-Ferguson-is traqtoris
SeZenaze da Seadaros isini aRmosav-leTev-
ropuli traqtoris SeZenis analogiur dana-
xarjebTan. Tavdapirvelad igi adarebs
fasebs, romlebic saqonlisaTvis unda gada-
ixados TiToeulma konkurentma. Massey-Fer-
guson-is traqtori bevrad ufro Zviria aRmo-
savleTevropulze, da ufro maRal fass
SeuZlia nulze daiyvanos ufro maRali
mTliani samomxmareblo faseuloba. ufro
metic, mTliani samomxmareblo danaxarje-
bi moicavs ara mxolod fulad danaxar-
jebs. rogorc jer kidev ori saukunis winaT
adam smiTma aRniSna: „romelime nivTis re-
aluri fasi im SromiTi danaxarjebis da
Zalisxmevebis tolia, romelic aucilebe-
lia misi SeZenisaTvis”. mTliani samomx-
mareblo danaxarjebi, garda amisa, sakuTar
TavSi moicavs myidvelis mier daxarjul
dros, energias da fsiqologiur danaxar-
jebs.

fermeri mTlian samomxmareblo faseulo-
bas adarebs mTlian samomxmareblo dana-
xarjebTan da gansazRvravs Massey-Ferguson-
istraqtoris SeTavazebul samomx-mareblo
Rirebulebas. analogiurad, igi afasebs aR-
mosavleTevropuli traqtoris SeTavazebul
samomxmareblo faseulobas. yvelaferi amis
Semdeg fermeri iyidis im konkurentisagan,
romelic ufro maRal samomxmareblo faseu-
lobas Tavazobs. kompania Massey-Ferguson-ma
rogor unda SeinarCunos myidveli da miyi-
dos mas traqtori? mas SeuZlia Tavisi wi-
nadadeba ufro xelsayreli gaxados momx-
mareblisaTvis. jer-erTi, SeuZlia gazardos
mTliani samomxmareblo faseuloba, myidve-
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lis mogebis (xeiris) gadidebiT garigebisa-
gan, rogorc TviT saqonlis xarjze, ise per-
sonalis momsaxurebis an saqonlis imijis
xarjzec. meore, SeiZleba Seamciros myidve-
lis arasafinanso danaxarjebi, misTvis droi-
Ti, energetikuli da fsiqol-ogiuri resurse-
bis ekonomiiT. mesame, SeiZleba Seamciros
myidvelis fuladi danaxarjebi, fasebis Sem-
cirebiT an gadaxdis SeRavaTiani pirobebis
SeTavazebiT an momsaxurebaze kontraqtis
dadebiT ufro xangrZliv periodSi, esq-
ploataciisa da remontis Rirebulebis Sem-
cirebiT.

mTliani samomxmareblo danaxarje-
bi-fuladi, droiTi, energetikuli da
fsiqologiuri danaxarjebis saerTi
Tanxaa, romelic dakavSirebulia saqon-
lis SeZenasTan.

davuSvaT, rom Massey-Ferguson-ma gaian-
gariSa samomxmareblo faseulobis sidide
da im daskvnamde mivida, rom myidvelebs
surT 20000 evroiani fasis Rirebulebis
traqtorebi. aseve davuSvaT, rom erTi traq-
toris warmoeba kompanias 14 aTasi evro
ujdeba. es niSnavs, rom Massey-Ferguson-i Rebu-
lobs 6000 evroian (20000 evros minus 14000)
mTlian damatebul Rirebulebas. maSasadame,
Massey-Ferguson-ma unda Seiswavlos traqto-
ris fasi 14-dan 20000 evromde. Tuki fasi
14000 evroze naklebi iqneba, warmoebis dana-
xarjebi ar daifareba, Tuki 20000 evroze
meti,fasi gadaaWarbebs mTlian samomxmare-
blo fraseulobas. kompaniis mier dawesebu-
li fasi gansazRvravs, Tu mTliani damate-
buli Rirebulebis ra nawili gadava momx-
marebelze, xolo ra nawili darCeba kompa-

nias. magaliTad, Tuki traqtori 16000 evro
eRireba, maSin myidveli 4000 evro mTlian
damatebul Rirebulebas miiRebs, xolo ko-
mpania - 2000 evro mogebas. Tuki traqtoris
fasi 19000 evros miaRwevs, maSin myidveli
mxolod 1000 evro mTlian damatebul Rire-
bulebas miiRebs, samagierod kompaniis mogeba
5000 evromde gaizrdeba. miwodebis ufro
dabali fasi gazrdis SeTavazebul Rire-
bulebas, maSasadame, myidveli traqtors
metadre Massey-Ferguson-isgan iyidis. SeTava-
zebuli Rirebuleba miwodebul unda iqnes,
rogorc myidvelis xeiri (mogeba). maSasa-
dame, Tuki Massey-Ferguson-s surs gayidvaTa
donis gadideba, maSin man unda SesTavazos
didi SeTavazebuli faseuloba, vidre aR-
mosavleTevropelma mwarmoebelma.

zogierTi marketologi myidvelis arCe-
vanis am koncefcias Zalze abstraqtulad
miiCnevs. maT mohyavT magaliTebi, rodesac
myidvelebi irCeven winadadebas ufro obieq-
turad dabali SeTavazebuli faseulobiT.

kompania Massey-Ferguson-is gamyidve-
lebi fermers arwmuneben, rom maTi fasi
uzrunvelyofs ufro maRal SeTavaze-
bul faseulobas. isini aseve amtkice-
ben, rom aRmosavleTevropuli traq-
tori met sawvavs moixmars, da ufro
xSirad imtvreva. miuxedavad amisa, fer-
meri mainc aRmosavleTevropul traq-
tors yidulobs.

rogor unda aixsnas aseTi qceva, romel-
ic uaryofs faseulobis maqsimizebis prin-
cips? SesaZloa sxvadasxva axsnebi. magali-
Tad, frermeri didi xania megobrobs traqto-
rebis gamyidvelTan aRmosavleTi evropi-
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dan. an mtkiced aqvs gadawyvetili yvelaze
iafi traqtoris SeZena. an mas ubralod ar
moswons kompania Massey-Ferguson-is warmo-
madgeneli. cxadia, rom myidvelebi arCevans
adareben sruliad sxvadasxva wanamZRvreb-
is da SezRudvebis safuZvelze da cdiloben
maTTvis xelsayreli da ara kompaniisaTvis
xelsayreli yidvis ganxorcielebas. magram
SeTavazebuli samomxmareblo faseulobis
koncefcia gamoyenebadia umetes situacieb-
Si da ganazogadebs mravalrixcovan dak-
virvebebs. mis Tanaxmad gamyidvelma Tav-
dapirvelad unda Seafasos SeTavazebuli
samomxmareblo faseuloba da mTliani sa-
momxmareblo danaxarjebi, romlebic dakav-
Sirebulia mis marketingul winadadebasTan
da konkurentebis analogiur winadadebebT-
an. Semdeg unda ganisazRvros, Tu es winadade-
ba rogor realizdeba SeTavazebuli samomx-
mareblo faseulobis koncefciis fargleb-
Si. Tuki kompania-gamyidveli SeniSnavs, rom
konkurentebi met samomxmareblo faseulo-
bas Tavazoben, maSin mas SeuZlia an gazr-
dos mTliani samomxmareblo faseuloba (my-
idvelebis mogebis gaZlierebiT an gadideb-
iT saqonlis, mosaxurebis, personalis an im-
ijis), an Seamciros mTliani samomxmareblo
danaxarjebi (saqonlis fasis SemcirebiT,
SekveTis da mitanis procesis gamartivebiT,
myidvelis riskis nawilis sakuTar Tavze
aRebiT, misTvis xelsayreli sagarantio
valdebulebebis SeTavazebiT).

klientebs uyalibdebaT mosazrebebi mar-
ketinguli winadadebis faseulobis Sesaxeb,
da isini gadawyveten miiReben mas Tu ara.
Tuki saqonlis Tvisebebi mosalodnelze
dabalia, momxmarebeli dakmayofilebuli ar
aris. Tuki saqoneli ar Seesabameba molod-
ins, momxmarebeli dakmayofilebulia. Tuki
saqoneli an momsaxureba molodins aWar-
bebs, maSin momxmareblebi an dakmayofile-
bulebi an bednierebic ki arian.

myidvelTa molodini yalibdeba uwind-
eli SeZenebisagan miRebuli STabeW-dileb-
is xarjze, megobrebisa da kolegebis mo-
sazrebaTa gaTvaliswinebiT, da marketingu-
li informaciidan da monacemebidan gamom-
dinare konkurentebis prod-uqtebisa da
dapirebebidan. marketologebi yuradRebiT
unda moekidon molodinis swori donis
Camoyalibebas. Tuki isini ayalibeben Sem-
cirebul molodins saqonelTan mimarTeba-
Si, maSin daakmayofileben momxmareblebs,

magram ver SeZleben gayidvaTa maRali donis
miRwevas. magaliTad,  olidey Inn-is ho-
telebis qselma ramdenime wlis winaT
sareklamo kampania „aranairi siurprizi”
gaSala, misi klientebis dapirebiT Tavidan
moeSorebinaT Tavisi klientebi momsaxure-
bis nebismieri problemebisagan. magram prob-
lemebi mainc arseboda. xdeboda, rom klien-
tebis molodini aWarbebda SeTavazebul
momsaxurebaTa dones, da mravali maTgani
daukmayofileblebi darCa.  olidey Inn-i
iZulebuli gaxda SeeCerebina es kampania.

