
70

socialuri ekonomika
XXI s au kun i s a qtualuri proble m e b i . #2

reziume

sacalo qselebSi marketingis erT-erT
mniSvnlovan kvleviT mimarTulebas warmoa-
dgens marketinguli kompaniebis efeqianoba-
Si momxmarebelTan komunikaciis komponen-
ti. statiaSi gaanalizebulia, Tu ra gavle-
nas axdens marketinguli kompaniebis war-
matebaze sacalo obieqtebSi momxmarebel-
Tan komunikaciis standartebi.

statiaSi ganxilulia konkretuli Sede-
gebi, romelic kvlevis SedegebiT dadginda
da momxmarebelTa qcevaze dakvirvebiT aris
miRebuli. statia gvaCvenebs sxvadasxva mosa-
zrebas imis Sesaxeb, Tu ra roli eniWeba
momxmarebelTan komunikacias marketinguli
kompaniebis efeqtianobis gansasazRvrelad.

sakvanZo sityvebi:
momxmarebelTan komunikacia
marketinguli kvleva
marketinguli kompaniebis efeqtianobis

analizi
momxmarebelTan komunikaciis stran-

dartebi

Sesavali

qseluri kompaniebi aseulobiT aTaso-
biT lars xarjaven marketinguli kompanie-
bis warmoebisaTvis. gaweuli danaxarji
garkveulwilad uzrunvelyofs momxmarebel-
Ta nakadebis zrdas savaWro obieqtebSi.
savaWro obieqtSi mosul momxarebels per-
sonali xvdeba, romelTa komunikaciazec
mniSvnelovnadaa damokidebuli kompaniebis
efeqtianoba.

statiis mizania, naTlad warmoaCinos is
ZiriTadi problematika, rac sacalo qselebs
eqmnebaT momxmarebelTan komunikaciis dros.

statiis kvlevis sagania momxmare-
belTan komunikacia savaWro obieqtebSi da
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am komunikaciis gavlena marketinguli aqti-
vobebis efeqtianobaze. kvlevis obieqti
arian sacalo vaWrobiT dakavebuli ko-
mpaniebi. kompaniebi, romlebic momxmarebels
calkeuli standartebs sTavazoben komu-
nikaciis mimarTulebiT.

Temis Seswavlis mdgomareoba am eta-
pze mizerulia. radganac Tema praqtikaze
orientirebulia, ar arsebobs damatebiTi
literatura da samecniero kvlevebi. rac
Seexeba zogadad momxmarebelTan komunika-
cias marketinguli kompaniebis sazogadoe-
bisaTvis mitanis kuTxiT, am Temaze mwire
ucxouri literatura arsebobs.

efeqtiani momsaxureba marketinguli
kompaniebis warmatebulad

warmarTvisaTvis

marketinguli aqtivobebis efeqtianoba-
Si mniSvnelovan rols TaaSobs servisze ori-
entireba. Strausma da noihausma 1996 wels
kvleva Caatares. kvlevis Tanaxmad, marketingu-
li aqtivobis dros aramarto aqciebis dros
momxmarebelze produqtis miyidvaa aucile-
beli, aramed momxareblis mijaWvaa mniSvnelo-
vani. maTi ganmartebiT, yvelaze mniSvnelo-
vani mijaWvisTvis konkurenciaa. swored
konkurencia iZleva saSualebas mudmivad gan-
viTarde da momxmarebelze orientirebulo-
ba gamoiCino.

udo haeske servisis saaTs gvTavazobs,
romlis mixedviTac marketinguli aqtivobe-
bi SesaZlebelia daviyvanoT saaTis tipis
meqanizmze, romelic 12 ZiriTadi parametris-
agan Sedgeba. servisis saaTi 12 komponents
moicavs.

pirvel adgilas kompetencia dgas. Tu
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momxmarebelma savaWro obieqtSi Sesabami-
si produqtis Sesaxeb informacia ver mi-
iRo, maSin rTulia marketinguli aqtivobis
efeqtianobis Sesaxeb saubari. SeuZlebelia
saubari momxmarebelTan komunikaciis xaris-
xze, Tu personalma ar icis produqti, rome-
lsac yidis, wers haeske.

