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momsaxurebis xarisxiT uk
mayofilebaze reaqcia klien
tma SeiZleba gamoxatos sxva
dasxva moqmedebis saxiT, ro
melTa Soris aRsaniSnavia 4 
ZiriTadi mimarTuleba:

• sruli umoqmedoba;
• saCivari (raime formiT) 

mocemul firmaze;
• moqmedeba, romelsac gana­

xorcielebs mesame mxare (mom­
xmarebelTa uflebebis dacvis 
organizacia, samomxmareblo 
urTierTobaTa regulirebis 
saagento, samoqalaqo an kri­
minaluri sasamarTloebi);

• uaris Tqma mocemuli 
firmis momsaxurebaze da sxva 
kompaniaSi gadasvla, rasac 
Tan axlavs negatiuri infor­
maciis gavrceleba im organi­
zaciis Sesaxeb, romelmac ga­
moiwvia ukmayofileba.

firmis reaqcia TiToeul 
am moqmedebaze SeiZleba iyos 
sxvadasxvagvari da iwvevs Za
lian gansxvavebul saboloo 
Sedegs – dawyebuli klientis 
aRSfoTebidan da damTavrebu­
li misi sruli kmayofilebiT 
da zogjer aRtacebiT. klien­
tis sabolood dakargvis ris­
ki Zalze didia gansakuTre­
biT im SemTxvevaSi, roca ar­
sebobs momsaxurebis mravali 
provaideri. 

 momsaxurebis sferos me
nejerebs unda axsovdeT, rom 
klientis dakargviT gamowve
uli Sedegebi bevrad ufro 
seriozulia, vidre kompaniis 
finansuri zarali, vinaidan, 
kompania momavalSi am klien

tis momsaxurebisgan Semosa
vals ver miiRebs. aRsaniSna
via isic, rom gaRizianebul 
klientebs axasiaTebT TavianT 
problemebze daCivleba nac
nobebTan, naTesavebTan, kole
gebTan. internetis gamoCenam 
kidev ufro gaarTula im fir
mebis mdgomareoba, romlebic 
awarmoeben uxarisxo momsaxu
rebas. vinaidan, maTi momsaxu
rebiT ukmayofilo kliente
bi aTasobiT da aTiaTasobiT 
adamians ukavSirdebian da 
atyobineben TavianT proble
mebze.

mecnierul-teqnikuri kvle
vebis programebis SemmuSave
belma samecniero-kvleviTma 
institutma TARP-ma kargad Se
iswavla msoflios ramdenime 
qveyanaSi momxmarebelTa saCiv
rebze muSaobis sxvadasxva me
Todi. gamokvlevebis Sedegad 
gamoikveTa Zalian mniSvnelo
vani problemebi: 1. ukmayofi­
lo klientebi (gansakuTrebiT 
isini, romlebic arasdros ar 
Civian, aramed ubralod mimar­
Taven konkurentebs); 2. momsa­
xurebis xarisxiT ukmayofilo 
klientebis mxolod 17% mimar­
Tavs gasaCivrebas.

kvlevebma aCvena, rom ufro 
xSirad saCivrebis wardgena 
xdeba uSualod momsaxurebis 
produqtis SeZenis adgilebSi. 
Zalze mcire raodenobis saCi
vari midis mwarmoeblebTan an 
kompaniis mTavar ofisSi. kor
poraciebis StabbinaSi aRwevs 
saCivrebis araumetes 5%-isa, 
vinaidan, Suamavlis rolis 

Semsrulebeli sacalo qseli 
ubralod ar gadascems maT 
`zemoT~, da kidev erTi, zo
gadad gasaCivrebisken midre
kilebas iCenen cxovrebis ma
Rali donis mqone adamianebi, 
ufro xSirad axalgazrdebi. 
amasTan, oficialuri saCivre
bis avtorebi, rogorc wesi, 
sakmaod kargad icnoben ro
gorc maT mier SeZenil pro
duqts, ise saCivris wardge
nis proceduras (garda amisa, 
oficialuri pretenziis gamo
xatvas ganapirobebs agreTve, 
problemis simwvave, momsaxu
rebis produqtis mniSvneloba 
klientebisaTvis da finansu
ri zarali).

rogorc aRvniSneT, ukmayo
filo klienti yovelTvis ar 
afiqsirebs pretenzias saCiv
ris saxiT, rac gamowveulia 
Semdegi mizezebiT:

• saqme ar Rirs drois da 
Zalisxmevis dakargvad;

