


 

 

 

 

 

 

 

 

 

 

 

 

 

rogor vaqcioT myidveli 

erTgul klientad 

 

rCevebi klientis efeqturi 

momsaxurebisaTvis 



2 

 

 

 

 

 

 

rogor vaqcioT myidveli erTgul klientad 
 

rCevebi klientis efeqturi momsaxurebisaTvis  

 

 

publikacia momzadda partniorebi – saqarTvelos  

trener-konsultantebis mier 

 

 

 

 

 

 

 

 

 

 

 

 

 

© “partniorebi – saqarTvelo” 

 

ISBN 978-99928-0-538-1 

 

 

 

 

 



3 

 

sarCevi 

 

 

Sesavali          4 

nu gauSvebT klients konkurentTan      5 

ras ver iyidis fuli, anu klientis  

ndobis mopoveba         8 

mTavaria, klienti kmayofili darCes   16 

movusminoT klients      19 

rogor movemsaxuroT sxvadasxva tipis klientebs 23 

rTul klientebTan urTierToba    29 

klientis pretenziebze reagireba    33 

rodesac klienti telefoniT rekavs   38 

sanimuSo momsaxurebis elementebi servisze  

orientirebuli kompaniebis menejmentSi   45 

 



4 

 

Sesavali 

 

 

 

klientis mier kompaniis arCevas ramdenime mizezi ganapirobebs:  

 

 mas unda sTavazobdnen misTvis saWiro momsaxurebas an produqts 

misTvisve sasargeblo pirobebiT; 

 kompania unda iyos saimedo;  

 da bolos... ai aq ukve Zalian bevri sxva mizezis CamoTvla SeiZleba, 

romelic aramarto gonebiTaa nakarnaxebi, aramed gamoxatavs 

adamianebis emociur prioritetebs: magaliTad, mosaxerxebeli 

adgilmdebareoba, garegnuli silamaze, sareklamo abrebis 

“sikaSkaSe” da advilad aRqmadoba, sasiamovno Rimili, keTili 

sityvebi da ukve Camoyalibebuli urTierToba kompaniis 

personalTan. 

 

ra aris am siaSi mTavari da raze SeiZleba yvelaze advilad moaxdinos 

zemoqmedeba klientebTan momuSave personalma? winamdebare 

publikacia am SekiTxvaze pasuxis gacemis mcdelobaa.  

 

es krebuli daexmareba maT, visac surs, rom ukeTesad moemsaxuron 

TavianT klientebs. SeTavazebuli rekomendaciebi xels Seuwyobs 

momsaxurebis sferoSi momuSave adamianebs, realurad aimaRlon 

klientebis momsaxurebis kultura da, Sesabamisad, ukeT moizidon 

isini. 
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 nu gauSvebT klients konkurentTan 

 
 

Tu  ar vizrunebT Cvens klientze,  
amas sxva vinme gaakeTebs 

ucnobi avtori 

 

ratom midian Cvengan klientebi? albaT fiqrobT, rom amis mizezi 

konkurenciaa da marTali brZandebiT. konkurenciis arseboba 

ganapirobebs imas, rom klienti periodulad icvlis Tavis mudmiv 

momwodebels. momxmarebelTa qcevis kvlevis procesSi erTi 

saintereso ram dadginda: maTi wasvlis erT-erTi mTavari mizezi, 

maTive azriT, aris is, rom saqmiani urTierTobebis garda, kompanias ar 

hqonda maTTan araviTari sxva urTierToba! klientma yovelTvis icis, 

rom kompania gacilebiT ufro metadaa dainteresebuli masSi, vidre 

piriqiT (klienti kompaniaSi) da es logikuricaa: mas xom arafers 

sTavazoben, garda met-neklabad misaRebi “fasi-xarisxis” Sefardebisa. 

kompania, rogorc wesi, ar uqmnis klients motivacias saimisod, rom man 

momavalSic mxolod am kompaniis momsaxurebiT isargeblos. amdenad 

klienti, principSi, yovelTvis mzadaa wavides iq, sadac mas ufro 

momgebian pirobebs SesTavazeben.  

rogor unda SevinarCunoT klienti? 

amerikeli biznes-fsiqologebi Tvlian, rom problema mogvardeba 

klientTan megobruli urTierTobebis SeqmniT da ganviTarebiT. rac 

ufro axlo da adamianuri urTierTobebi damyardeba klientTan, miT 

ufro fsiqologiurad rTuli iqneba adamianisTvis Tqveni “mitoveba” 

da konkurentTan wasvla.  zogierTma SesaZloa ifiqros, rom es arc ise 

didi aRmoCenaa, radgan klientTan megobruli urTierToba Cvens 

qveyanaSi biznesis warmoebis erTgvari normacaa. magram amerikelebma am 

yvelafers ufro seriozuli teqnologiuri safuZveli Seuqmnes. 

marketingul samsaxurebs axla ukve evalebaT, klientis mozidvis 

garda, daadginon masTan ufro “axlo Sexebis” yvela SesaZlebeli 

wertili. mTavari mizania, rac SeiZleba mokle vadaSi klientTan 

mWirdo, megobruli da urTierTmomgebiani urTierTobebis gabma. am 
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mizniT iqneba specialuri marketinguli qvedanayofebi, romlebsac 

evaleba momxmarebelTan urTierTobebis marTva. 

mniSvnelovania, rom momxmarebelTan urTierTobebis marTva ar niSnavs 

momxmarebliT manipulirebas. es niSnavs iyo koncentrirebuli 

momxmareblis moTxovnilebebze da miawodo mas iseTi informacia, 

romelic daexmareba am moTxovnilebebis dakmayofilebaSi. 

fsiqologebi Tvlian, rom saqonlis (produqtis, an momsaxurebis) 

Sesyidvis procesi ramodenime fazisgan Sedgeba. Tavian aris garkveuli 

saWiroebis, Tu moTxovnilebis gacnobierebis momenti. am momentSi 

adamiani pirvelad aqcevs yuradRebas ama Tu im konkretuli kategoriis 

saqonels. Semdeg modis analizis faza. adamiani iqyebs misTvis 

saintereso informaciis moZiebas, yuradRebas aqcevs reklamas, 

cdilobs Seadaros da Seafasos sxvadasxva mwarmoeblebis saqoneli, 

eZebs rCevas megobrebsa da naTesavebSi. am dros adamiani Ziebis 

procesSia, is araa Camoyalibebuli sakuTar arCevanSi, amdenad am 

etapze mas rac SeiZleba mravalferovani informaciis miReba surs.  

Semdeg modis mofiqrebis faza, romlis dros adamiani gamoyofs 

arsebuli variantebidan ramdenimes, da Semdeg ukve am ramdenimedan 

sabolood SearCevs misTvis yvelaze misaReb variants. am dros mTeli 

informacia, rac man Seagrova, unda dalagdes, sistemaSi moTavsdes da 

es sakmaod daZabuli periodia myidvelisTvis, radgan fatqebi, da 

monacemebi, romlebsac is flobs, xSirad urTierTgamomricxavia. 

amitomaa, rom TviTon yidvis momenti fsiqologiurad mZime da 

arakomfortulia adamianisTvis; xSirad momxmarebeli Zalian rTul 

mdgomareobaSia, radgan ver akeTebs arCevans praqtikulad Tanabari 

Rirebulebis mqone variantebs Soris. konkretuli produqtis (an 

momsaxurebis) arCeviT adamiani bolo-bolo cdilobs aRadginos 

sakuTari fsiqologiuri balansi da moiSoros is diskomfortis 

grZnoba, romelic mas awvalebs.  

Tumca, yidvis procesi sulac araa gayidvis procesis damasrulebeli 

faza. gacilebiT ufro mniSvnelovania misi Semdgomi – dakmayofilebis 

faza, romelic momxmareblis maqsimaluri emociuri CarTulobiT 

gamoirCeva. adamianma gaakeTa arCevani, SeiZina produqti an servisi da 
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erTi suli aqvs miiRos imis dadastureba, rom misi arCevani marTlac 

erTaderTi swori da saukeTeso arCevania. adamiani an etapze eZebs iseT 

informacias, romelic adasturebs misi arCevanis Rirebulebas; amave 

dros informacia, romelic araswor arCevanze miuTiTebs, mis mier 

Zalian uaryofiTad aRiqmeba, radgan fsiqologiuri diskomfortis 

Semcirebis magivrad, mis gaRvivebas uwyobs xels. 

zustad axla dgeba is momenti, rodesac unda “Caavlo xeli” Sens 

klients, radgan dakmayofilebis faza saukeTeso periodia megobruli 

urTierTobebis CamoyalibebisTvis. Tavi SeikaveT manam, sanam adamiani 

ar iyidis saqonels, magram rodesac garigeba Sedga, ar daiSuroT 

komplimentebi! aseTi daskvna SesaZloa paradoqsulad JRerdes; 

kargadaa cnobili, rom garigebis dasrulebis da fulis gadaxdis 

Semdeg gamyidvelTa da konsultantTa umravlesoba klientis mimarT 

yovelgvar interess kargavs. magram sinamdvileSi, isini did Secdomas 

uSveben, da praqtikulad afrTxoben potenciur myidvels,  rodesac 

produqtis an momsaxurebis gadaWarbebul qeba-didebas iwyeben.  

Zalian mniSvnelovania erTi umTavresi niuansis gacnobiereba: adamiani 

yidulobs ara saqonels, aramed sargebels, komforts, 

moxerxebulobas. konsultants (gamyidvels) unda SeeZlos klientis 

survilebis swrafad dadgena, anu garkveva, Tu ra aris misTvis mTavari 

(fasi? miwodebis pirobebi? praqtikuloba? xarisxi? originaloba?). 

amitom, yidvis momentamde konsultanti unda sTavazobdes saqonels, 

iZleodes rekomendaciebs da cdilobdes daanaxos klients, rom  

mocemuli produqti an momsaxureba namdvilad akmayofilebs mis mier 

wamoyenebul mTavar moTxovnebs. xolo yidvis Semdeg, anu garigebis 

dasrulebis Semdgom, mniSvnelovania SeuqoT adamians arCevani. aseTi 

qceviT, Tqven SeuqmniT klients Tqveni sruli obieqturobis 

STabeWdilebas (radgan Seqeba da komplimentebi ukve fulis gadaxdis 

Semdeg moxdeba) da Sedegad daimsaxurebT mis megobrul 

damokidebulebas rogor Tqvendami, aseve Tqveni kompaniisadmi. 

mxolod aseTi gzis gavlis Semdeg momxmarebeli gadadis Semdgom 

fazaSi, romelsac SeiZleba vuwodoT kompaniisadmi erTgulebis 

formirebis faza. 
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ras ver iyidis fuli, anu 

klientis ndobis mopoveba 

 

 

Seni saqme imdenad kargad unda gaakeTo, rom isini kidev  

erTxel movidnen da Tan megobrebic moiyvanon. 

uolt disnei 

 
 

Tqveni yvelaze Zlieri mokavSire 

 

Tanamedrove sazogadoebaSi sul ufro xSiria ndobis deficiti. ara da, 

ndobis arseboba Zalian mniSvnelovania nebismier saqmianobaSi, 

gansakuTrebiT ki iseT situaciebSi, sadac arsebobs sxvaze 

damokidebulebis maRali xarisxi. aseTia situacia, magaliTad, rodesac 

klienti yidulobs rTul produqts da midis konsultantTan 

profesionaluri rCevis misaRebad. ndoba profesionalsa da klients 

Soris aucileblobacaa da Zalze mniSvnelovanic orive mxarisTvis: Tu 

urTierTndoba Camoyalibdeba, yvelaferi ufro efeqturad, anu 

swrafad da uproblemod warimarTeba.  rodesac klienti endoba Tavis 

konsultants, ramdenime dadebiTi ram xdeba: 

 

 rodesac klients damatebiT produqts an serviss sTavazobT, mas 

sjera, rom  am dros Tqven gulwrfeli xarT da akeTebT amas, 

radgan ase marTlac ukeTesia, da ara imitom, rom cdilobT meti 

mogebis miRebas; 

 klients SesaZloa moundes Tqvengan iseTi produqtis an 

momsaxurebis yidva, romelic scildeba Tqvens ZiriTad 

kompetencias; anu, ndoba Tqven saSualebas gaZlevT gaaRrmavoT 

da gaafarTovoT urTierToba klientTan; 

 Tu Tqven SemTxveviT dauSvebT raRac Secdomas, ufro 

savaraudoa, rom klienti amas gapatiebT; 

 Tqvens rekomendaciebs meti Sedegi eqneba: klienti 

darwmunebuli iqneba, rom  Tqveni sityvebi nakarnaxevia mxolod 

Tqveni patiosnebiT da surviliT maqsimalurad daexmaroT mas. 
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sxva sityvebiT rom vTqvaT, ndoba Tqveni yvelaze ufro Zlieri 

mokavSirea. ndoba Zalian Zviri ramaa, magram miuxedavad amisa, misi 

miReba fulis sanacvlod SeuZlebelia.  

