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karlo ipolotes Ze Rurwkaia

emd, sruli prof.

karlo karlos Ze Rurwkaia

akad. doqt. asoc prof.

TaTia Rurwkaia

akad.doqt. asoc prof.

mokle Sinaarsi:

ç Sesavali

ç momsaxurebis buneba da maxasi-

aTeblebi

ç marketinguli strategiebi mom-

saxurebis sferosaTvis

ç momsaxurebis marketingi saer-

TaSoriso bazarze

ukanasknel wlebSi momsaxurebis sfe-
ro ubralod warmoudgenlad izrdeba. ufro
metic, ganviTarebul qveynebSi mravali ad-
amiani dasaqmebulia momsaxurebis sferoSi,
romelic aerTianebs ekonomikis yvela dan-
arCen seqtors. garda amisa, mravali saer-
TaSoriso savaWro operacia ukve ar daiyv-
aneba saqonelTa SefuTvamde klasikur
yuTebSi, maTi Semdgomi gagzavniT okeanis
gaRma.

am Tavis miznebi:

am Tavis wakiTxvis Semdeg Tqven
unda SegeZloT:

♦ mogvceT momsaxurebis ganmarte-
ba .

♦ aRweroT momsaxurebis marketing-
is ganmasxvavebeli maxasiaTeblebi.

♦ daasaxeloT damatebiTi kiTxve-
bi da problemebi, rac dakavSirbulia
momsaxurebis marketingTan.

♦ aRweroT momsaxurebis marketingis
ZiriTadi strategiebi, romelic kompa-
niis diferenciaciis da misi momsaxu-
rebis xarisxisa da produqtiulobis
amaRlebis saSualebas iZleva.

Tavi mecamete
momsaxurebis

marketingi
ekonomikuri konkurencia _ omi rodia,
aramed igi urTierTmosaxurebis SeTavazebis procesia.

edvin  qenoni

♦ Cveni ganxilva iwyeba kompania
Stena Line-sagan, romelmac ganacxada im
ganzraxvis Sesaxeb, Tu rogor gaexada
mgzavrebi bednierebi.

Sesavali

Tanamedrove ekonomikaSi ukanasknel
wlebSi erT-erTi aSkarad gamoxatuli ten-
dencia gaxda momsaxurebis sferos swrafi
zrda.aseTi Zvrebi momsaxurebis ekono­mikaSi
SeiZleba aixsnas adamianTa keTildReobis
zrdiT, mosaxleobis Tavisufali drois ga-
didebiT da saqonlis sirTulis mudmivi
gadidebiT, romlebic Semdgom momsaxurebas
saWiroeben. garda amisa, ramdenadac kompanie-
bisaTvis sul ufro rTuli xdeba Tavis
saqonelTa diferencireba sxva xerxebiT,
isini diferencirebas mimarTaven servisis
safuZvelze, axali klientebis mozidvis da
Zvelebis SenarCunebis imediT, momsaxurebis
ufro maRali xarisxis xarjze. am TavSi
Cven ganvixilavT momsaxurebis gawevis pro-
cess, momsaxurebis marketingis, saqonlis
marketingisagan gansxvavebas da menejerTa
muSaobis Taviseburebebs am sferoSi.

 ukanasknel wlebSi mravalma ganvi-
Tarebulma qveyanam igrZno, Tu ramdenad
gaizarda saserviso seqtoris mniSvneloba
erovnuli ekonoomikisa da calkeuli mo-

leqciebis kursi. Tavi mecamete
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mxmareblebisaTvis. evropis, aSS-s da iapo-
niis wamyvan qveynebSi TanamSromelTa raode-
noba momsaxurebis sferoSi aWarbebs dasaqme-
bulTa raodenobas yvela mwarmoebel
dargebSi erTad aRebuli. ekonomokis ker-
Zo da sazogadoebrivi seqtorebis momsax-
urebebi am qveynebSi mTliani Siga produq-
tis 60-75% Seadgens. saerTaSoriso vaWroba-
Si momsaxurebis wilad modis msoflios
mTliani eqsportis TiTqmis meoTxedi. ar-
sebiTad, sxvadasxva mimarTulebis servisu-
li dargebi-sabanko momsaxurebidan komu-
nalur da satransportomde, garTobis in-
dustriidan sacalo vaWrobamde-ganviTare-
bul qveynebSi dRes erovnuli ekonomikis
60%-ze mets Seadgens. rig ganviTarebul
qveynebSi specialisstebi uaxloes xuT
weliwadSi winaswarmetyveleben dasaqmebis
Semdgom gadidebas yveela saserviso sfer-
oSi.

samuSao adgilebi momsaxurebis sfero-
Si arsebobs servisuli sferos ara mxolod
tradiciul dargebSi-sastumroebSi, aviako-
mpaniebSi, bankebSi,telesakomunikacio ko-
mpaniebSi da a.S.,-magram aseve mraval mwar-
moeblur dargebSi. saqme exeba korporaci-
aTa iuristebs, eqimebs, savaWro personalis
Semswavlel konstruqtorebs da a.S. ko-
mpaniebi sul ufro xSirad Tavazoben
saqonels Tanamdev momsaxurebebTan erTad.
  W-sa da  ord-is kompaniebi, magaliTad,
myidvelebs Tavazoben ara mxolod satrans-
porto saSualebebs, aramed aseve remonti-
sa da teqnikuri momsaxurebis SesaZleblo-
bas, sxvadasxva garantiebs, avtosalonebs da
sxva sasargeblo damatebiT momsaxurebebs.
Tuki momsaxureba gamiznulia calkeuli,
individualuri momxmareblis an saojaxo
meurneobisaTvis, maSin igi miekuTvneba sa-
momxmareblo momsaxurebebs, xolo, Tuki
kompaniebisa da sxva organizaciebisaTvis,-
korporatiul momsaxurebaTa kategorias.

moTxovnis gadideba orive am kategori-
is momsaxurebebze SeiZleba aixsnas sxva-
dasxva faqtorTa zegavleniT. jer-erTi,
keTildReobis gadidebiT mraval qveyanaSi,
momxmareblebi cdiloben rutinuli-saxlis
dalagebis,saWmlis momzadebis da a.S. ms-
gavsi saqmeebi sxva pirebs an orgabizacie-
bs gadascen, ramac Seqmna e.w. „komfortis
industria”. meore, mosaxleobis Semosavleb-
is zrdam da drois gamoTavisuflebam Se-
qmna moTxovna momsaxurebebze, rac dakav-

Sirebulia dasvenebasa da sportSi saqmi-
anobasTan. mesame,saojaxo pirobebSi maRa-
li teqnologiebis gamoyenebis xarjze
(kompiuterebi,multimediuri audio da
videoteqnika, usafrTxoebis sistemebi)
gaizarda kompaniaTa moTxovnileba maTi
dayenebis da momsaxurebis specialistebze.
rac Seexeba korporaciul momsaxurebebs,
bazrebisa da teqnollogiebis garTule-
bam gazarda kompaniaTa moTxovnileba spe-
cializebul codnasa da gamocdilebaze,
magaliTad, bazris gamokvlevebze, mar-
ketingul konsaltingze, sainformacio te-
qnologiebis momsaxurebebze. Tanamedrove
kompaniebi mudmivi danaxarjebis Semcireb-
is mcdelobiT amjobineben momsaxurebaTa
SeZenas da ara fulis dabandebas viwrospe-
cializebuli amocanebis damoukidebel
Sesrulebaze. es kompaniebs moqnilobis
SenarCunebaSi exmareba, aki momsaxurebis
gareSe firmebisagan SeZeniT, isini Tavidan
iSoreben danaxarjebs, romlebic dakavSire-
bulia Sesabamisi personalis da warmoebis
saSualebaTa SenaxvasTan. dabolos,sul
ufro meti kompania cdilobs, rom koncen-
trireba moaxdinos Tavis ZiriTad kompe-
tenciaze da uari Tqvas saqmianobis damx-
mare saxeebze, magaliTad, mza produqicis
Senaxvasa da transportirebaze, rac aseve
iwvevs servisuli oorganizaciebis gamoy-
enebis aqtivizebas. yvela am tendenciam
gamoiwvia interesis gadideba momsaxureb-
is marketingisadmi.

momsaxurebis sfero moicavs mraval
sxvadasxva dargs. qveynebis umravlesobaSi
momsaxurebaTa mniSvnelovan raodenobas
Tavazobs saxelmwifo seqtori,romelTac
miekuTvneba, magalTad, sasamarTloebi,
dasaqmebis samsaxurebi, saavadmyofoebi, armia
da policia, saxanZro dacva, safosto sam-
saxurebi, skolebi da maregulirebeli or-
ganoebi. ar SeiZleba ar gavixsenoT aseve
kerZo komerciuli seqtoris momsaxurebe-
bi: muzeumebi, saqvelmoqmedo organizacie-
bi, eklesiebi, kolejebi, yovladSesaZlo
fon­deb­i da kerZo saavadmyofoebi. biznes-
organizaciaTa seqtors miekuTvneba komer-
ciuli kompaniebi: aviakompaniebi, bankebi,
sastumroebi, sadazRvevo, konsaltinguri,
samedici­no da iuridiuli kompaniebi, gar-
Tobis industriis firmebi, sareklamo saagen-
toebi, kvleviTi kompaniebi da sacalo vaWro-
bis sawarmoebi.
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momsaxurebaTa gayidva bazarze specifi-
kur amocanebsa da problemebs ayenebs, ro-
melTa gadaWrisaTvis saWiroa gansakuTrebu-
li marketingili strategiebi. dasawyisisa-
Tvis ganvixiloT momsaxure organizacia-
Ta buneba da damaxasiaTebeli Taviseburebe-
bi, romlebic uzarmazar zegavlenas axdenen
momsaxurebis marketingze.

momsaxurebaTa buneba da
maxasiaTeblebi

momsaxureba-nebismieri saqmianoba
an xelsayrelobaa, romlis SeTavazeba
erT mxares SeuZlia meore mxarisaTvis,
romelic araxelSesaxebia da ar iwvevs
sakuTrebis uflebas SeZenil saqonel-
ze .

misi miwodebis procesi SeiZleba dakav-
Sirebuli iyos an SesaZloa arc iyos dakav-
Sirebuli fizikuri saqonlis gamoyene-
basTan.

sastumros nomris ijariT aReba,fulis
Senaxva sabanko angariSze, aviagadafrena an
paromze mogzauroba, eqimTan viziti, Tmis
SeWra saparikmaxeroSi, sportul Sejibre-
baTa daswreba, kinofilmis naxva, avtomanqa-
nis remonti, konsultacia advokatTan _
yvelaferi es momsaxurebaTa saxeebia. dRes

momsaxurebis axal saxeobebs gvTavazobs
interneti. Tanamedrove mosargebleebi mzad
arian gadaixadon internetSi gadaxdis Sesa-
Zleblobaze, miiRon informacia sayvareli
safexburTo gundis Sedegebis Sesaxeb, gaec-
nos safondo bazris monacemebs realur
droSi, gacvalos informacia sxva adami-
anebTan gadmoqaCos videorgolebi qselidan.
sakvlevi kompania Datamonitor-is monacemebiT,
ukve 2002 wels eleqrtonul momsaxureba-
Ta msoflio bazarma mlrd dolari Seadg-
ina, amasTan,evropis wilad movida am baz-
ris 12%.

axla momxmareblebisadmi mraval miwo-
debaSi Setanilia momsaxurebebi. maTi xvedri
wili saerTo miwodebaSi SeiZleba umniS-
vnelo an sakmaod didi iyos. cota arseb-
obs organizaciebi, romlebic saqonels an
momsaxurebas Tavazoben wminda saxiT. amitom
unda ganvixiloT kontinuumi „saqoneli-
momsaxurebis” cneba, romelSic kompaniaTa
miwodebebi SeiZleba farTod varirebdes,
dawyebuli saqonlidan wminda saxiT, e.i.
zelSesaxebi elementis WarbobiT, da dam-
Tavrebuli momsaxurebiT wminda saxiT, e.i.
araxalSesaxebi elementiT. (nax.13.1).

am kontinuumze gadaadgilebiT da xe-
lSesaxebi da araxelSesaxebi elementebis
Tanafardobis SecvliT Tavis miwodebaSi,

nax.13.1. kontinuumi „saqoneli-momsaxureba”

leqciebis kursi. Tavi mecamete
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firmas SeuZlia miiRos arsebiTi konkuren-
tuli upiratesoba, romelic emyareba
mocemuli saqonlis diferencirebas. ganasx-
vaveben produqtis miwodebis xuT ZiriTad
kategorias.