• adamians ar sjera, rom 
vinme dainteresebulia misi 
problemis gadaWriT;

• klientma ar icis vis mi­
marTos saCivriT.

samwuxarod, aseTi pesi
misturi damokidebuleba sav
sebiT gamarTlebulia. ase
ve unda aRiniSnos isic, rom 
ukmayofilebis oficialur 
gamoxatvas xels uSlis mra
vali qveynis kulturuli da 
nacionaluri tradiciebi. ma
galiTad, kvlevebma iaponiaSi 
gamoavlines, rom ukmayofilo 
momxmareblis 21% aseT situ
aciaSi Tavs Zalian uxerxu
lad grZnobs da urCevnia es 
pretenziebi ar gamoxatos. ev
ropis zogierT qveyanaSi mom
saxurebis kompanias da mis 
klientebs Soris Camoyalibda 
stumari-maspinZelis tipis ur
TierTobebi (gansakuTrebiT, 
restornebis biznesSi), iq ub
ralod Zalian cud tonad iT
vleba momsaxure personali
sadmi ukmayofilo klientis 
mxridan raime pretenziis wa
moyeneba.

unda aRiniSnos isic, rom 

saCivrebze muSaoba - 

momsaxurebis procesis 

srulyofis garanti

 praqtika cxadyofs, rom imaze, Tu rogor arTmevs Tavs 
kompania klientebis saCivrebs da yvela Seqmnili proble­
mis gadawyvetas, didadaa damokidebuli misi mudmivi kli­
enturis arseboba.
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saCivrebis wardgena dakavSi
rebulia gansazRvrul dana
xarjebTan (konvertis markis 
fasi an satelefono saubris 
gadasaxadi), dro da Zalisx
meva, romelic sWirdeba saCiv
ris daweras an ukmayofilebis 
jerovnad Camoyalibebas zepi
rad. agreTve fsiqologiuri 
riski, romelic warmoiSveba 
momsaxurebis provaiderTan 
kamaTis procesSi. es ki gan
sakuTrebiT sagrZnobia maSin, 
roca klienti piradad ic
nobs konkretul momsaxure 
personals da SesaZloa, mo
mavalSic fiqrobs mimarTos 
mocemul firmas. yovelive es, 
savsebiT sakmarisia imisaTvis, 
rom ukmayofilo klients ga
daafiqrebinoT saCivris dawe
ra. xSirad misTvis ubralod 
ufro advilia mimarTos sxva 
organizacias, miTumetes, Tu 
materialuri TvalsazrisiT 
bevrs arafers kargavs. 

organizaciebi, romlebsac 
namdvilad undaT momsaxure
bis xarisxis gaumjobeseba, sa
Civrebs ganixilaven rogorc 
momsaxurebis efeqturobisa 
da xarisxis kontrolis erT-
erT saSualebas. magaliTad, 
saCivrebi nela momsaxurebaze 
da biurokratizmze SeiZleba 
gaxdes sasargeblo signali 
mTlianad momsaxurebis pro
cesis dabali produqtiulo
bis aRmosafxvrelad. imisaT
vis, rom aseTi informacia 
gaxdes faseuli momsaxurebis 
procesis srulyofisaTvis, 
saWiroa misi mudmivad regis
tracia, klasifikacia, damuSa
veba da analizi. yovelive es 
moiTxovs saCivrebis Segrove
bis daxvewili sistemis Semu
Savebas da danergvas da maT 
gadagzavnas kompaniis saCivre
bis specialur centralize
bul katalogSi. am procesis 
koordinaciis sirTule mdgo
mareobs imaSi, rom saCivrebi 
SeiZleba Semovides sxvadas
xva arxebidan. esenia: firmis 
personali, romelsac uSua­
lo kontaqti aqvs klienteb­

Tan piradad an telekomuni­
kaciis saSualebiT; Suamavali 
organizaciebi, romlebic moq­
medeben momsaxurebis mTavari 
momwodeblis saxeliT; mene­
jerebi, romlebic Cveulebriv 
muSaoben `kulisebs miRma~, 
romlebsac ukmayofilo kli­
enti mimarTavs rogorc fir­
mis zemdgomi instanciis war­
momadgenlebs; saCivrebis da 
winadadebebis specialuri ba­
raTebi, romlebic miRebulia 
fostiT, an CaSvebulia momsa­
xurebis sawarmoSi arsebul 
specialur yuTSi; saCivrebi, 
romlebic gadacemulia mesa­
me pirTaTvis (momxmarebelTa 
uflebebis dacvis organiza­
ciebi, iuridiuli saagentoe­
bi, savaWro organizaciebi da 
sxv.).