 

maS, ra aris ndoba? gacilebiT ufro advilia gamoxato ndoba, vidre 

Seecado aRwero misi Semadgeneli nawilebi. ndoba rTuli fenomenia. 

zog situaciaSia, ndoba niSnavs: “me mjera, rom Sen kompetenturi xar am 

momsaxurebis gawevisTvis”. sxva situaciaSi ndoba niSnavs: “me vici, rom 

Sen imoqmedeb ara Seni, aramed Cemi interesebidan gamomdinare”. erT-

erTi avtori, robert Sou, iZleba ndobis zogad ganmartebas: “ndoba 

aris rwmena imisa, rom isini, vizec Cven damokidebulebi varT, 

gaamarTleben Cvens molodinebs maT mimarT”. 

 

biznes garemoSi, klientis ndobaze, yvelaze met gavlenas axdens misi  

konsultantis pirovnebis ”mTlianoba”, anu mis mier demonstrirebuli 

patiosneba, gonivruloba, Tanmimdevruloba msjelobebSi da 

saqcielSi, sworis da arasworis, cudis da kargis adeqvaturi aRqma. 

aseve mniSvnelovania is, Tu ras fiqrobs klienti Tqvens 

kompetenturobaze (anu ramdenad SegiZliaT efeqturad SeasruloT is 

saqme, romelsac pirdebiT, rom SeusrulebT). garda amisa, saboloo 

gadawyvetilebis miRebis win klienti cdilobs Seafasos, Tu ra 

riskTanaa dakavSirebuli Tqvendami ndobis gamocxadeba; ase rom mis 

mier aRqmuli riski Sesabamisad Seamcirebs an gazrdis ndobis im saerTo 

raodenobas, romelic klients sabolood Camouyalibdeba Tqvens 

mimarT. 

 

saboloo jamSi, ndobis formula SeiZleba gamoixatos sami faqtoris – 

pirovnebis “mTlianobis”, kompetenciis da riskis – kombinaciiT: 

 

 

ndoba =  

 

 

 

pirovnebis “mTlianoba” x kompetencia 

riski 
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modiT odnav ufro detalurad ganvmartoT, Tu ras vgulisxmobT 

pirovnebis “mTlianobaSi”. 

 

 

pirovnebis “mTlianoba” – ndobis RerZi 

 

pirovnebis “mTlianobis” cnebis inglisuri eqvivalentia INTEGRITY. am 

sityvis rusuli Targmani - цельность натуры, цельная личность – 

gvexmareba ukeT gavigoT misi arsi. saubaria pirovnuli Tvisebebis iseT 

erTianobaze, iseT mTlianobaze da ganuyofelobaze, rodesac adamiani 

moqmedebs logikurad dakavSirebuli, urTierTSeTanxmebuli 

faseulobebis an principebis mixedviT. anu, adamianma icis, Tu ra aris 

swori da araswori, ra aris cudi da kargi, man zustad icis, Tu risi 

swams da sjera, da igi Tanmimdevrulad da stabilurad moqmedebs am 

rwmenis Sesabamisad.  

 

klientma unda icodes, rom rodesac konsultanti pirdeba mas raRacis 

gakeTebas, is am dapirebas aucileblad Seasrulebs. albaT, gqoniaT 

SemTxveva, rodesac sakmaod moucleli kolega SegpirdaT TqvenTvis 

mniSvnelovani informaciis mopovebas da meore dResve dagaxvedraT es 

informacia Tqvens samuSao magidaze. ra reaqcia gaqvT Tqven? pirvel 

rigSi, Tqven giCndebaT madlierebis gancda da fiqrobT, rom is 

namdvilad sando pirovnebaa, romelic rasac ambobs - yovelTvis 

asrulebs. 

 

klientis ndobis mopovebis procesSi aseve Zalian mniSvnelovania 

Tqveni Tanmimdevruloba. ras niSnavs iyo Tanmimdevruli? 

 

 Tqven Tqveni rwmenebisa da Sexedulebebis erTguli rCebiT imis 

miuxedavad, Tu visTan saubrobT; 

 Tqveni Cvevebi Tanmimdevrulia. ar xdeba ise, rom Tqven zogjer 

kargad da droulad akeTebT yvelafers, Semdeg jerze ki - 

dagvianebiT da uxarisxoT.  

 Tqven epyrobiT adamianebs Tanmimdevrulad, maTi statusis an 

Tanamdebobis miuxedavad. nebismieri klientisTvis 
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mravlismTqmeli faqtia, rodesac momsaxure personali 

Tavaziani da yuradRebiania mxolod maRali Tanamdebobis 

pirebis mimarT, xolo yvela danarCens ki agdebulad eqceva. 

 

 

mniSvnelovani wvrilmanebi 

 

ndobis erTianad mopoveba Zalian rTulia, igi waagavs aRmosavlur 

xaliCas, romelic didi xnis ganmavlobaSi da didi Sromis fasad 

iqsoveba. ndobis mopovebis procesSi bevri mniSvnelovani wvrilmania 

CarTuli. gvinda Tqveni yuradReba mxolod ramdenimeze gavamaxviloT. 

 

klientTan pirispir gatarebuli dro 

klientTan pirispir Sexvedra ndobis agebis umniSvnelovanesi mxarea, 

radgan am dros Tqven geZlevaT masTan pirovnulad daaxloebis da misi 

ukeT gacnobis saSualeba. ra Tqma unda, veravin mogcemT garantias, rom 

rac ufro met dros gaatarebT klientTan, miT ufro gaizrdeba misi 

ndoba Tqvens mimarT, magram Tuki Tqvens Soris arsebobs raRac saerTo, 

- magaliTad, saerTo interesebi, an msgavsi Sexedulebebi, an Tundac 

gaucnobierebeli pirovnuli simpatia erTmaneTis mimarT, – pirispir 

Sexvedra yvelafer amas gamoavlens, rac, TavisTavad, xels Seuwyobs 

ndobis ganviTarebas. 

 

yovelTvis SeasruleT danapirebi 

adamiani, romelic mudmivad iZleva dapirebebs, magram arasodes 

asrulebs maT, saSinel STabeWdilebas tovebs garSemomyof adamianebSi. 

aseT specialists Zalian gauWirdeba klientis ndobis mopoveba da 

SenarCuneba. ramdenime rCeva maT, visac surs yovelTvis asrulebdes 

danapirebs: 

 

 nurasodes gamoiyenebT Sepirebebs sityvis masalad. nurasodes 

SesTavazebT adamians “modi, SevxvdeT erTmaneTs lanCze da 

visaubroT Cvens saqmeze”, an “me aucileblad dagirekav ama da am 

dros”, Tu amas namdvilad ar apirebT. 
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 aucileblobis SemTxvevaSi, dadeT pirobiTi SeTanxmebebi. Tu 

iciT, rom SesaZlebelia, SeTanxmebis ganxorcielebas xeli 

SeuSalos garkveulma  garemoebam, Tavidanve gaafrTxileT amis 

Sesaxeb Tqveni klienti.  saqmian urTierTobebSi siurprizebi 

araa saWiro. 

 Tu atyobT, rom ver axerxebT dapirebis Sesrulebas, rac 

SeiZleba adre acnobeT amis Sesaxeb klients. rac ufro gadadebT 

Setyobinebas, miT ufro cud Sedegebs miiRebT.  

 iswavleT uaris Tqma. pasuxismgebel adamianebs, romlebic 

yovelTvis asruleben dapirebas, xSirad mimarTaven TxovniT. 

SeuZlebelia yvela Txovnis Sesruleba, amitom mogiwevT 

arCeviTad miudgeT valdebulebebis aRebas. 

 

 

loialobis demonstrireba 

loailoba niSnavs iyio erTguli Seni klientis mimarT da misi 

sakiTxebi, misi problemebi wina planze daayeno. Tu adamiani grZnobs, 

rom igi Tqveni prioritetebis siaSi mxolod bolo adgilebs ikavebs, 

mas uCndeba gancda, rom is erT-erTia Tqvens mravalricxovan klientTa 

Soris da verasodes mogendobaT bolomde. gaixseneT, magaliTisTvis, ra 

grZnoba geuflebaT, rodesac eqimTan morig konsultaciaze SedixarT, 

is ki aSkarad ver gcnobT da mxolod mas Semdeg, rac dagelaparakebaT, 

nel-nela iwyebs “azrze mosvlas”. yvelas unda, rom mas 

gansakuTrebulad moepyron da arc Tqveni klientebia gamonaklisi. 

 

garda amisa, Zalian mniSvnelovania gaxsovdeT, rom SeZlebT moipovoT 

TqvenTan myofi adamianebis ndoba, Tuki daanaxebT maT loialobas 

TqvenTan ar myofi adamianebis mimarT! rTulia endo adamians, romelic 

Seni TandaswrebiT iwyebs sxva adamianebze Worebis moyolas.  aseT 

situaciebSi uneblied gagiCndebaT azri, rom advilad SesaZlebelia, 

Tqvenc aRmoCndeT misi Woraobis an kritikis obieqti. 
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ar arsebobs meorexarisxovani valdebulebebi 

erT-erTi cnobili qirurgis gamoTqmiT, man ar icis, Tu ra gansxvavebaa 

umniSvnelo da mniSvnelovan qirurgiul operaciebs Soris. “me vici 

mxolod, rom aravis mivcem uflebas, gamikeTos “umniSvnelo” 

qirurgiuli operacia”, ambobs igi. am analogiaze dayrdnobiT gvinda 

aRvniSnoT, rom ar arsebobs “umniSvnelo valdebuleba“. nebismier 

dapirebas, valdebulebas, romelsac iRebT, Tanabrad seriozulad unda 

moekidoT, imis miuxedavad, didia is Tu mcire.  

 

 

ndoba - erTi naxviT! 

 

gamocdileba gvkarnaxobs, rom unda vendoT im adamians, romelic ukve 

araerTxel dagvxmarebia sxvadasxva saqmeSi. magram zogjer ndobas 

CvenSi sruliad ucnobi adamianic iwvevs. aseT SemTxvevebSi, swored 

aracnobieri ndoba gvexmareba miviRoT swrafi gadawyvetileba. 

gadawyvetileba, rogorc wesi, aRmocendeba saubris pirvel wuTebSive, 

emociur doneze, Semdeg ki ubralod xdeba misi logikuri dadastureba.  

 

unari, miaRwio interesebis Tanxvedras, Sexedulebebis da mosazrebebis 

erTianobas, warmoadgens klientis xarisxiani da grZelvadiani 

momsaxurebis mTavar Semadgenels da sawindars. adamianebTan kontaqtis 

damyareba –  bunebrivi procesia. nebismieri gonieri adamiani cdilobs 

daamyaros stumarTan kontaqti da yvelaferi gaakeTos imisaTvis, rom 

igi Tavs komfortulad, mSvidad da usafrTxod grZnobdes, da 

xedavdes, rom misi mosvla uxariaT da mzad arian daxmarebisaTvis.  

 

fsiqologebi gvTavazoben teqnologias, romelic dagexmarebaT 

daamyaroT klientTan kontaqti, dadebiTad ganawyoT igi Tqvens mimarT, 

agrZnobinoT Tavi usafrTxod da myudrod  da SeunarCunoT es grZnoba 

Semdgomi Sexvedrebis manZilzec. 

 

albaT SegimCneviaT, rom rodesac adamianebi erTmaneTis mimarT 

simpaTias grZnoben, saubrisas isini msgavs pozas iReben. ra Tqma unda, 

isini ar axdenen erTmaneTis qcevis zust kopirebas, ubralod, maTi 

sxeulebi erTmaneTiskenaa gadaxrili, isini erTmaneTs TvalebSi 
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uyureben; Tuki erT-erTi xels zemoT aswevs, meorec avtomaturad 

igive (an TiTqmis igive) moZraobas akeTebs. isini daaxloebiT erTnairi 

tempiT saubroben da erTnairad cvlian xmis tembrsa da simaRles: Tu 

erT-erTi auCqarebs laparaks, meorec ufro swrafad ilaparakebs, Tu 

erT-erTi auwevs xmas, meoris saubarSic Cndeba maRali notebi, Tu erTi 

Cumad laparakobs, meorec CurCulze gadadis. SemCneulia, rom 

axlobeli adamianebis sunTqvis ritmic ki msgavsia. anu, sxeuli Tavad 

gveubneba fiziologiuri procesebis eniT: “me vendobi am adamians”.  

