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reziume

Tezisebi
momsaxurebis sferos mniSvnelovani ad-

gili ukavia msoflios ekonomikaSi. uka-
naskneli 30 wlis manZilze, misma wvlilma
ganviTarebuli qveynebis mTlian erovnul
produqtSi 68% - smiaRwia. momsaxurebaTa
mzardi saWiroebebi uSualod dakavSirebu-
lia samecniero - teqnologiur progresTan
da warmoebis efeqturobis zrdasTan.

ar SeiZleba ar aRiniSnos, rom saqar-
TveloSi momsaxurebis sfero da Teori-
ul-meTodologiuri midgomebi momsaxureb-
is sferos sawarmoebis marTvaSi, naklebad
aris gamokvleuli. faqtobrivad ar arse-
bobs samecniero kvlevebi momsaxurebis
sferos problematikis Sesaxeb. swored aman
ganapiroba Cvens mier mocemuli sakvlevi
Temis arCeva da aRniSnuli statiis aqtua-
loba.

imisaTvis rom gangvexila Tu ra situa-
ciaa xarisxis marTvis kuTxiT saqarTvel-
os momsaxurebis mcire da saSualo sawar-
moebSi, Cvens mier Catarebuli iqna kvleva,
romlis Sedegebic gadmocemulia mocemul
statiaSi.

Sesavali. momsaxurebis sferos mniS-
vnelovani adgili ukavia msoflios ekonomi-
kaSi. ukanaskneli 30 wlis manZilze, misma
wvlilma ganviTarebuli qveynebis mTlian
erovnul produqtSi 68%-s miaRwia. „UNESCO”-
s monacemebiT, Cveni planetis Sromisunari-
ani mosaxleobis 70% - ze meti ama Tu im
formiT CarTulia momsaxurebis sferoSimo-
msaxurebis sferoze iangariSeba: amerikis
SeerTebul StatebSi - samuSao adgilebis -
73%. germaniaSi - 41%, italiaSi - 35%. [1]

rac Seexeba konkretulad Cvens qveya-
naSi arsebul mdgomareobas: saqarTvelo-
Si ekonomikis 75% modis momsaxurebis seq-
torze, 15% mrewvelobaze da 10% soflis
meurneobaze. xolo dasaqmebulTa raode-
nobis mixedviT 40% modis momsaxurebis
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momsaxurebis xarisxis marTvis

sakiTxebi saqarTvelos mcire

da saSualo sawarmoebSi

seqtorze, 7% mrewvelobaze da 53% soflis
meurneobaze. [2] es niSnavs, rom soflis
meurneobaSi samuSao Zalis produqtiulo-
ba Zalze dabalia. amiT aris ganpirobebu-
li saqarTvelos soflebSi arsebuli siR-
aribis done. momsaxurebis seqtori awar-
moebs iseT maRalmoTxovnad produqts,
rogoricaa janmrTeloba, ganaTleba, Tan-
amedrove sakomunikacio da sainformacio
teqnologiebi, biznes momsaxureba. momsax-
urebis warmoeba sul ufro nakleb bune-
briv da met humanur kapitals moiTxovs,
vidre soflis meurneobis da mrewvelobis
seqtorebi. Sedegad, izrdeba moTxovna ma-
Ralkvalificiur kadrebze, rac zrdis in-
vesticiebis mimzidvelobas ganaTlebis
sferoSi. momsaxurebis sferos ganviTareb-
is meore dadebiTi mxare aris bunebriv
resursebze sul ufro naklebi damokide-
buleba da Sesabamisad garemos naklebi
dazianeba. ganaTlebaze metad damokidebu-
li ganviTareba aris mdgradi ganviTarebis
Tanamedrove koncefcia. [3]

ar SeiZleba ar aRiniSnos, rom saqarTvelo-
Si momsaxurebis sfero da Teoriul-meTod-
ologiuri midgomebi momsaxurebis sferos
sawarmoebis marTvaSi, naklebad aris gamokv-
leuli. faqtobrivad ar arsebobs samecniero
kvlevebi momsaxurebis sferos problematikis
Sesaxeb. swored aman ganapiroba Cvens mier
mocemuli sakvlevi Temis arCeva da aRniSnu-
li statiis aqtualoba.