yvelaze ufro warmatebuli kompaniebi
adideben molodinis dones da Tavazoben
saqonelsa da momsaxurebas, romlebic am
molodins Seesabamebian. es kompaniebi xelm-
ZRvaneloben Holidey Inn-is momxmarebelTa
sruli dakmayofilebis principiT. magaliT-
ad, kompania Honda-m ganacxada: „erT-erTi
mizezi imisa, rom Cveni momxmareblebi ase
kmayofilebi arian,-es isaa, rom ukmayofilo-
ni varT Cven”. aseTi kompaniebi TavianT win-
aSe imdenad maRal miznebs ayeneben, rom
brwyinvaled ician, Tu momxmareblebi, romle-
bic mxolod dakmayofilebulebi arian, advi-
lad gadavlen konkurentebTan, Tuki isini
raRac ukeTess SesTavazeben. magaliTad, da-
fasoebul saqonelTa momxmareblebis erT-
erTi kategoriebis 44%, rogorc srulad
dakmayofilebulebi, SemdgomSi gadaerTvnen
sxva markebis saqonelze. maTgan gansxvave-
biT momxmareblebi, romlebic Zalze dak-
mayofilebulebi arian, nalleb mimarTulni
arian aseT gadasvlaze. erT-erTma gamokvle-
vam uCvena, rom avtomanqana Toiota-s momxma-
rebelTa 75% mTlianad dakmayofilebuli
iyo da amdenivem ganacxada, rom isev SeiZen-
dnen am kompaniis avtomanqanas. amrigad, aR-
frTovanebuli momxmareblebi emociebis ze-
gavlenis qveS imyofebian, da ar xelmZRvane-
loben mxolod racionaluri mosazrebe-
biT.

Tanamedrove warmatebuli kompaniebi
Tvalyurs adevneben TavianTi klientebis
molodins da iTvaliswineben kompaniis
aRqmad maxasiaTeblebs da TavianTi klien-
tebis dakmayofilebis dones. ganvixiloT
Semdegi magaliTi.

kompaniis xelmZRvanelobisaTvis sasi-
amovno iyo, rom momxmarebelTa 80% amtki-
cebda, rom kmayofilebi arian misi axali
saqonliT, magram sacalo vaWroba uares-
ad midioda, vidre ZiriTad konkurent-
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Tan. kompaniis mkvlevarebma gaarkvies,
rom konkurentuli firmis saqonliT mo-
mxmareblis dakmayofilebis done 90%-s
Seadgens da amasTan konkurenti uaxloes
dros imedovnebda momxmarebelTa dak-
mayofilebis donis amaRlebas 95%-mde.

momxmareblis dakmayoifilebis done  ar
SeiZleba didxans  darCes erTnairi. rogorc
magaliTidan naTelia, konkurentebs SeuZli-
aT momxmareblis dakmayofilebis ufro
maRali donis miRweva, ris Sedegadac ko-
mpaniisaTvisaTvis misaRebi done arasakma-
risi xdeba. swored aseTi situacia yalib-
deba avtomSeneblobis bazarze, sadac saqon-
lisa da momsaxurebis kanonmdeblebi iapone-
li mwarmoeblebi gaxdnen. evropuli avto-
manqanebis xarisxi izrdeba, magram isini ver
daewevian kompania-liderebs - Toiota-s da
Honda-s. amasTan momxmareblebi gaigeben axa-
li standartebis Sesaxeb bazarze da sul
ufro maRal moxovnebs dauyeneben saqonels.
kompaniebi, romelTac es ar esmiT, gzis na-
pirze aRmoCndebian, imitom, rom erT dros
misaRebi maTi standartebi CamorCebian kon-
kurirebadi firmebis standartebisagan da
ar Seesabamebiam momxmarebelTa mzard molo-
dins.

klientebze orientirebul kompaniaTa
momxmareblis moTxovnebis dakmayofi-leba
warmatebis mizanic aris da sakvanZo faq-
toric. kompaniebi, romlebic aRweven momx-
marebelTa dakmayofilebis maRal dones,
darwmunebulebi arian imaSi, rom isini kar-
gad arian cnobilebi TavianT miznobriv baz-
arze. maT ician, rom klientebis dakmayofileb-
is maRali done maT met upiratesobebs aZlevs:
kmayofili klientebi naklebmgrZnobiareni
arian fasebisadmi da ufro loialurebi, isini
damatebul SeZenebs axorcieleben, rodesac
kompania monaTesave saqonels an srulyo-
filebebs Tavazobs, da aseve kompaniebs rek-
lamas ukeTeben, misi produqciis megobrebi-
sadmi, kolegebisa da nacnobebisadmi SeqebiT.

miuxedavad imisa, rom klientze orienti-
rebuli kompaniebi cdiloben TavianTi kli-
entebis ukeT dakmayofilebas, vidre konku-
rentebi, isini ar cdiloben maqsimalur do-
neze SesaZlo dakmayofilebas. kompanias Se-
uZlia maqsimalurad aamaRlos momxmarebl-
is dakmayofilebis done saqonlis fasebis
Semcirebis, an SeTavazebul momsaxurebaTa
moculobis gadidebiT, magram aseTi qmede-
bebi mogebis Semcirebas iwvevs. kompaqniis

warmateba damokidebulia ara mxolod mo-
mxmareblebisagan, aramed aseve mravali sxva
adamianebisagan, kompaniis momuSaveebis, dil-
erebis, mimwodeblebis da aqcionerebis CaTv-
liT. meti saxsrebis xarjvis mcdelobam
momxmareblebis dakmayofilebis donis ama-
Rlebaze SeiZleba saxsrebis gadena gamoi-
wvios, romlebic mimarTulia am sxva part-
niorebis dakmayofilebaze. amrigad, market-
ingis mizania-samomxmareblo faseulobis
uzrunvelyofa kompaniis momgebianobis Se-
narCunebiT. saboloo angariSSi, kompaniam
unda uzrunvelyos momxmarebelTa dakmay-
ofilebis sakmaod maRali done da imavdrou-
lad sawarmos sxva monawileTa dakmay-
ofilebis misaRebi done. es moiTxovs zus-
ti balansis dacvas: marketologma imavd-
roulad unda gazardos samomxmareblo
faseuloba da momxmarebelTa dakmayofi-
lebis done, magram es ise gaakeTos,rom ar
avnos TviTon kompanias. mravali warmate-
buli da msoflioSi farTod cnobili fir-
ma sakuTar strategias afuZnebs momxmare-
belTa dakmayofilebis maRali donis uzrun-
velsayofad, magram warmatebis misaRwevad
sruliad ar aris aucilebeli msoflio
bazris lideri iyo.

warmatebuli organizaciebi Tvalyurs
adevneben, rogorc dakmayofilebulobas, ise
momxmareblis daukmayofileblobas, amis-
aTvis sxvadasxva meTodebis gamoyenebiT.

klientze orientirebuli organizaciebi
momxmareblebs TavianTi saCivrebisa da wina-
dadebebis gamoTqmis SesaZleblobebs Tava-
zoben: klinikebi, magaliTad, deref-nebSi
yuTebs dgamen winadadebebisa da gamoxmau-
rebebisaTvis, da advokatebs qiraoben, rom
maT ganixilon ukmayofilo pacientebis
saCivrebi. zogierTi kompaniebi specialur
satelefono xazebs, „cxel xazebs” xsnian,
romlebiTac klientebs ufasod SeuZliaT
darekva, TavianTi winadadebebis da saCivre-
bis gamosaTqmelad an saWiro informaciis
misaRebad.

warmatebuli kompaniebi mudmivad mu-
Saoben am mimarTulebiT. Richer Sounds-is
maRaziebis momsvlelebs Ria baraTebs
gadascemen maRaziis mosamsaxureTa sura-
TebiT, sloganiT „Cven Tqven yuradRebiT
gismenT”. ukana mxares aris teqsti: „Cven
madlobas gixdiT Tqven mxardaWerisaT-
vis, aki swored Tqveni wyalobiT gavxdiT
Cven sacalo vaWrobis yvelaze ufro
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warmatebuli kompania did britaneTSi.
am statusis SesanarCuneblad, Cven unda
vicodeT, Tu ras vakeTebT arasworad.
winadadebebi da SeniSvnebi momxmarebel-
Ta momsaxurebis TvalsazrisiT, rogori
umniSvneloc isini ar unda iyvnen, Cven
madlierebiT miviRebT. TiToeuli maT-
gani yuradRebiT iqneba  ganxiluli pi-
radad mister piCeris mier... geTayva,
geTayva, geTayva, mogvwereT, mobrZandiT
CvenTan-Tqveni mosazreba CvenTvis Zalian
mniSvnelovania.

saCivrebisa da winadadebebis mxolod
ganxilva arasakmarisia, imis gasarkvevad, Tu
momxmareblebi ramdenad arian dakmayofile-
buli saqonliT an kompaniis momsaxu-rebe-
biT. gamokvlevebi uCveneben, rom momxmare-
blebi ukmayofiloni arian yoveli meoT-xe
SenaZeniT, magram am ukmayofilo momxmare-
belTa 5%-ze naklebi mimarTavs kompanias
pretenziebiT-umetesoba ubralod konkuren-
tebze gadadis. Sdegad kompania kargavs
momxmareblebs.

pasuxismgebeli kompaniebi pirdapir
zomaven momxmarebelTa dakmayofilebis
dones regularuli gamokiTxvebis daxmare-
biT. isini anketebs agzavnian an urekaven
momxmareblebs, romlebmac cota xnis winaT
isargebles kompaniis momsaxurebiT.

momxmarebelTa Jurnalebi da momxmare-
belTa uflebebis dacvis asociacia xSir-
ad atarebs damoukidebel gamokvlevebs. maT
mier miRebuli monacemebi Zalze faseulia
kompaniebisaTvis, ramdenadac daumaxinjebel
Sedegebs iZlevian da zusti warmodgenis
miRebaSi exmarebianklientebis dakmay -
ofilebis xarisxis Sesaxeb.