 

rodesac adamianebi iReben msgavs pozas da laparakoben msgavsi toniT, 

maT uCndebaT didi Sansi, rom erTmaneTSi ndoba gamoiwvion. 

Sesabamisad, Tu momsaxure personali Seecdeba amis ganxorcielebas 

klientTan mimarTebaSi, mas SeuZlia Tamamad miulocos sakuTar Tavs 

kidev erTi  klientis mopoveba. 

 

am meTods ewodeba morgeba. partniorze morgebas, rodesac srulad 

vimeorebT klientis pozas, ewodeba “pirdapiri morgeba”; igi 

maqsimalurad Rrma daaxloebis saSualebas iZleva. adamianebi, 

romlebic amgvar pozaSi 5 wuTis ganmavlobaSi isaubreben, Semdgom 

ramdenime Tvis ganmavlobaSi SeinarCuneben erTmaneTis mimarT 

simpaTias, Tan ise, rom Tavad verc gaacnobiereben am grZnobis gaCenis 

mizezs.  

 

Tumca, “pirdapiri morgeba” sulac ar aris yovelTvis mizanSewonili. 

klienti advilad SeamCnevs, Tu Tqven pozebis gameorebas “iTamaSebT”; 

aman SeiZleba masSi gaRizianeba da ganrisxebac ki gamoiwvios. Jestebis 

gameorebisas ar aris saWiro zustad gadmoiRoT klientis yvela 

moZraoba, sakmarisia gamoiyenoT e.w. “iribi morgeba”. magaliTad, Tu 

klienti mudmivad iyenebs xelis damaxasiaTebel Jestebs, SegiZliaT 

daicvaT igive ritmi da xelis moZraobis magivrad Cumad akakunoT fexi 

an dauqnioT Tavi. aseTi morgeba aZlierebs kontaqts da ndobas, Tanac 

ar iwvevs negatiur damokidebulebas.  

 

SesaZlebelia moergoT praqtikulad gaucnobierebel moZraobebsac, 

magaliTad, iseTebs, rogoricaa sunTqvis an Tvalebis xamxamis ritmi. 
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Tumca, es ukve umaRlesi pilotaJia - aseTi morgebisaTvis aucilebelia 

specialuri momzadeba.  

 

morgebisas, umjobesia, gaimeoroT mxolod dadebiTi an neitraluri 

niSnebi. aseT dros iqmneba “sarkis” efeqti: rodesac adamiani sarkeSi 

iyureba, mas siamovnebs mxolod mimzidveli niSnebis xilva, neitralurs 

yuradRebas ar aqcevs, xolo negatiurs ki ignorirebas ukeTebs, radgan 

amis SemCneva mas  ar siamovnebs.  

 

klientTan kontaqtis damyarebis Semdeg SegiZliaT warmarToT saubari 

TqvenTvis sasurveli mimarTulebiT, gaarkvioT da miiRoT saWiro 

informacia. am momentidan aucilebelia akontroloT, SenarCunebulia 

Tu ara Tqvensa da klients Soris qcevaSi  SeTanxmebuloba.  
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mTavaria, klienti kmayofili 

darCes 
 

 

fasis da xarisxis standartis dacva mxolod TamaSSi monawileobis  

saSualebas gaZlevs. momsaxurebaa is, rac TamaSs mogagebinebs. 

toni alesandra  

 

 

klientis momsaxureba rTuli saqmea. Tu klients kargad ar 

moemsaxurebiT, igi sxvagan wava.   

 

Tu Tqveni momsaxureba imaze uaresia, vidre amas klienti eloda,  igi 

TiTqmis ueWvelad wava Tqvens konkurentebTan. Tu Tqveni momsaxureba 

Seesatyviseba klientis molodins, mainc arsebobs SesaZlebloba, is 

Tqven konkurentebTan wavides. mxolod im SemTxvevaSi, rodesac Tqveni 

momsaxureba gadaaWarbebs mis molodins, klienti darCeba TqvenTan, 

kidev erTxel mova da nacnobebsac moiyvans. 

 

SeiZleba bevri vifiqroT da vimsjeloT klientis SenarCunebis 

sxvadasxva xerxebis Sesaxeb, magram bolos mainc erT nacnob da utyuar 

mosazrebamde mivalT: klientebs moswonT, roca isini uyvarT. ase rom, 

isRa dagvrCenia, vicodeT, rogor gamovxatoT es siyvaruli! 

 

gaxsovdeT: Tqven arasdros geqnebaT meore Sansi, SeqmnaT pirveli 

STabeWdileba. urTierTobis pirveli 30 wami gansakuTrebiT 

mniSvnelovania. am dros klienti Zalzed mgrZnobiarea qcevis yoveli 

niuansis mimarT. amitom, am etapis mizania myidvelis yuradRebis 

mipyroba, imis garkveva Tu rogoria es klienti, rogor xasiaTzea da 

rogor avewyoT mas? yuradRebis mipyrobis Semdeg aucilebelia ndobis 

atmosferos Seqmna. es miiRweva saxis gamometyvelebiT, RimiliT, 

mxedvelobiTi kontaqtiT saubris dasawyisidanve. aseve, SekiTxvebis 

meSveobiT, romlebic gaSlil pasuxs gulisxmobs (e.w. Ria SekiTxvebi), da 

gamyidvelis mier sakuTari emociebis gamoTqmiT, magaliTad, 

“moxaruli var, rom CvenTan moxvediT.” 
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gaxsovdeT: Tu Tqven ar mousmenT klients, mas vinme sxva mousmens! 

kargi gamyidveli iwyebs ara moyoliT, aramed SekiTxviT, raTa gaigos 

rac SeiZleba meti klientis interesebze. SekiTxvebis dasma 

aucilebelia, imisTvis rom klienti aviyolioT saubarSi. es ki, Tavis 

mxriv, saWiroa raTa klientma igrZnos sakuTari mniSvneloba, da rac 

mTavaria – Camoayalibos moTxovnebi da survilebi. klients ar 

SeiZleba undodes zogadad produqtis yidva, rac ar unda SesaniSnavi 

iyos igi. amitom, imisaTvis, rom warmatebiT ganvaxorcieloT gayidva da 

klients ar darCes gancda, rom Tavs moaxvies SenaZeni, mniSvnelovania 

zustad ganisazRvros, ra motivi aqvs klients – da CamovuyaliboT mas 

moTxovnileba, romelic mis motivs Seesabameba. mxolod aseT 

SemTxvevaSi igrZnobs klienti, rom mas individualurad miudgnen da 

rom gamyidvelisTvis mTavaria ara is, rom nebismieri saSualebiT 

gayidos produqti, aramed gayidos es “raRac” imitom, rom is 

aucilebelia klientisaTvis! 

 

amis Semdeg ukve  SeiZleba prezentaciaze, anu produqtis an 

momsaxurebis wardgenaze gadasvla. prezentaciis devizia: “nu gayidiT 

tansacmels – gayideT komforti da prestiJi. nu gayidiT produqts, 

aramed gayideT sasiamovno SegrZnebebi, problemebis gadawyveta da 

sargebeli SenaZenisagan”. prezentaciam, pirvel rigSi, yuradReba unda 

miipyros, Semdeg gamoiwvios interesi da, bolos, SenaZenis gakeTebis 

survili. 

 

saWiroa mivawodoT klients zogadi da mokle informacia produqtisa 

da kompaniis Sesaxeb, rac saSualebas miscems mas, upasuxos sakuTar 

SekiTxvas: ”ratom unda gavakeTo SenaZeni swored am gamyidvelisagan?” 

 

aucilebelia klientis informireba produqtis asortimentis, 

SesaZleblobebis, Rirsebebis Sesaxeb. amave dros gaxsovdeT: arwmunebs 

ara is, Tu ras ambobs gamyidveli, aramed, is Tu ra esmis klients. amitom 

igi unda movxibloT SenaZenis sargebeliT da ara produqtis 

TvisebebiT.  
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rodesac klientma ukve yvelaferi icis produqtis Sesaxeb (oRond im 

pirobiT, rom mas ar CaeZina Tqvengan miwodebuli teqnikuri 

informaciisa da detalebis siuxvis Sedegad), kargi droa swored am 

produqtis SeZenis survilis gaRvivebisTvis. am dros gamyidveli unda 

gadaerTos ufro konkretul, mizanmimarTul saubarze da gverdze 

gadados iseTi detalebis CamoTvla, romelic naklebad mniSvnelovania 

am konkretuli klientisaTvis.  
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movusminoT klients 
 

 

rodesac laparaki gsurT, arCieT mosmena  

da jildod sibrZnes daimsaxurebT  

ucnobi avtori 

 

bunebam dagvajildova smeniT: Cven SegviZlia aRviqvaT bgerebi da 

sityvebi, magram mosmena, anu sityvebiT gamosaxuli azris zusti gageba, 

Cven Tavad unda viswavloT. igive bunebam ori yuri da mxolod erTi ena 

gvarguna, amiT migvaniSna ra, rom umjobesia naklebad vilaparakod da 

metad movusminoT sxvebs. 

 

mosmena mniSvnelovnad zrdis klientSi simSvidesa da  keTilganwyobas. 

samwuxarod, cota adamians SeuZlia kargad mosmena, ris gamoc Zalian 

xSirad  viRebT situaciebs, rodesac mosaubreebi ver ugeben 

erTmaneTs,  maTi komunikaciis procesSi informacia maxinjdeba, an 

ikargeba, es ki, Tavis mxriv, iwvevs ukmayofilebas, daZabulobas, xSirad 

- konfliqts, arc Tu ise iSviaTad ki – urTierTobis gawyvetas.  

 

efeqturi mosmenis xelovnebis aTvisebis Sedegad SesaZlebelia 

Tanamosaubreze dadebiTi zemoqmedebis moxdena, kargi STabeWdilebis 

Seqmna da misgan saWiro informaciis miReba. gaixseneT Tqveni saukeTeso 

megobari. yvelaze metad ris gamo afasebT mas? SesaZlebelia erT-erTi 

mTavari Tviseba iyos swored is, rom mas SeuZlia yuradRebiT da 

interesiT mosmena. adamianebs Zalian uyvarT, rodesac maT usmenen; is, 

visac aqvs mosmenis unari, yovelTvis ipyrobs yuradRebas da ndobas 

imsaxurebs. 

 

arsebobs aqtiuri da pasiuri mosmena. pasiuri mosmena aZlevs 

saSualebas mosaubres bolomde Tqvas Tavisi saTqmeli, misi mTavaria 

iaraRia – “yuradRebiani dumilis” SenarCunebis unari. Cven vaxseneT 

“dumili”, radgan mosaubres surs, rom mas mousminon da naklebad 

ainteresebs Tqveni SeniSvnebi; vaxseneT “yuradRebiani” – radgan Tu 

yuradRebiT ar mosumenT, komunikacia dairRveva da mosaubre 
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gaginawyendebaT. ase rom ubralod nu SeuSliT mas xels da daexmareT, 

mTlianad amowuros is, risi Tqmac undoda. 

 

aseTi mosmena mogcemT saqSualebas gaigoT Tqveni mosaubris 

mosazreba, miiRoT misgan sruli informacia da SemdgomSi imoqmedoT 

miRebul informaciaze dayrdnobiT. 

 

pasiuri mosmenisas ramdenime martivi wesi daicaviT: 

 

1. minimalurad upasuxeT mosaubres, ar CaerioT mis 

saubarSi. saukeTeso SemTxvevaSi is ignorirebas 

gauwevs Tqvens naTqvams, xolo uares SemTxvevaSi 

gamowvevs masSi agresias; 

2. nu ecdebiT SeafasoT mosaubre, an dasvaT diagnozi; 

daemsgavseT Rrubels, romelic isrutavs yvelafers, 

rasac is laparakobs; 

3. dro da dro miawodeT mas signali, rom namdvilad 

fokusirebuli xarT mis saubarze; amisaTvis gamoiyeneT 

mokle replikebi: “diax”, “mesmis”, “gasagebia”, 

“sainteresoa”. es neitraluri replikebia, romlebic 

sTavazoben, Tqvens partniors gaagrZelos saubari. 

aseTi signali SesaZloa araverbaluric iyos – 

ubralod Tavis daqneva, an saxis gamometyvelebis 

Secvla. 