xarisxis marTva momsaxurebis sferoSi,
ganixileba rogorc momsaxurebis Seqmnis
procesis Semadgeneli nawili, imisaTvis, rom
saimedod iqnas uzrunvelyofili momsaxure-
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bis mudmivi Sesabamisoba moTxovnasTan da
moxdes momxmareblis saWiroebebisa da sur-
vilebis sruli dakmayofileba, rac miiRweva
momsaxurebis Seqmnis procesis mudmivi kon-
trolisa da saqmianobis Sesabamisi koreqtire-
bis gziT, raTa ar moxdes winaswar daSvebu-
li gadaxris farglebis darRveva. [4]

momsaxurebis sferos organizaciebSi
momsaxurebis xarisxis amaRleba SesaZle-
belia moqmedebis procesebis mudmivi gaum-
jobesebiT. amisaTvis ki saWiroa, organiza-
ciam dagegmos da ganaxorcielos Tavisi
saqmianoba ise, rom igi srulad pasuxobdes
momxmareblis moTxovnebsa da molodinebs.
momsaxurebis sferos organizaciam Tavis
saqmianobaSi unda gamoiyenos evropul qvey-
nebSi warmatebiT aprobirebuli da moqme-
di xarisxis menejmentis sistemebi. Seinar-
Cunos da gaafarToos Tavis momsaxurebis
bazrebi.

momsaxurebis xarisxi unda ganixilebodes
ara rogorc TviTmizani, aramed rogorc
ekonomikuri stabilurobis safuZveli.

 imisaTvis rom gangvexila Tu ra situ-
aciaa saqarTvelos momsaxurebis mcire da
saSualo sawarmoebSi, Cvens mier Catarebu-
li iqna kvleva, risTvisac SerCeuli iqna
momsaxurebis 30 organizacia. aqedan 15 sa-
Sualo zomis da 15 mcire zomis. TiToeuli
zemoT aRniSnuli kompaniidan SerCeuli iqna
kompetenturi, e.w. „top-menejeri”. kvleva
Catarda eleqtronuli saxiT, sadac respon-
dents ar moeTxoveboda sakuTari saxelis
Cawera. kiTxvaris Sevsebis eleqtronuli
formis moTxovnaSi respondentTaTvis axs-
nili iyo mkacri konfidencialurobis
pirobebi, rac gulaxdili pasuxebis miTiTe-
bas ganapirobebda.

Catarebuli kvlevis Sedegebi Semdeg-
nairi aRmoCnda. Cvens erT-erT mTavar Se-
kiTxvaze: „aris Tu ara Tqvens organiza-
ciaSi, momsaxurebis xarisxze pasuxismgebe-
li piri” (diagrama 1) pasuxebi Semdegnair-
ad gadanawilda: ara - gamokiTxul orga-
nizaciaTa - 20%. diax - gamokiTxul orga-
nizaciaTa - 80%. magram mas Semdeg, rac
davsviT ufro konkretuli SekiTxvebi
xarisxis marTvis Sesaxeb, gamovlinda, rom
organizaciebi „xarisxis kontrols” Sedar-
ebiT abstraqtulad da martivad aRiqvamen,
xolo realurad naklebad aqvT danergili
xarisxis totaluri marTvis sistemis princ-
ipebi TavianT saqmianobaSi.

diagrama #1

Semdegi SekiTxva Semdegnairad iyo dasmu-
li: „danergilia Tu ara Tqvens organiza-
ciaSi xarisxis marTvis saerTaSoriso siste-
mis (ISO 9001 - is) seriis standartebi”? (dia-
grama  2). pasuxebi Semdegnairad gadanawil-
da: diax - upasuxa respodentTa 20 - ma pro-
centma, ara - 75%. xolo pasuxi ver gagvca
5%-ma.

diagrama #2

rac Seexeba Cvens momdevno SekiTxvas,
xarisxze pasuxismgebeli TanamSromlebis
raodenobis Sesaxeb, (diagrama  3) gamovlinda
rom ZiriTad organizaciebSi, xarisxze pasux-
ismgebelia mxolod erTi TanamSromeli.