1. wminda xelSesaxebi saqonlis miwodeba
(magalTad, saponi, kbilis pasta, marili);
momsaxurebis elementi mocemul SemTxveva-
Si saerTod ar arsebobs.

2. xelSesaxebi saqonlis miwodeba, rome-
lsac Tan axlavs erTi an ramdenime momsa-
xureba. kompiuteris an avtomanqanis msgavs
maRalteqnologiur saqonelTa gayidvebi
xSirad damokidebulia xarisxze da maT
Tanamdev momsaxurebaTa xelmisawvdomoba-
ze (magaliTad, sademonstracio darbazebis,
mitanis, remontisa da teqmomsaxurebis, sa-
treningo programebis, konsultaciebis ar-
seboba dayenebisa da sagarantio valdebule-
baTa Sesrulebisas). garkveuli gagebiT,
avtomanqanebis, magaliTad, mersedesisa da
fordis mwarmoeblebi _ es metadre saser-
viso kompaniebia, vidre warmoebrivi, ramd-
denadac maTi mogebis mniSvnelovani wili
finansuri momsaxurebidan myidvelebs Semos-
diT (lizinguri paketebi, sesxi SeZenisas
da a.S.).

3. momsaxurebaTa mravali provaideri,
garda Tavisi sabazo miwodebisa, fizikur
saqonels Tavazoben. aseT hibridul miwode-
bebSi xelSesaxebi da araxelSesaxebi ele-
mentebi warmodgenilia daaxloebiT Tana-
bar nawilebad. magaliTis saxiT SeiZleba
movitanT restornebi, romlebic sakvebs da
momsaxurebas Tavazoben, da aseve sacalo
vaWrobis qseli, romelic mravalricxovan
samrewvrlo saqonels Tavazobs da Suamav-
lis rols TamaSobs gasaRebis arxSi.

4. miwodeba, romelic Sedgeba momsaxureb-
isagan, romelsac umniSvnelod Tan axlavs
saqoneli. am SemTxvevaSi arsebobs raime
erTi mTavari momsaxureba rig damatebiT
momsaxurebasTan da damxmare saqonelTan
erTad. magaliTad, Britisch Airline da sxva avi-
akompaniaTa mgzavrebi uwinares yovlisa,
iZenen gadafrenis momsaxurebas, magram masze
damatebulia mTeli rigi elementebi, magal-
iTad, sasmelebiT, sayurisebiT da presiT
momsaxureba. aseTi biznesi seriozul kap-
dabandebebs moiTxovs (TviTmfrinavebis
SeZena), magram es momsaxurebis biznesia.

5.momsaxurebis miwodeba wminda saxiT,
magaliTad, Tmis SeWra saparikmaxeroSi, bavS-

vebisadmi mixedva, finansuri momsaxurebebi.
ramdenadac momsaxurebaTa kompleqsi

SeiZleba icvlebodes, igi rogorRac sistem-
atizebul unda iqnes. isini SeiZleba gavm-
ijnoT flobis tipis mixedviT _ kerZo (saw-
yobebi, distribiutoruli firmebi, bankebi);
bazris tipis mixedviT _ samomxmareblo
(sadazRvevo kompania, sacalo vaWrobis
sawarmo) da samrewvelo (magaliTad, gamomTv-
leli centri); adamianTan kontaqtis xarisx-
is mixedviT- adamianTan kontaqtis maRali
donis momsaxurebebi(saparikmaxeroebi, samed-
icino momsaxureba) da dabali donis kon-
taqtiT (qimwmendebi, manqanebis avtomatize-
buli samrecxaoebi), sadac momsaxurebis
SeTavazeba momarTulia ara adamianebze,
aramed sagnebze. dabolos, momsaxurebis
gaweva SeuZlia ara mxolod adamianebs (sa-
konsultacio momsaxurebebi, momsaxurebebi
ganaTlebis sferoSi),aramed aseve avtoma-
tizebul mowyobilobas (savaWro avtomatebi,
bankomatebi). pirveli am ori kategoriaTa-
gani iyofa momsaxurebebad, romelTac kval-
ificiuri specialistebi Tavazoben (advoka-
tebi, eqimebi da a.S.) da momsaxurebebad,
romelTac ar sWirdebaT specialuri gamoc-
dileba (mtvirTavi, damlagebeli, fanjris
mwmendavi).

momsaxurebis SeTavazebis aseTi mraval-
ferovneba niSnavs, rom konkurentuli upi-
ratesobis mopovebisa da SenarCunebisaTvis
momsaxurebis mimwodebel kompaniebs unda
SeeZloT cpecifikuri problemis gamovle-
na da gadaWra, rac dakavSirebulia maT mier
SeTavazebul momsaxurebebTan, romelic
damaxasiaTebelia nebismieri maTganisaTvis.

marketinguli programebis SemuSavebi-
sas kompaniam unda gaiTvaliswinos momsax-
urebis xuTi ganmasxvavebeli maxasiaTebe-
li: araxelSesaxeboba,ganuyofeloba, aramud-
mivoba, araxangamZleoba, sakuTrebis ufleb-
is ararseboba. es maxasiaTeblebi ufro
dawvrilebiT ganixileba Semdgom ganyo-
filebebSi.

momsaxurebis xelSeuxebloba-momsax-
urebis ZiriTadi maxasiaTebelia, romelic
niSnavs, rom ar SeiZleba misi winaswari
demonstrireba-SeuZlebelia misi gemos gas-
injva, Sexeba, morgeba, mosmeba an daynosva
SeZenamde.

momxmarebels SeuZlia dawvrilebiT
Seiswavlos audiosistemis feri, teqnikuri
specifikaciebi, dizaini, da saimedooba. mis-
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gan gansxvavebiT saparikmaxeros klienti
momsaxure sawarmosTan Tavisi kontaqtis
Sedegs dainaxavs mxolod momsaxurebis
SeZenis Semdeg, iseve rogorc aviakompaniis
mgzavrebi,romlebsac gasafrenad gamgzavre-
bamde, xelSi uWiravT mxolod bileTi da
gadamzidavis dapireba, rom aRniSnul dros
isini problemisa da avariis gareSe miyva-
nili iqnebian daniSnulebis punqtamde.

momsaxurebis xelSeuxeblobis da misi
yidvis momentamde Sefasebis SeuZleblo-
bis Sedegad, rogorc es keTdeboda fiz-
ikuri, xelSesaxebi saqonlis SeZenisas,
mkveTrad izrdeba ganusazvreloba. mis
mosaZebnad myidvelebi eZeben raRac „sig-
nalebs”, nebismier mtkicebulebebs, romlebic
SeZlebdnen SesaZeni momsaxurebis maRali
xarisxis dadasturebas. isini TavianT
daskvnebs akeTeben momsaxurebis SeTavaze-
bis adgilis, personalis, fasebis, momsax-
urebis procesSi gamoyenebuli mowyobilo-
bis, komunikaciis saSualebebis da sxva xi-
luli elementebis SefasebiT. amrigad, mom-
saxurebis yoveli mimwodebeli unda cdi-
lobdes imas, rom rac SeiZleba efeqtianad
marTos es materialuri mtkicebulebebi;
sxva sityvebiT, momsaxurebis materialize-
biT, momxmareblisadmi momsaxurebis SeZenis-
agan upiratesobaTa konkretuli mtkice-
bulebebis SeTavazebiT. Tuki saqonlis mwar-
moeblebi cdiloben sul ufro meti xel-
Seuxebi maxasiaTeblebis damatebas (mitanis
siswrafe, garantiis gaumjobesebuli pirobe-
bi, gayidvisSemdgomi momsaxureba), momsax-
urebaTa mimwodeb-lebis winaSe dgas sapir-
ispiro amocana-daumatos materialuri
elementebi, romlebic daadasturebdnen
momsaxurebis maTi miwodebis maRal xarisxs.

warmoidgineT banki, romelic cdilobs
Tavisi momxmareblebis darwmunebas Tavisi
momsaxurebebis siswrafesa da xarisxSi.
amisaTvis mas sWirdeba pozicirebis strate-
gia, romelic xelSesaxebi iqneba im aspeqteb-
Si, romlebic dakavSirebulia klientebTan,
risTvisac mas SeuZlia isargeblos sxva-
dasxva marketinguli instrumentebiT. bank-
is ganTavsebis adgilma an bankis fizikur-
ma garemocvam unda uzrunvelyon swrafi
da efeqtiani momsaxureba: Senobis inter-
ieri da garegnuli Sexeduleba sworad unda
iyos gaformebuli; momsaxurebis saSinao
grafiki dawvrilebiT unda iqnes gaazrebu-
li; rigebi salarosTan unda iyos (an

mogveCvenos) rogorc SeiZleba mokle. bank-
is momsvlelebma unda dainaxon, rom per-
sonali muSaobiT aris dakavebuli, Cacmulia
sasiamovnod da mkacrad; TanamSromelTa
raodenoba sakmarisi unda iyos swrafi da
xarisxiani momsaxurebisaTvis. mowyobilo-
ba _ kompiuterebi, aslgadamRebi apatarebi,
magidebi _ modurad unda gamoiyurebodes.
komunikaciis saSualebebi aseve xazs unda
usvamdnen momsaxurebis efeqtianobas _ isini
unda iyvnen martivad da lakonurad
gaformebulebi da mkafiod unda asaxavd-
nen bankis pozicirebis strategias gul-
dasmiT SerCeuli teqstebisa da fotosu-
raTebis daxmarebiT. bankma unda airCios
swori dasaxeleba da logotipi, romlebic
aseve xazs gausvamdnen momsaxurebis siswra-
fes da efeqtianobas. ramdenadac momsax-
urebis xelSeuxebloba adidebs risks da
ganusazRvrelobas misi SeZenisas, momsax-
urebis sferos klientebi, rogorc wesi, ufro
mets endobian im adamianTa Sefasebas, rom-
lebic ukve sargeblobdnen mocemuli fir-
mis momsaxurebebiT, vidre sareklamo mo-
wodebebiT, romelic gadaxdilia momsaxure-
bis provaideris mier. amis gaTvaliswinebiT.
momsaxure kompaniam (mocemul SemTxvevaSi
bankma) stimuli unda misces klientebis
iseT Sexvedras, Tavisi marketinguli Zal-
isxmevis warmarTviT, uwinares yovlisa,
araformalur liderebze, romelTac Seu-
ZliaT produqtisadmi masobrivi momxmare-
blis da aseve dakmayfilebul klientTa
pozitiuri damokidebulebis formireba,
romelTac SeuZliaT TavianT momsaxureba-
Ta rekomendeba TavianTi nacnobebisadmi,
kolegebisadmi, naTesavebisa da megobrebi-
sadmi. faswarmoqmnis struqtura aseve gan-
sakuTrebiT mkafio da gasagebi unda iyos
klientebisavis.

fizikur saqonels awarmoeben, ris Sem-
degac maT inaxaven, Semdeg yidian da, bo-
losdabolos, moixmaren. maTgan gansxvave-
biT momsaxurebebi Tavdapirvelad iyideba,
xolo Semdeg iwarmoeba da moixmareba erT-
droulad erTidaigive adgilze. momsax-
urebis ganuyofloba _ misi erT-erTi max-
asiaTebelia.

momsaxurebis ganuyofloba _ mom-
saxurebis erT-erTi ZiriTadi maxasi-
aTebelia, romelic niSnavs, rom mom-
saxureba iwarmoeba da moixmareba erT-
droulad da ganuyofelia misi mimwode-

leqciebis kursi. Tavi mecamete
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blisagan, iqneba igi adamiani Tu mowy-
obiloba.