sareklamo saagento Bozel Worldwide,s-is
gamokiTxvis Sedegebis mixedviT Sedge-
nil iqna cxrili, romelic uCvenebs mo-
mxmarebelTa mosazrebis winaswarakviate-
bulobis xarisxs. Gallup-is saagentom erT-
erTi gamokvlevis dros gamokiTxa 20
aT. kaci 20 qveynidan, raTa SeedginaT 12
qveynis mier warmoebul saqonelTa xa-
risxis reitingi. yvela momxmarebelma
TavianTi saqoneli ufro xarisxiani CaTv-
ala, vidre ucxouri. magaliTad, iaponele-
bi TavianT saqonelTa xarisxs, rogorc
yvelaze maRals 2-jer xSirad (76%) afa-
sebdnen, vidre gamokiTxvis sxva monawile-
ebi (38,5%). germanelebma TavianTi saqone-
li saukeTesod CaTvales 49% SemTxvevaSi,

xolo gamokiTxvis danarCenma monawileeb-
ma aRiares germanul saqonelTa upirate-
soba mxolod 36% SemTxvevaSi. Sesabamis-
ma maCveneblebma did britaneTSi 36 da
22% Seadgina Sesabamisad.

momxmarebelTa dakmayofilebis Sefase-
bis kidev erTi xerxia - saqonelTa SeZena
kompaniis TanamSromelTa, rogorc Cveule-
briv myidvelTa mier. imisi ukeT Sesamowme-
blad, Tu mosamsaxureebi rogor arTmeven
Tavs problemebs, aseTi moCvenebiTi myid-
velebi zogjer specialurad uqmnian prob-
lemebs kompaniis personals. magaliTad,
restoranSi sakvebis xarisxs uCivian, imis
gasagebad, Tu rogor moiqceva personali.
Mystery Shoppes-is gamokiTxvam, romelic ko-
mpania Research International-ma Caatara, mrava-
li saintereso faqtis gamovlenaSi daexma-
ra mas. Research International-is TanamSromlebi
rekavdnen kompaniaSi, rom klientebis mom-
saxurebis xarisxi SeefasebinaT telefoniT.
maT daadgines, magaliTad, Tu ramdeni droa
saWiro lodini, sanam kompaniis ofisSi yur-
mils aiReben; ra xmiT da toniT saubroben;
damrekavs ramdenjer gadarTaven sxva Tan-
amSromlebze da a.S.

kompaniebi unda xvdebodnen momxmareb-
lebs, romlebmac miatoves yidvebi an kon-
kurentebTan wavidnen, raTa gaigon am mov-
lenis mizezebi. unda Catardes ara mxolod
gamosamSvidobebeli interviuebi, aramed
aseve Tvalyuric unda mivadevnoT momxmare-
belTa danakargebis intensiurobas. Tuki
es maCvenebeli izrdeba, maSasadame, kompa-
nias ar SeuZlia momxmareblebisaTvis
uzrunvelyos momsaxurebaTa jerovani done.

konkurentul brZolaSi gasamarjveb-
lad, universitetebsa da kolejebs Semo-
aqvT axali programebic da iwveven maRa-
lkvalificiur maswavleblebsac. magram
erTi universitetis mier Catarebulma
analizma moswavleTa ganTesvis sruli-
ad sxva mizezebi gamoavlina. abiturient-
ebi da maTi mSoblebi WuWys uCiodnen sae-
rTo sacxovreblis tualetebSi da Zvel
avejs oTaxebSi.

samomxmareblo faseulobis SeTava-
zeba da momxmarebelTa dakmayofileba

samomxmareblo faseuloba da dakmay-
ofilebis done warmatebis marketinguli
formulis mniSvnelovani Semadgeneli iqne-
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ba. magram mainc  ra unda gavakeToT, samomx-
mareblo faseulobaTa Seqmnisa da SeTavaze-
bisaTvis? am kiTxvaze pasuxis gacemaSi Cven
dagvexmareba faseulobaTa jaWvis koncef-
ciebi da faseulobaTa SeTavazebis siste-
mebi.

samomxmareblo faseulobaTa gadidebis
ZiriTadi instrumentis saxiT jaWvis maikl
porterma SemogvTavaza gamoyeneba  (ix. nax.
8.2.). yoveli kompania awarmoebs saqmianobas,
mimarTuls sakuTarv saqonelTa Seqmnaze,
warmoebaze, gasaRebaze, mitanaze da mxardaW-
eraze. Tu visargeblebT cnebiT faseuloba-
Ta jaWvi, SeiZleba gamovyoT firmis saqmi-
anobis cxra saxeoba, romlebic dakavSire-
bulia faseulobis SeqmnasTan, rac saqmi-
anobis yoveli saxeobis mixedviT danaxar-
jebis da konkurentuli diferenciaciis
wyaroebis dadgenis saSualebas iZleva. fa-
seulobis Seqmnis cxra Semadgeneli saku-
Tar TavSi moicavs saqmianobis xuT Ziri-
Tad saxeobas da oTx Tanamdevs.

saqmianobis ZiriTad saxeobebs miekuTvne-
ba masalebis miwodeba, romlebic aucile-
belia biznesis warsamarTavad (nedleulisa
da makompleqteblebis Sesyidva), maTi da-
muSaveba (warmoebrivi operaciebi), gagzavna
(CatvirTva) (mza produqciis miwodeba), mar-
ketingi (reklama da gasaReba), momsaxureba
(servisi). xangrZlivi periodis manZilze
firmebi koncentrirebulebi iyvnen saboloo
produqtze, rogorc damate-buli Rirebuleb-
is miRebis ZiriTad saSualebaze, magram
momxmareblis dakmayofileba damokidebu-

lia aseve faseulobaTa jaWvis sxva etape-
bzec. saqmianobis damxmare saxeobebi Ziri-
Tadebis paralelurad arseboben. magaliTad,
Sesyidvis etapi sakuTar TavSi moicavs
sxvadasxva informaciis miRebas saqmianob-
is yoveli saxeobis mixedviT, xolo nedleu-
lis da makompleqteblebis Sesyidva moma-
ragebis ganyofilebis mier - es am etapis
mxolod nawilia. yvela qveganyofilebi-
saTvis aseve damaxasiaTebelia teqnolo-
giebis ganviTareba da SromiTi resursebis
marTva. firmis zednadebi xarjebis struq-
turaSi Sedis menejnemtis, dagegmvis, finan-
sebis marTvis, aRricxvis, samarTlebrivi
uzrunvelyofa da saxelmwifo organoebT-
an kavSiris danaxarjebi, uromlisodac Seu-
Zlebelia saqmianobis ZiriTadi da Tanam-
devi saxeobebis wayvana.

maSasadame, firmam unda Seafasos faseu-
lobaTa Semqmneli saqmianobis yoveli saxeo-
bis danaxarjebi da efeqtianoba da eZebos
maTi srulyofis xerxebi. garda amisa, man
unda vgaiTvaliswinos konkurentebis dan-
axarjebi da efeqtianoba. magram, Tuki fir-
ma saqmianobis romelime saxeobas kon-
kurentebze ukeT asrulebs, igi konkuren-
tul upiratesobas miaRwevs.

firmis warmateba damokidebulia ara
mxolod yvela qveganyofilebis muSaobis
xarisxze, aramed aseve maT awyobil muSaoba-
ze. xSir SemTxvevaSi calkeuli sawarmo
pirvel adgilze ayenebs sakuTar intere-
sebs, nacvlad imisa, rom izrunos kompaniis
saerTo keTildReobaze da saboloo momx-
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mareblis dakmayofilebaze.
am problemis gadasaWrelad, firmebma

unda izrunon  ZiriTadi biznes-centrebis
awyobil muSaobaze, rac funqcionalur qve-
ganyofilebaTa aqtiur da koordinirebul
TanamSromlobaze daiyvaneba. qvemoT mot-
anilia ZiriTadi biznes-centrebi.

♦ saqonlis SemuSaveba. saqmianobis yve-
la saxeoba, romelic dakavSirebulia axali
produqtis gamokvlevebTan da SemuSave-
basTan.

♦ materialur-teqnikuri maragebis mar-
Tva. saqmianobis yvela saxeoba, romelic
dakavSirebulia amosavali masalebis Zie-
basTan da nedleulis maragebis, naxevar-
fabrikatebis, da mza saqonelTa marTvas-
Tan, romlebic mimarTulia miwodebaTa
droul uzrunvelyofaze da xarjebis Sem-
cirebaze, zenormatiuli maragebis Senax-
vaze.

♦ maragebis marTva. saqmianobis yvela
saxeoba, SekveTebis miRebisa da Sesrul-
ebisaTvis da saqonelTa droul gagzav-
nasa da anazRaurebis miRebaze.