mravali kompania saCivre
bis Segrovebis proceduris 
srulyofis mizniT iyenebs 
specialur ufaso satelefo­
no xazebs, baraTebs – kli­
entebis SeniSvnebisaTvis, ag­
reTve video da kompiuterul 
terminalebs saCivrebisa da 
winadadebebis Casawerad. me
tic, zogierTi firmis xelm
ZRvaneloba Tavisi persona
lisgan moiTxovs ukmayofilo 
klientebisgan miiRos amomwu
ravi informacia da yvelafe
ri gaakeTos mdgomareobis ga
mosasworeblad.

klientebis saCivrebze mu
Saobis samsaxuri kompaniam 
unda ganixilos rogorc mo
gebis Seqmnis centri. amis mi
zezi martivia: roca ganawye
nebuli klienti uars ambobs 
mocemul firmasTan urTier
Tobis gagrZelebaze, firma 
kargavs gacilebiT mets, vid
re arSemdgari garigebis Ri
rebulebaa. kerZod, is kargavs 
xangrZliv mogebas, romelic 
SeiZleboda mieRo am klienti
sagan, aseve yvela im adamia
nisgan, romlebmac arasasurve
li gamoxmaurebis zegavleniT 
uari Tqves momsaxurebaze.

momsaxurebis procesis 
srulyofa aris firmis siste

maturi Zalisxmeva, romelic 
mimarTulia momsaxurebis pr
ocesSi warmoSobili proble
mebis gadawyvetaze da klien
tis cnobierebaSi firmis kar
gi saxelis SenarCunebaze. arc 
erTi firma ar aris daculi 
iseTi situaciebisagan, rom
lebic uaryofiTad aisaxeba 
klientebTan mis urTierToba
ze. imaze, Tu ramdenad seri­
ozul damokidebulebas iCens 
firma Tavisi klientebis sru­
lad dakmayofilebisadmi da 
warmoebuli momsaxurebis xa­
risxisadmi, yvelaze naTlad 
metyvelebs ara sareklamo 
dapirebebi da misi ofisebis 
mdidrulad gaformeba, aramed 
is, Tu rogor reagirebs igi 
iseT situaciebze, roca mom­
saxurebis procesi, klientis 
TvalsazrisiT, iZleva garR­
vevas (samwuxarod, aseT prob­
lemebze momsaxurebis firme­
bis reaqcia xSirad ar Seesa­
bameba maT sareklamo dapire­
bebs). momsaxurebis procesis 
srulyofis efeqturi sistema 
moiTxovs sxvadasxva proble­
mis gadaWris da ganawyenebu­
li klientis marTvis kargad 
mofiqrebul procedurebs.

klientebi zogierT saCi
vars waradgenen uSualod 
momsaxurebis warmoebis pro
cesSi, sxvas ki – momsaxure­
bis warmoebis Semdeg. orive 
SemTxvevaSi, imaze, Tu rogor 
gadawyvets firma warmoSobil 
problemas, damokidebuli iq
neba momavalSi firmisadmi 
klientis erTguleba. unda 
iTqvas, rom uSualod momsa
xurebis procesSi Semosul 
saCivrebs aqvs upiratesoba, 
vinaidan igi iZleva situaci
is gamosworebis imeds manam, 
sanam momsaxureba sruliad 
iqneba Sesrulebuli. meores 
mxriv, maT gaaCniaT naklic, 
imdenad, ramdenadac (daqirave
buli muSakis TvalsazrisiT) 
SeiZleba iqonion negatiuri 
gavlena. garda amisa, proble
mebis gadaWra am SemTxvevaSi 
xSirad aisaxeba momsaxure
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bis procesis efeqturobaze. 
da, bolos, aseT SemTxvevaSi, 
firmis personalisTvis did 
sirTules warmoadgens is, 
rom maT xSirad ar gaaCniaT 
sakmarisi uflebamosileba da 
saSualebebi klientebis prob
lemebis gadasawyvetad, gan
sakuTrebiT maSin, roca la
parakia daTmobebze kompaniis 
xarjze an uSualod adgilze 
kompensaciis gacemiT. magram, 
Tu saCivrebi Semodis faqtis 
Semdeg, saSualebebis arCevani 
situaciis gamosasworeblad, 
aseve mcirea. firmam SeiZleba 
moixados bodiSi, ganmeorebiT 
ufasod Seasrulos momsaxu
reba an gamoiyenos kompensaci
is sxva forma.