Tuki momsaxurebas adamiani Tavazobs,
igi misi elementi xdeba. movitanoT magal-
iTi _ rok-koncerti. momsaxureba mocemul
SemTxvevaSi aris rok-jgufis gamosvla. mas
ar SeuZlia momsaxurebis SeTavazeba musi-
kosebis fizikuri daswrebis gareSe.kolejis
maswavlebeli saganmanaTleblo servisuli
procesis elementi iqneba da aseve aucile-
blad unda eswrebodes mecadineobas klas-
Si, raTa Tavisi momsaxureba SesTavazos
studentebs.ufro metic, rok-jgufs ar Seu-
Zlia Tavisi momsaxurebis SeTavazeba, Tuki
darbazSi ar aris msmenelebi; maswavlebels
ar SeuZlia Tavisi momsaxurebis SeTavaze-
ba, Tuki auditoriaSi ar aris studentebi.
imis ZaliT, rom momsaxurebis procesSi
aucilebelia momsaxurebis momxmareblis
daswreba, momsaxurebis marketingis kidev
erT specifikur aspeqts warmoadgens mom-
saxurebis mimwodeblisa da momxmareblis
urTierTqmedeba. es niSnavs, rom momsaxure-
bis procesis Sedegi damokidebulia rogorc
momwodeblisagan,ise momxmareblisagan.
iuristkon-sultis an eqimis damokidebuleba
Tavisi klientisadmi Zalze did zegavle-
nas axdens imaze, Tu momxmarebeli rogor
Seafasebs SeZenil momsaxurebas; maswavle-
blis unari urTierTgagebas miaRwios stu-
dentebTan, zegavlenas axdens moswrebis
maCveneblebze. amrigad, momsaxure persona-
li sworad unda iyos momzadebuli klien-
tebTan urTierTgagebisaTvis.

momsaxurebis ganuyoflobis kidev erTi
Taviseburebaa maTs SeTavazebaSi sxva mo-
mxmarebelTa daswreba da monawileoba.
koncertis msmenelebi, studentebi audito-
riaSi, matareblis mgzavrebi, ristornis
klientebi eswrebian erTi adamianis mier
momsaxurebis moxmarebis process-e.i. TiTo-
euli maTganis mier. damswreTa qceva mniS-
vnelovanwilad gansazRvravs yoveli cal-
keuli individis momsaxurebiT dakmay-
ofilebis xarisxs. magaliTad, restoranSi
adamianTa didi raodenobis mogrovebam Sei-
Zleba gaafuWos komfortis atmosfero yve-
la momsvlelisaTvis da Seamciros maTi
dakmayofilebis xarisxi. maSasadame, momsax-
urebis sferoSi menejerTa amocana imaSi
mdgomareobs, rom uzrunvelyos imisi ga-
rantia, rom momsaxurebis procesSi monaw-
ile momxmareblebma xeli ar SeuSalon

erTmaneTs, da ar Seamciron sxva klienteb-
is dakmayofilebis done.

ramdenadac momsaxurebis warmoebisa da
moxmarebis procesebi erTdroulad mim-
dinareobs, momsaxurebis mimwodeblebi
siZneleebs awydebian maT produqtze moTx-
ovnis mkveTri gadidebis dros. saqonelTa
mwarmoebelma, maTze moTxovnis gadidebis
molodinSi SeiZleba gazardos gamoSvebu-
li produqciis moculoba, gamarTos maso-
brivi warmoeba an gaakeTos maragebi. mom-
saxure kompaniaSi, magaliTad, restoranSi
an iuridiul firmaSi, es SeuZlebelia. ami-
tom momsaxurebis sferos orgaqnizaciebma
gansakuTrebuli yuradReba unda dauTmon
moTxovnis marTvas. magaliTad, moTxovnis
SesazRudavad yvelaze ufro popularul
momsaxurebebze, maTze ufro maRaf fass
aweseben. arsebobs aseve mTeli rigi sxva
strategiebi im problemis gadasaWrelad,
romelic dakavSirebulia momatebul moTx-
ovnasTan momsaxure produqtze. jer-erTi,
momsaxurebis mimwodebelma SeiZleba iswav-
los erTdroulad moemsaxuros met momx-
marebels, magaliTad, sacalo vaWrobaSi
amisaTvis afarToeben savaWro nagebobebs,
pop-koncerts atareben Ria sportul are-
naze da a.S. meore,momsaxurebaTa mimwode-
bels SeuZlia daaCqaros momsaxurebis pro-
cesi, iswavles ra klientebis ufro swrafad
momsaxureba. Sromis mwarmoebluroba Sei-
Zleba amaRldes personalis swavlebiT
samuSao drois ufro efeqtiani gamoyenebiT.
dabolos, momatebuli moTxovnis marTvi-
saTvis organizacias SeuZlia moizidos
damatebiTi momsaxure personali.

ramdenadac momsaxurebis warmoebisa da
moxmarebis procesi dakavSirebulia adami-
anTa monawileobasTan, servisuli produq-
tis xarisxi SeiZleba varirebdes.

momsaxurebis xarisxis aramudmivoba
_ momsaxurebis erT-erTi ZiriTadi max-
asiaTebelia, romelic niSnavs, rom misi
xarisxi damokidebulia imaze, Tu vin
awvdis mas, aseve imisagan, rodis, sad,
da rogor miewideba igi.

momsaxurebis xarisxis gakontroleba
Zalze Znelia. magaliTad, zogierT sastum-
ros ufro xarisxiani momsaxurebis mimwode-
blis reputacia gaaCnia, vidre sxvebs, ma-
gram erTidaigive sastumroSi registraci-
is samsaxuris erTi momuSave SeiZleba ufro
Tavaziani da gamocdili iyos, xolo
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meore,uxeSi da uniaTo. momsaxurebis xarisx-
ic ki, romelsac erTidaigive mosamsaxure
awvdis, SeiZleba icvlebodes, misi fizikuri
mdgomareobisa da ganwyobisagan damokide-
bulebiT.

momsaxurebis mimwodeblis unari daak-
mayofilos momxmarebeli, damokidebulia
misi personalis moqmedebisa da qcevisagan,
romelic uSualod monawileobs momsaxure-
baSi. yvelaze efeqtiani marketinguli
strategiac ki ar mogvcems Sedegebs, Tuki
TanamSromlebi cudad imuSaveben. momsax-
ure organizaciebs SeuZliaT gamoiyenon
TavianT momsaxurebaTa xarisxis kontro-
lis sxvadasxva zomebi. uwinares yovlisa,
maT ar unda dainanon fuli personalis
guldasmiT SerCevisa da momzadebisaTvis.
aviakompaniebi, bankebi da sastumroebi dRes
uzarmazar Tanxebs abandeben TanamSromel-
Ta swavlebaSi. isini atareben treningebs,
romlebzedac personals aswavlian damou-
kideblad aRmofxvran problemebi da rea-
gireba moaxdinon momxmarebelTa saCivre-
bze. magram treningma rom marTlac zegav-
lena moaxdinos personalis qcevaze, kompa-
nia darwmunebuli unda iyos, rom igi mima-
rTulia swored TanamSromlebSi ZiriTadi
unarCvevebis ganviTarebaze, romlebic
saWiroa samuSaos efeqtianad Sesasrule-
blad. ai magaliTi.

sabavSvo firma ISS erT-erTi lide-
ria kliringSi. dargSi, romlisTvisac
damaxasiaTebelia kvalificiuri sam-
uSao Zalis gamoyeneba da kadrebis
maRali

 denadoba,es kompania mudmivad ata-
rebs treningebs Tavisi TanamSromleb-
isaTvis. kliningi _ marto mxolod xal-
iCebis wmenda rodia ofisebSi. ISS emsax-
ureba msxvil korporaciul klientebs
_ fabrikebs, saavadmyofoebs, supermar-
ketebs. kompaniam rom mogeba moitanos,
momuSaveebma efeqtianad unda Seasru-
lon TavianTi samuSao, ganaxorcielon
drois da gamwmendi saSualebebis eko-
nomia, gazardon wmendis xarisxi da
Tavidan aicilos ubeduri SemTxvevebi
da travmatizmi. es sakmaod martivia,
rodesac dalageba swarmoebs Cveulebriv
ofisSi, magram Tuki dasalagebelia saa-
vadmyofo, qimiuri qarxana an didi fab-
rika, personals dasWirdeba sakmaod
rTuli mowyobiloba da, maSasadame, misi

gamoyenebis gamocdileba. garda amisa,
kargi urTierToba unda gqondes adami-
anebTan, romelTac waawydebi samuSaos
Sesrulebisas. muSaobis pirveli naxe-
vari wlis Semdeg kompaniis TanamSrom-
lebi treningebs gadian wmendis sxva-
dasxva meTodikis gamosayeneblad _ maT
acnoben qimikatebs, romlebic gamoiyeneba
sxvadasxva laqebis amosayvanad, aswav-
lian usafrTxoebis wesebs. Semdegi eqvsi
Tve isini muSaoben gamoyenebiTi
ekonomikis sakiTxebze _ maT aswavlian
klientebTan kontraqtebis sworad wak-
iTxvas; imis gagebas, Tu ramdenad sasarge-
bloa esa Tu is kontraqti kompaniis
mocemuli filialisaTvis. es codna
WeSmaritad Seufasebeli xdeba, rodesac
momuSaves awinaureben da brigadirad
niSnaven-Cveulebriv es xdeba firmaSi
erTi wlis muSaobis Semdeg. rodesac
momuSave brigadiri xdeba, igi sxva
treningebs gadis, swavlobs qveSevrdom-
Ta swavlebas da Seiswavlis menejmen-
tis prinipebs. es mas Tavis valdebule-
baTa Sesrulebasa da dasaxuli mizneb-
is miRwevaSi exmareba, gamomdinare mo-
mgebianobis mosazrebidan da klienteb-
is SenarCunebis aucileblobidan. am
treningebis wyalobiT ISS-s personali
saukeTesod arTmevs Tavs Tavis sam-
uSaos.

magram efeqtiani samuSao meTodikebis
codna da motivacia-sxvadasxva ramaa. nebi-
smierma momsaxure organizaciam unda eca-
dos aamaRlos Tavisi personalis motiva-
cia, stimulebis gamoyenebiT, romlebic dakav-
Sirebulia momsaxurebis xarisxTan. amis-
aTvis SemoaqvT sxvadasxva premiebi, rogor-
icaa, „Tvis saukeTeso momuSave” an bonuse-
bi momxmareblebTan ukukavSirebis Sedege-
bis mixedviT.

kompania ISS-Si personalis motivaviis
sxvadasxva meqanizmebi gamoiyeneba. jer-erTi,
farTod gamoiyenebian samuSao gundebi, da
adamianebi ubralod iZulebulebi arian
imuSaon rac SeiZleba mondomebiT, ramdena-
dac maTzea damokidebuli maTi kolegebis
xelfasi. miuxedavad imisa, rom ISS-s klien-
tebis momsaxureba SeuZlia erT adamians,
kompaniaSi obieqtze arasodes ar agzavnian
erT momuSaves, mxolod jgufs ori-sami
kacisagan, romlebic mudmiv Semadgenloba-
Si muSaoben. es SeiZleba araefeqtiani

leqciebis kursi. Tavi mecamete
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mogveCvenos, magram jgufis wevrebis moti-
vaciis urTierTgaZliereba uxvad gamoisy-
idis am araefeqtianobas. garda amisa, kompa-
nia momuSaveebs inarCunebs xelfasis xar-
jze, romelic ramdenadme maRalia, vidre
dargis sxva sawarmoebSi. ISS-s menejerebma
ician, rom maT konkurencia ar unda gaswion
samuSao Zalis danaxarjebis mixedviT, Tun-
dac amis gamo kompania ar moigebs ama Tu
im tenders. kompaniaSi varaudoben, rom Tuki
igi SeZlebs Tavis momuSaveTa SenarCunebas,
maSin, maTs momzadebaSi dabandebuli saxsre-
bi tyuila rodi iqneba daxarjuli. xolo
momsaxurebis xarisxis gadidebis kvaloba-
ze ISS kompania sul fro met klientebs
SeiZens, Tavis momsaxurebebze miuxedavad
ufro maRali fasebisa, amaswinaT man daam-
Tavra sasargeblo kontraqti Disneyland Par-
is _ is otelebSi nomrebis dalagebaze.

momsaxurebis xarisxis amaRlebis mesa-
me gza _ esaa Sromis gadaqceva ufro Ses-
amCnevad momxmareblebisaTvis da amiT mo-
samsaxureTa pasuxismgeblobis amaRleba
SeTavazebuli momsaxurebis xarisxisaTvis.
ase, magaliTad, avtodilerebi saSualebas
aZleven klientebs pirdapir Sexvdnen meqan-
ikosebs, romlebic maT manqanebs armonte-
ben. SesaZloa organizebul iqnes muSaoba
saCivrebTan da winadadebebTan da mudmivad
Tvalyuri mivadevnoT momxmarebelTa dak-
mayofilebas. aq sasargeblia aseve iseTi
meTodebi, rogoricaa firma _ konkurenteb-
is momsaxurebebisadmi mimarTva, Sedarebi-
saTvis da momxmarebelTa gamokiTxvis
Catareba.