♦ momxmarebelTa momsaxureba. saqmiano-
bis yvela saxeoba, romlebic momxmareblebs
xelmisawvdomobas uadvilebs kompaniis
Sesabamisi samsaxurebisadmi momsaxurebis,
moTxovnebze pasuxis misaRebad da aRmo-
cenebul problemaTa gadasaWrelad.

warmatebuli kompaniebi anviTareben Ta-
vianT SesaZleblobebs am da sxva ZiriTadi
procesebis samarTavad, rac Tavis mxriv,
maTTvis seriozul upiratesobas uzrun-
velyofs konkurentul brZolaSi.

mravalma internet-kompaniam marcxi
ganicada faseulobaTa jaWvis ukanasknel
stadiaze-momxmareblis momsaxurebaze. mo-
mxmareblebi jer-jerobiT arc ise Zalian
endobian virtualur kompaniebs (es gan-
sakuTrebiT damaxasiaTebelia safrangeT-
is da italiis momxmareblebisaTvis). amaswi-
nandeli gamokvlevis masalebiT, aseT ko-
mpaniaTa mxolod mexuTedi nawili aris mzad,
pirad kontaqtze wavides klientebTan,
amasTan  internetis evropel mosargeble-
Ta umetesoba mzad ar aris yidvis ganxor-
cielebaze gamyidvelebTan raime piradi
kontaqtebis gareSe, Tundac saqme Seexebodes
cnobil kompaniebs.

konkurentuli upiratesobis misaRwevad
firmam unda moaxdinos faseulobaTa saku-
Tari jaWvis ara mxolod optimizeba, aramed

aseve Seiswavlos Tavis mimwodebelTa da
distribiutorTa jaWvebi. dRes mravali
kompania TanamSromlobs miwodebaTa jaWvis
partniorebTan, raTa gazardos momxmareb-
lisadmi faseulobis SeTavazebis sis-
temis efeqtianoba.

faseulobis SeTavazebis sistema -
aris sistema, romelic Sedgeba kompani-
isa da misi mimwodeblebis, distribiu-
torebis da saboloo momxmarebelTa
faseulobebis jaWvisagan, romlebic er-
Tad muSaoben ukanasknelebisTvis maR-
al faseulobaTa SeTavazebisaTvis.

kompaniebi, romlebic gamarjvebisacen
miiswrafian konkurentul brZolaSi, iZul-
ebulebi arian mWidrod iTanamSromlon
erTmaneTTan. uwindel droSi kompaniebi
TavianT mimwodeblebs da distribiutorebs
ganixilavdnen, rogorc xarjebis wyaros,
xolo zogierT SemTxvevebSi ubralod
rogorc mtrebs. axla isini partniorebs
frTxilad irCeven da muSaobaSi cdiloben
mxari dauWiron yvelaze ufro momgebian
strategias. Tanamedrove bazarze gaZliere-
buli konkurentuli brZola Cveulebriv
swarmoebs ara calkeul firmebs Soris,
aramed faseulobaTa SeTavazebiT, sistemebs
Soris.

musikis Secnobisa da Ziebis on-
lainuri sistema (Online Music Recognition
and Searching-OMRS)-es axali momsaxure-
baa, romelic kompaqt-diskebis gamyidve-
lebs SesaZleblobas aZlevs gamoarkvi-
on momxmareblis moTxovnilebebi. mra-
vali klienti maRaziaSi Sedis da iTx-
ovs misTvis saWiro kompaqt-diskis mo-
Zebnas, misTvis mowonebuli melodiidan
mxolod nawyvetis an simReridan ram-
denime sityvis damaxsovrebiT. samwuxa-
rod, gamyidvelebidan cotas Tu SeuZ-
lia itrabaxos imiT, rom zepirad ician
yvela arsebuli musikaluri nawarmoeb-
ebi. OMRS-is sistema am problemis gada-
WraSi gvexmareba. klientma ubralod
unda daamReros an daustvinos melo-
diis damaxsovrebuli fragmenti, xolo
kompiuteri atarebs fragmentis maTema-
tikur analizs da miRebul monacemebs
adarebs monacemTa bazas. saboloo ja-
mSi klienti Rebulobs imas, rac mas
unda, maRazia yidis met kompaqt-disks,
da yvela erTxmad aqebs da adidebs
OMRS-is sistemas.
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amrigad, marketingi ar SeiZleba aRviq-
vaT mxolod rogorc qveganyofileba, romel-
ic uzrunvelyofs gayidvebs. es SezRudu-
li Sexedulebaa marketingze; aseTi midgo-
mis dros yalibdeba marketinguli kompleq-
si, romelic orientirebulia mxolod gay-
idvebze, da sakmarisi yuradReba ar eTmoba
saqonlis maxasiaTeblebs, TviTRirebule-
bas da sxva mniSvnelovan faqtorebs. swori
midgomis dros marketingi pasuxs agebs mo-
mxmarebelTa miznobrivi segmentebisadmi
umaRlesi faseulobis SeTavazebis siste-
mis SemuSavebasa da marTvaze. marketingis
Tanamedrove menejerebi unda fiqrobdnen
ara mxolod ukve arsebuli produqtis gay-
idvis Sesaxeb, aramed aseve imis Sesaxeb, Tu
rogor movaxdinoT saukeTeso saqonelTa
SemuSavebis stimulireba da movawyoT bi-
znesis yvela qveganyofilebaTa efeqtiani
urTierTqmedeba da mWidro TanamSromlo-
ba gare partniorebTan.

momxmarebelTa dakmayofileba da ko-
mpaniis rentabeloba mWidrod arian dakav-
Sirebuli saqonelTa da momsaxurebis
xarisxTan. rac ufro maRalia kompaniis
saqonelTa xarisxis done, miT ufro srulia
myidvelis dakmayofileba, im pirobiT, rom
kompanias SeuZlia daawesos ufro maRali
fasebi da imavdroulad Seamciros danax-
arjebi. amitom xarisxis amaRlebis prob-
lemebi Cveulebriv xels uwyoben renta-be-
lobis zrdas. marketinguli strategiis da
mogebis urTierTkavSiris erT-erTma gamokv-
levam gamoavlina mkafio damokidebuleba
saqonlis xarisxsa da investiciebis rent-
abelobas da mogebas Soris, amasTan rogorc
evropaSi, ise aSS-Si.

saqonlisa da momsaxurebis xarisxis
amaRlebis amocanebi ZiriTadi unda iyos
kompaniisaTvis. iaponur kompaniaTa mniS-
vnelovani warmateba msoflio bazarze uwi-
nares yovlisa aixsneba maT saqonelTa umaR-
lesi xarisxiT. momxmarebelTa umetesoba
ukve ver aRiqvams uxarisxo saqonels an
momsaxurebas da saSualo xarisxis produ-
qtebs. Tanamedrove kompaniebs sxva gamo-
savali ar gaaCniaT, garda xarisxis sayove-
lTao marTvis koncefciis usityvo miRebi-
sa, winaaRmdeg SemTxvevaSi maT mouwevT
scenidan Camosvla da mogebis konkurente-
bisadmi gadacema. kompania General Electric-is
direqtorTa sabWos Tavmjdomarem jon uel-
Cma ganacxada: „xarisxi - momxmarebelTa

erTgulebis saukeTeso garantiaa, yvelaze
Zlieri dacva ucxouri konkurentebisagan
da erTaderTi gza warmatebisa da mogebi-
saken”.

xarisxi - esaa saqonlisa da momsaxur-
ebis Tvisebebisa da maxasiaTeblebis er-
Toblioba, romlebic uzrunvelyofen maT
unars daakmayofilon momxmarebelTa ar-
sebuli an savaraudo moTxovnilebebi.

xarisxi SeiZleba sxvadasxvanairad aRvw-
eroT: „gamosayeneblad vargisi”, „moTxov-
nebisadmi Sesabamisoba”, „defeqtis ararse-
boba”, da a.S. xarisxis kontrolis ameriku-
li sazogadoeba xarisxs gansazRvravs rog-
orc saqonlis an momsaxurebis TvisebaTa
da maxasiaTeblebis anakrebs, romlebic akma-
yofileben arsebul an savaraudo moTxov-
nebs. es xarisxis mkafio da momxmarebelze
orientirebuli gansazRvrebaa. mis Sesabam-
isad kompania uzrunvelyofs xarisxis jero-
van dones mxolod im SemTxvevaSi, Tuki
saqonlis maxasiaTeblebi da Tvisebebi Seesa-
bamebian momxmarebelTa saWiroebebs, moTx-
ovnebs, da molodins an aWarbebs maT. kompa-
nia, romelic umetes SemTxvevebSi akmayo-
filebs Tavis momxmarebelTa ZiriTad ma-
sas, iTvleba kompaniad, romelic xarisxian
saqonels awarmoebs.

mniSvnelovania vicodeT gansxvaveba Ses-
rulebis xarisxsa da Sesabamisobis xarisxs
Soris. Sesrulebis xarisxi miekuTvneba dones,
romelTanac saqoneli asrulebs Tavis fun-
qciebs. SeadareT  Smart Car-i da Lexus-i, kompa-
nia Toyota-s „luqsi”klasis avtomanqana.  Lex-
us-i Tavazobs Sesrulebis ufro maRal
xarisxs, vidre Smart Car-i. mas ufro narnara
svla, ukeTesi marTvadoba da samsaxuris xan-
grZlivi vada gaaCnia. es avtomanqanebi ufro
Zviradac iyideba ufro maRali moTxovnis
bazrebze. Sesabamisobis xarisxi miekuTvne-
ba defeqtebis ararsebobas da mudmivobas,
romliTac saqoneli Seesabameba Sesruleb-
is gansazRvrul dones. rogorc Lexus-i, ise
Smart Car-ic maRali saimedoobiT gamoirCeva
da Sesabamisobis erTnair xarisxs Tavazoben,
ramdenadac es avtomanqanebi mudmivad See-
sabamebian bazris molodins. SeiZleba iTq-
vas, rom 100 aTasi evros Rirebulebis avto-
manqana, romelic aseTi klasis avtomanqanis
yvela moTxovnas akmayofilebs, - es xarisxi-
ani avtomanqanaa. igive SeiZleba iTqvas, 10
aTasi evros Rirebulebis avtomanqanaze, ro-
melic akmayofilebs saqonelTa Tavisi kat-
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egoriis yvela moTxovnas. magram Tuki Lex-
us-s defeqtebi aRmoaCndeba an Smart Car-i
daiwyebs Zalian bevri sawvavis moxmarebas,
maSin orive avtomanqana ar SesTavazebs xa-
risxis saWiro dones da Sewyveten momxma-
rebelTa dakmayofilebas.