meore adgilas aris momsaxurebis sisw-
rafe. momxmarebels ar moswons, rodesac
is bevr dros kargavs rigebSi, an aqvs raRac
problema, romlis mogvarebasac is savaWro
obieqtisagan elis. swored amitom siswrafe
meore mTavari komponentia.

mesame adgilas haeske personalur mom-
saxurebas aniWebs. yvela adamianisaTvis
mniSvnelovania ori parametri: aRiareba da
zrunva. personaluri momsaxureba aRiareb-
is erT-erTi gamoxatulebaa.

Semdeg parametri sandroobaa. haeke wers,
rom mniSvnelovania, roca momxmarebels
Tanxmobas veubnebiT, es Tanxmoba SevinarCu-
noT kidec da ar SevcvaloT azri.

iniciativa is parametria, romelsac mex-
uTe adgils uTmobs mecnieri servisis saa-
Tze. kargi servisis SemCneva maSinac SeiZ-
leba, roca momxmarebels iniciativiani per-
sonali emsaxureba. es iniciativa ganapiro-
bebs momxmareblis marketinguli RonisZie-
bebis Sesaxeb informirebulobis xarisxs.
SeuZlebelia yvela momxmarebeli sxvadasxva
mediebiT gavxadoT informirebuli. amitom
mniSvnelovania, TanamSromelTa iniciativa
iyos erT-erTi instrumenti calkeuli mar-
ketinguli aqtivobebis momxmareblisTvis
misatanad.

momxmarebeli detalebs akvirdeba. vol-
martis damfuZnebeli sem valtoni ambobs,
rom riTeili esaa detalebze orientireb-
uloba. momxmarebelTa udidesi nawili
detalebzea orientirebuli da amitom mniS-
vnelovania gaTvaliswinebuli iqnas komu-
nikaciis dagegmvis dros, Tu ra sixSiriTa
da ra formiT iqneba miwodebuli detaleb-
is Sesaxeb informacia momxmareblisaTvis.

meSvide parametrad patiosnebaa miTiTe-
buli. momxmareblisaTvis mniSvnelovania,
rom Tu raRac Secdoma iqna savaWro obieq-
tis mxridan daSvebuli, es Secdoma aRiare-
buli iqnas. mTavari is ki araa, rom Secdo-
ma dauSves, mTavaria, Tu rogori komunika-
cia ganxorcielda Secdomis daSvebis Sem-
deg, raTa es sakiTxi gadaWriliyo.

mxolod merve parametrad asaxelebs

Tavazianobas haeske. Tavazianobas da keTil-
ganwyobas qarTul literaturaSi pirveli
adgili uWiravs. sxvadasxva kvlevebi adas-
tureben, rom keTilganwyoba momxmarebelTan
komunikaciis dros saqarTveloSi yvelaze
wonadi parametria. Tumca msoflios gamoc-
dileba asaxelebs, rom yvelaze wonadi pa-
rametri produqtis codna da sferos kompe-
tenciaa da ara keTilganwyoba.

moTmineba Semdegi parametria, romelic
servisis saaTze moxvda. rac ar unda prob-
lemis winaSe iyos momxarebeli, mniSvnelo-
vania, moTminebiT Sexvdes mas personali.
sacalo vaWrobaSi ar arsebobs araadekva-
turi SekiTxvebi, arsebobs mxolod araade-
kvaturi pasuxebi.

sacalo qselebSi momxmarebelTan ko-
munikaciis dros mniSvnelovania anonimuro-
ba. es anonimuroba qmnis momxmareblis kom-
fortis zonaSi yofnis aucileblobas. ase-
boben sferoebi, romelSic anonimuroba ufro
metad mniSvnelovania. esaa upirveles yov-
lisa medicina.