1 TanamSromeli - organizaciaTa 60%.
2-4 TanamSromeli - 30%. 5 an meti Tanam-
Sromeli - 10%.

diagrama #3
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xolo SekiTxvaze, „arsebobs Tu ara
Tqvens organizaciaSi xarisxis marTvis
sistema”, (diagrama 4) organizaciaTa xelmZR-
vanelebma araerTgvarovani pasuxebi gagvc-
es. kerZod, gamovlinda, rom maTma umravle-
sobam ar icis ras niSnavs „xarisxis mar-
Tvis sistema”, da gvTxova misi dakonkrete-
ba. kerZod, pasuxebi Semdegnairad gadanaw-
ilda: diax - respodentTa 20%. ara - respo-
dentTa 10%. ar vici - respodentTa 70%.

diagrama #4

kiTxvaris bolos davsviT SekiTxva,
ramdenad Tvlian Tavad, sWirdebaT Tu ara
meti konsultireba da swavleba
(„datreningeba”) xarisxis marTvis saerTa-
Soriso standartebSi ukeT gasarkvevad?
(diagrama  5) (igulisxmeba - ISO 9001, SA
8000, ISO 14001, ISO /ÒS 16949 standartebi). aq
miRebuli Sedegebi Semdegia:

respodentTa 80% Tvlis, rom maT sWird-
ebaT meti konsultireba, xolo 20% Tvlis,
rom ar sWirdebaT.

daskvna: zemoT motanili Sedegebidan
gamomdinare, SegviZlia Semdegi daskvnis
gakeTeba: miuxedavad imisa, rom qarTuli
mcire da saSualo zomis organizaciaTa
xelmZRvanelebi Tavad miiCneven, rom isini
momsaxurebis xarisxs did yuradRebas uT-
moben da sakmarisad akontroleben mas, Cve-
ni gamokiTxvis Sedegebidan sxva suraTi
ikveTeba.

diagrama #5

kerZod is, rom isini (momsaxurebis sf-
eros warmomadgeneli qarTuli organiza-
ciebi) xarisxis cnebas arasworad (vfiqrobT,
rom zedmetad martivad) aRiqvamen da re-
alurad ar nergaven sakuTar organizacie-
bSi xarisxis totaluri marTvis (TQM - is)
principebs, rac upirveles yovlisa gulisx-
mobs momsaxurebis xarisxis kontrols misi
warmoebis (Seqmnis) yovel etapze da ara
mxolod uSualod momsaxurebis miwodebi-
sas. xelmZRvanelebi naklebad arian
garkveulni xarisxis marTvis Tanamedrove
sistemebSi da TQM - Si (xarisxis tota-
luri marTvis principebSi). migvaCnia, rom
swored es aris mizezi, rom saqarTveloSi
iqmneba momsaxurebis uamravi mcire da sa-
Sualo sawarmoebi (SezRuduli pasuxismge-
blobis sazogadoebebi), romlebic aseve male
kotrdebian da qrebian arealidan. migvaC-
nia, rom mizezi menejerebis araprofesion-
alizmSi da arakompetenturobaSi unda ve-
ZeboT. aseve migvaCnia rom viTarebis gamo-
sasworeblad, upirveles yovlisa, rekomen-
direbulia maTTvis swavlebebis da
treningebis organizeba, raTa pirvel rig-
Si gaizardos am qarTuli organizaciebis
xelmZRvanelTa codna xarisxis marTvis
Tanamedrove principebis Sesaxeb.
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Summary

Service sector has an important place in the world economy. Over the past 30 years, its contribution has
reached 68 % to the gross national product of developed countries. The growing needs of services are directly
linked to the scientific - technological progress and the growth of production efficiency.

It should be noted that the service sector in Georgia and its theoretical-methodological approaches in the
management of enterprises, is less studied. In fact there is no scientific research on the problems of the service
sector. That was the result why we choose this theme and this is a reason of article’s actuality. For the discussion
what the situation is in terms of quality management services in small and medium enterprises of Georgia, we have
been conducted research and the results are set out in this article.
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