xarisxis marTvis evropuli fondis mier
SemuSavebuli srulyofili xarisxis „mod-
eli, evropaSi yvelgan gamoiyeneba (nax. 8.3).
marketingis qveganyofilebebi kompaniaTa
sxva qveganyofilebebTan erTad pasuxs age-
ben saqonelTa da momsaxurebis zarisxze.
amasTan, swored marketings waredgineba

gansakuTrebulad maRali moTxovnebi, ram-
denadac momxmareblis dakmayofilebis do-
nes centraluri adgili uWiravs rogorc
marketingul saqmianobaSi, ise im saqmianoba-
Si, romelsac xarisxis sayovelTao mar-
Tva ewodeba (Total Quality Management -
TQM). xarisxze orientirebuli kompania, mar-
ketings ori saxis valdebulebas akisrebs.
jer-erTi, marketingis qveganyofilebaTa xe-
lmZRvanelebi monawileobas Rebuloben
resursebis marTvis xarisxze orientire-
buli strategiisa da politikis formire-
baze. meore, marketingis ganyofilebam Tva-
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lyuri unda miadevnos imas, rom marketing-
is xarisxi ar CamorCebodes saqonelTa da
momsaxurebis xarisxisagan. man unda ganax-
orcielos marketinguli saqmianobis yve-
la saxeoba, rom-elic mimarTulia standart-
ebis amaRlebaze: Caataron marketinguli
gamokvlevebi, sareklamo kampaniebi, aswav-
lon personals da a.S. momxmareblis dak-
mayofilebuloba SeiZleba Semcirdes im
SemTxvevaSi, rodesac saukeTeso xarisxis
saqonlis mwarmoebel kompanias ar SeuZlia
misi Seuferxebeli miwodebis mogvareba an
arasworad axorcielebs mis reklamas, mo-
mxmareblisaTvis momatebuli molodinis
SeqmniT.

xarisxis amaRlebis programis reali-
zebis dros marketingis ganyofilebas rigi
mniSvnelovani funqcia daekisreba. jer-erTi,
marketinguli samsaxurebi pasuxs ageben
momxmarebelTa moTxovnilebebze da moTx-
ovnebze da maTTan ukukavSiris damyareba-
ze, romelic zegavlenas axdens produqtis
SemuSavebaze da mis ganawilebaze bazris
segmentebis da miznobrivi jgufebis mixed-
viT. meore, marketingulma samsaxurebma
Tvalyuri unda miadevnon imas, rom momx-
marebelTa SekveTebi mTlianad da drou-
lad sruldebodnen, da aseve imas, rom momx-
mareblebi saWiro instruqcias, swavlebas
da teqnikur mxardaWeras Rebulobdnen SeZe-
nili produqtebis gamoyenebis procesSi.
mesa-me, marketinguli samsaxurebis person-
ali unda daakvirdes yidvis process saqon-
lis gayidvis adgilebze, raTa darwmundes
imaSi, rom momxmareblebi kmayofilebi darC-
nen. dabolos marketologebma unda Sea-
grovon da kompaniebs gadascen momxmare-
belTa SeniSvnebi da survilebi saqonelTa
da momsaxurebis srulyofis Taobaze.

TQM imis gagebaSi dagvexmara, rom xa-
risxi, es raRac ufro metia, vidre ubral-
od kargad damzadebuli saqoneli an Sesa-
bamisi saxiT SeTavazebuli momsaxurebebi.
TQM-m saSualeba mogvca xarisxisaTvis Seg-
vexeda momxmarebelTa dakmayofilebis Tva-
lsazrisiT, rasac yovelTvis moiTxovdnen
marketologebi. imavdroulad TQM dagvex-
mara imis gagebaSi, rom karg momuSaveTa
mozidva, SenarCuneba da dakmayofileba -
warmatebis sawindaria momxmarebelTa moz-
idvaSi, SenarCunebasa da dakmayofilebaSi.

sayovelTao xarisxi - samomxmareblo
faseulobaTa Seqmnis da momxmarebelTa

dakmayofilebis maRali donis miRwevis
gasaRebia. aseTi xarisxis miRweva - biznes-
procesebis yoveli monawilis amocanaa, ise
rogorc marketingis xelovnebis daufle-
ba.

kompaniebi, romelTac ar esmiT sa-
qonlis xarisxis amaRlebis, warmoebi-
sa da operaciebis mniSvneloba, iseTive
anaqronizmi gaxdebian, rogorc qaris
wisqvilebi atomuri eleqtrosadgure-
bis saukuneSi. funqcionaluri marketin-
gis dro gailia. Cven ar SegviZlia sak-
uTari Tavi bazris mkvlevarebad, win-
wawevis specialistebad, reklamistebad,
marketinguli strategiis specialisteb-
ad CavTvaloT, Cven sakuTari Tavi unda
CavTvaloT momxmarebelTa dakmayofi-
lebis specialistebad, klientebis advo-
katebad da Tvalyuri unda mivadevnoT
process mTlianad.

kompaniebma Zala da energia unda daaban-
don ara mxolod sagareo, aramed saSinao
marketingis gaumjobesebaSi. marketinguli
samsaxurebis momuSaveebi momxmareblebi-
saTvis Taviseburi saxis damcvelebi unda
gaxdnen; Tuki saqoneli an momsaxureba ar
Seesabamebian momxmarebelTa moTxovnebs, mar-
ketologebma pirvelebma unda ganacxadon
amis Sesaxeb. maTi mizania-ganuxrelad misdi-
on wess „momxmareblebs SevTavazoT umaR-
lesi faseuloba“.

samomxmareblo faseuloba

kompanias mTeli Tavisi saxsrebis da
drois daxarjva SeuZlia xarisxis amaRle-
baze an raime marketingul saqmianobaze
momxmarebelTa mosapoveblad da Sesanar-
Cuneblad. warmoiSoba kiTxva: ramdenad
faseulia kompaniisaTvis momxmarebeli? sul
ufro metma kompaniam icis, rom masze pa-
suxisagan Zalze bevri ram aris damo-kide-
buli.

eleqtronuli kompaniebi mzad arian
maRali fasis gadasaxdelad potenciuri
klientebisaTvis, imitom, rom maT gadaqce-
vas imedovneben momgebian momxmareblebad.

momgebiani momxmarebeli - individi,
saojaxo meurneoba an kompaniaa, romel-
Ta Semosavlebi droTa ganmavlobaSi
sagrZnoblad aWarbeben kompaniis danaxa-
rjebs mis mozidvaze da misTvis saqo-
nelTa da momsaxurebis miyidvaze.
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am ganmartebaSi saqme exeba Semosavleb-
sa da xarjebs drois mTels periodSi, rom-
lis msvlelobaSi momxmarebeli kompaniis
klientad rCeba, da ara mogebas raRac ca-
lkeuli garigebisagan. sxva sityvebiT, saqme
exeba mTlian mogebas momxmareblisa-
gan .

mTliani mogeba momxmareblisagan -
esaa Tanxa, romelzec mogeba konkretu-
li momxmareblisagan droTa ganmavlo-
baSi gadaaWarbebs kompaniis danaxarjebs
mis mozidvasa da masze saqonelTa da
momsaxurebis miyidvaze.

tom pitersi - ramdenime wignis av-
toria biznesSi. mas sakuTari kompania
gaaCnia da yovelTviurad wlidan wlam-
de igi 1500$-s uxdis Federal Eqspress-s mom-
saxurebisaTvis. tomi gegmavs biznesSi
darCenas kidev minimum 10 weliwadi. amri-
gad, momavalSi igi Federal Eqspress-is mom-
saxurebaze 180 aT. dolars daxarjavs.
Tuki Federal Eqspress-is mogebis norma 10%
iqneba, maSin, mTel periodSi, sanam piter-
sis firma Federal Eqspress-is klientad dar-
Ceba, igi ukanasknelebs 180 aTas dolar
mogebas moutans. magram Federal Eqspress-i
riskavs mTeli am mogebis dakargvas, Tuki
misi mZRoli cudad moemsaxureba pit-
erss an Tuki konkurentebi mas ufro
xarisxian momsaxurebebs SesTavazeben.

dRes mxolod cota raodenobis kompanie-
bi regularulad afaseben yoveli calkeu-
li klientis faseulobas da momgebianobas.
magaliTad, bankebi amtkiceben, rom es Zalze
rTulia, ramdenadac momxmareblebi sarge-
bloben sxvadasxva sabanko momsa-xurebebiT,
xolo operaciebi registrirdebian sxva-
dasxva qveganyofilebebSi. magram bankebi,
romlebmac mainc moaxerxes klientebis mom-
saxurebis gaerTianeba erTian sistemaSi,
sagonebelSi Cavardnen aramomgebian momx-
marebelTa daTvliT. zgierTi bankis an-
gariSgebidan naTelia, rom wvrili klien-
tebis TiTqmis 45%-s maTTvis ara mogeba
moaqvs, aramed zarali. amitom gasakviri
rodia, rom dRes mravalma bankma gadasaxde-
li daawesa momsaxurebebisaTvis, romelT-
ac isini adre ufasod Tavazobdnen.

warsulSi mravali kompania TavianT mo-
mxmareblebs aRiqvamdnen rogorc, raRac
TavisTavad arsebuls. xSirad momxmare-

blebs mimwodeblebis arCevani ar gaaCndaT
an yvela mimwodebeli erTnairad dabali
xarisxis saqonels an momsaxurebas Tava-
zobs, xolo bazris swrafi gafarToeba ko-
mpanias saSualebas aZlevda ar efiqra Tavis
momxmarebelTa dakmayofilebis Sesaxeb.
aseTi kompania, romelic bazarze moqmedeb-
da „gaxvretili vedros“ principiT (wylis
raRac raodenoba gaedineba,magram raRac
rCeba kidevac), iqedan gamodioda, rom baz-
arze yovelTvis iqneba sakmarisi axali
momx-mareblebi dakargulis Sesacvlelad.
magram momxmarebelTa maRali denadobis
mqone kompaniebs xarjebi ufro maRali gaaC-
niaT, vidre im kompaniebs, romelTac SeZles
Tavis yvela momxmarebgelTa SenarCuneba
da arc erTi axali ar miuRiaT.