meTerTmete parametri moqnilobaa. Tu
momxmarebels patara detalis mogvareba
unda, romelic did biurokratiul Carevas
moiTxovs, es mas nebismier marketingul aqti-
vobis efeqtianobas daaviwyebs. xSiria SemTx-
vevebi, roca zedmeti biurokratiis gamo ca-
lkeul sacalo qselebs aramouqneli mene-
jmenti hyavs da rac SemdgomSi misi gayid-
vebis klebas da bazris wilis Semcirebas
iwvevs.

bolo parametrad haeske daxmarebis sur-
vils gamohyofs. esaa momxmareblis molod-
inebis gadaWarbeba. yovelTvis, roca momx-
arebels naklebi molodini aqvs da misi
molodini gadaWarbebuli iqneba, miscems
saSualebas mas, ufro meti pozitiuri moyves
organizaciaze da gaizardos mijaWvulo-
bis xarisxi.

amgvarad, msoflio samecniero liter-
aturaSi mkafiodaa mimoxiluli momxmare-
belTan komunikaciisaTvis aucilebeli
parametrebis mniSvnelovneba da am parame-
trebis gamoyenebiT marketinguli kompanie-
bis efeqtianobis gazrda.

efeqtiani momsaxurebis ZiriTadi
parametrebi saqarTveloSi

calkeuli organizaciebi intensiurad
muSaoben momsaxurebis optimizaciaze Tavi-

menejmenti da marketingi
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anT organizaciebSi. aqvT danergvisa da
Semowmebis sxvadasxva meTodebi. saqarTvelo-
Si momsaxurebis danergvis ZiriTad instru-
mentad momsaxurebis standartebis mixed-
viT personalis datreningebas miiCneven.
Semowmebas ki idumali myidvelis instru-
mentiT axorcieleben. arseboben kvleviTi
kompaniebi, romlebic am mimarTulebiT
servisebs sTavazoben kompaniebs.

momsaxurebis safuZvleze yalibdeba
damokidebuleba brendis mimarT da nebis-
mieri marketinguli aqtivoba araa momgebi-
ani, Tu amas Tan ar axlavs momsaxurebis
procesSi am aqtivobaze koncentrirebuli
komunikacia. momsaxurebas Seaqvs momx-
marebelSi brendi da marketinguli aqtivo-
ba; momsaxureba aris brendis saukeTeso gam-
tari. momsaxureba brends akavSirebs momx-
marebelTan. momsaxureba momxmarebels warud-
gens, acnobs, karg SemTxvevaSi ayvarebs brends.
momsaxureba qmnis warmodgenas produqtis
Sesaxeb. momsaxureba qmnis samomavlod
molodinebs. momsaxureba aris brendis pozi-
cionirebis saukeTeso „sivrce”, samomxmareb-
lo qcevis saukeTeso navigatori, yvelaze
namdvili da yvelaze xelSesaxebi.

momsaxurebasTan dakavSirebuli faq-
torebidan erTerTi umniSvnelovanesia -
dro. momxmareblebis garkveuli segmen-
tisTvis, dro gadamwyveti faqtoria; keTil-
ganwyobili, personaluri, zusti, koreqtu-
li, efeqturi momsaxureba gawelili dro-
Si (rigebis gamo) aseTi segmentisTvis Sei-
Zleba ufro naklebad misaRebi iyos, vidre
ubralod swrafi momsaxureba.

kvleva, romelic Tvisebriv komponents
moicavda, saqarTveloSi arsebuli momsax-
urebis calkeul parametrebs swavlobda.
yvelaze negatiurad saxeldeba savaWro
obieqtebSi rigebis arseboba. rigis war-
moSobis mizezad ramdenime faqtori dasax-
elda:

• arasakmarisi momuSave salaro
• dRis Sualedi (pikis saaTi)
• moumzadebeli momxmarebeli, romel-

ic adgilze cdilobs safuZvliani konsul-
taciis miRebas

• operatiuli mosaxurebisTvis nakle-
bad mosaxerxebeli produqtebis ganlageba,
an cudi merCendaizingi