 

pasiuri mosmena yvelaze efeqturia Semdeg situaciaebSi: 

 

 daZabul viTarebaSi, rodesac mosaubre aqtiurad cdilobs 

gamoxatos Tavisi damokidebuleba, radgan aqamde mas amis 

saSualeba ar hqonda. am SemTxvevaSi yvelaze gonieria ar CaverioT 

da ar “davasxaT navTi cecxlze”, vacaloT mas laparaki da mxolod 

amis Semdeg gadavideT problemis mogvarebaze. 

 rodesac mosaubres uWirs gamoxatos sakuTari problemebi. aseT 

viTarebaSi kargi iqneboda e.w. “buferuli” frazebis gamoyeneba: 

“raRac gawuxebT?”, “mgoni, raRacis Tqma gsurT amasTan 
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dakavSirebiT..” da amis Semdeg yuradRebian mosmenaze gadasvla. 

meti Careva aRaraa saWiro, radgan isedac aRelvebuli mosaubre 

SeiZleba sabolood daibnes. 

 

magram arsebobs agreTve situaciebi, rodesac pasiuri mosmena 

araefeqturia: 

 mosaubres ar gaaCnia (an TiTqmis ar gaaCnia) saubris survili ; 

 arsebobs saSiSroeba imisa, rom Tqveni dumili, an Tavis qneva, 

aRiqmeba, rogorc daTanxmeba (im SemTxvevaSi, rodesac es as ear 

aris). amitom, Tu ar eTanxmebiT mosaubres imaSi, rasac 

laparakobs,  Semdgomi gaugebrobis Tavidan acilebis mizniT 

umjobesia Riad uTxraT mas amis Sesaxeb.  

 Tanamosaubres surs Tqvengan ufro aqtiuri  mxardaWeris da 

mowonebis miReba. Tqveni dumili misTvis, SesaZloa, niSnavdes, 

rom Tqven gezarebaT masTan saubari. 

 

amitom, rodesac pasiuri mosmena araa sakmarisi, unda gadavideT 

aqtiur mosmenaze. 

 

aqtiuri mosmena imiT gansxvavdeba pasiuri mosmenisagan, rom Tqven ara 

marto yurs ugdebT Tanamosaubres, aramed, iRebT informacias ise, rom 

araviTar zewolas ar axdenT partniorze, da amasTanave, gamoxatavT 

ndobas, simSvides, gulRiaobas da Tavdajerebulobas.  

 

amrigad, aqtiuri mosmenis xerxebi Semdeg miznebs emsaxureba: 

 

 Tqven TviTon rwmundebiT, sworad gaugeT Tu ara Tanamosaubres; 

 Tanamosaubre kidev erTxel acnobierebs ra sWirdeba da ra aris 

mTavari misTvis. amasTan igi xedavs, rom mas usmenen da yuradRebiT 

ganixilaven mis sakiTxs; 

 Tqven warmoaCenT Tqvens profesionalizmsa da kompetenturobas 

rogorc specialisti da kargi komunikatori; 

 dros igebT gasaazreblad   da pasuxis mosafiqreblad. 

 

klientTan muSaobisas aucilebelia Semdegi wesebis dacva: 
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 mTlianad iyaviT koncentrirebuli klientis sityvebze. ara mxolod 

CaukvirdiT sityvebs, aramed marTlac warmoidgineT Tqveni Tavi 

klientis adgilze da masTan saubris momentSi SeecadeT  gayveT mis 

fiqrebs.  

 sanam klienti agrZelebs laparaks, yuradRebiT usmineT. 

dauSvebelia am dros aagoT varaudebi an daiwyoT Sedareba, 

Tqveneburad ganmartoT klientis sityvebi da SeafasoT isini. 

klientis frazis “gadamuSaveba” mxolod mas Semdeg daiwyeT, roca 

mas bolomde warmosTqvamen. aramarTebul ganmartebebSi saxifaTo 

mxolod is ar aris, rom yuradRebas amaxvilebT imaze, rac 

TqvenTvisaa mTavari. xSirad erTi patara sityvac ki sakmarisia 

imisaTvis, rom frazis dedaazri Seicvalos. 

  sanam klienti srulad ar gamoTqvams Tavis mosazrebas, aukrZaleT 

sakuTar Tavs raime asociaciebis gakeTeba, gaxseneba SemTxvevebisa, 

romlebic standartulia an moipoveba Tqvens praqtikaSi. 

 sanam klienti ar daamTavrebs saubars, Tavi SeikaveT pasuxis 

momzadebisagan. 

 yuradReba miaqcieT klientis sxeulis enas, raTa zustad gaarkvioT, 

ras miiCnevs Tqveni partniori marTlac mniSvnelovnad. 

 SeismineT ara is, rac gindaT gaigoT, aramed is, rasac ambobs 

klienti. Tuki CaekiTxebiT da darwmundebiT, rom sworad gesmiT 

misi, maSin saubari ufro metad Sedegiani iqneba. 

 gulwrfelad eZebeT  klientis sityvebSi raime saintereso. rac 

ufro sainteresoa moTxovna, miT ufro mets daimaxsovrebT. 

 ivarjiSeT mexsierebisa da yuradRebis gasaviTareblad ara mxolod 

samsaxurSi, aramed yvelgan, sadac ki imyofebiT. 
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rogor movemsaxuroT sxvadasxva 

tipis klientebs? 

 

 

arsebobs mxolod erTi bosi – momxmarebeli. mas SeuZlia samsaxuri 

daakargvinos kompaniis nebismier TanamSromels,  xelmZRvanelis CaTvliT, 

mxolod imiT, rom Tavis fuls sadme sxvagan daxarjavs. 

sem uoltoni 

 

 

 

momxmarebeli bevrnairi arsebobs. gTavazobT ramdenime tipis klientis 

daxasiaTebas da maTi momsaxurebis yvelaze efeqtur formebs. 

 

 

qedmaRali klienti 

 

daxasiaTeba 

aseT klients moswons, rodesac mas epyrobian rogorc gansakuTrebul 

da Zalian mniSvnelovan adamians; mas adardebs ara mxolod is, Tu ras 

yidulobs, aramed isic, Tu rogor emsaxurebian. aseTi klieni 

mouTmenelia, mas ar surs rigSi dgoma, radgan dro misTvis Zalze 

faseulia. Tu kiTxvebi gauCndeba, surs maSinve  miiRos pasuxi.  sakuTari 

statusi misTvis prioritetulia, amdenad mas surs, rom 

yovlisSemZled da ultraTanamedroved gamoiyurebodes. momsaxure 

personals qedmaRali klienti epyroba ise, TiTqos isini misi piradi 

moxeleebi iyvnen; mas sruliad ar ainteresebs personalis grZnobebi an 

problemebi, ar erideba wuwunisa da Civilis da SeuZlia es xmamaRla 

akeTos. is ar interesdeba Tqvens kompaniaSi arsebuli wesebiT, radgan 

miaCnia, rom wesebi misTvis ki ara, sxva adamianebisTvisaa Seqmnili. 

 

 

rekomendaciebi  

gauRimeT da Tavi uqnieT, yuradRebiT mousmineT, aCveneT, rom Zalian 

mniSvnelovnad migaCniaT misi naTqvamic da Tavad isic. ar uxsenoT 
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wesebi da procedurebi. SeuqmeniT STabeWdileba, rom maqsimalurad 

mixedavT mis saqmeebs Tqveni uflebamosilebis farglebSi da, rom 

SesaZloa kidev ufro metic gaakeToT, Tuki saWiro gaxdeba. gamoiyeneT 

masTan urTierTobaSi mokle winadadebebi da sityvebi: “mesmis” , “diax”, 

“axlave mivxedav” ,“es me momandeT”. magram ar aris saWiro monuri 

morCilebis gamoxatva, an familiaroba. ubralod SeqmeniT siswrafis, 

efeqturobisa da misTvis piradi samsaxuris gawevis survilis 

STabeWdileba.  

 

 

 

logikuri klienti 

 

daxasiaTeba 

logikur momxmarebels ainteresebs mxolod is, rasac yidulobs. is 

miiswrafvis saukeTeso garigebisken da surTs teqnikur SekiTxvebze 

logikuri da zusti pasuxebis miReba. is moelis, rom Tqvens saqmeSi 

eqsperti iqnebiT. Tu problemebi aRmocenda, mas surs detaluri 

informacia miiRos imis Sesaxeb, Tu rogoraa SesaZlebeli maTi 

mogvareba. aseTi momxmarebeli inaxavs Cekebs da produqtis kolofebs 

im mizniT, rom mogvianebiT, saWiroebis SemTxvevaSi, SesaZlebeli iyos 

uvargisi produqciis dabruneba. 

 

 logikuri klienti Tvalyurs adevnebs specialur winadadebebs da 

arasodes yidulobs impulsurad. sanam realurad sayidlad wava, is 

Seiswavlis sareklamo Jurnalebsa da fasebs. aseTi klientisTvis 

misaRebi iqneba indiferentuli momsaxurebac, mTavaria miiRos is, rac 

surs. Tu Civili dasWirda, sruliad mosalodnelia, mimarTos 

sasamarTlos. am tipis klientisaTvis prioritetulia fasisa da 

xarisxis Sefardeba. urTierTobisas sakmaod maRali moTxovnebi aqvs 

SeTavazebuli momsaxurebis (produqtis) mimarT. SekiTxvebi, 

romlebsac svams, yovelTvis lakonuri da saqmiania da moicavs 

saqonlis yvela aspeqts - dawyebuli teqnikuri parametrebidan da 

damTavrebuli sagarantio momsaxurebiT. misi pretenziebis done 

sakmaod realuria, erudicia - maRali, kompetencia xSirad vrceldeba 
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damamzadebeli sawarmos cnobamde da teqnologiur detalebSi 

garkveulobamde. misi metyveleba ar aris emociuri, yuradReba 

fokusiebulia teqnikuri maxasiaTeblebis Seswavlaze. aseTi klienti 

daskvnebs Tavad akeTebs, xolo menejerTan urTierTobisas 

dainteresebas da damoukideblobas avlens. 

 

rekomendaciebi  

mousmineT maT yuradRebiT da koncentrirebulad, odnav moRuSuli 

saxiT, CainiSneT raRac-raRaceebi, aCveneT yvelanairad, rom mis 

naTqvams “isrutavT”. dasviT Sesatyvisi SekiTxvebi mSvidi da 

gaazrebuli maneriT. isev CaiwereT. SeqmeniT STabeWdileba, rom 

zedmiwevniT eZiebiT saqmis detalebSi da uzrunvelyofT misTvis 

sasurveli Sedegis miRebas. nu isaubrebT swrafad. kargia, Tu pasuxis 

gacemis win mcire pauzas aiRebT. produqtis  (momsaxurebis) 

Taviseburebebis absoluturi codna gamoxateT. gamoavlineT Tqveni 

erudicia da ayeviT mis logikas. miawodeT rac SeiZleba amomwuravi 

informacia; gaxsovdeT, rom misTvis mosawoni momsaxure personali 

kargad unda erkveodes saqonlis TaviseburebebSi da mis funqciur 

SesaZleblobebSi.  

 

 

 

megobruli klienti 

 

daxasiaTeba 

megobruli klientisTvis raimes SeZena adamianur urTierTobebze 

daiyvaneba. is afasebs megobrul ganwyobas da moswos, rodesac mas 

saxeliT mimarTaven. megobrul klients uyvars Tbili misalmeba da 

Rimili. is upiratesobas aniWebs SedarebiT patara maRaziebsa da 

sastumroebs, sadac mas kargad gaecnobian da Tavadac kargad gaicnobs 

momuSave personals. misTvis yidvis procesi ufro mniSvnelovania, 

vidre Tavad produqti. aseTi klienti momsaxure personals 

megobrulad epyroba da mzad aris daexmaros problemebis SemTxvevaSi. 

megobruli momxmarebeli xSirad iRebs gadawyvetilebas perosnalis 

rCevis safuZvelze da, zogadad, advilad eqceva im adamianebis gavlenis 

qveS, romlebic moswons. is endoba adamianebs, romlebic aZleven karg 
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rCevas, mas sZuls Civili da cudad grZnobs Tavs uxerxul situaciebSi, 

amdenad, yovelTvis urCevnia daTmos da Tavidan airidos garTulebebi. 