kompaniebma Tvalyuri unda miadevnon
momxmarebelTa gadenas da ecadon mis Sem-
cirebas. jer-erTi, kompaniam unda gan-
sazRvros momxmarebelTa SenarCunebis done.
JurnalisaTvis es SeiZleba iyos xelmow-
eris ganmaaxlebel mkiTxvelTa done; kata-
logiT movaWre firmisaTvis ganmeorebiT
mimmarTvel klientTa raodenoba. Semdeg
kompaniam unda gansazRvros momxmarebel-
Ta gadenis mizezebi da gamoavlinos isini,
romelTa aRmofxvra SeiZleba. cxadia,
mocemuli regionidan wamsvleli klien-
tebisaTvis, an im klienti-mewarmeebisaTvis,
romlebic biznesidan gadian, verafers ver
izam. samagierod, momxmarebelTa Sesanar-
Cuneblad, romlebic kompanias toveben
saqonelTa dabali xarisxis, cudi momsax-
urebis an Zalze maRali fasebis gamo, Sei-
Zleba miRebul iqnes mTeli rigi zomebi.
dasawyisisaTvis kompaniam SeiZleba Seadg-
inos ganawilebis grafiki, romelic gan-
sazRvravs momxmarebelTa raodenobas, rom-
lebmac sxvadasxva mizezebiT uari Tqves
misi momsaxurebisagan.

momxmarebelTa dakmayofilebulobis
xarisxis gamokvleva saSualebas gvaZlevs
ganvsazRvroT, kompaniam rogor unda gada-
anawilos Tavisi Zalisxmevebi am mimarT-
ulebiT.

erT-erTi restornis klientTa dakmay-
ofilebulobis gamokvlevis msvlelobaSi
gairkva, Tu restorani ras miiCnevda mniS-
vnelovnad: iseTi kriteriumebi, rogoricaa
interieri da ulufis sidide. xolo klien-
tebisaTvis es kriteriumebi ara yvelaze
mTavari aRmoCnda: restornis momsvlelebma
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pirvel adgilze daayenes sakvebis xarisxi
da sisufTave tualetebSi-da am kriteri-
umebiT tualetebis reitingi sakmaod daba-
li aRmoCnda. klientebisaTvis mniSvnelo-
vani sxva kriteriumebis mixedviT-sisufTave
darbazebSi, momsaxurebis siswrafe da per-
sonalis Tavazianoba-restoranma sakmaod
maRali qulebi daagrova. gamokvleba dagvex-
mara imis gansazRvraSi, Tu restorans ris
xarjze SeuZlia gazardos klientebis dak-
mayofilebis done da Seamciros danaxar-
jebi, magaliTad, ulufis SemcirebiT.

im dargebSi, sadac dabalanazRaureba-
di an maRali kvalifikaciis armomTxovni
an/da droebiTi samuSao Warbobs (magaliT-
ad, makdonaldsi), kargad ician, rom momxma-
rebelTa SenarCunebisa da dakmayfilebisa-
Tvis aucilebelia kompaniis momuSaveTa
SenarCuneba da dakmayofileba. es urTierT-
kavSiri aSkarad gasdevs mrewvelobis swra-
fadmzard dargebSic, sadac specialisteb-
is gadabirebis praqtika iwvevs maTi xel-
fasis mkveTr amaRlebas da aseve bazrebze,
sadac gasaReba damokidebulia xangrZliv-
vadiani urTierTobebis dalagebaze sakvan-
Zo kliantebTan. kompania SAS-i, programu-
li uzrunvelyofis SemmuSavebeli mWidro
kavSirs aRiarebs Tavis efeqtianobasa da
kadrebis denadobas Soris. kompaniis xel-
mZRvaneloba am maCvenebels inarCunebs weli-
wadSi 4%-is doneze (dargSi saSualod 20%-
is doneze). momuSaveTa SenarCunebis  SAS-
Si gamoyenebuli meTodebi ufro efeqtiani
aRmoCnda, vidre kompania M&M-is praqtika,
romelic yovelwliurad 65 aTas evros ga-
moyofs Tavi 7500 momuSaveTa premirebisaT-
vis. SAS-Si SedareviT mokle samuSao dRea,
momuSaveebs ufaso samedicino gamokvleva
utardebaT, maT samsaxurSia ufaso sport-
darbazebi, CogburTis kortebi, Teatris bi-
leTebi da sxva bonusebi da SeRavaTebi.
amitom mosamsaxureebi TavianTi kompaniis
erTgulebi arian da yvelafers akeTeben
momxmarebelTa dasakmayofileblad, - misi
98 klienti yovelwliurad agrZelebs li-
cenzias kompania SAS-is programul uz-
runvelyofaze.

mimwodeblis gamocvlisas momxmareble-
bi xarjebs ewevian saqonlis fasis zeviT.
esaa axal saqonelTa an momsaxurebiT sarge-
blobis Cvevebis SeZenis danaxarjebi, dro,
daxarjuli axali mimwodeblis SerCevaze,
siZneleebi, romlebic dakavSirebulia axa-

li produqtebis eqsploataciasTan.
momxmarebelTa movlis donis sul 5%-

iT SemcirebiT, kompanias SeuZlia mogebis
25-85%-iT gadideba. samwuxarod, klasikuri
marketingi did yuradRebas uTmobs axal
momxmarebelTa mozidvas, magram ara arse-
bulTa SenarCunebas. ZiriTadi yuradReba
masSi eTmoba garigebaTa dadebas, da ara
urTierTdamokidebulebaTa dalagebas, gay-
idviswina saqmianobis sakiTxebs da gayid-
vebs, da ara gayidvisSemdgom momsaxurebas.
magram dRes mravalma kompaniam gaigo ar-
sebul momxmarebelTa SenarCunebis mniS-
vneloba, maTTan xangrZlivvadian urTierT-
damokidebulebaTa dalagebis xarjze.

urTierTdamokidebulebaTa marketi-
ngis safuZvlebi

urTierTdamokidebulebaTa marketin-
gi - esaa momxmareblebTan da kompaniis
sxva partniorebTan srulfasovan, myar
urTierTdamokidebulebaTa Seqmnis, Sena-
rCunebisa da gafarToebis procesi.

Cvens droSi marketingi sul ufro gada-
adgildeba calkeul momxmarebelze orien-
tirebidan  srulfasovan urTierTdamokide-
bulebaTa da marketinguli qselebis Seqm-
nis mxares. urTierTdamokidebulebaTa mar-
ketingi orientirebulia xangrZlivvadian
TanamSromlobaze. misi mizania - momxmare-
blisaTvis xangrZlivvadian faseulobaTa
SeTavazeba, xolo sazomi - momxmarebelTa
dakmayofilebis maRali done- drois xagr-
Zliv periodSi. urTierTdamokidebulebaTa
marketingi kompaniis yvela ganyofilebisa-
gan moiTxovs erTobliv da Camoyalibebul
marketingul Zalisxmevebs, romlebic mima-
rTulia momxmarebelTa momsaxurebaze. igi
sakuTar TavSi moicavs urTierTdamokidebu-
lebaTa damyarebas mraval doneebze - eko-
nomikur, socialur, teqnikur da iuridiulze,
romlis Sedegi unda gaxdes momxmarebel-
Ta ufro maRali erTguleba.

Cven SegviZlia urTierTdamokidebule-
baTa xuTi done gamovyoT momxmarebleb-
Tan, romlebic sxvadasxva saqonels iZenen,
magaliTad, avtomanqanas an mowyobilobas.

♦ sabazo. kompaniis gamyidvelebi yidi-
an saqonels, magram ar zrunaven Semdgom
kontaqtebze momxmareblenTan.

♦ mareagirebeli. gamyidvelebi yidian
saqonels da momxmareblebs darekvas da
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konsultirebas Tavazoben eqsploataciis
procesSi warmoSobil nebismier sakiTxe-
bze.

♦ pasuxsagebi. gamyidvelebi gayidvis
Semdeg TviTon urekaven momxmareblebs da
ekiTxebian, yvelaferi aris Tu ara wasrig-
Si nayid saqonelTan da interesdebian maTi
survilebiT da saCivrebiT. es informacia
kompanias mudmiv srulyofaSi exmareba.

♦ aqtiuri. gamyidvelebi da kompaniis
sxva mosamsaxureebi momxmareblebs droda-
dro urekaven da uyvebian nayid saqonelTa
srulyofis SesaZleblobis Sesaxeb an axl-
ebs Tavazoben.

♦ partnioruli. kompania mudmivad Tan-
amSromlobs momxmareblebTan da sxva part-
niorebTan mis saqonelTa faseulobebis
amaRlebis gzebis ZiebaSi.