kompania ISS-is xelmZRvaneloba Za-
lze mniSvnelovnad miiCnevs kontaqt-
ebs dabali rgolis menejerebsa da
klientebs Soris. Tuki klienti dakmay-
ofilebuli ar aris momsaxurebis doniT,
brigadirma amis Sesaxeb dauyovnebliv
unda gaigos. ukukavSiris gaaqtiurebi-
saTvis kompaniam iseTnairad Secvala
samuSao gundebis muSaobis grafiki, rom
isini daaxloebiT erTi saaTiT emTxve-
odnen firma-klientebis TanamSromel-
Ta samuSao dros. ase mis TanamSrom-
lebs SeuZliaT pirveli xelidan gaigon
yvela problemis Sesaxeb da gaigonos
klientebis saCivrebi .

dabolos, momsaxure organizacias Seu-
Zlia gazardos Tavis momsaxurebaTa xarisx-
is stabiluroba,TanamSromelTa SecvliT,

sadac es SesaZlebelia, specialuri mowyo-
bilobiT (savaWro avtomatebiT, bankomate-
biT da a.S.), samuSao procedurebis samuSao
standartebis SemuSavebiT da danergviT
mTeli kompaniis masStabebiT (rogorc es
gakeTda uolt disneis Tematur parkebSi,
makdonaldsis restornebSi da klub medis
kurortebze.)

araxanngamZleoba _ momsaxurebis
erT-erTi ZiriTadi maxasiaTebelia,
romelic niSnavs, rom momsaxureba ar
SeiZleba SenaCunebul iqnes gauyidvi
an momavalSi gamoyenebis mizniT.

zogierTi dantisti da Terapevti pa-
cientebisagan, romlebic daniSnul dros ar
gamocxaddnen miRebaze, sazRaurs iReben,
ramdenadac momsaxurebis faseulobas adg-
ili aqvs drois mxolod mocemul konkre-
tul momentSi da qreba, Tuki pacienti am
momentSi ar gamoCndeba. Tuki moTxovna
momsaxurebaze mdgradia, es misi maxasiaTe-
beli problema ar iqneba mimwodeblisaTvis.
magram, Tuki moTxovna momsaxurebaze mkveTr
meryeobebs eqvemdebareba, momsaxure orga-
nizacia seriozul siZneleebs waawydeba.
magaliTad, sazogadoebrivi transportis
kompaniebs, rogorc wesi, uwevs avtomanqa-
nebis sarezervo parkis Seqmna pikis saaTebSi
mgzavrTa nakadis momsaxurebisaTvis.

sakuTar momsaxurebebze moTxovnis da
maTi miwodebis SesabamisobaSi mosayvanad
momsaxure organizacias SeuZlia sxvadasxva
strategiebis gamoyeneba. moTxovnis sfer-
oSi diferencirebuli faswarmoqmna _ e.i.
sxvadasxva fasebis daniSvna momsaxurebe-
bze sxvadasxva dros-kompanias SesaZleblo-
bas miscems moaxdinos moTxovnis nawilis
ekonomia pikis periiododan naklebi datvir-
Tvis periodebze: magaliTis saxiT SeiZle-
ba movitanoT dabali fasebi adreul kino-
seansebze da fasdaklebebi sastumroSi cx-
ovrebisaTvis mkvdar sezonSi. aviakompanie-
bi xSirad yidian bileTebs naklebi moTx-
ovnis mqone reisebze mniSvnelovani fas-
daklebiT, carieli adgilebis Sesavsebad.
SeiZleba aseve vecadoT moTxovnis gadide-
bas arapikur periodebSi, rogorc es, magal-
iTad, keTdeba mraval sastumroSi, romlebic
mini-Svebulebis specialur programebs Ta-
vazoben turistebisaTvis. pikuri datvi-
rTvis periodebSi momxmareblebs SeiZleba
SevTavazoT damatebiTi momsaxurebebi, ma-
galiTad, restoranSi Tavisufali magidis
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molodinSi klientebs xSirad Tavazoben
koqteilis dalevas baris dgarTan. garda
amisa, moTxovnis marTvaSi gvexmareba
darezervebis sistema, romelic gamoiyeneba
aviakompaniebSi, sastumroebSi da saeqimo
praqtikaSi.

miwodebis sferoSi momsaxure firmas
pikis saaTebSi samuSaod SeuZlia moizi-
dos droebiTi momuSaveebi, magaliTad, stu-
dentebis mkveTri mozRvavebis periodebSi
kolejebi qiraoben droebiT maswavleblebs,
xolo restornebi pikis saaTebSi iwveven
damatebiT oficiantebs. pikis periodSi
moTxovnis dakmayofileba srulad SeiZle-
ba, Tuki SevamcirebT mosamsaxureTa mova-
leobebis wres aucilebel minimumamde, xolo
samuSaos nawili gadavakisroT momxmare-
blebs (magalTad, myidvelebi TviTonve
fuTaven nayid saqonels maRaziebSi). mom-
saxure kompaniebs SeuZliaT erToblivad
SesTavazon zogierTi momsaxurebebi, magal-
iTad, ramdenime saavadmyofos SeuZlia er-
Toblivad SeiZinon da gamoiyenon ZviradR-
irebuli samedicino mowyobilo-ba.dabolos,
zogierT situaciebSi SeiZleba davaprog-
nozoT moTxovnis zrda da winas­war davi-
WiroT Tadarigi. ase, magaliTad, aviakompanie-
bi, saerTaSoriso gadazidvebze moTxovnis
gadidebis molodinSi Seisyidian damate-
biT da ufro tevad TviTm­frinavebs; Tema-
turi parki, gafarToebis imediT, winaswar
iZens irgvliv mdebare miwebs. ukanasknel
periodSi kompaniebi igoneben problemaTa
gadaWris WeSmaritad novato­rul meTodebs,
romlebic dakavSirebulia momsaxurebis
araxangamZleobasTan.

marketinguli strategiebi
momsaxurebis sferosaTvis

aqamde servisuli organizaciebi Zli-
er CamorCebodnen firma- mwarmoeblebisa-
gan marketingis gamoyenebaSi. momsaxurebis
sferoSi momuSave firmebi, xSir SemTxveva-
Si aradidebi arian (safexsacmlo saxelos-
no, saparikmaxero, qimwmenda) da formalur
menejments da marketingul meTodikebs
dauSvebel fufunebad Tvlian. momsaxureb-
is sxva organizaciebi (magaliTad, skolebi
an saavadmyifiebi) xangrZlivi periodis
manZilze momsaxurebebs Tavazobdnen, rom-
lebic iseTive didi da stabiluri moTx-
ovniT sargeblobdnen, rom aqamde marketin-

gi sulac ar sWirdebodaT. mesameebi (iu-
ridiuli, samedicino da buRaltruli firme-
bi) Tvlidnen, rom marketingis gamoyeneba
mowmobs profesionalizmis arasakmaris
maRal doneze. magram dRes yvela warmate-
buli momsaxure kompania Riarebs, rom saqon-
lis maxasiaTeblebze damyarebuli tradi-
ciuli marketingi saeWvoa efeqtiani iyos
misi principebis momsaxurebis specifikisad-
mi adaptirebis gareSe. es srulebiTac ar
niSnavs, rom saqonelTa marketingis arse-
buli principebis adaptireba movaxdinoT
momsaxurebis sferosTan.

warmoebrivi kompaniebis msgavsad, efeq-
tiani momsaxure firmebi dRes aqtiurad
iyeneben marketings Zlieri savaWro markis
Sesaqmnelad da maTi pozicirebisaTvis
miznobriv bazrebze. ase, magaliTad, mcire-
biujetiani aviakompaniebi sakuTari Tavis
pozicirebas axdenen, rogorc iafi gadamz-
idavebisa, romlebic sabazo momsaxurebas
Tavazoben zedmetobis gareSe. xolo glo-
balur sakomunikacio momsaxurebaTa prova-
ideri NTT sakuTari Tavis pozicirebas
axdens rogorc „yuraRebis Rirsi partnio-
ri”, romelsac swrafad SeuZlia gadaw-
yvetilebis moZebna qseluri teqnologieb-
is sferoSi, nebismieri dasavluri kompani-
isaTvis, romlebic aziur regionSi muSaoben.
rogorc vxedavT, es da sxva kompaniebi sak-
uTari Tavis pozicirebas axdenen saqmiano-
bis saxeobaTa bazaze, romelic damaxasi-
aTebelia tradiciuli marketingisaTvis.

magram unda vaRiaroT, rom momsaxure-
baTa gansxvavebis gamo materialuri, xelS-
esaxebi saqonlisagan, isini moiTxoven dam-
atebiTi marketinguli midgomebis gamoy-
enebas. warmoebriv sferoSi yvela saqone-
li, rogorc wesi, standartizebulia da savse-
biT SeuZliaT raRac periodis ganmavloba-
Si idon maRaziis an sawyobis Taroebze,
Tavisi myidvelis molodinSi. maTgan gan-
sxvavebiT, momsaxureba iqmneba myidvelisa
da momsaxure kompaniis uSualo urTierT-
qmedebis dros. maSasadame, momsaxurebis
mimwodebelma gansakuTrebuli yuraReba
unda dauTmos momxmarebelTan ureTierT-
qmedebis efeqtianobas, romelic momsaxure-
bis SeTavazebis procesSi qmnis ufro ma-
Ral faseulobas. urTierTqmedebis efeq-
tianoba, Tavis mxriv, pirdapir aris damok-
idebuli personalis Cvevebze, da aseve fir-
mis mier gamoyenebul teqnologiebze da
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damxmare teqnologiebze, romlebic Tanam-
Sromlebs am saqmeSi exmareba.

momsaxurebis sferos Tanamedrove war-
matebuli kompaniebi yuradRebas amaxville-
ben rogorc momxmareblebze, ise Tavis mo-
samsaxureebzec. maT kargad esmiT jaWvi
(mwkrivi) ”momsaxureba-mogebis” koncefci-
is mniSvneloba, romelic momsaxure kompa-
niis mogebas pirdapir damokidebulebaSi
ayenebs mosamsaxureTa da klientebis dak-
mayofilebis donisagan. es jaWvi xuTi rgol-
isagan Sedgeba.

1.momsaxurebis Sinagani xarisxi- person-
alis guldasmiTi SerCeva da momzadeba;
garemo, romelSic waxaliseba eZleva mom-
saxurebis maRal xarisxs da uzrunveliyo-
fa TanamSromelTa maRali mxardaWera, rom-
lebic muSaoben uSualod momxmarebleb-
Tan.yvelaferi es sabolood iZleva...

2.dakmayofilebul, loialur da Sromis-
moyvare TanamSromlebs, rac iwvevs...

3.momsaxurebis faseulobis amaRlebas.
faseuloba momxmareblebiaTvis iqmneba
ufro efeqtianad da Sedegianad, rac iwvevs...

4.dakmayofilebul da loialur momx-
mareblebs. kmayofili klientebi ganmeore-
biT iZenen momsaxurebas da firmas rekomen-

dacias aZleven sxva klientebTan, rac sab-
oloo jamSi iwvevs...