 

rekomendaciebi  

aseTi klientis momsaxureba sakmaod iolia. mousmineT mas 

TanagrZnobiT, gamoiyeneT sxeulis ena (mimika, mzera, Jestebi da sxva). 

aCveneT, rom simpatiiT xarT ganwyobili mis mimarT. moeqeciT ise, 

TiTqos megobrebi gaxdiT. gamoiyeneT Semdegi tipis frazebi: ”RmerTo 

Cemo, warmomidgenia, ra dReSi xarT. namdvilad raRac unda viRonoT, 

rom dagexmaroT am saqmeSi.” ,, TqvenTan Zalian sasiamovno iyo 

urTierToba. Zalian gTxovT, ar mogeridoT da isev mommarTeT, Tu 

kidev raime sxva problemam iCina Tavi”. CarTeT isini problemis 

mogvarebis procesSi. SesTavazeT, Tavad dagexmaron raRac-raRaceebSi. 

 

 

demonstraciuli klienti 

 

daxasiaTeba 

aseTi momxmarebeli, rogorc wesi, orientirebulia modaze; mas Zalian 

ainteresebs produqtis statusi da garegnuli maxasiaTeblebi, radgan 

produqti sakuTari ambiciebis dakmayofilebisTvis sWirdeba. mas surs 

yvelgan da yovelTvis sakuTari unikaluroba da gemovnebis 

originaloba gamoamJRavnos. teqnikuri parametrebi ainteresebs 

imdenad, ramdenadac  isini metyveleben mocemuli saqonlis 

upiratesobaze sxva analogebTan SedarebiT. xSirad aigivebs sakuTar 

Tavs cnobil pirovnebebTan; stereotipebis gavlenis qveS imyofeba; 

metyvelebs xatovnad,  Jestikulirebs,  xSirad operirebs qveteqstebiT 

da nagulisxmevi SinaarsiT. 

 

rekomendaciebi 

gamoamJRavneT mSvidi da TavSekavebuli damokidebuleba. aseTi 

klientisTvis mniSvnelovania mis SefasebiT msjelobebze da eWvebze 

reagireba - mas sWirdeba damarwmunebeli da arademonstratiuli 

mxardaWera. dialogSi SeZlebisdagvarad  asaxeT produqtis  

(momsaxurebis) upiratesobebi. daazusteT klientis interesebis sfero, 

mieciT mas TviTrealizaciis SesaZlebloba. 
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mSfoTvare klienti 

 

daxasiaTeba 

rogorc wesi, aseTi klienti aracnobierad cdilobs miiRos momsaxure 

personalis mxardaWera. igi dabali, an aramyari TviTSefasebiT, 

gaubedaobiT, pretenziebis araadeqvaturi doniT gamoirCeva, uWirs 

efeqturi dialogis warmarTva da sakuTar moTxovnebze saubari. misi 

metyveleba monotonuria, Jestikulacia TiTqmis ara aqvs. emociuri 

reaqciebi vlindeba mimikis meSveobiT. is ar gamoirCeva bazris codniT, 

amdenad arCevanSi mTlianad personals endoba. aseTi klientisaTvis 

Zalian mniSvnelovania is, Tu rogor afaseben mas sxvebi. garigebis 

Sedegi damokidebulia ndobis im xarisxze, romelic Camouyalibdeba 

momsaxure personalis mimarT. 

 

rekomendaciebi  

ar datvirToT Tqveni saubari teqnikuri terminebiT,  radgan 

terminebis siuxvem SesaZloa aseTi tipis klientSi sakuTari 

arakompetenturobis gancda gamoiwvios. moemsaxureT mas mSvidad, 

gamoxateT keTili ganwyoba, SeuqmeniT emociuri komfortis 

atmosfero. yuradReba gadaitaneT klientis pirovnul interesebsa da 

SesaZleblobebze, romlebsac is daikmayofilebs 

produqtis`momsaxurebis SeZenasTan erTad. misTvis teqnikuri 

sakiTxebi  mniSvnelovania,  magram meorexarisxovani. 

 

*** 

 

arsebobs klientis tipologiis ufro ganzogadoebuli variantic, 

romlis mixedviT SegviZlia gamovyoT klientis ori tipi: fasze 

orientirebuli da urTierTobebze orientirebuli. 

 

 

fasze orientirebuli klienti 

 

aseT klients mxolod fasi ainteresebs, aqedan gamomdinare saerTod 

araa erTguli Tqveni kompaniis mimarT. rogorc ki Tqveni fasi erTi 

TeTriT gaizrdeba, aseTi klienti sxvasTan wavs. man yvela Tqveni 
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konkurentis fasi icis. aseTi adamianebi jer saaTobiT muSaoben, rom 

kargad gaerkvnen fasebSi, da mxolod Semdeg akeTeben SenaZens. fasze 

orientirebuli myidveli ar Cqarobs SenaZenis gakeTebas, radgan 

saukeTeso garigebis survili amoZravebs.  Tu kompania fasdaklebas 

acxadebs, is damatebiT izidavs swored rom fasze orientirebul 

myidvels. rodesac fasdakleba konkurentebTan gamocxaddeba, maSin es 

moziduli myidveli dauyonebliv gadava maTTan. ramodenime dReSi 

isini kidev gadainacvleben, radgan axla sxvagan gamocxaddeba 

fasdakleba. fasze orientirebul myidvels TqvenTvis Zalian mcire 

mogeba moaqvs, radgan is mxolod Camofasebul nivTebs yidulobs! 

 

 

urTierTobebze orientirebuli klienti  

 

aseTi klienti eZebs iseT momwodebels, romelsac SeuZlia bolomde 

endos. is upiratesobas aniWebs megobrulad ganwyobil da kargi 

produqciis mqone kompaniebs. mas urCevnia urTierToba adamianebTan, 

romlebic scnoben, ixsomeben da axlo kontaqtSi Semodian masTan, da Tu 

man bolo-bolo ipova aseTi kompania, didi albaTobaa, rom Tavisi 

biznesi mTlianad maT Caabaros. aseTma klientma xSirad icis, rom 

principSi ufro momgebiani variantebis povnac SeiZleba, magram mas 

miaCnia, rom es droisa da energiis xarjvaa. Tu aseT klientebs sworad 

moeqeciT, isini samudamod darCebian TqvenTan.  
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rTul klientebTan urTierToba 

 

martivi, magram efeqturi wesia – yovelTvis misce  

adamianebs mosalodnelze ufro meti. 

nelson bosueli 

 

sayvarel klientebTan da TqvenTvis mosawon adamianebTan muSaoba 

advilicaa da sasiamovnoc. magram aseTi klinetebis garda arseboben  

e.w. rTuli momxmareblebic, anu iseTebi, romlebic an mxolod Tqven 

girTuleben saqmes, an zogadad yvelas, visTanac urTierToben. 

 

rTul momxmareblebSic SeiZleba gamovyoT ramodenime 

damaxasiaTebeli tipi: yovlismcodne, egoisti, damnaSavis maZiebeli, 

wuwuna, da yvelaze rTuli tipi – gabrazebuli klienti. es aris 

klienti, romelic Tvlis, rom mas arasworad moeqcnen da 

aRSfoTebulia amiT; is gabrazebulia Tqvenze, Tqvens kompaniaze, is 

Civis da moiTxovs misi problemis dauyonebliv gadaWras.  

 

Tu aseT klientebs sworad moeqceviT, isini gaagrZeleben Tqvens 

kompaniasTan urTierTobas. rogorc wesi, gabrazebuli klientebis 90% 

ar Civis, aramed ubralod wyvets Tqvens kompaniasTan urTierTobas da 

midis sxva kompaniaSi. amitom, Tu klienti Civis da geCxubebaT, ese igi 

mas jer ar gadauwyvetia wasvla da masTan muSaoba namdvilad Rirs – 

Tu, ra Tqma unda, gsurT am klientis SenarCuneba.  

 

rogor moveqceT gabrazebul klients? eqspertebi gvirCeven, rom maT 

mimarT unda gamovavlinoT ori ram: pativiscema da empaTia. 

 

daviwyoT pativiscemiT. namdvilad rTulia pativi sceT adamians, 

romelic yviris, geCxubebaT da SesaZloa Seuracxyofasac gayenebT. 

amitomac, girCevT, pativiscemiT moepyroT ara mis qcevas, aramed TviT 

adamians. umetes SemTxvevebSi Tqven ar xarT rTuli klientis sibrazis 

realuri obieqti, Tqven ubralod moxvdiT misi sibrazis velSi. aseT 

klientTan urTierTobisas yvelaze ufro Sesatyvisi da qmediTia 

Semdegi poziciis dakaveba: 
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 klientisgan gansxvavebiT Tqven ara xarT gabrazebuli,  

 Tqven akontrolebT situacias da  

 Tqveni erTaderTi amocanaa, daexmaroT mas misi problemis 

mogvarebaSi.  

 

Tu aseT pozicias ar SeinarCunebT da gadaxvalT emociur 

urTierTobaze, situacias veRar gaakontrolebT da daasrulebT mas 

ormxrivi wagebiT (rogorc TqvenTvis, aseve Tqveni klientisaTvisac). 

amitomac, Tqveni winaswari ganwyoba aseTi unda iyos: rac ar unda 

moxdes, me pativs vcem klients. 

 

empaTia  niSnavs unars Caayeno sakuTari Tavi klientis rolSi da 

dainaxo situacia misi perspeqtividan. ar ecadoT klientis gaCumebas an 

damSvidebas, piriqiT, yuradRebiT mousmineT. rodesac vinme 

gabrazebuli an ganawyenebulia, ese igi is Tavs travmirebulad grZnobs. 

am dros Tqveni saqmea, erTis mxriv, saSualeba misceT klients 

ganimuxtos da, meores mxriv, yuradRebiT mousminoT, raTa gaigoT misi 

gabrazebisa da imedgacruebis mizezi. rodesac ase iqceviT, sakmaod 

naTlad da erTmniSvnelovnad agrZnobinebT mas, rom gaRelvebT da 

gulTan axlos migaqvT misi mdgomareoba. rogorc ki klienti amas 

dainaxavs, xSir SemTxvevaSi is TviTon damSviddeba da TqvenTan 

pozitiur urTierTobas daiwyebs. 

 

gabrazebul klientTan urTierTobis procesis ukeT gagebis mizniT 

SegviZlia mivmarToT Semdeg analogias: warmoidgineT, rom gaqvT 

magrad moxarSuli kvercxi, sadac kvercxis guli aris klientis 

problemis gadawveta, kvercxis cila aris klientis situaciis (anu misi 

problemis) detalebi, xolo kvercxis naWuWi aris klientis sibraze.  

 

imisaTvis, rom kvercxis gulamde mixvideT da klientis problema 

gadawyvitoT, pirvel rigSi naWuWi unda gatexoT, anu unda gaarRvioT 

misi sibraze. Semdeg, unda gaWraT cila, anu, unda gaerkveT klientis 

situaciis detalebSi. mxolod amis Semdeg aRmoCndebiT kvercxis 
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gulSi, anu problemis SuagulSi da SeZlebT SesTavazoT klients misi 

gadawyvetis variantebi. 

 

“kvercxis gatexva” xdeba oTx etapad:  

 

1. mosmena; 

2. problemis identificireba; 

3. ar dadanaSauleba; 

4. problemis gadawyveta. 

 

mosmena: bolomde da moTminebiT mousmineT ganrisxebul klients, 

daelodeT pauzas mis saubarSi da mxolod maSin SegiZliaT uTxraT: 

,,rogorc Cans, raRac arasworad ganviTarda da mesmis Tqveni gabrazeba. 

Zalian vwuxvar, rom aseTi problema gagiCndaT. modiT vnaxoT, risi 

gakeTeba SeiZleba.” sakmaod damamSvidebeli efeqti aqvs Semdeg frazas: 

,,Zalian vwuxvar, rom es moxda. me rom Tqvens adgilze viyo, mec 

saSinlad gavbrazdebodi.“ 

 

problemis identificireba: - klientis mosmenis dros SeiZleba daiwyos 

problemis dadgenis procesi. Tqven SegiZliaT ikiTxoT, Tu ra moxda. am 

dros mniSvnelovania informaciis dazusteba damatebiTi SekiTxvebis 

meSveobiT. es biZgs miscems klients grZnobebidan faqtebze gadaerTos, 

Tqven ki saSualeba mogecemaT saubari saqmian sferoSi gadaiyvanoT. 

yovelive es aris cilis gaWris procesi. rodesac CaTvliT, rom 

gaerkvieT problemaSi, SeajamoT miRebuli informacia: “Tu sworad 

gavige ... marTalia (asea)?”.  