8.3. naxazze naCvenebia, rom kompaniis urT-
ierTdamokidebulebaTa marketingis strate-
gia damokidebulia mis momxmarebelTa raode-
nobaze da maT mogebaze. magaliTad, kompania
momxmarebelTa didi raodenobiT, romelTa
Soris TiToeuls kompaniisaTvis mcire moge-
ba moaqvs, Cveulebriv sabazo marketings mi-
marTavs. gasagebia, rom Heineken-is savaWro
warmomadgenlebi darekvas ar dauwyeben Ta-
visi ludis yvela momxmarebels, madliere-
bis gamosaxatavad maTi loialobisaTvis;
maqsimumi, rasac kom-pania gaakeTebs, - esaa
sainformacio samsaxuris Seqmna momxmare-
blebisaTvis. mcire raode-nobis momxmare-
blebisa da maRali mogebis mqone bazrebi-
saTvis gamyidvelTa umetesoba mimarTavs
sapartnioro marketings. magaliTad, kompa-
nia Airbus Industries-i mWidrod TanamSromlobs
aviaZravebis mwarmoeblebTan Tavisi uzarmaz-
ari TviTmfrinavebis SemuSavebisas, ise
rogorc aviakompaniebTan, romlebic axal
TviTmfrinavebs iZenen.

mainc ra marketinguli instrumentebis
gamoyeneba SeuZlia kompanias momxmareblebT-
an myari kavSirebis dasalageblad, maTi ufro
srulad dakmayofilebisaTvis. mas SeuZlia
nebismieri midgomis arCeva, romelic samomx-
mareblo faseulobas qmnis. pirveli midgo-
ma, uwinares yovlisa, momxmareblebTan urT-
ierTdamokidebulebze damatebiT finansur
xelsayrelobebs emyareba. magaliTad, avia-
kompania mgzavrebs fasdaklebebs Tavazobs,
romlebic xSirad dafrinaven; sastumroebi
mudmiv momsvlelebs nomrebs Semcirebuli

fasebiT Tavazoben; supermarketebi dagrove-
biTi fasdaklebebis sistemebs qmnian.

Tumca msgavsi programebi da sxva fin-
ansuri stimulebi zegavlenas axdenen sa-
momxmareblo mjobinebebze, magram maTi imi-
tireba didi Sromis gareSe SeuZliaT
konkurentebs, maSasadame, isini ar gamodge-
ba myari da xangrZlivi diferenciaciis
miRwevisaTvis. meore midgoma finansuri
xelsayrelobebisadmi socialuri xelsay-
relobebis damatebaSi mdgomareobs. am Se-
mTxvevaSi kompaniis mosamsaxureebi momx-
mareblebTan socialuri kavSirebis Seqm-
naze muSaoben. amisaTvis isini momxmare-
belTa individualur moTxovnilebebs da
moTxovnebs swavloben, xolo Semdeg Tavi-
anT saqonelTa da momsaxurebis personal-
izebas axdenen.

momxmareblebTan myari kavSirebis dam-
yarebisadmi mesame midgoma finansuri da
socialuri xelsayrelobebisadmi struqtu-
ruli kavSirebis damatebaSi mdgomareobs.
sabanko sferoSi momuSave kompanias SeuZ-
lia klientebis momarageba specialuri mo-
wyobilobiT an kompiuteruli programebiT,
romlebic maT angariSebis, sagadasaxdelo
dokumentebis, an sasaqonlo maragebis mar-
TvaSi daexmarebaT. sainvesticio kompania
J.P. Morgan-i, magaliTad, Tavis klientebs ufa-
sod Tavazobs safinanso riskis gazomvis
sistema RiskMetrics-s, romelic jer-erTi
klients sasualebas aZlevs gamoavlinos
SesaZlo riskebi da problemebi, meore, J.P.
Morgan-isaTvis uzrunvelyofs xangrZlivva-
dian komerciul upiratesobebs, kerZod, ar-
sebul klientebTan urTierTobaTa ganmtki-
cebis wyalobiT.

kompaniis ZiriTadi nabijebi urTierTda-
mokidebulebaTa marketingis programis
Sesaqmnelad Semdegze daiyvaneba.

♦ ZiriTadi momxmareblebis gamovlena,
romlebTanac Rirs stabilur urTierT-
damokidebulebaTa dalageba. gamoyaviT yve-
laze msxvili da yvelaze momgebiani momx-
mareblebi, da daalageT maTTan  urTierT-
damokidebulebebi.

♦ yovel faseul klientze kvalifici-
uri menejeris mimagreba. gamyidvelma, romel-
ic momxmarebels emsaxureba, unda gaiaros
urTierTdamokidebulebaTa marTvis swav-
lebis kursebi. urTierTdamokidebulebaTa
menejers unda SeeZlos urTierToba yov-
el momxmarebelTan.
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♦ urTierTdamokidebulebaTa menejere-
bis mkafio Tanamdebobriv movaleobaTa gan-
sazRvra. mkafiod aRwereT, romel urTierT-
damokidebulebbze ageben pasuxs menejere-
bi, gansazRvreT maTi saqmianobis miznebi,
pasuxismgeblobis CarCoebi da maTi muSao-
bis Sefasebis kriteriumebi. urTierTdamok-
idebulebaTa menejerisaken unda miedine-
bodes klientTan dakavSirebuli mTeli in-
formacia. urTierTdamokidebulebaTa mene-
jers daavaleT kontaqtebis mxolod erTi
an gansazRvruli raodenobis kurireba.

♦ urTierTdamokidebulebaTa menejere-
bis movaleobaSi muSaobis wliuri da per-
speqtiuli gegmebis Sedgenis dakisreba. es
gegmebi unda moicavdnen miznebs, strategi-
ebs, RonisZiebebs da saWiro resursebs.

♦ mTavari menejeris daniSvna urTierT-
damokidebulebaTa menejerebis zedamxed-
velobisa da kontrolisaTvis. urTierT-
damokidebulebaTa menejerebis muSaobis
efeqtianobis amaRlebisaTvis mTavarma mene-
jerma unda SeimuSavos Tanamdebobrivi in-
struqciebi, gansazRvros Sefasebis krite-
riumebi da is, Tu ra resursebi aris auci-
lebeli am TanamSromelTa efeqtianobis asa-
maRleblad.

swor urTierTdamokidebulebaTa mene-
jmentis dros organizacia marTavs ara mxo-
lod Tavis saqonels, aramed momxmarebleb-
sac. magram unda gvaxsovdes, rom, Tumca dRes
mravali kompania avlens urTierTdamokide-
bulebaTa marketingisadmi interess, magram
igi efeqtiania ara yvela situaciaSi. urT-
ierTdamokidebulebebi unda daalago da
SeinarCuno ara yovel klientTan. zogjer
zogierTi klienti araxelsayrelia. amocana
isaa, rom ganisazRvros, Tu romel klient-
Tan Rirs urTierTobebis SenarCuneba, ram-
denadac Tqven SegiZliaT maTi moTxovnile-
bebis dakmayofileba ufro efeqtianad, vi-
dre sxva vinmes.

dabolos, kompaniam unda gaarkvios, rome-
li segmentebi da konkretuli momxmare-
blebi iqnebian momgebiani.

kompaniebi informaciis naklebobas ar
ganicdian TavianTi momxmareblebis Sesaxeb.
yvela mowinave kompania mas agrovebs momx-
mareblebTan kontaqtis yvela wertilSi:
gayidvis adgilebSi, momxmarebelTa Sexvedreb-
isas gasaRebis ganyofilebebTan, qol-centreb-
Si, mxardaWeris da servisuli momsaxurebis
samsaxurebSi, kompaniis veb-gverdebze, mar-

ketingul gamokvlevaTa msvlelobaSi da a.S.
problema isaa, rom informacia klien-

tebis Sesaxeb Cveulebriv gafantulia or-
ganizaciis sxvadasxva ganyofilebebis mixed-
viT. igi aris monacemTa bazebSi, sxvadasxva
qveganyofilebaTa gegmebsa da dokumenteb-
Si. am problemebis dasaZlevad mravali
kompania iyenebs momxmareblebTan urTierT-
damokidebulebaTa marTvas (Customer Relation-
ship Managenemt-CRM), romelic calkeuli mo-
mxmareblebis Sesaxeb informaciis sistem-
atizebisa da efeqtianad gamoyenebis saSu-
alebas iZleva. ukanasknel wlebSi kompanie-
bis raodenoba, romlebic CRM-s iyeneben,
mkveTrad gaizarda. erTma sakvlevma firm-
am aRmoaCina, rom firmaTa 97% uaxloes or
weliwadSi gegmavs xarjebis mkveTr gadide-
bas CRM-is teqnologiebisaTvis.

CRM-i moicavs rTul kompiuterul pro-
gramebs da analitikur instrumentebs, rom-
lebic saSualebas iZlevian SeaerTon info-
rmacia momxmareblebis, maTi SesaZlo wya-
roebis Sesaxeb, gaaanalizon igi da miRebu-
li Sedegebi gamoyenebul iqnes klien-tebTan
urTierTdamokidebulebaTa ganmtkicebi-
saTvis. CRM-i individualuri momxmarebleb-
is Sesaxeb yvela monacemebis integrirebas
axorcielebs, romelic gasaRebis, momsaxure-
bis da marketingis ganyofilebas gaaCnia,
da qmnis klientebTan urTierTobaTa srul
suraTs. kompaniebi iyeneben CRM-is sistem-
as, calkeul momxmarebelTa faseulobis gan-
sazRvrisaTvis, gavarkvioT Tu romel klien-
tebze Rirs orientireba da movaxdinoT
saqonlis da kompaniis miwodebis person-
alizeba calkeul momxmarebelTa moTxo-
vnebisadmi.