5.stabilur mogebas da kompaniis zrdas,
sxva sityvebiT, kompaniis saqmianobis eko-
nomikuri maCveneblebis gadidebas.

amrigad, mogebisa da zrdis maRali
maCveneblebi iwyeba imaTze zrunvidan, vinc
zrunavs myidvelebze. es niSnavs, rom mom-
saxurebis marketingSi ar SeiZleba Semovi-
fargloT tradiciuli sagareo marketin-
giT. 13.2 naxazze naCvenebia, rom momsaxure-
bis marketingi moiTxovs aseve saSinao mar-
ketings da urTierTqmedebis marketings.

saSinao marketingi _ niSnavs, rom mom-
saxure organizaciam unda moaxdinos saxsre-
bis investireba muSaobis xarisxSi da per-
sonalis efeqtianobaSi. kompaniam treningebi
unda Caataros da uzrunvelyos personalis
efeqtiani motivacia, romelic uSualod
emsaxureba klientebs, aseve yvela damxmare
momuSaves, romlebic momsaxure personal-
Tan muSaobs erT jundSi, rac mas saSuale-
bas aZlevs miaRwios momxmarebelTa dak-
mayofilebis maRal dones.

saSinao marketingi _ momsaxure ko-
mpaniaTa marketinguli programebia, ro-
melic mimarTulia personalis momza-

nax.13.2. marketingis sami ti pi momsaxurebis sferoSi
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debasa da motivaciaze, romlebic uSu-
alod emsaxurebian klientebs, da aseve
yvela damxmare momuSaves, romlebic
servisul personalTan muSaoben erT
gundSi momxmarebelTa dakmayofileb-
is maRali donis uzrunvelsayofad.

momsaxure kompaniam rom mudmivad da
ucvlelad SesTavazos maRali xarisxis
momsaxurebebi, misi yoveli TanamSromeli
orientirebuli unda iyos klientebis moTx-
ovnilebebze. cotaa gqondes marketinguli
ganyofileba, romelic axdens tradiciuli
marketinguli programebis realizebas, Tuki
yvela danarCeni izRudeba Tavisi profesi-
uli movaleobebiT. unda mivaRwioT imas,
rom kompaniis yoveli momuSave gamiznuli
iyos klientebis moTxovnilebaTa dakmay-
ofilebaze. faqtobribad saSinao marketin-
gi win unda uZRodes sagareos- azri ara
aqvs momsaxurebis saukeTeso xarisxis rek-
lamirebas manam, sanam ar darwmundebiT, rom
Tqveni personali mzadaa da SeuZlia misi
uzrunvelyofa. maSasadame, momsaxure or-
ganizaciam swori orientacia unda misces
Tavis personals, Caunergos mas Tavisi ko-
mpaniisaTvis siamayis grZnoba da ganaxor-
cielos adamianTa motivireba Sromisadmi,
klientebis momsaxurebaSi didi miRwevebi-
saTvis dajildoebaTa programebis reali-
zebiT.

urTierTqmedebis marketingi _ mar-
ketinguli koncefciaa, romlis Tanaxma-
dac momsaxurebis aTvisebadi xarisxi
mniSvnelovanwilad damokidebulia myi-
dvelis urTierTqmedebis xarisxze gam-
yidvelTan misi SeTavazebis procesSi.

fizikur saqonelTa marketingSi Sesa-
Zeni nivTebis xarisxi, rogorc wesi, praq-
tikulad damokidebuli ar aris imaze, Tu
ranairad iqnen isini SeZenili. magram mom-
saxurebis marketingSi , Tuki gansakuTre-
biT saqme exeba momsaxurebas kontraqtis
maRali doniT da profesiul momsaxurebe-
bze, momsaxxurebis xarisxi damokidebulia
rogorc imaze,Tu vin Tavazobs momsaxure-
bas, ise TviT misi SeTavazebis procesis
xarisxze. momsaxure personalis da momx-
marebelTa efeqtiani urTierTqmedeba,Zalze
mniSvnelovani momsaxurebebia imisaTvis, rom
momsaxureba warmatebuli iyos da daakmayo-
filos klienti. momsaxure kompaniebma ar
unda CaTvalon, rom isini akmayofileben
klients, ubralod misTvis teqnikuri Tval-

sazrisiT kargi momsaxurebis SeTavazebiT.
momsaxurebaTa momxmarebeli misi xarisxis
Sesaxeb msjelobs ara mxolod teqnikuri
xarisxidan gamomdinare (magaliTad, qiru-
rgiuli operaciis Sedegebis mixedviT;
restoranSi mirTmeuli kerZis gemos mixed-
viT da a.S.), magram aseve misi funqciona-
luri xarisxis (ramdenad gamocdilia qiru-
rgi, Tavaziania Tu ara oficianti) mixed-
viT. yoveli aseTi urTierTqmedeba WeSmar-
itebis Taviseburi momentia momsaxurebis
mimwodeblisaTvis, romlis drosac momx-
marebels uyalibdeba STabeWdileba ara
mxolod mocemuli konkretuli kontraq-
tis Sesaxeb kompaniasTan, aramed aseve or-
ganizaciis Sesaxeb mTlianad. amitom kli-
entis dakmayofilebisaTvis arasakmarisia
ubralod teqnikuri TvalsazrisiT kargi
momsaxureba, saWiroa urTierTqmedebaTa
marketingSi Cvevebis anu personalis funq-
cionaluri Cvevebis srulyofa.

cxadia, rom myidvelis mxolod efeq-
tianma urTierTqmedebam gamyidvelTan Sei-
Zleba uzrunvelyos momxmareblis dakmay-
ofilebis maRali done. klientis Sesanar-
Cuneblad xangrZlivi drois ganmavlobaSi
da momxmareblebTan Tavisi urTierTqmede-
bis samarTavad, firmebma _ momsaxurebis _
mimwodeblebma aseve unda ganaviTaron Cveve-
bi urTierTdamokidebulebis marketingSi.

dRes, rodesac konkurencia Zlierdeba,
danaxarjebi izrdeba, xolo produq-tiuloba
da xarisxi mcirdeba, firmebs sWirdebaT
axali da sul ufro rTuli marketinguli
meTodikebi da programebi. Tanamedrove
momsaxure kompaniebs Cvens dReSi sWirde-
baT sami umZimesi amocanis gadaWra _ gaa-
Zlieros Tavisi konkurentuli diferencir-
eba, gazardos momsaxurebaTa xarisxi da mom-
saxurebis procesis produqtiuloba.

Tanamedrove bazris pirobebSi, safaso
konkurenciis gamkacrebiT, marketologebi
momsaxurebis sferoSi sul ufro xSirad
saubroben im siZneleebze, rac dakavSirebu-
lia diferencirebasTan. mimwodeblebi, sxva-
dasxva mimwodebelTa momsaxurebis erTnair-
ad CaTvliT, interesdebian, uwinares yov-
lisa, momsaxurebis fasiT, da ara kompaniiT,
romelsac igi awvdis. bankebi cdiloben
klientebis mozidvas ara mxolod eleqt-
ronuli bankingis SesaZleblobebiT, aramed
aseve operaciaTa Catarebis ufro xelsayre-
li pirobebiTac. biujeturi aviakompaniebi
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mogebas Rebuloben swored imitom, rom
mraval klients, uwinares yovlisa, awuxebs
fasis sakiTxi da mxolod Semdeg momsax-
urebis done. magram strategia faswarmoqm-
nis safuZvelze (magaliTad, fasdaklebis
SeTavazeba) advilad SeuZliaT gadaiRon
konkurentebmac. ufro metic, mkacri safa-
so konkurencia amcirebs wminda mogebas da
xels ar uwyobs xangrZlivvadiani stabil-
uri diferencirebuli upiratesobis Camoy-
alibebas.

momsaxurebaTa diferencirebas speci-
fikuri problemebi gaaCnia.momsaxurebis
xelSeuxebloba da ganuyofloba niSnavs, rom
momxmareblebi iSviaTad adareben momsax-
urebis winadadebebs momsaxurebis SeZenis
momentamde, gansxvavebiT saqonelTa myid-
velebisagan. maSasadame, potenciur momxmare-
blebs ar SeuZliaT winaswar Seafason
konkurirebad momsaxurebaTa mimzidvelo-
ba da xarisxi. amitom momsaxure kompaniebi
iZulebulebi arian ganaxorcielon miwode-
bis, momsaxurebis SeTavazebis xerxebis da
imijis diferencireba. magaliTad, miwodeba
SeiZleba mTlianad an nawilobriv inovaci-
uri iyos, ris Sedegadac gansxvavebuli iqne-
ba konkurentebis miwodebisagan.

momsaxurebis diferencirebasTan dakav-
Sirebulia seriozuli problema: siaxle-
Ta didi nawilis dapatenteba SeuZlebelia,
magram Zalian advili gadasaRebia (kopire-
ba). da mainc momsaxure organizaciebi,
romelTac regularulad SemoaqvT raime
gaumjobesebebi da mudmivad ewevian nova-
torobas, Rebuloben, Tundac cvalebad, upi-
ratesobebs konkurentebis winaSe. amasTan,
novatoris reputacia aseT firmebs exmare-
ba Tavis momxmarebelTa SenarCunebaSi, gan-
sakuTrebiT imaTi, romlebic yovelTvis
cdiloben yvelaferi saukeTesos miRebas.

momsaxurebis didi mravalferovnebis
gamo sul ufro rTuli amocana xdeba maTi
standartizacia da xarisxis kontroli.
xarisxis mudmivi donis miRweva momsaxure-
bis sferoSi sakmaod Znelia, magram kompanie-
bi, romlebic orientacias ucvlelad momx-
marebelze Rebuloben saSinao marketingis
efeqtian sqemebs SeimuSaveben, sakuTari
savaWro markebis gafarToebis diferencir-
ebis SesaqZleblobebs afarToeben, TavianT
momsaxurebaTa xerxebis ufro maRali da
mdgradi xarisxis SeTavazebiT.

momsaxurebis diferencireba SeiZleba

sami niSnis mixedviT-personali, fizikuri
garemo, da procesi, romelTac xSirad mom-
saxurebis marketingis sam damatebiT Se-
madgenlebs uwodeben.

ramdenadac mravali momsaxureba adami-
anebis mier miewodeba, personals, romelic
uSualo kontaqts amyarebs klientebTan,
SeuZlia efeqtianad gamoyos kompania
konkurentebis fonze. Tuki TanamSromlebi
ukeT arian momzadebulebi da kompetenture-
bi arian, es momsaxure kompaniis diferen-
cirebis mZlavri faqtoria, ise rogorc en-
Tuziazmi da momuSaveTa sasiamovno gareg-
nuli Sesaxedaoba. magram kompaniis war-
matebis ufro mniSvnelovani faqtori,
rogorc ukve aRvniSneT, aris misi dayrdno-
ba saSinao marketingze, personalis gul-
dasmiT SerCevasa da treningebze. es aum-
jobesebs TanamSromelTa muSaobis xarisxs
da konkurentuli upiratesobis SenarCunebis
saSualebas iZleva momsaxurebis SeTavaze-
bis procesSi. saboloo angariSSi, swored
personalis loialuroba da efeqtianoba,
romelic uSualod emsaxureba klientebs,
da aseve mxardaWeris xarisxi, romelsac
sxva TanamSromlebi uzrunvelyofen, sak-
vanZo mniSvnelobas iZens momsaxurebis war-
matebisaTvis kompaniaSi mTlianad.

garda amisa, momsaxure organizacias
SeuZlia Seqmnas ufro mimzidveli da efeq-
tiani fizikuri garemo, romelSic momsax-
ureba waredgineba da gadaecema klients.
magaliTad, sastumroebi da restornebi gan-
sakuTrebul yuraRebas uTmoben nagebobis
interiers da garemoebas, romlebic mizno-
briv klientebSi ayalibeben warmodgenas
SeTavazebul momsaxurebaTa maRali xarisx-
is Sesaxeb. sacalo vaWrobis zogierTi
sawarmoebi, iseTebi, rogoricaa Body Shop ÓÐ
Harrods, aseve cnobilia fizikuri garemos
unariani marTviT, ris Sedegadac maTi
savaWro wertebi mkafiod diferencirebule-
bi arian da gansxvavdebian konkurentebis
mravali maRaziisagan.

momsaxure kompanias SeuZlia SeimuSa-
vos ufro srulyofili, vidre misi konkuren-
tebis mier gamoyenebuli, momsaxurebis mi-
cemis procesi. magaliTad, tradiciulma
bankma SeiZleba Tavis klientebs SesTava-
zos sabanko operaciebis internetis meSve-
obiT ganxorcielebis SesaZlebloba, e.i.
saxlidan gamosvlis gareSe, rac bevrad
ufro moxerxebulia, vidre bankSi wasvla,
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manqanis parkireba da salaroSi rigSi dgoma.
momsaxure kompaniis gankargulebaSi sak-
maod sxvadasxvanairi procesebia, romelTa
daxmarebiT isini TavianT momsaxurebas
Tavazoben. magaliTad, sazogadoebrivi kve-
bis sawarmos SeuZlia airCios momsaxureb-
is nebismieri modeli,-TviTmomsaxurebis
sasadilo, bufeti, kafe, Zviri prestiJuli
restorani. momsaxurebis mravalma mimwode-
belma iswavla axali teqnologiebis gamoy-
eneba momsaxurebaTa SeTavazebis procesis
diferncirebisaTvis.

 dabolos, unda gvaxsovdes, rom momsax-
urebaTa iseTi maxasiaTeblebi, rogoricaa
xelSeuxebloba da xarisxis aramudmivoba,
arTulebs momsaxurebis markis imijis
formirebis process. es procesi drois did
danaxarjs moiTxovs, magram arsebiTi upi-
ratesoba gaaCnia: misi kopireba ar SeuZli-
aT konkurentebs. maSasadame, momsaxure
organizacia, romelic moaxerxebs Tavisi
momsaxurebis diferencirebas unikaluri
imijis, simbolikis an savaWro markis xar-
jze, mdgrad konkurentul upiratesobas
miiRebs. magaliTad, kompaniebs-Ritz, Sheraton
ÓÐ Hard Rock Cafe-s wlebi dasWirdaT
konkurentunariani imijis Sesaqmnelad, ma-
gram dRes swored amis Sedegad isini mt-
kiced ikaveben lideris poziciebs bazarze.
xolo Lloyd,s Bank-is (simbolo-Savi cxeni)
msgavsma organizaciam, McDonald,s-ma (simbo-
lo-ronald makdonaldi) da saerTaSoriso
wiTelma jvarma imijis diferencirebas
miawies vizualuri simboloebis unariani
gamoyenebiT.