 

am kiTxvaze klientisagan Tanxmobis miiRebis Semdeg SegiZliaT 

mouxadoT mas bodiSi. bodiSi ar niSnavs danaSaulis aRiarebas; is 

saWiroa, radgan klienti Tqveni an Tqveni kompaniis gamo aRmoCnda 

misTvis arakomfortul, uxerxul situaciaSi. “samwuxaroa, rom ase 

moxda. mesmis, rom es namdvilad gasabrazebelia. modiT vnaxoT, rogor 

SeiZleba am problemis mogvareba.” 

 

ar dadanaSauleba - arasodes daadanaSauloT klienti da ar dauwyoT 

kamaTi, an misi inteleqtualuri SesaZleblobebis eWvis qveS dayeneba: 
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“darwmunebuli xarT, rom sworad gaigeT fasi da mowodebis TariRi?”. 

es kidev ufro gaacecxlebs mas, radgan Tqven amiT eWvi SegaqvT mis 

simarTlesa da sandoobaSi. aseve, nurasodes daadanaSaulebT Tqvens 

kompanias, an kolegebs. arasodes TqvaT: “sulac ar mikvirs, rom Tqveni 

invoisi arasworia. sul yovelTvis ase xdeba”. mokled rom vTqvaT, Tavi 

aarideT gadabralebas, an dadanaSualebas.  

 

amavdroulad, nurasodes ecdebiT airidoT Tavidan pasuxismgebloba. 

magaliTad, Tu iciT rom moxda Secdoma, aRiareT es da moixadoT 

bodiSi: “namdvilad Cveni brali yofila. amas veRar Sevcvli, magram 

axlave gavarkvev, risi gakeTeba SemiZlia, radgan kargad mesmis, Tu 

raoden mniSvnelovania TqvenTvis es sakiTxi.” 

 

problemis gadawyveta - axla Tqven ukve kvercxis gulSi xarT. 

yovelTvis uzadod ver moagvarebT problemas. SesaZloa mis 

mosagvareblad mxolod erTi satelefono zari ar iyos sakmarisi, 

magram Zalian mniSvnelovania, klients gauCinoT imis gancda, rom 

Tqveni mizania misi problemis mogvareba. uTxariT mas: “ramodenime 

satelefono zaris gakeTeba damWirdeba. xval diliT pirveli, rasac 

gavakeTeb - Tqven dagikavSirdebiT da Sedegebs mogaxsenebT”. Semdeg 

marTlac ase moiqeciT, anu darekeT, sadac saWiroa, miiReT informacia, 

gaarkvieT, risi gakeTebaa SesaZlebeli am klientisTvis da gaakeTeT es. 

daTqmul dros daurekeT mas da acnobeT Tqveni saqmianobis Sedegi. 

maSinac ki,  rodesac jer ar gagaCniaT sruli infromacia, daurekeT 

klients da mouyeviT, ra gaakeTeT, ra stadiaSi xarT da kidev ris 

gakeTebas apirebT.  amiT kidev erTxel agrZnobinebT mas, rom Tavad is 

da misi biznesi TqvenTvis mniSvnelovania, rom gesmiT misi 

imedgacruebisa da, rom Zalian cdilobT misi problemis mogvarebas. 
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klientis pretenziebze 

reagireba 

 

 

kargi momsaxureba niSnavs gaanebivro klienti, gaxado is momTxovni da 

pretenziuli da maSin is mTlianad Senze iqneba damokidebuli 

dik enji 

 

 

klientis momsaxurebisas gansakuTrebiT yuradRebas moiTxovs 

situaciebi, rodesac momsaxure personals uwevs pretenziebis mosmena 

da winaaRmdegobebze reagireba.  

 

arsebobs sxvadasxva saxiT formulirebuli da ZiriTadi SinaarsiT 

erTi da igive saxis winaaRmdegobebi da pretenziebi. mniSvnelovania, 

vicodeT rogori qcevaa rekomendirebuli aseT dros. gTavazobT 

winaaRmdegobebis yvelaze gavrcelebul formebs da maTze reagirebis 

efeqtur xerxebs: 

 

 

klienti: momsaxure personali: 

Tqvens konkurentebTan 

produqcia ufro iafia, vidre 

TqvenTan! 

ra Tqma unda, arsebobs sxvaobebi fasebs 

Soris. magram, rogorc praqtika aCvenebs, 

fasebs Soris sxvaoba umetesad xarisxs 

Soris sxvaobasac niSnavs. xom meTanxmebiT 

amaSi? 

jer sxva SeTavazebebsac 

gavecnobi 

 

vxedav, rom jerjerobiT ver SevZeli 

sabolood Tqveni darwmuneba. SegiZliaT 

miTxraT, romeli sakiTxis Sesaxeb gsurT 

meti informaciis miReba? 

CemTvis es Zalian Zviria  

 

mesmis, rom Tqven es Zviri geCvenebaT. 

magram albaT dameTanxmebiT, rom aseTi 

fasi Sesatyvisia im upiratesobebis, 

romlebsac es produqti mogitanT.  
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fasdaklebas davelodebi 

 

Tqveni savsebiT mesmis. magram, amgvar 

maRalxarisxian da Zvirfas nivTebs fasi 

mniSvnelovnad ar akldeba xolme. garda 

amisa, rogorc gamocdileba aCvenebs,  

fasdaklebis dros sasurveli zoma da 

feri xSirad aRar aris xolme. ase rom 

moxdes, albaT, ar gesiamovnebaT? 

jer movifiqreb 

 

vxedav, rom jer sabolood ar xarT 

darwmunebuli. modiT, erTad gaviazroT, 

kidev romel SekiTxvebze gsurT pasuxis 

miReba? 

Tqveni winadadeba 

damajereblad JRers, magram 

sakuTar Tavs ver mivcem am 

Tanxis gadaxdis uflebas...  

 

didi madloba, rom amis Sesaxeb 

gulaxdilad miTxariT. Tu metyviT, 

ramdens Seadgens is Tanxa, romlis 

gadaxdis uflebasac miscemdiT sakuTar 

Tavs, Sevecdebi zustad  TqvenTvis 

Sesaferisi produqti SegirCioT. 

jer visurvebdi Cems 

konsultantTan (advokatTan, 

megobarTan…) dalaparakebas 

vxedav, rom kidev gaqvT SekiTxvebi. 

SegiZliaT miTxraT, ra ar vTqvi naTlad?  

an: ra SekiTxvebs dausvamdiT Tqvens 

konsultants (advokats, megobars...)? 

ai, naxeT, me ukve maqvs 

SeTavazeba Tqveni 

konkurentisagan 

 

gmadlobT, rom maCveneT. sanam magaze 

gadavidodeT, visurvebdi 

Camomeyalibebina TqvenTvis is 

upiratesobebi, romlebic am produqts 

gaaCnia. daviwyeb SekiTxviT: ras eliT am 

produqtisagan (am momsaxurebisgan) ?  

dRes me ver movawer xels 

xelSekrulebas 

 

kargia, rom xazi gausviT am moments. Tqven 

ar xarT valdebuli moaweroT raimes xeli, 

sanam sabolood ar iqnebiT darwmunebuli. 

romeli sakiTxi saWiroebs Semdgom 

ganmartebas? 

me msurs jer detalurad 

gavecno xelSekrulebis 

pirobebs  

 

vxedav, rom jer kidev gaqvT SekiTxvebi. 

modiT erTad gadavxedoT kontraqtis 

pirobebis mniSvnelovan sakiTxebs. 
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dRes Cemi sakontaqto piri 

xarT, magram ramden xans 

apirebT kidev am kompaniaSi 

darCenas? 

 

minda giTxraT, rom es profesia did 

siamovnebas maniWebs. Tu Tqven kmayofili 

iqnebiT Cemi momsaxurebiT, maSin Cvens 

xangrZliv TanamSromlobas xels araferi 

SeuSlis.  

Tqven mxolod Tqveni 

produqtis gayidva gindaT! 

 

bunebrivia, msurs raRac mogyidoT, magram 

mxolod iseTi ram, rac swored Tqven 

SegesabamebaT. amitom maqvs kidev 

ramdenime SekiTxva TqvenTan …    

 

miuxedavad imisa, Tu ra Sinaarsis pretenzias gamoTqvams klienti, 

umjobesia Semdegnairad moiqceT: 

 

 warmoidgineT Tqveni Tavi klientis adgilze; 

 nebismier misi pretenzia miiReT seriozulad da arasodes 

SeamciroT pretenziis mniSvneloba; 

 ar ilaparakoT cudi kolegebze da ar gadaabraloT danaSauli 

sxvas (umjobesia, Tavad gaxdeT gantevebis vaci); 

 pretenziis samarTlianoba-usamarTloba ar unda gaxdes 

gadamwyveti faqtori misi ganxilvis dros; ecadeT wina planze 

wamowioT klientisaTvis sasargeblo momentebi; 

 klientis mimarT sulgrZeloba, rogorc wesi, Sedegis momtania. 

man SeiZleba iseT axal garigebebamde da saqmeebamde migiyvanoT, 

romlebic dRes xelidan gaSvebul mogebas momavalSi ukan 

dagibrunebT. 

 SeinarCuneT klientis prestiJi; nu gaakeTebT droze adre 

daskvnebs klientis arapatiosnebis Sesaxeb, manam sabolood ar 

darwmundebiT, rom is marTlac tyuis. umjobesia gaamarTloT 

igi, aRiaroT udanaSaulod, vidre gansajoT da daadanaSauloT. 

klienti SeiZleba ar iyos marTali, magram miuxedavad amisa 

keTilsindisierad iqceodes. 

 pretenziebis garkvevis procesSi Tavi aarideT klientTan 

mimoweras (werilobiT komunikacias) – zepiri komunikaciiT 

ufro mets miaRwevT. 
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pretenziebis ganxilvis dros gansakuTrebiT mniSvnelovania 

 

 kargad mousminoT; 

 moubodiSoT; 

 ar moaxdinoT zedmetad emociuri reagireba; 

 ar iyoT gulgrili; 

 ar daikavoT gamarjvebulis pozicia; 

 daanaxoT, rom gaugeT; 

 iyoT saqmiani; 

 gadauxadoT madloba. 

 

rogor vuTxraT klients uari? 

 

aris situaciebi, rodesac momsaxure personals klientisTvis uaris 

Tqma uwevs. uaris Tqma, nebismier SemTxvevaSi, momxmareblisTvis 

arasasurveli informaciis gadacemas gulisxmobs.  

 

momsaxure personalma didi ostatoba unda gamoavlinos da SeZlos 

uaris ise Tqma, rom klienti, kmayofili Tu ara, ganawyenebuli mainc ar 

datovos. gTavazobT ramdenime rCevas, romelic gagiadvilebT am miznis 

miRwevas.  

 

saubris dasawyisSive daaswariT klientis negatiur emociebs. rodesac 

iciT, rom reaqcia negatiuri iqneba, umjobesia win gauswroT mis 

gamovlenas - ”batono ..., vici, rom gewyinebaT, rodesac gaigebT, rom ...“; 

“qalbatono ..., darwmunebuli var, ar gagexardebaT, rodesac gaigebT, 

rom ...“. amiT klients aCvenebT, rom SedixarT mis mdgomareobaSi, 

SegiZliaT warmoidginoT Tavi mis adgilze da wuxarT mis gamo. es ar 

gamoiwvevs negatiuri emociis dadebiTisaken Semobrunebas, magram 

orTqlis gamoSvebis funqcias Seasrulebs. 

 

moaxdineT me-formulireba - “CemTvisac Zalze usiamovnoa es saubari, 

gansakuTrebiT imitom, rom sxva alternativis SeTavazeba ar SemiZlia 
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...” “CemTvisac Zalian usiamovnoa amgvar situaciaSi yofna da amaod 

lodini, Tu rodis gairkveva…”  

 

iyaviT maqsimalurad Ria da patiosani: cudi ambavi aris da rCeba cud 

ambad. amitomac mokled da naTlad uTxariT klients, Tu raSia saqme. 

ambavi ukeTesi ar gaxdeba, Tu mas dafaravT an lamazad SefuTavT. 

 

daasabuTeT Tqveni negatiuri gadawyvetileba, an problema - 

gadawyvetilebis dasabuTebiT situacia ufro naTeli da gamWvirvale 

gaxdeba. klients Seeqmneba warmodgena Tqveni qmedebebisa da azrebis 

Sesaxeb da uari misTvis ufro advilad misaRebi gaxdeba. magram, ar 

daiwyoT Tavis marTleba!  