• rTulad awyobili momsaxurebis pro-
cesi

• fasze mibmuli samomxmareblo naka-

di (im SemTxvevaSi, Tu momxmarebeli fasze
orientirebul savaWro obieqts stumrobs).

aris ramdenime faqtori, romelic kv-
leviT dadasturda, romlis mixedviTac
dgindeba, Tu ratom SeiZleba iyos mar-
ketinguli aqtivobebis mitana problema-
turi momxmareblebisaTvis. esenia:

• personalis sizante - amis zogad
mizezi SeiZleba iyo momsaxure personalis
mxridan momxmareblis upativcemuloba: ar
Cqarobs, uyuradReboa rogorc moTxovnis
dazustebis, aseve am moTxovnis Sesruleb-
is procesSi da a.S.

• konkretuli qcevis ganxorcielebi-
saTvis saWiro procesis gamarTulobis
dabali done (magaliTad, momxmareblis mier
moTxovnili produqtis Zebnis gaumarTavi
sistema, iqneba es Ziebis gaumarTavi pro-
grama, Tu usistemod dalagebuli produq-
cia Taroebze, an sawyobSi);

• personalis arasakmarisi kompeten-
cia (arsakmarisad informirebuli sad, ra
devs, uSualod produqciis Sesaxeb codnis
dabali xarisxi da marketinguli aqtivo-
bis Sesaxeb naklebi informireuloba)

kvleviT dadginda, Tu ras Tvlian
saqarTveloSi momxmareblebis momsaxureb-
is aTvlis wertilad. momsaxurebis aTv-
lis wertili iwyeba iqedan, rogorc ki am
zonaSi pirvel nabijs Sedgam. SeiZleba es
procesi manamdec daiwyos, Tu fizikur kon-
taqts win uZRoda virtualuri kontaqti
(rogorc sxvadasxva tipis komunikaciis
Sedegi, mag. marketinguli aqtivobis Sesax-
eb informacia televiziiT; pirveli kon-
taqti SeiZleba daiwyos adgilzeve, SeiZleba
es kontaqti ukve damyarebuli iyos, vidre
am nabijs gadadgam, manamde. aseT SemTxveva-
Si moxmarebeli ukve konrketuli ganwyo-
biT midis da es rogorc pozitiuri faqto-
ria, aseve sarisko).

Semdegi etapi aris ukve uSualod per-
sonalis momxmarebelTan komunikaciis pirve-
li etapi - Sexvedra. am Sexvedras gadamw-
yveti mniSvneloba aqvs, Tu rogor migviReben,
rogor gvagrZnobineben, rom SegvamCnies. am
etapze mniSvnelovania, „vizitoris” drou-
li SemCneva da droulad yuradRebis miqce-
va. rodesac Sen Sedixar momsaxurebis zo-
naSi da Senve giwevs momsaxure personalis
mxridan yuradRebis miqceva, es ukve giqmnis
barieris gadalaxvis SegrZnebas; aseT situ-
aciaSi gamodis rom Sen ki ar „daimsaxure”
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yuradReba, aramed Sen is moipove. „memsax-
urebian” - am SegrZnebis aTvla iwyeba maSin,
rodesac Sen gaRiareben, rogorc „momx-
marebels”.

„momaqcie yuradReba” - es aris momsax-
urebis pirveli faza. imisaTvis, rom Semdgom
procesSi momsaxurebis gancda SenarCundes,
me rogorc momxmarebeli unda davrCe am
yuradRebis centrSi. momsaxureba iwyeba am
„centrSi yofnis” gancdidan da mTavrdeba
iq, roca „am centrs” adamiani tovebs. kargi
momsaxureba tovebs kvals, Sen SeiZleba
gamoxvide momsaxurebis zonidan, magram
darCe brendis yuradRebis centrSi.