Tanamedrove garemoSi konkurenciis
zrdiT da swrafi teqnikuri progresiT,
swored diferencireba savaWro markis mixed-
viT ZiriTadi meTodi gaxda kompaniebisaTvis,
romlebic tradiciul da mobilur satele-
fono kavSirSi muSaoben, magaliTad,
iseTebi,rogoricaa BT da Orange.

momsaxure kompaniebisaTvis diferencir-
ebis erT-erTi yvelaze gavrcelebuli me-
Todia ufro maRali xarisxis momsaxureba-
Ta miwodeba, vidre konkurentebs gaaCniaT.
samrewvelo kompaniebis msgavsad, romlebmac
es sakmaod didi xnis winaT gaakeTes, mom-
saxurebis seqtoris mravali dargi aseve
aqtiurad erTveba xarisxisaTvis moZraoba-
Si. skandinaviis qveynebSi, ganskuTrebiT
SvedeTSi, momsaxurebis xarisxis menejmen-
ti saerToerovnuli masStabis sakiTxi gax-

da da saxelmwifo aq lideris rols Tama-
Sobs, sxvadasxva materialuri stimulebis
SemoRebiT momsaxure organizaciebi­saTvis,
magaliTad, „momxmarebelTa dakmayofileb-
is donis Sveduri barometri”. sxva qveyneb-
Si, magaliTad, did britaneTSi, adgilobrivi
xelisuflebi aseve awydebian zewolas sa-
zogadoebriobis mxridan, romelic moiTx-
ovs momsaxurebis xarisxis amaRlebas, romel-
ic xelisuflebis adgilobrivi organoeb-
is mier miewodeba. amisaTvis wamoyenebuli
da realizebulia umaRlesi xarisxis pro-
gramebis msgavsi iniciativebi. sazogadoeb-
isaTvis adgilobrivi xelisuflebis efeq-
tianobis mTavari testia is sargebeli,
romelic maT moaqvT adgilobrivi mosax-
leobisaTvis. imisaTvis, rom umaRlesi
xarisxis msgavsma programebma saWiro Sede-
gebi mogvcen, aucilebelia, rom adgilobrivi
TviTmmarTvelobis organoebma gaigon, Tu
yvelaze metad ras afasebs mosaxleoba.
saWiroa aseve adamianebis aqtiuri mozidva
momsaxurebis procesisadmi da maTi poten-
cialis gaZliereba.SesaZloa, es Zalze
radikalurad JRers, magram dRes dadga
xelisuflebis momxmarebelTa dro da Tu
samarTlianad vimsjelebT dadga igi didi
xniT. faseulobis Zieba iwyeba adgilobriv
TanamegobrobaTa wevrebis moTxovnileba-
Ta gansazRvridan, xolo Semdgom xelisu-
flebis organoebis winaSe dgeba ufro
rTuli amocana-uzrunvelyos adamianebi
momsaxurebebiT, romelTac isini yvelaze
metad afaseben, da amasTan sasurveli xarisx-
is.

yvelaze ufro warmatebuli momsaxure
kompaniebi aRiareben, rom maT momsa­xurebaTa
umaRlesi xarisxi uzrunvelyofs maTTvis
mdgrad konkurentul upira­tesobas, romel-
ic Tavis mxriv xels uwyobs gayidvaTa
moculobis da mogebis zrdas. gasagebia,rom
ufro maRali xarisxis momsaxurebis miwode-
ba iwvevs gayidvis moculobaTa da mogebis
gadidebas. gasagebia, rom ufro maRali
xarisxis momsaxurebis miwodeba iwvevs dan-
axarjebis zrdas, magram es investiciebi,
rogorc wesi, mTlianad gamoisyideba, ram-
denadac momxmarebelTa dakmayofilebis
ufro maRali done xels uwyobs maT Senar-
Cunebas da, maSasadame, gayidvaTa moculo-
bis gadidebas.

mTavari amocana imaSi mdgomareobs, rom
kompaniam unda gadaaWarbos momxmarebel­Ta
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molodins misi momsaxurebis xarisxis Tval-
sazrisiT. rogorc amerikan eqspresis mTa-
varma aRmasrulebelma direqtorma SeniS-
na: „SepirdiT mxolod is , risi miwodebac
SegiZliaT, da SesTavazeT meti, vidre
SepirdebiT”.momxmarebelTa molodini yal-
ibdeba momsaxure firmasTan kontaqtebis
msvlelobaSi, sxva momxmarebelTa mo-
sazrebebis safuZvelze da kompaniis rek-
lamis gaTvaliswinebiT. Tuki momsaxureb-
is misaRebi xarisxi aWarbebs mosalodnels,
maSin klienti TiTqmis aucileblad isev
isargeblebs am kompaniis momsaxurebebiT.
klientebis SenarCunebis done, yvelafris
mixedviT Tu vimsjelebT, xarisxis yvelaze
saimedo maCvenebelia, romelic asaxavs ko-
mpaniis unars SeinarCunos Tavisi momxmare-
blebi, maTi mudmivi uzrunvelyofiT faseu-
lobebiT, romelic Zalze mniSvnelovania
maTTvis. da Tuki kompania-mwarmoebeli, sak-
uTar saqonelTa xarisxis amaRlebis sur-
viliT cdilobs „nulovani defeqturobis”
donis miRwevas, momsaxurebaTa mimwodebe-
li cdilobs „klientebis nulovan wasv-
las”.

maSasadame, momsaxurebis maRali xarisx-
is misaRwevad, mimwodeblisaTvis aucilebe-
lia miznis dasaxva, risTvisac uwinares
yovlisa saWiroa maqsimalurad zustad
ganisazRvros miznobriv momxmarebelTa
molodini. rogorc ukve aRiniSna, momsax-
urebis gansazRvra da raodenobrivad gamox-
atva bevrad ufro rTulia, vidre saqonis
xarisxisa,-imave mizeziT, rom igi xelSeux-
ebelia da iseTi parametrebi ar gaaCnia,
rogoricaa mwarmoebluroba, funqcionaluri
maxasiaTeblebi da teqmomsaxu­rebis Rire-
buleba, romlebic Cveulebriv gamoiyenebi-
an, rogorc amosavali monacemebi saqonlis
xarisxis analizis dros. magaliTad, Zne-
lia saerTo mosazrebamde misvla Tmis
SeWris xarisxis Sefasebisas, vidre fenis
xarisxis gansazRvra. momsaxurebis warmoe-
bis procesis ganuyofloba maTi moxmareb-
is procesisagan niSnavs , rom maTi xarisxi
unda ganisazRvros erTbaSad ori proce-
sis safuZvelze, rogorc momsaxurebis SeT-
avazebis proceduris SefasebiT, ise momx-
mareblis mier Sedegis aRqmiT. momsaxure­bis
sferoSi marTlac Znelia raodenobrivi
standartebis an orientirebis dadgena,
romlebTanac SesaZlebeli iqneboda mom-
saxurebis procesis Sedegis Sedareba.

magram momsaxure organizaciebi mainc
afaseben TavianT momsaxurebaTa xarisxs:
amisaTvis momsaxurebaTa mimwodebeli gan-
sazRvravs, Tu momxmareblebi rogor aRiq-
vamen xarisxs. gamokvlevaTa monacemebiT
Tu vimsjelebT, klientebi momsaxurebis
xarisxs afaseben mosalodneli da miRebu-
li Sedegebis SedarebiT. am maCvenebelTa
nebismieri daumTxvevloba iqneba e.w. da-
SoriSoreba xarisxSi. arsebobs aseT da-
SoriSorebaTa sxvadasxva tipebi, romlebic
amcireben momsaxurebis SeTavazebis Sede-
gebs.

1 . daSoriSoreba momxmarebelTa
molodinebsa da menejerTa aRqmas
Soris. menejerebi yovelTvis sworad aRiq-
vamen momxmarebelTa survilebs. magaliTad,
mobiluri kavSiris operatorma SeiZleba
CaTvalos, rom misi mosargebleebi uwinares
yovlisa maRali teqnologiebisken miiswra-
fian, xolo klientebs yvela­ze metad iz-
idavs dabali fasi da SeTavazebul momsax-
urebaTa simar­tive.

2 . daSoriSoreba momsaxurebis
xarisxisadmi moTxovnebsa da momsax-
urebis xarisxis specifikaciebs Soris.
menejerebs SeuZliaT sworad aRiqvan
momxmare­bel­Ta survilebi, magram ar
SesTavazon efeqtianobis mkafio standart-
ebi. magaliTad, restornis menejeri eubne-
ba oficiantebs, rom maT ufro swrafad unda
moemsaxuron klientebs, magram ar uTiTebs
zust dros wuTebSi.

3 . daSoriSoreba momsaxurebis
xarisxisadmi moTxovnebsa da mis SeT-
avazebas Soris. personali SeiZleba cud-
ad momzadebuli iyos. ar undodes an ar
hqon­des fizikuri SesaZlebloba imoqmedos
dadgenili standartebis Sesabamisad. gar-
da amisa, standartebs SeuZliaT konfliq-
ti gamoiwvion erTmaneTs Soris; magali-
Tad, oficiantma yuradRebiT unda mousmi-
nos klients da rac SeiZleba swrafad
moemsaxuros mas.

4 . daSoriSoreba momsaxurebis SeT-
avazebasa da sagareo komunikaciebs
Soris. reklama da momsaxurebis prezent-
acia zegavlenas axdenen momxmarebelTa
molodinze. magaliTad, otelis sareklamo
prospeqtze laparakia saukeTeso nomreb-
is da SesaTavazebel momsaxurebebze, xolo
sinamdvileSi mdgmuri Rebulobs mokrZale-
bulad mowyobil oTaxs da dapirebul mom-
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saxurebaTa mxolod nawils. aseT SemTx-
vevaSi, momxmarebelTa molodini maxinjde-
ba sagareo komunikaciebiT (reklamiT.

5 . daSoriSoreba aRqmad da mos-
alodnel momsaxurebas Soris. momx-
marebels SeuZlia arasworad aRiqvas mom-
saxurebis xarisxi. magaliTad, gamyidveli
mza tansacmlis maRaziaSi daJinebiT das-
devs darbazSi myidvels, saqonelTa CvenebiT
da daxmarebis SeTavazebiT, maSin rodesac
myidveli ocnebobs mxolod erTze-rom igi
mSvidad datovon da SesaZlebloba miscen
yvelaferSi TviTon gaerkves. gamyidveli
udaod cdilobs rac SeiZleba ukeT moem-
saxuros klients, magram myidvels aseTi
mosabezrebloba aRizianebs.

 momsaxurebis xarisxisaTvis pasuxismge-
beli menejeris mTavari amocanaa- maqsi-
malurad Seamciros nebismieri daSoriSore-
ba xarisxSi. mas unda axsovdes, rom unda
Sefasdes momxmareblis mier aRqmadi xarisxi,
e.i. es maCvenebeli damokidebulia klien-
tis subieqtur mosazrebaze.amrigad, momsax-
urebis xarisxis asamaRleblad, momsaxure
kompaniam unda gansazRvros momsaxurebis
xarisxis maCveneblebi, gaigos miznobrivi
bazris molodini da aseve gaigos, Tu momx-
mareblebi rogor afaseben kompaniis mier
gaweul momsaxrebas, mosalod-nelTan Se-
darebiT.

gamokvlevam gamoavlina momsaxurebis
xarisxis aTi aspeqti, romelsac momxmare-
beli aRiqvams (nax.13.3): xelmisawvdomoba
(ubraloeba, momsaxurebisadmi xelmisawvdo-
mobis siswrafe da moxerxebuloba); reput-
acia (ramdenad imsaxurebs kompania ndobas);
relevanturoba (momsaxurebis mimwodeblis
mier klientis saWiroebaTa gageba); saimedo-
oba (momsaxurebis xaarisxis mdgradoba);
usafrTxoeba (safrTxisa da riskis ararse-
boba momsaxurebis SeTavazebisa da moxmare-
bis dros); kompetenturoba (kompaniis Tan-
amSromelTa kvalifikacia da codna, rac
aucilebelia momsaxurebis SeTavasebi-
saTvis); komunikaciis done (kompaniam ram-
denad kargad auxsna momxmarebels Tavisi
momsaxurebis arsi); kultura (kompaniis Tan-
amSromelTa Tavazianoba, taqti da yuradRe-
ba); mzadyofna (TanamSromelTa survili da
unari swrafad SesTavazos momsaxureba);
Sesabamisoba (TanamSromelTa garegnuli Se-
xedulebis, garemoebisa kompaniaSi da sxva
materialuri simboloebisa SesaTavazebe-

li momsaxurebis maRali xarisxisadmi).
myidvelTa moTxovnilebebis gageba da

klientebis momsaxurebis stabilurad ma-
Rali xarisxi miiRweva saSinao marketing-
is programebis mudmivi investiciebis wy-
alobiT profesionalizmis donis da per-
sonalis Sromis mwarmoeblurobis amaRle-
baSi. momsaxurebis mimwodeblis reputacia
da momxmareblebis mier aRqmadi riskis done
urTierTdamokidebuli faqtorebia. momx-
marebeli, Tuki igi endoba momsaxure kompa-
nias, iqidan gamodis, rom momsaxurebis mox-
mareba dakavSirebuli ar aris safrTxesTan
an riskTan. reputaciis ganmtkiceba SeiZleba
efeqtiani komunikaciebis daxmarebiT, e.i.
momxmarebelTa mudmivi informirebiT Tavis
momsaxurebaTa maRali xarisxis Sesaxeb rek-
lamisa da ukukavSiris meSveobiT dakmay-
ofilebuli momxmareblebiT. momsaxurebi-
sadmi xelmisawvdomoba SeiZleba Semsubu-
qdes mravalricxovani filialebis gaxsn-
iT sxvadasxva adgilebSi, xolo molodi-
nis Semcireba moTxovnisa da miwodebis
sinqronizebis da/an TanamSromelTa Srom-
is mwarmoeblurobis gadidebis saSuale-
bas iZleva.

efeqtiani menejmentis mqone momsaxure
organizaciebs zogierTi saerTo niSnebi
gaaCniaT.