 

mieciT klients Sansi TviTon miiRos gadawyvetileba, dasviT 

gamaaqtivirebeli SekiTxvebi: ,,me arafris SemoTavazeba SemiZlia, Tqven 

ra mosazrebebi geqnebodaT am problemis mogvarebasTan 

dakavSirebiT?”; ,,batono ..., Tqvenis azriT risi gakeTeba SeiZleba am 

situaciaSi? Tqven rogor moiqceodiT Cems adgilas?” 
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rodesac klienti telefoniT 

rekavs 

 

 

veRarasodes ajobeb konkurents produqtiT an fasiT, radgan  

maTi zusti aslis damzadeba iolia; SeuZlebelia mxolod  

klientis momsaxurebis kulturiszusti gadmoReba 

jeri frici 

 

satelefono saubris etiketi 

 

kompaniis TanamSromlebs Zalze xSirad uwevT momxmarebelTan 

telefoniT saubari, Sesabamisad pirispir urTierTobebis etiketze 

aranakleb mniSvnelovania satelefono urTierTobis etiketis codna.  

 

gTavazobT satelefono etiketis ramdenime wess: 

 

upasuxeT 2-3 zaris Semdeg. Tu yurmils pirveli zaris Semdeg aiRebT, 

SeiZleba ifiqron, rom cota klienti gyavT.  Tu upasuxebT meoTxe 

zaris Semdeg – klienti SeiZleba aRar dagelodoT da CaTvalos, rom 

kompania aRar arsebobs an misamarTi Seicvala.  

 

misalmeba unda iyos pozitiuri, oficialuri da informaciuli. unda 

daasaxeloT kompania, sakuTari saxeli, ikiTxoT, riT SegiZliaT 

daxmareba. misalmebis formis mixedviT klients SeuZlia sakmaod sruli 

(Tumca winaswari) STabeWdileba Seiqmnas  Tqvensa da Tqveni kompaniis 

Sesaxeb, magaliTad, Tqvens korporatiul kulturaze, kompaniis 

sidideze, klientze orientirebulobaze. rodesac arsebobs 

registratura, romelic yvela zars iRebs da asaxelebs kompanias, 

Tqven aRar dagWirdebaT kompaniis saxelwodebis gameoreba. aseT 

SemTxvevaSi umjobesia saxelisa da gvaris neitraluri wardgena. 

magaliTad “daviT giorgaZe. gismenT!” an “nino. dila mSvidobisa!” Tu 

mdivanma ukve gaarkvia klientis saxeli, maSin unda mimarToT mas 

saxeliT pirvelsave frazaSi. amiT Tqven ukve daimsaxurebT 

Tanamosaubris TvalSi pirvel pluss. gaarkvieT, ra hqvia Tqvens 
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Tanamosaubres da saubrisas mimarTeT saxeliT. Tuki Tavidanve ver 

gaarkvieT misi saxeli, unda hkiTxoT, rogor SeiZleba mimarToT.  

 

Tqveni wardgenis Semdeg, savaraudoa, rom isic wargidgenT sakuTar 

personas. CaiwereT misi saxeli. daicaviT wesi: rac ufro 

mniSvnelovania azri, romelic gindaT, rom Tanamosaubremde miitanoT, 

miT ufro xSirad mimarTeT mas saxeliT. 

 

Tu gesaWiroebaT mcire xniT telefonidan moSoreba, klients bodiSi 

mouxadeT da auxseniT mizezi. SeadareT, am ori variantidan romelia 

ukeTesi: pirveli – ,,erTi wuTiT”, Tu meore – ,,ukacravad, me mWirdeba 

davazusto es informacia xelmZRvanelTan. Tu SeiZleba damelodeT. 

amisaTvis me damWirdeba erTi wuTi”.  

 

aucileblad daelodeT pasuxs, romelic dagidasturebT, rom 

Tanamosaubre mzad aris dagelodoT. Tu momxmarebeli ar aris amas 

miCveuli, SeiZleba ubralod gaCumdes. aseT SemTxvevaSi kidev scadeT 

hkiTxoT, raTa miiRoT misgan dasturi.  klientis pasuxi  “kargiT, 

dagelodebiT” gamoxatavs mzadyofnas TanamSromlobisaTvis (riskenac 

miiswrafviT). amiT Tqven   moaxdenT  maRali donis momsaxurebis 

demonstrirebas.  

 

arasdros  alodinoT adamiani telefonTan xangrZlivad. SeatyobineT, 

ramdeni dro dagWirdebaT informaciis mopovebisaTvis, an yovel 30-40 

wamSi SeekiTxeT, SeuZlia Tu ara kidev mocda. Tu ise moxda, rom maSinve 

ver upasuxeT zars da klients mocda mouwia, yovelTvis TqviT: 

“madlobT, rom damelodeT. gismenT”. es fraza jer kidev ar aRiqmeba 

banalurad da dadebiTad moqmedebs klientze.  

 

arasdros isaubroT ofisSi myof adamianebTan, Tu klienti xazzea da 

gelodebaT. ar gadaerToT sxva saqmeebze, xmaursa da sxva 

xelisSemSlel faqtorebze. telefonze saubrisas dauSvebelia Wama da 

sma. isaubreT mkafiod, gasagebad da zomier tempSi. rTuli sityvebi 

gamoTqviT danawevrebiT. rodesac klients raime informacias 

atyobinebT, gaakeTeT pauzebi. misgan miRebuli informacia CaiwereT. am 
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gziT Tavidan aicilebT imis saSiSroebas, rom raime dagaviwydeT an 

Semdgomi qmedebebisas raime Secdoma dauSvaT. 

 

 

 

praqtikuli rCevebi efeqturi satelefono 

urTierTobisaTvis 

 

satelefono xma 

 

TiToeuli adamianis xma unikaluria. dedamiwaze 5 miliardi adamiani 

cxovrobs da Sesabamisad, 5 miliardi gansxvavebuli xma arsebobs. xma – 

mosaubreze gavlenis erTaderTi iaraRia satelefono komunikaciis 

dros. imisaTvis, rom es iaraRi mizanmimarTulad gamoviyenoT, ecadeT, 

Tqveni xma megobruli iyos da sasiamovnod JRerdes.  

 

xmis JReradoba da siswrafe 

xmis JReradoba damokidebulia Cveni xmis iogebis sigrZeze. mokle 

iogebi ganapirobeben maRal xmas, grZeli - dabals. iogebis sigrZis 

regulireba SeuZlebelia, samagierod savsebiT SesaZlebelia laparakis 

siswrafis regulireba da am gziT xmisaTvis sasiamovno JReradobis 

micema.  

 

rac ufro maRalia xma miT ufro nela unda vilaparakoT da piriqiT, 

rac ufro dabalia - miT ufro Cqara! Tu adamiani Tavisi basiT, 

amasTanave xazgasmiT nela saubrobs es mosawyeni, monotonuri da 

Zilismomgvrelia.  

 

 

saubris melodia 

Tqveni xma JRers Tqveni sulieri mdgomareobis Sesabamisad. es ar 

gamoepareba Tqvens partniors. SiSs, gulwrfel wuxils, sevdas, 

ganrisxebas, aRfrTovanebas, ironias, cinizms da a.S., Tavisi sakuTari 

melodia aqvs! magaliTad, rodesac Cven SekiTxvas vsvamT, an eWvs 
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gamovTqvavT, Cvens intonaciaSi maSinve Sesabamisi melodia Cndeba: Cven 

xmas vuwevT (vumaRlebT). 

 

 

saubris manera 

 

isaubreT garkeviT 

Zalze mniSvnelovania, rom Tqveni saubris manera (gamoTqma) gasagebi 

iyos msmenelisaTvis. SearCieT xmis optimaluri simaRle - ar 

iCurCuloT da arc iyviroT. xmis simaRlis sworad SerCeva sakmaod 

mniSvnelovania, radgan Tqveni saubari ar unda iyos monotonuri; 

mosaubrisTvis sasiamovnoa da masze gamacocxleblad moqmedebs, 

rodesac Tqveni xmis simaRle odnav varirebs sxmadabalsa da SedarebiT 

xmamaRals Soris. 

 

isaubreT amomwuravad 

aq igulisxmeba ara imdenad informaciis amomwuravad miwodeba, 

ramdenadac calkeuli sityvebis mkafio da bolomde gamoTqma. yvela 

sityvis daboloeba gasagebad unda iyos gamoTqmuli. 

 

isaubreT sandod, damajereblad 

saubars ufro warmatebulad warmarTavT, Tu e. w. ”me“ formas 

gamoiyenebT. rodesac Tqveni saxeliT saubrobT, naTqvami metad 

damajerebeli  xdeba msmenelisTvis. ase rom yovelTvis, rodesac 

gsurT damajereblad isaubroT, TqviT ”me“ nacvlad ”Cven“! 

 

ar gadaaWarboT 

ar aris saWiro yovelTvis mTeli im codnis gadmofrqveva, rac viciT. 

aseve cudia informaciis daklebac. ase rom, aq mniSvnelovania 

informaciis im optimaluri dozis monaxva da miwodeba, romelic xels 

Seuwyobs saintereso da warmatebul satelefono saubars. 

 

satelefono saubris dros aucilebelia patara, aqtiuri pauzebis 

CarTva.  es gauadvilebs msmenels naTqvamis adeqvaturad gagebas; 

rogorc wesi, ganuwyveteli saubari Zalze uaryofiTad moqmedebs 

msmenelze d axels uSlis mas saubris arsze koncentrirebaSi.    
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isaubreT xatovnad 

SeecadeT, ise isaubroT, rom Tqvens partniors TvalsaCinod 

warmoudges  saqmis viTarebis suraTi. es faqtori dadebiTad 

zemoqmedebs nebismieri komunikaciis dros, magram gansakuTrebul 

mniSvnelobas iZens satelefono komunikaciis SemTxvevaSi.  meti 

gamomxatvelobis mizniT, isaubreT mokle winadadebebiT da CarTeT 

saubarSi meti zmna. ucxo sityvebi gamoiyeneT mxolod ukidures 

SemTxvevaSi, rodesac darwmunebuli xarT, rom Tqvens partniors esmis 

isini.   

 

ar iyoT qedmaRali 

iyaviT TavSekavebuli, araviTar SemTxvevaSi - qedmaRali! qedmaRal 

qcevas maSinve amCnevs Tqveni mosaubre. es aris “me-vici da Sen-ara” -

efeqti. qedmaRloba - saxecvlili arasrulfasovnebis grZnobaa, an 

sulac sulelobis gamovlineba. qedmaRlobis, ampartavnobis erT-erT 

msubuq formas warmoadgens Wkuis damrigebluri qceva: “me minda Tqven 

giTxraT, rom ... “. ar daarigoT Wkua Tqvens partniors. SesaZloa Tqven 

masze Wkvianic xarT, magram risTvis gWirdebaT amis Seuracxmyofelad 

xazgasma?  

 

nu moixdiT zedmet bodiSebs!  

Tu  raimes SecdomiT, an arasworad ityviT, Tamamad TqviT: “SemeSala”, 

an “Secdoma davuSvi”. Tu amis gakeTeba SegiZliaT, ese igi, Tqven Zlieri 

adamiani xarT da ara iseTi, romelic mudmivad cdilobs sakuTari 

Secdomebis gamarTlebas an sxvaze gadabralebas. Tu SegiZliaT 

sakuTari Secdomebis aRiareba, rac TavisTavad advili ar aris, maSin 

aRar aris saWiro amasTan erTad kidev mobodiSebac. 

 

arsebobs situaciebi, sadac bodiSis moxda erTaderTi swori da 

marTebuli saqcielia. Tumca arseboben adamianebi, romlebic mudmivad 

bodiSebs ixdian, maSinac ki, rodesac es sruliad uadgiloa. magaliTad: 

“mapatieT Tu SeiZleba, baton N sTxoveT?” Tqvenma msmenelma pirdapir 

rom gagigoT maSin man unda gipasuxoT: “gapatieT, batoni  N amJamad ar 

aris ofisSi”. 
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moyvanili magaliTi namdvilad uwyinaria, Tumca zogierT situaciaSi 

gadaWarbebul mobodiSebas SesaZloa garkveuli Sedegebic mohyves.  