xSiria SemTxvevebi, roca momxmarebeli
arabunebrivad emsaxureba momxmarebels da
arsebul marketingul aqtivobebs araadek-
vaturad sTavazobs. kvlevam aCvena, Tu ra
tovebs bunebriobis gancdas. upirveles
yovlisa, bunebrivia urTierToba, romelic
iwyeba bunebrivad, anu momxmareblis zedme-
ti Carevis gareSe. bunebrivad iTvleba aseve
drouli Rimili da TvalebiT kontaqti.
umniSvleovanesia aseve momsaxurebis mzao-
bis gamoxatvis pozitiuri forma; kvlevam
aCvena, rom didi roli eniWeba bunebriv, situ-
aciis Sesabamis kiTxvebis dasmas momsax-
urebis procesSi. unari misce momxmarebels
adeqvaturi ukukavSiri.

sainformacio garkveuloba aris momx-
mareblis gadawyvetilebis racionalurad
dasabuTebis winapiroba. anu, rodesac zus-
tad gagarkveven ratom SeiZino es konkret-
uli produqti, ra upiratesobebi aqvs mas
sxvasTan mimarTebaSi piradad Tqveni
saWiroebebis gaTvaliswinebiT.

emociuri, saganwyobo garkveuloba aris
rwmena arCevanSi, rwmena rom ipove konkre-
tuli adgili, sadac sxva drosac miiReb
momsaxurebas. es ukanaskneli, ufro kompleq-
suri faqtoria.

saganwyobo garkveuloba niSnavs ara
mxolod imas, rom kompetenturi personali
gemsaxureba, aramed imasac, rom uSualod
„Sen” gemsaxureba, uSualod „Sen” giRimis,
SenSi „Sen” gamCnevs da ara gegmis Sesruleb-
is, gayidvis, Tavis karierul an finansur
winsvlis saSualebas.

emociuri garkveuloba aris gancda im-
isa, rom Sen, rogorc samomxmareblo Rire-
bulebebis nakrebma, ipove sakuTari Tavi am
brendSi.

aseT garemoSi Sen ar geSleba nervebi,

ar iRlebi, ar Riziandebi, piriqiT, xar kmay-
ofili da ginda es SegrZneba gauziaro
sxvasac, vinc SenTvis mniSvnelovania.

kvlevam aCvena, rom saqarTveloSi mom-
saxureba sustia Semdeg parametrebSi:

• momsaxure personalis informirebu-
lobis done produqtebis Sesaxeb;

• informaciis gadmocemis unari da
mzaoba;

• metyvelebis faqtura;
• yuradReba da pativiscema momxmare-

blebis mimarT;
• saqmisadmi gaucnobierebeli midgo-

ma;
• aramotivirebuli kadrebi;
• Sablonuri servisi, gacveTili fra-

zebi;
• kompaniebis naklebi interesi, gaaum-

jobeson momsaxureba;
• momsaxurebis erTferovneba;
• procesebis wesrigi, momsaxurebis

procesis organizebuloba;
saqarTveloSi momsaxureba ganviTarda

Semdeg parametrebSi:
• garkveulwilad, kompaniebma daiwyes

momsaxurebis Rirebulebis danaxva da am
sakiTxze zrunva;

• momxmarebelic gaizarda da nakleb
konsultacias saWiroebs;

• kadrebma, romelic didi xania muSaobs
savaWro obieqtebSi, iswavles produqtebi
da maTi parametrebi;

• gaizarda momsaxure personalis
raodenoba;

• Semovida sadReRamiso momsaxurebis
obieqtebi;

• nawilobriv personali gaxda ufro
Tavaziani; ufro „bejiTi”;

• qselur obieqtebSi damkvidrda
servis standrtebi;

• momxmareblis adgili momsaxurebis
procesSi gaxda ufro TvalSisacemi, Rire-
buli.

momxmareblebis azriT, SedarebiT win
wavida sabanko, sadazRvevo, saafTiaqo qseleb-
Si momsaxurebis xarisxi. es winsvla exeba
yuradRebas momxmareblebis mimarT, infor-
maciulad momxmareblis daxmarebis mzaobas,
Tavazianobas, momsaxurebis sivrces. momsax-
ureba ganviTarda brendul/qselur maRazie-
bSi, sadac menejmenti ufro momTxovnia stan-
dartebis mimarT. Tumca, dRemde aqtualuri
sakiTxi exeba samomxmareblo loialurobas.