1. klientebis maqsimaluri dakmayofile-
bisadmi miswrafeba. yvela warmatebuli mom-
saxure kompania ubralod Sepyrobilia id-
eiT rac SeiZleba ukeT moemsaxuros momx-
mareblebs. maT ician TavianTi miznobrivi
momxmareblebi da ma moTxovnilebebi, maTi
strategiebi gamiznulia momxmarebelTa sa-
Wiroebebis dakmayofilebaze, Sedegad klien-
tebi gamoirCevian stabiluri loialuro-
biT.

2. orientacia xarisxze. saukeTeso momsa-
xure organizaciaTa menejmenti maRali
xarisxis ideis erTgulia. iseT kompaniaTa
menejerebi, rogoricaa Marks & Spencer, Ameri-
can Express da McDonalds-i yuradRebiT misde-
ven ara mxolod finansur maCveneb­lebs,
aramed aseve momsaxurebis xarisxsac. isini
ayalibeben da inarCuneben xarisxze dafuZneb-
ul kulturas, romelic waaxalisebs mo-
muSaveebs ukeT muSaobaSi.

3. momsaxurebis xarisxis maRali stan-
dartebi. momsaxurebis yvela warmatebuli
mimwodebeli awesebs xarisxis maRal standa-
rtebs. magaliTad, kompania Swissair-is miza-

leqciebis kursi. Tavi mecamete
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nia imisi miRweva, rom mgzavrTa aranakleb
96%-sa mis momsaxurebas afasebdes rogorc
saukeTesos an brwyinvales; maCveneblis
Semcireba isjeba. standartebi sakmaod ma-
Rali unda iyos saqmianobis mocemuli
saxeobisaTvis. operaciaTa 98%-iani si-
zustiT Sesrulebis standarti-sruliad
STambeWdavad JRers, magram Federal Express-
isaTvis igi niSnavs 64 aTasi amanaTis
yoveldRiur dakargvas,gamomcemlobaSi ase-
Ti standartis dros wignis yovel gver-
dze 10 Secdoma iqnebida, eqimebi yoveldRi-
urad arasworad Seavsebdnen 400 aTas re-
cepts, xolo sasmeli wyali weliwadSi 8
dRe gamousadegari iqneboda dasalevad.
warmatebuli momsaxure kompaniebi gamiznu-
lia ara abstraqtul standartebze, Tun-
dac maRalze, xolo xarisxis umaRles don-
eze - 100%-iani udefeqtoba.

4. mudmivi dakvirveba momsaxurebis SeT-
avazebaze. momsaxurebis sferos wamyvani kom-
paniebi yuradRebiT adevneben Tvalyurs
momsaxurebis efeqtianobas _ rogorc Tavis
kompaniaSi, ise konkurentebis organizacieb-
Si. isini mudmivad moiTxoven momsaxurebis
xarisxis amaRlebas personalisagan, aqti-
urad iyeneben ukukavSirs, iyeneben iseT me-
Todebs, rogoricaa sakontrolo Sesyidva,
klientebis gamokiTxva, klientebis saCivre-
bisa da winadadebebis ganxilva. ukanasknel
wlebSi mravalma momsaxure kompaniam aqti-
uri investireba moaxdina momsaxurebis SeT-
avazebis efeqtiani sistemebis SemuSavebaSi.
isini iqiTken miiswrafvian rom klientebma
umaRlesi xarisxis momsaxureba miiRon ko-
mpaniasTan yoveli kontaqtis dros.

5. Cavardnebis swrafi da efeqtiani aR-
mofxvra momsaxurebis procesSi. momxmare-
blebs undaT xarisxiani momsaxurebis miReba
Tavidanve. gansxvavebiT warmoebrivi sfer-
osagan, romelSic mwarmoebels SeuZlia
gadados mowyobiloba da manam Secvalos
parametrebi, sanam isini idealurebi ar
gaxdebian, momsaxurebis xarisxi yovelTvis
Seicvleba, ramdenadac damokidebulia mom-
saxure firmis personalisa da momxmareb-
lis urTierTqmedebis efeqtianobaze. mom-
saxurebis sferoSi iSviaTad xdeba Secdome-
bis Tavidan acileba. kompaniebi rogorc
ar unda cdilobdnen, maTgan saukeTesoeb-
sac ki ar SeuZliaT mTlianad dazRveule-
bi iyvnen miwodebis Seferxebisagan, eleq-
troenergiis gamorTvisagan an TanamSrom-

lis uxeSobisagan. momsaxurebis SeTavaze-
bis procesSi Secdomebi gardauvalia. Tuki
yvelaferi ise ar midis, situaciis swrafad
gamosworebaSi momsaxure kompaniebs momx-
marebelTa saCivrebi exmarebian. momsaxure-
bis procesis swrafi da efeqtiani aRdgena-
situaciis gamosworebis da ukmayofilo kli-
entis firmisaTvis WeSmaritad Tavdadebu-
lad gadaqcevis saukeTeso xerxia; es momx-
marebelTa mozidvis da imijis gaumjobese-
bis ufro saimedo saSualebaa, vidre Sec-
domebis sruli ararseboba. amitom momsax-
ure kompaniebma unda iswavlon Secdomebis
rac SeiZleba ufro swrafad gamosworeba
da yoveli aseTi SemTxveva gamoiyenon
rogorc TavianTi simkvircxlis da efeq-
tianobis reklama.

unda vaRiaroT rom kompaniaTa unete-
sobam jer kidev ver iswavla sworad muSao-
ba klientebis saCivrebTan, xolo bevri saer-
Tod ar muSaobs amaze. magram yvela war-
matebuli momsaxure kompania aseT situa-
ciebSi personalis swor da efeqtian mo-
qmedebebs aseT situaciebSi ekideba rogorc
Tavis erT-erT umniSvnelovanes konkuren-
tul upiratesobas. am mimarTulebiT pirve-
li nabijia _ TanamSromelTa uflebamosi-
lebebis gafarToeba, romlebic uSualo kon-
taqts amyareben klientebTan: maT sakmari-
si uflebamosilebebi da saSualebebi unda
hqondeT momsaxurebis procesSi aRmoceneb-
uli problemebis damoukidebeli gada-
WrisaTvis. es klientebis wasvlis Tavidan
acilebis saukeTeso xerxia, rac SeiZleba
am problemebma gamoiwvion.

saukeTeso momsaxure kompaniebSi Semu-
Savebulia saCivrebis damuSavebis efeqtiani
procedurebi. ramdenadac, rogorc wesi, Civis
ukmayofilo klientebis unmniSvnelo naw-
ili, kompaniam zomebi unda miiRos infor-
maciis misaRebad momxmareblebisagan, rom-
lebic ukmayofiloni arian momsaxurebis
misi doniT. unda Seiqmnas komunikaciis
specialuri arxebi _ ufaso satelefono
nomrebi, eleqtronuli fosta, momxmarebel-
Ta regularuli gamokiTxvebi.

6. efeqtiani korporatiuli kultura.
momsaxurebis maRal xarisxze gamiznuli
korporaciebi gansakuTrebul kulturas
ayalibeben, romelic Tavisufalia safrTx-
eebisagan. isini ar sjian TanamSromlebs
SecdomebisaTvis, aramed waaxaliseben maT
guldasmiT gaanalizon situacia, damoukide-
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blad gadawyviton problemebi da saku­Tar
Secdomebze iswavlon. aseT kompaniebSi
TanamSromlebs ajildoeben, romlebic prob-
lemebis aRmofxvris axal meTodebs pou-
loben klientebis momsaxurebaSi.

7. zrunva klientebsa da TamanSromle-
bze. momsaxurebis sferos byvela warmate-
buli kompania cdilobs maqsimalurad daak-
mayofilos ara mxolod Tavisi klientebis
moTxovnebi da moTxovnilebebi, aramed Tan-
amSromlebisac imitom, rom Tvlian: rom
kargi urTierTobebi kompaniis SigniT iwvevs
TanamSromelTa karg urTierTdamokide-
bulebebs momxmareblebTan. aseTi firmebis
xelmZRvaneloba ayalibebs da TanamSrom-
lebs da klientebs atyobinebs kompaniis
miznebs xarisxis TvalsazrisiT, amitom
mosamsaxureebma yovelTvis ician, saiT unda
miiswrafodnen isini, xolo momxmareblebma-
Tu ras unda moelodnen isini momsaxureb-
is mocemul mimwodebelTan urTierTdamok-
idebulebisagan.

mzardi danaxarjebi aiZuleben Tamamed-
rove momsaxure organizaciebs miiswrafo-
den mwarmoeblurobis gadidebisaken, risT-
visac sxvadasxva xerxebi arsebobs.

1. momsaxurebis mimwodebels SeuZlia-
gaaumjobesos Tavis TanamSromelTa momza-
deba, an daiqiravos axlebi, romlebic ukeT
da ufro keTilsindisierad imuSaveben igive
sazRauriT.

2. momsaxurebis mimwodebels SeuZlia
gazardos momsaxurebis moculoba xarisx-
is sazianod (magaliTad, eqims SeuZlia meti
pacientebis miReba, TiToeuli maTga-nisaTvis
naklebi drois daTmobiT).

3. kompanias SeuZlia momsaxurebis „av-
tomatizeba” damatebiTi mowyobilobis day-
enebiT da momsaxurebis procesis standar-
tizebiT, rogorc magaliTad, makdonaldsma,
romlis restornebSi konveieris meTodi
gamoiyeneba. uzarmazari ganyofilebebi, avi-
alainerebi _ gigantebi da mravaladgil-
iani kinoTeatrebi _ yvelaferi es imisi
magaliTebia, Tu momsaxurebis moculobis
gasadideblad teqnikuri progresis miRw-
evebi gamoiyeneba.

4. momsaxurebis mimwodebels aseve Seu-
Zlia Seqmnas ufro efeqtiani momsaxureba.
specializebuli klinikebi tuberkuliozis-
agan samkurnalod, janmrTelobis klubebi
da fitnescentrebi TavianTi klientebi-
saTvis amcireben ZviraRirebul samedici-

no momsaxurebas momavalSi.
5. momsaxurebis sferos kompaniebs Seu-

ZliaT momxmareblebs gadaakisron momsax-
urebis SeTavazebis procesis nawili da
mosamsaxureTa Sroma Secvalon maTi SromiT.
magaliTad, Tuki firma _ klienti safosto
kompanias gadascems ukve gadavadebul ko-
respondencias, maSin igi momsaxurebuli
iqneba ufro dabali tarifiT. sxva magali-
Tebi _ restornebi, avtosadgomebi, TvfiT-
momsaxurebis samrecxaoebi. yvelaferi es
amcirebs momsaxure firmis moTxovnas per-
sonalze, da amcirebs momxmarebelTa molo-
dinis dros.