 

magaliTad, rodesac Tqven urekavT vinmes da saubars iwyebT 

Semdegnairad: “mapatieT, rom gawuxebT ...”, amiT xels uwyobT imas, rom 

Tqvenma mosaubrem Tavi marTlac Zalian dakavebul da mouclel 

adamianad CaTvalos, xolo Tqveni zari xelisSemSlel garemoebad 

aRiqvas (maSin, rodesac misi erTaderTi saqme, SesaZloa, Semosul 

zarebze pasuxis gacema iyos). 

 

an, rodesac ambobT “mapatieT, rom mxolod dRes dagirekeT ...”; 

SesaZloa Tqveni mosaubre arc eloda ufro adre darekvas, magram axla 

namdvilad dafiqrdeba: “SeeZlo cota adrec daereka”.  

 

 

satelefono urTierToba `rTul~ klientebTan 

 

“rTuli klientis” ganmarteba sakmaod Znelia. Tqveni samuSao 

movaleobebis Sesrulebisas bevr sxvadasxva adamianTan giwevT saubari 

da TiToeuli maTgani unikaluria. pirvel planze yovelTvis mosaubre 

daayeneT da “rTuli” klienti TqvenTvis aRar iarsebebs.  

 

qvemoT moyvanilia saubris partnioris ramdenime tipi, masTan 

optimaluri moqcevis rCevebiT. 

 

usagnod molaparake 

igi bevrs da siamovnebiT laparakobs, saubrobs Tavis Tavze, sxvebze, 

yvelaferze, garda sakuTriv sakiTxisa. ar daibneT, ramdenime 

zrdilobiani, magram saqmiani da mizanmimarTuli SekiTxviT daabruneT 

igi saqmis arsze.                                                                                                                                

 

 

 

laparakis moyvaruli 

aseTma adamianma yvelaferi icis saubris TemasTan dakavSirebiT da 

surs, es mravalricxovani magaliTebiT daasabuTos. aCveneT, rom 
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usmenT, magram mizanmimarTuli SekiTxvebiT daabruneT igi ZiriTad 

sakiTxze. 

 

mouTmeneli 

rodesac Tqveni partniori mouTmenlobas gamoxatavs, mokled da 

saqmianad moaxdineT saTqmelis formulireba: warudgineT situacia, 

SesTavazeT alternativebi, Sedegi daadastureT. 

 

sityvaZunwi 

aseTi tipis mosaubre gansakuTrebiT problematuria; is cotas 

saubrobs, amdenad misi mosazrebis zusti arsis wvdoma rTuldeba. 

SeecadeT aseTi adamianebi Ria SekiTxvebis saSualebiT aalaparakoT. 

 

wynari 

rodesac adamiani auCqareblad da dinjad saubrobs, auwyveT mas tempi. 

aageT Tqveni saubari mkacri logikuri TanmimdevrobiT, iyaviT saqmiani 

da TavdaWerili. saubris struqturirebis mizniT, xSirad gamoiyeneT 

pauzebi.  

 

qoleriki 

mieciT mas ufleba ixmauros, Tqven ki Cumad iyaviT. qolerikisaTvis 

sityvis TiToeuli Sewyvetineba da komentari cecxlze navTis dasxmaa. 

gaxsovdeT, rom telefonidan veravin verafers ver dagiSavebT, amitom 

mSvidad gadaitaneT emociuri “amofrqveva”, romlis Semdeg aseT 

adamianebTan SesaZlebeli gaxdeba saqmianad dalaparakeba. 

 

cinikosi 

SeinarCuneT simSvide da Cumad usmineT mas miuxedavad imisa, rom es 

gansakuTrebiT Znelia swored aseT tipebTan. araviTar SemTxvevaSi ar 

moibodiSoT da Tavi ar imarTloT. arsebobs SekiTxva, romelic saWiro 

dros da gulaxdilad dasmuli, maTze ganmaiaraReblad moqmedebs: “me 

Tqven rame konkretuli dagiSaveT?” 
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sanimuSo momsaxurebis 

elementebi servisze 

orientirebuli kompaniebis 

menejmentSi 

 

 

cudi momsaxurebiT klientis siyvaruls ver moipovebT,  

samagierod SeuyvardebiT konkurentebs. 

qeiT zabriski 

 

 

servisze orientirebuli, msoflios wamyvani warmatebuli kompaniebis 

kvlevis Sedegad dadginda, rom arsebobs organizaciuli menejmentis 

ramdenime sakvanZo elemeneti, romelic xels uwyobs gansakuTrebiT 

sanimuSo momsaxurebis gawevas: 

 

 

1. servisze (momsaxurebaze) orientirebuli kultura - momsaxurebis 

liderebi qmnian TavianTi saqmianobis xedvas, romelic imdenad  

faseuli, mimzidveli da mamotivirebelia TanamSromlebisTvis, rom 

isini TavianT yoveldRiur saqmianobaSi yvelafers akeTeben 

imisaTvis, raTa klienti kmayofili datovon. servisze 

orientirebuli kompaniebis korporaciul ganacxadebSi 

gansakuTrebiT xazgasmulia klientis kmayofilebis da misi 

xarisxiani momsaxurebis upirvelesi mniSvneloba. 

 

 

2. Zlieri lideroba - sanimuSo organizaciebSi muSaoben ganWvretis 

unariT dajildovebuli Zlieri liderebi. rogorc wesi, isini 

kompaniis damfuZneblebi arian; isini aswavlian, iZlevian magaliTs 

da amtkiceben kompaniis sakvanZo Rirebulebebes imdenad Zlierad 

da iseTi STagonebiT, rom es Rirebulebebi xSirad arsebobas 

lideris (damfuZneblis) sivdilis Semdegac agrZeleben. servisze 
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orientirebuli kompaniis warmatebis sawindaria is, rom kompaniis 

menejmenti iZleodes magaliTs da ganasaxierebdes kompaniis 

mowodebas da mondomebas xarisxianad moemsaxuros mis klientebs. 

 

 

3. TanamSromlebis SerCeva da treningi: momsaxurebis liderebis 

miswrafebaa iyolion organizaciaSi mxolod maRalkvalificiuri 

kadrebi. is, Tu ramdens muSaoben aseTi kompaniebi maTTvis 

sasurveli adamianebis SesarCevad, naTlad miuTiTebs imaze, Tu 

raoden swamT maT TanamSromelTa efeqturi SerCevis mniSvnelobis. 

daqiravebis Semdeg, upirvelesi mniSvneloba eniWeba TanamSromelTa 

trenings. im organizaciebisgan gansxvavebiT, romlebsac treningi 

zedmet xarjad miaCniaT, sanimuSo momsaxurebis organizaciebi 

ganixilaven trenings rogorc seriozul investicias da 

organizaciuli warmatebis gadamwyvet komponents. garda amisa, 

servisis liderebi cdiloben axlad ayvanili TanamSromlebisTvis 

specialuri saorientacio programebis organizebas.  

 

aSS-s 100 “samuSaod saukeTeso” kompaniidan: 

  - 53 sTavazobs Tavis TanamSromlebs sauniversiteto programis 

adgilebze, samuSaodan mowyvetis gareSe gavlas;  

  - 91-s gaaCnia swavlis anazRaurebis programebi; aqedan 24 kompania 

gamoyofs TiTo TanamSromelze weliwadSi $4000 dolaris odenobis 

Tanxas. 

Jurnal “Fortune”, 2000 wlis 10 ianavari;  

 “samuSaod saukeTeso 100 kompania” 

 

 

 

4. urTierTobebi agebulia ndobaze: sanimuSo organizaciebi 

eyrdnobian garkveul eTikur da moralur pricnipebs, romlebic 

gansazRvraven rogorc maT Sidaorganizaciul arsebobas, aseve gare 

urTierTobebsac. es faseulobebi Tanmimdevrulad vlindeba 

yoveldRiur urTierTobebSi TanamSromlebTan, klientebTan, da 

zogadad im sociumTan, romelSic arsebobs es organizacia. servisis 

liderebma kargad aiTvises, rom mosmeniT da klientis moTxovnebis 
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mimarT gamoCenili gulisxmierebiT SesaZlebeli xdeba Cveulebrivi 

urTierTobebi faseul da urTierTmomgebian partniorobad aqcio. 

 

servisis liderebi endobian TavianT TanamSromlebs da sjeraT, rom 

maT SeuZliaT rogorc xarisxiani momsaxurebisaTvis saWiro, aseve 

zogadad momsaxurebis gaumjobesebaze mimarTuli 

gadawyvetilebebis miReba. sanimuSao organizaciebi Tvlian, rom 

maTi TanamSromlebi Tavad arian kompetenturebi klientis 

momsaxurebasTan dakavSirebuli problemebis mogvarebaSi. 

 

sakuTari TanamSromlebisadmi aseTi ndobis gamomxatveli 

SemTxveva iyo rodesac federal eqspresis rigiTma operatorma 

SuaRamisas miiRo SekveTa specialuri samaSvelo aRWurvilobis 

sahaero gadazidvaze. am aRWurvilobiT SesaZlebeli gaxda moqalaqis 

amoyvana liftis Saxtidan, romelSic is iyo gamomwyvdeuli.  

rodesac federal eqspresis ufros aRmasrulebels hkiTxes, Tu 

rogor moaxerxa menejmentma am SemTxvevaze ase swrafad reagireba, man 

upasuxa, rom menejmentis mxridan araviTari uflebamosilebis gacema 

ar iyo saWiro: operatorma ubralod miiRo gadawyvetileba da aamuSava 

saWiro meqanizmebi.  

“Cemi saqmea daviqiravo, gavwvrTna da gadavuxado xelfasi iseT 

adamianebs, romlebic saWiro dros amgvar gadawyvetilebebs miiReben. 

Tu es adamiani damiwyebda SuaRamisas rekvas da romelime mniSvnelovani 

saqmis gakeTebaze nebarTvis aRebas, ese igi me ver gamovdeqi rogorc 

menejeri.” 

 

 

5. TanamSromlebis aRiareba da dafaseba. servisis liderebi sakmaod 

did yuradRebas aqceven TavianTi TanamSromlebis saqmianobis 

dafasebas da aRiarebas. isini TavianTi personalis dajildovebisa 

da aRiarebis aTasgvar sistemebs igoneben da nergaven. 

 

6. saarsebo sociumSi investireba. sanimuSo momsaxurebis 

organizaciebi arsebiT investiciebs akeTeben im garemos 

gaumjobesebasa da ganviTarebaSi, romelSic Tavad arseboben. isini 

exmarebian adamianebs, romlebic korporaciul kedlebs miRma 
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cxovroben da xSirad ewevian saqvelmoqmedo saqmianobas 

adgilobrivi saTemo organizaciebis an TemSi organizebuli 

garkveuli RonisZiebebis dafinansebis meSveobiT. 

 

1974 wels makdonaldsma daaarsa donald makdonaldsis saxli, romelic 

mZimed daavadebuli bavSvebis ojaxebs sTavazobs e.w. “saxls saxlidan 

Sors” (home away from home) sadac maT SeuZliaT icxovron seriozuli 

da xangrZlivi mkurnalobis gavlis procesSi. 

 

7. gansakuTrebuli zrunva klientze: lideri organizaciebi 

gamoirCevian imiT, rom maTTan momuSave yvela donis personali 

mudmivad avlens gansakuTrebul zrunvas klientis mimarT. 

gamorCeuli organizaciebis upirvelesi sazrunavia nebismier 

klientTan nebismieri urTierTobis dros uzrunvelyofil iqnas 

unaklo momsaxureba.  

 

magaliTi. kompania Four Seasons Hotels and Resorts iyenebs klientebis 

e.w. “gafarToebuli profiles” sistemas. kleintis pirveli vizitis 

dros dgeba misi gansakuTrebuli moTxovnebis detaluri nusxa 

(rogoricaa, magaliTad, damatebiTi baliSi). es SeniSvnebi  Semdeg 

inaxeba erTian monacemTa bazaSi, romelic advilad xelmisawvdomia am 

qselis nebismieri sastumrosTvis. klientis Semdegi vizitis dros mas 

ukve daxvdeba mis oTaxSi damatebiTi baliSi. 

 

 

 

 

klientis efeqturi momsaxurebis mTavari saidumlo ki SemdegSi 

mdgomareobs: saboloo jamSi, adamianebs ar surT organizaciasTan an 

kompiuterTan urTierToba. maT surT esaubron namdvil, cocxal, 

yuradRebian da pasuxismgebel adamians, romelic mousmens maT da 

daexmareba maTi survilebis dakmayofilebaSi. 
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