CRM-is analitikosebi monacemTa bazebs
qmnian, da iyeneben informaciis Segrovebis
mowinave teqnologiebs. monacemTa baza esaa
momxmareblebis Sesaxeb informaciis uza-
rmazari nivTobriv-orientirebuli sainfor-
macio korporaciuli sacavi. aseTi bazebis
daniSnuleba ara isaa, rom moagrovos mo-
nacemebi, isini kompaniaTa umetesobas ise-
dac ukve sakmarisad gaaCniaT. maTi mizania
- gaaerTianos kompaniis ukve xelT arsebu-
li monacemeni da xelmisawvdomi gavxadoT
isini informaciis analizisa da moZiebi-
saTvis.

momxmareblebTan urTierTdamokidebu-
lebaTa menejmenti xelsayrelia klient-
ebisaTvis. Tavis momxmarebelTa ukeT cod-

k. Rurwkaia, T. Rurwkaia, k. Rurwkaia

PDF создан с пробной версией pdfFactory Pro www.pdffactory.com

http://www.pdffactory.com
http://www.pdffactory.com


184socialuri ekonomika

XXI s aukun i s a qtualuri proble m e b i . #4

nisa da gagebis SemTxvevaSi kompanias Seu-
Zlia aamaRlos momsaxurebis xarisxi da
ufro mWidro da myari urTierTobebi daam-
yaros maTTan. kompaniebs SeuZliaT CRM-is
gamoyeneba gansakuTrebiT faseul momxmare-
belTa gamosavlenad, maTTan urTierTdamok-
idebulebaTa asamaRleblad, saqonelTa
jvaredini gayidvebis sawarmoeblad da per-
sonalizebuli winadadebebis Sesaqmnelad.

cxadia, CRM-s ara mxolod upiratesobebi
gaaCnia, aramed riskebi da danaxarjebic aqvs,
romlebic dakavSirebulia momxmareblebis
Sesaxeb monacemTa SegrovebasTan, Senaxvas-
Tan da damuSavebasTan.

rodesac CRM-i efeqtianad muSaobs, misi
gamoyenebis sargeblobebi mniSvnelovnad
aWarbebs mis gamoyenebasTan dakavSirebul
danaxarjebs da risks. Tavisi klientebis
regularul gamokiTxvaze dayrdnobiT, ko-
mpania Siebel Systems-i amtkicebs, rom CRM-is
sistemuri uzrunvelyofis mosargebleebi
ityobinebian Semosavlebis minimum 16%-iT
gadidebis da klientebis erTgulebis da
personalis kompetenturobis 21%-iT zr-
dis Sesaxeb. „kompaniebi am sistemidan uza-
rmazar sargebels Rebuloben, - aRniSnavs
CRM-is sakiTxebis konsultanti. isini eZe-
ben da aerTianeben monacemebs momxmarebleb-
is Sesaxeb gancalkevebuli wyaroebidan da
am informacias anawileben momxmarebelTan
kontaqtebis yvela wertilis mixedviT“.
CRM-is axal mZlavr teqnologiebs SeuZli-
aT firmebi uzrunvelyon Seufasebeli in-

formaciebiT, romlebic saSualebas aZlevs
maT ipovon midgoma yoveli konkretuli
momxmareblisadmi.

urTierTdamokidebulebaTa marketingi
yvela situaciaSi rodia efeqtiani, Tumca
CRM-is sistemis wyalobiT xarjebis done,
romlis drosac igi ekonomikurad gamarTle-
bulia, mkveTrad mcirdeba. momxmareblebT-
an muSaobis dros, romlebTan urTierT-
damokidebulebebic moklevadian xasiaTs
atareben, da romelTac mimwodeblebis Secv-
la SeuZliaT amisaTvis mniSvnelovan Zali-
sxmevaTa an saxsrebis daxarjvis gareSe,
ufro misaRebia tradiciuli marketingi, ro-
melic calkeul garigebebs emyareba. msga-
vsi situacia damaxasiaTebelia, uwinares yo-
vlisa, samrewvelo daniSnulebis bazrebi-
saTbis, magaliTad, foladis, romlebzec
mimwodeblebi Tavazoben produqtebs, rom-
lebic cotaTi gansxvavdebian erTmaneTis-
agan. momxmarebels foladis SeZena SeuZ-
lia im momwodeblisagan, romelic yvelaze
xelsayrel pirobebs Tavazobs, da yoveli
axali miwodebisaTvis SearCios mocemuli
momentisaTvis yvelaze xelsayreli mwar-
moebeli.

gansxvavebiT tradiciulisagan, urT-
ierTdamokidebulebaTa marketings Zalze
didi sargeblobis motana SeuZlia, Tuki
momxmarebeli mzad aris xangrZlivvadiani
TanamSromlobisaTvis da Tuki misTvis sxva
momwodebelTan gadasvla dakavSirebulia
mniSvnelovan danaxarjebTan, magaliTad,
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ofisis avtomatizaciis sistemis SeZenisas.
urTierTdamokidebulebaTa marketingi Sei-
Zleba iyos materialur-teqnikuri momar-
agebis eleqtronuli sistemis komponenti
da momwodeblebi axal saqonelTa SemuSave-
bis procesSi CaiTrios. aseTi sistemebis
myidvelebi Cveulebriv Zalze guldasmiT
Seiswavlian konkurentebis winadadebebs da
irCeven imas, romelic maTi mosazrebiT
saukeTesoa da SemdgomSi momsaxurebas uz-
runvelyofs maRal doneze. rogorc momx-
marebeli, ise mimwodebeli TavianT urT-
ierTdamokidebulebaTa  fundamentSi mniS-
vnelovan fulad saxsrebs deben. am SemTx-
vevaSi momxmareblis gadasvla sxva mimwode-
belTan dakavSirebulia mniSvnelovan fu-
lad danaxarjebTan da riskTan da mimwode-
blisaTvis aseTi mimwodeblis dakargva,
rogorc wesi, arsebiTi iqneba. amitom orive
cdilobs myari xangrZlivvadiani samuSao
urTierTdamokidebulebebis dalagebas erT-
maneTTan da urTierTdamokidebulebaTa
marketings aseT momxmareblebTan muSao-
bis dros yvelaze didi sargebloba moaqvs.

garigebebze an urTierTdamokidebule-
bze orientirebuli marketingis SerCeva
damokidebulia dargisa da momxmareblis
moTxovnaze. zogierTo momxmareblebi afase-
ben mimwodeblebs, romlebic uzrunvelyofen
momsaxurebis maRal dones da cdiloben
xangrZlivvadian TanamSromlobas maTTan,
sxvebi cdiloben xarjebis Semcirebas da
ekonomiis mosazrebidan gamomdinare mzad
arian mimwodebelTa gamocvlisaTvis.

amrigad, urTierTdamokidebulebaTa mar-
ketingi - yvela ubedurebisa da problema-
Ta gadaWra rodia. misi gamoyeneba gama-
rTlebulia, rodesac Semosavlebi momxmare-
blebTan urTierTdamokidebulebaTa Senar-
Cunebisagan aWarbebs danaxarjebs am saqmi-
anobaze. naxazze naCvenebia am Semosavleb-
isa da xarjebis Tanafardoba momxmarebel-
Ta sxvadasxva kategoriebisaTvis.

rogorc vxedavT, xelsayrel momxmare-
belTa nawili-e.w. mZinare gigantebia, rom-
lebic uzrunvelyofen mniSvnelovan Semo-
savals; isini xelsayrelebi da SedarebiT
aramoTxovnadni arian. ZalisxmevaTa didi
nawili urTierTdamokidebulebaTa market-
ingSi msxvil movaWreebzea mimarTuli, rome-
lTac didi Semosavali moaqvT, magram er-
Tad moTxovnadi. isini aseve xelsayrelni
arian, rogorc gamorCeulebi, romelTac didi

Semosavlebi ar moaqvs, magram iafia urT-
ierTdamokidebulebaTa SenarCunebaSi. am mo-
mxmareblebisaTvis misaRebia garigebebze
damyarebuli marketingi. momxmarebelTa
yvelaze rTuli jgufia samarTaldamrRveve-
bi, romelTac SedarebiT aradidi Semosava-
li moaqvT,magram Zalze moTxovnadni ari-
an.

kiTxvebi gansjisaTvis

1. aRwereT situacia, piradad Tqven
rodis gaxdiT dakarguli momxmarebeli.
ratom SewyviteT Tqven am firmis saqonel-
Ta SeZena: dabali xarisxis, momsaxurebis
dabali donis an orive mizezebiT? ra unda
gaakeTos kompaniam, rom daibrunos dakar-
guli momxmarebeli?

2. gaixseneT SemTxveva sakuTari samomx-
mareblo gamocdilebidan, rodesac gamyid-
veli an savaWro personalis sxva warmo-
madgeneli gamovida Cveulebrivad miRebu-
li momsaxurebis farglebidan, gaakeTa yve-
laferi misgan damokidebuli, raTa Tqven
SegeZinaT yvelaze ufro xarisxiani saqone-
li. ranairad aisaxa es SeZenis Sedegebze?
(SeiZineT Tu ara saboloo jamSi Tqven es
saqoneli? iyo Tu ara es is saqoneli, romel-
sac Tqven sakmaod xSirad iZendiT; mimarTa-
vdiT Tu ara Tqven nayidebisaTvis am ma-
Razias an kompanias SemdgomSi?) daasabuTeT
sakuTari pasuxi.

3. saerTod xarisxis marTva - esaa midg-
oma, romelic mimarTulia momxmareblis
dakmayofilebis maRali donisa da kompani-
is momgebianobis miRwevaze. Tqveni mosazre-
biT rogor unda movawyoT es saqmianoba
saqonelTa da momsaxurebis Semdeg saxeo-
baTa miwodebis dros: kvebis dafasoebuli
produqtebis; saWmeli restoranSi; axali
avtomanqana; saojaxo Svebulebis gatareba;
sauniversiteto ganaTleba?

4. gaixseneT situacia, rodesac Tqven
SeiZineT an cdilobdiT SegeZinaT erTi da
igive saqoneli internetSi (sxvadasxva mim-
wodebelTan) da Cveulebriv maRaziebSi. Ses-
amCnevi iyo Tu ara gansxvaveba momsaxureba-
Si? raSi mdgomareobda igi?

5. rekomendacia gauwieT romelime ara-
komerciul organizacias (magaliTad, saqvel-
moqmedo) urTierTdamokidebulebaTa market-
ingis gamoyenebis xerxebi SemowirulobaTa
SekrebisaTvis.
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