6. momsaxurebis mimwodebels SeuZlia
isargeblos axali teqnologiebiT da ga-
naxorcielos droisa da saxsrebis ekono-
mia, personalis Sromis mwarmoeblurobis
gadidebiT. magaliTad, vebgverdi saSuale-
bas aZlevs momxmareblebs, swrafad miiRos
xelmisawvdomoba yvela aucilebeli infor-
maciisadmi kompaniis momsaxurebisa da Se-
fasebebis Sesaxeb, rac moaxdens kompaniis
droisa da SromiTi danaxarjebis ekonomias.

momsaxure kompaniebma Tavidan unda ai-
cilon momsaxurebis mwarmoeblurobis ga-
dideba momsaxurebis xarisxis Semcirebis
xarjze, mxolod gonivruli standartizaci-
is gamoyenebiT. standartizaciis metismetad
maRali done „aerTianebs” momsaxurebas,
romelic SeTavazebul unda iqnes klien-
tis moTxovnilebaTa da survilebis gaTva-
liswinebiT. momsaxurebis „avtomatizebis”
mcdelobebma SeiZleba gamoiwvios momsax-
ure kompaniis moklevadiani mogebis gadideba,
magram xangrZlivvadian perspeqtivaSi Seam-
cirebs misi novatorobis potencials, mom-
saxurebis xarisxs da moqnilobas. zogier-
Ti momsaxure kompania midis mwarmoebluro-
bis ueWvel Semcirebaze, ufro mkafio difer-
encirebis miRwevis imediT.

Cven ganvixileT marketingis strategie-
bi momsaxurebis sferoSi. warmatebis mis-
aRwevad momsaxure firmam unda gamoiyenos
ara mxolod sagareo marketingis programebi,
aramed aseve saSinao marketingi da urT-
ierTdamokidebulebaTa marketingi. warmate-
bis sakvanZo faqtoria kompaniis menejmen-
tis unari, Camoayalibos xarisxze orienti-
rebuli kultura da efeqtiani operireba
moaxdinos marketinguli kompleqsiT, xel-
sayreli diferencirebis da momsaxurebis
ufro maRali xarisxis moRweviT.

leqciebis kursi. Tavi mecamete
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momsaxurebis marketingi
saerTaSoriso bazarze

sportuli tansacmlis iaponuri mwar-
moebeli rekavs Tavis sareklamo saagento-
Si londonSi, raTa daedasturebina axali
sareklamo faris dayeneba venesuelaSi.
germaneli biznesmeni Cerdeba sastumro
nomerSi atlantaSi-sastumro miekuTvneba
ingliksur kompanias, xolo marTavs mas
amerikuli firma. iaponuri bankis ciurix-
is filiali monawileobs saaviacio liz-
inguri kompaniis axal obligaciaTa gamo-
syidvaSi, romelic bazirebulia irlandia-
Si. inglisuri samSeneblo firma aeroports
aSenebs iaponiaSi, amerikuli sadazRvevo
kompania muSaobs germaniis bazarze. es gari-
gebaTa mxolod ramdenime magaliTia, mom-
saxurebis sferoSi, romlebic yoveldRi-
urad ideba mTel msoflioSi.

dRes, rodesac Cven saerTaSoriso
vaWrobaze vsaubrobT, Cven sul ufro iSvi-
aTad gvaqvs mxedvelobaSi saqoneli, romel-
ic gemebsa da TviTmfrinavebSi itvirTeba
da importirdeba okeanis miRma. globalur
ekonomikaSi dominirebadi mdgomareoba uka-
via momsaxurebis seqtors. mso-s SefasebiT,
komerciul momsaxurebaTa gayidvis mocu-
lobam dRes trilioni evro Seadgina, e.i.
fizikur saqonelTa brunvis TiTqmis meoTxe-
di. marTlac, yovlad SesaZlo momsaxure
dargebze-bankebze, sadazRvevo, satranspor-
to da telesakomunikacio kompaniebze, tur-
izmis da garTobaTa industriaze,- mTeli
msoflios ganviTarebuli qveynebis ekonomi-
kaSi 60%-ze meti modis. msoflio masSta-
biT momsaxurebis seqtoris zrdis tempebi
(xolo ukanaskneli aTi wlis ganmavloba-
Si 16% Seadgina) orjer aWarbeben ekonomikis
warmoebrivi seqtoris zrdis tempebs. in-
ternacionalizacia am sferoSi yvelaze
ufro TvalSisacemia ucxoeTSi gasvlis
dros: iseTi firmebis sawarmoebs, rogori-
caa Hertz, Avis, Deli France, McDonald’s, Novotel,
Holiday Inn, Ibis da mravali sxva, dRes Sei-
Zleba SevxvdeT msoflios TiTqmis yvela
qveyanaSi.

zogierT dargebs saerTaSoriso bazre-
bze muSaobis udidesi gamocdileba gaaCni-
aT. msoflio doneze gasuli erT-erTi pirve-
li dargi iyo komerciuli sabanko momsax-
urebis industria. mravali banki ubralod
iZulebuli iyo momsaxurebis SeTavazeba

daewyo saerTaSoriso bazarze, raTa valu-
tasa da kreditebze daekmayofilebina Tavi-
si saSinao klientebis moTxovnileba, rome-
lTac yidva da gayidva surdaT sazRvarga-
reT. holandiurma bankma ABN AMRO-m magal-
iTad, Tavisi pirveli ucxouri filiali
gaxsna saudis arabeTSi niderlandebis in-
doeTis musulmani-klientebis survilis
pasuxad (dRes es indoneziaa), raTa fulis
gacvlis saSualeba hqonoda meqsikaSi mom-
locvelobis ganxorcielebisas. Cvens droSi
kapitalebisaTvis sazRvrebis waSlis Sed-
egad mravali banki WeSmaritad global-
uri kompania gaxda.

kanonzomieria, rom saerTaSoriso don-
eze dRes gavida turizmis industriac.
ekonomikuri eqspansiis Sedegad meore msof-
lio omis Semdeg otelebis amerikuli
qselebi da aviakompaniebi gavidnen evro-
pisa da aRmosavleTis bazarze. male maT
miyvnen kompaniebi, romlebic daspeciale-
bulebi iyvnen sakredito baraTebis gamoS-
vebaze: amerikan eqspresis warmatebebi,
romelmac es pirvelma gaakeTa, vizisa da
masterqardis warmatebis savsebiT Sesada-
risia. mivlinebebsa da SvebulebaSi yofni-
sas adamianebs yvelaferi aucileblis SeZe-
na TavianTi sakredito baraTebiT SeuZlia,
romelic miRebulia msoflios nebismier
qveyanaSi.

profesionaluri da biznes-momsaxurebe-
bi, iseTebi,rogoricaa auditi, konsaltingi
da reklama, saerTaSoriso bazarze Sedar-
ebiT gvian gavidnen, da es kompania- mwar-
moebelTa saqmianobis globalizaciis Sede-
gi gaxda. sul ufro axali saerTaSoriso
bazrebis amTvisebelma kompaniebma ician, rom,
Tuki isini muSaoben or-sam aTeul qveyana-
Sic ki, ufro moxerxebulia erTi sabuRal-
tro firmis momsaxurebiT sargebloba. ase
Seiqmna sabuRaltro momsaxurebis saerTa-
Soriso konsolidaciis safuZvlebi. imis
Taobaze, Tu kompania-klientebma rogor iwyes
aqtiuri muSaoba globalur marketingSi da
saerTaSoriso sareklamo strategiebis
realizeba, maTma momsaxure sareklamo da
marketingulma saagentoebma amaze reagireba
moaxdines globalur bazarze gamosvliT.

globalizaciis gzas ukanasknelebi
daadgnen sacalo vaWrobis kompaniebi. sa-
Sinao bazrebis gajerebulobisa da gada-
jerebulobis gamo iseTi qselebi, rogori-
caa Wal Mart. Tesco, H&M, The Body Shop, Lush da
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sxvebi, gavidnen evropis da aziis swrafad-
mzard bazrebze; evropuli sacalo qsele-
bi ki daiZra orive amerikis bazrebisaken.
dRes franguli qseli Carrefour (karfori)
sacalo vaWrobis qselis lideria brazil-
iasa da argentinaSi, xolo aziuri region-
ebis myidvelebi siamovnebiT iZenen dasav-
luri warmoebis saqonels savaWri qsel
 arco-s maRaziebSi.

momsaxurebis sferos globalizaciis
kvalobaze ganviTareba iwyo momsaxurebis
saerTaSoriso autsorsingmac. dRes mas
aqtiurad iyenebs TiTqmis yvela momsaxure
kompania,TavianTi efeqtianobis gadidebiT
da danaxarjebis SemcirebiT.

saerTaSoriso bazris swrafi ganviTare-
ba momsaxure kompaniebs mimzidvel Sesa-
Zleblobebs uxsnis, magram ar unda dagvavi-
wydes SesaZlo problemebis Sesaxebac. sxva
qveynebis bazrebis monawile qveynebi, yo-
velTvis rodi xvdebian iq gaSlili xele-
biT. Tuki mwarmoeblebi romlebic saqon-
liT vaWroben sxva qveynebSi, saqme aqvT
tarifebTan, qvotebTan an savaluto SezRud-
vebTan, momsaxurebis mimwodeblebi Cveu-
lebriv ufro efemerul barierebs awydebi-
an. es ara mxolod kanonebi da normative-
bia, romelTac kompania unda misdevdes,
aramed specifikuri Cveulebebi da tradicie-
bic. araiSviaTad saxelmwifoebi cdiloben
daicvan momsaxurebis sakuTari seqtori
Zlieri saerTaSoriso konkurentebisagan,
romelTac mniSvnelovani resursebi gaaC-
niaT.

momsaxure organizaciebi, axal ucxour
bazrebze gasvlisas, siZneleebs awydevian.da
mainc gasagebia, rom globaluri momsaxure
kompaniebis gafarToebis tendencia Senar-
Cundeba, gansakuTrebiT iseT sferoebSi,
rogoricaa sabanko momsaxureba, telekomu-
nikaciebi da profesiuli momsaxurebebi.
dRes servisuli kompaniebi ukve ara ubral-
od misdeven TavianT klientebs-warmoebriv
firmebs, isini wamyvani rolis TamaSs iwye-
ben saerTaSoriso eqspansiaSi,

kiTxvebi gansjisaTvis

1. rogoria gansxvavebebi saqonlebsa da
momsaxurebebs Soris? moitaneT magaliTe-
bi, romlebic produqtebis am or tips Soris
gansxvavebis ilustrirebas axdenen.moitaneT
hibridul winadadebaTa magaliTebi.

2. momsaxure organizacia ranairad
wyvets momsaxurebaTa xuT specifikur max-
asiaTebelTan dakavSirebul problemebs?
am kiTxvaze pasuxis gacemisas uCveneT, Tu
es maxasiaTeblebi rogor axdenen zegavle-
nas momsaxure kompaniis marketingisadmi
midgomaze.

3. aviakompaniisagan bodiSis moxdis mi-
iRweva reisis mxardaWerisaTvis an mobil-
uri kavSiris operatoris darwmuneba imaSi,
rom igi sazRaurs iRebs gamouyenebeli
momsaxurebisaTvis, Znelia. ramdenad mniS-
vnelovania dRes momsaxure firmebisaTvis
hqondeT klientebis saCivrebisa da winadade-
bebis damuSavebis procedurebi? warmoadg-
ineT xerxebi, romlebic kompaniebs daexmare-
boda am samuSaos dalagebaSi da daukmay-
ofilebel momxmareblebs dakmayofilebu-
lad gadaaqcevda.

4. raSi mdgomareobs saSinao marketing-
isa da urTierTqmedebis marketingis arsi?
moitaneT imisi magaliTi, Tu momsaxure
firmebs rogor SeuZliaT gamoiyenon es
koncefciebi „momsaxureba-mogebis”jaWvis
optimizebisaTvis.

5.bazris globalizacia xdeba rogorc
SesaZleblobaTa, ise problemebis wyaro.
daasaxeleT momsaxurebis sferos dargebi,
romlebic saerTaSoriso doneze gamodi-
an. Tqven rogor fiqrobT, rogoria yve-
laze ufro rTuli problemebi, romelTac
isini awydebian? moyeviT, Tu saSinao mar-
ketingis da urTierTqmedebis marketingis
„momsaxureba-mogebis” jaWvis msgavsi kon-
cefciebi rogor exmarebian momsaxurebis
xarisxisa da momsaxurebis procesis Sede-
gis gaumjobesebaSi saerTaSoriso kompanie-
bSi.

leqciebis kursi. Tavi mecamete
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