aucilebelia rogorc me
nejerebma, ise im momsaxure 
personalma (romelsac uSua
lo kontaqti aqvs klienteb
Tan), unda gaiaros specialu
ri momzadeba ganawyenebul 
adamianebTan (maSinac ki, roca 
isini iqcevian gamomwvevad da 
gadadian Seuracxyofaze) ur
TierTobisaTvis. momsaxurebis 
procesis aRdgenis procedu
rebi unda iyos moqnili, per
sonals ki unda hqondes uf
lebamosileba, gamoiyenos Ta
visi codna, gamocdileba da 
Cvevebi situaciis Sesafaseb

lad da ganawyenebuli klien
tebis dasakmayofileblad.

momsaxurebis procesis aR
dgenis efeqturi gzebis Semu
Savebisas, aucilebelia, konk
retuli kompaniis specifikuri 
Taviseburebebisa da im tipiuri 
problemebis gaTvaliswineba, 
romelsac yvelaze ufro xSi
rad awydebian misi klientebi. 

kompaniis zrunva klienteb­
ze moiTxovs agreTve zrunvas 
Tavis TanamSromlebze – kli­
entebis saCivrebis ganxil­
va da momsaxurebis procesSi 
arsebuli garRvevis aRmofx­
vra warmoSobs stresul si­
tuaciebs kompaniis TanamS­
romlebisTvis. gansakuTrebiT 
xSirad xdeba es maSin, roca 
TanamSromlebs, romelTa kom­
petenciaSic ar Sedis Seqmni­
li problemebis gadaWra, aye­
neben Seuracxyofas. situacia 
Zalian rTuldeba, Tu kompani­
aSi konfliqturi situaciebis 
mogvarebas cdiloben mouqne­
li, biurokratiuli procedu­
rebiT, imis nacvlad, rom Ta­
namSromlebs miscen saSuale­
ba, imoqmedon damoukideblad, 
konkretuli situaciis Sesaba­
misad. kompaniebma aucileblad 
unda SeimuSaon momsaxurebis 
procesis aRdgenis Sida stra­
tegiebi, rac daexmareba perso­

nals gaRizianebul da ukmayo­
filo klientebTan urTierTo­
bisas, negatiuri emociebisgan 
Tavis daRwevaSi, garda amisa, 
menejerebma didi yuradReba 
unda miaqcion sakadro muSa­
obas kompaniaSi. aucilebelia, 
kargad momzadebuli da moti­
virebuli momsaxure persona­
lis Statis arseboba. mxolod 
aseT pirobebSi SeZlebs kompa­
nia klientebis momsaxurebas 
saTanado doneze, xolo kon­
fliqturi situaciebis war­
moSobisas - maT swrafad da 
efeqturad mogvarebas.

dResdReobiT kompaniebis 
sakmaod mzardi ricxvi klien
tebs sTavazobs momsaxurebis 
xarisxis garantiebs, anu hpir
deba imas, rom Tu momsaxure
bis done ar iqneba dadgeni
li standartebis Sesabamisi, 
klients sruli ufleba aqvs 
moiTxovos momsaxurebis gan
meorebiT Sesruleba, fuladi 
kompensacia an krediti. ga
rantiebi warmoadgens Zlier 
saSualebas momsaxurebis ma
Rali xarisxis misaRwevad da 
bazarze winsvlisaTvis.

marine alania,
ekonomikis akademiuri 

doqtori, Tsu 
asistent-profesori

annotation

Service process improvement lies in systematic ef
forts, directed to solving problems risen during the ser
vice process and maintaining the prestige and the name 
ofa firm in its clients’ mind. This demands hard efforts, 
operative management, proper planning and guidance 
throughout the service process. Managers as well as all 
service personnel which directly have contact with cli
ents, should pass special preparation training hpw to tre
at discontented and displeased clients.

The renewal of the service process must be flaxib­
le and the personal should be qualified how ti use own 

knowledge, skills and experience in order to pleace cli­
ents.

Firms should work out some internal strategies for 
the renewal of the service process, that will assist per
sonnel ti treat displeased and irritated cliens and avoid 
the negative emotions.

Besides, managers should pay great attention to the 
work of the stahh at a firm. Personnel must be qualified 
and well motivated. Only under the above – mentioned 
conditions firm can serve its clients on a high lecel and in 
case of conflict situations solve it quickly and effectively

clients complaints - service process improvement
Marine Alania
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