menejmenti da marketingi
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ZiriTadad saqarTveloSi arsebobs racio-
naluri da ara emocionaluri loialuro-
ba.

momxmarebeli dRes saqarTveloSi ufro
metad aris orientirebuli individualur
momsaxurebaze, vidre standartebiT gawer-
il arabunebriv urTierTobaze. individu-
aluri midgoma asociarebulia personalur
momsaxurebasTan. personaluri momsaxure-
ba individualuri midgomis ufro Rrma
formaa. nawilobriv personaluri momsax-
ureba asocirdeba „momxmareblis damsax-
urebebTan”. aseTi servisi Tavis mxriv, aso-
cirebulia momxmareblis gansakuTrebul
statusTan.

arsebobs warmodgena, rom Tu aseTi
gamorCeuli tipi ar xar, Seni momsaxureba
standartebs ar gacdeba. momsaxureba fas-
deba, rogorc efeqtis momxdeni maSin, rode-
sac obieqtSi Sedis erTi Cveulebrivi mo-
mxmarebeli da mis nacvlad gamodis „araCveu-
lebrivi”, monusxuli momxmarebeli, gaoce-
buli sakuTari mniSvnelobiT am kompani-
isTvis.

es aris is situacia, rac momxmarebels
sul ukan izidavs. ukan eqaCeba mas saku-
Tari relevanturobis gancda, da man Sei-
Zleba milioni mizezi moigonos (Tundac
gaucnobiereblad), rom dabrundes TqvenTan
da kidev erTxel ganicado rogori araCveu-
lebrivi aris is TqvenTvis.

momxmarebeli personaluri momsaxure-
biT grZnobs, rom is aris am procesis mniS-
vnelovani nawili da rom momsaxureba ar
aris ubralod urTierToba „myidvel-gamy-
idvels” Soris. individualuri momsaxure-
ba gulisxmobs vaWrobis elementis gadata-

nas ukana planze da mis Canacvlebas urT-
ierTobiT.

daskvna

amgvarad, marketinguli aqtivobis efeq-
turobis gansasazRvrad, umniSvnelovanesia
momxmarebelTan komunikaciis standarteb-
Si Casmuli iqnas marketinguli aqtivobis
komunikacia momxmarebelTan. SesaZlebelia,
momxmarebeli mxolod imitom ar mivides
savaWro obieqtze, rom brendis racionalur-
ma Tu emociurma dapirebam naklebad imo-
qmedos masze. maSin, rodesac savaWro
obieqtebSi rigebia, an rodesac momxmarebels
aSkarad etyoba, rom eCqareba, aqciebis SeT-
avazeba damatebiT uxerxulobas qmnis. aqci-
is SeTavazeba nawilobriv dalinkuli unda
iyos momxmareblis mimdinare moTxovnas-
Tan, anu aqciis SeTavazebis standarti unda
iyos segmentirebuli.

ase rom, marketinguli SeTavazebis Sesax-
eb momxmareblis informireba damokidebu-
lia aqciis Sinaarsze da momxmareblis aq-
tualur moTxovnasTan mis pirdapir an irib
kavSirze, aseve drois faqtorze. aqciis
Sesaxeb sxva sainformacio arxebis gamoy-
eneba unda xdebodes, iqneba es gare Tu Sida
reklama, satelevizio reklama, Tu sms Set-
yobineba. idealur SemTxvevaSi, aqciiT dain-
teresebuli momxmarebeli Tavad unda modi-
odes savaWro obieqtSi da am SemTxvevaSi
konsultantis mier mowodebuli informa-
cia iqneba bunebrivi da sasargeblo. mxol-
od aseT SemTxvevaSi eqneba warmateba nebi-
smier tipis marketingul aqtivobas saca-
lo qselebSi.
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Summary

One of the central issues of modern marketing is actual researches of communication with customers. In the
article is described which influence has communication standards for successful marketing campanies.
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