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xarisxis menejmenti da ISO 9000 - biznesis

axali modeli

daviT CaxvaSvili - saqarTvelos erovnuli universiteti,

omar tomaraZe - saqarTvelos teqnikuri universiteti

reziume

ISO-s standartebi universaluri xasiaTisaa, rac aadvilebs maT gamoyenebas. isini ar

gvTavazobs calkeuli produqciis an momsaxureobis xarisxis gazomvis absolutur

kriteriumebs (magaliTad, produqtis teqnikuri maxasiaTeblebi). es TavisTavad

warmoudgenelic iqneboda, radgan xarisxi, aris produqciis an momsaxureobis unari

daakmayoflilos ama Tu im adamianis moTxovna, moTxovnebi ki, rogorc viciT usasruloa.

ISO 9000 standarti gamoxatavs xarisxis sistemis funqcionirebis meTodologias,

romelemac TavisTavad unda uzrunvelyos produqciis maRali xarisxi, amiT, ki

ganapirobos momxmareblTa dakmayofilebis maRali xarisxi.

sakvanZo sityvebi: xarisxis menejmenti. standarti. biznes-modeli. strategia.

1. Sesavali

sabazro ekonomikis pirobebSi xarisxi nebismieri firmis konkurentuli

upiratesobis erT-erTi ZiriTadi saSualebaa. droTa ganmavlobaSi termini `xarisxi~

umaRlesi rangis menejerebma erTgvar mantrad aqcies, albaT amitomac Cven iSviaTad

davfiqrdebiT Tu ra aris xarisxi, rogor uzrunvelyoT da davarwmunoT momxmarebeli

warmoebuli produqciis maRal xarisxSi.

ssrk-s dros xarisxianad iseTi saqoneli iTvleboda, romelic dadgenil standarts

mkacrad Seesabameboda. Tumca, standarti srulyofili ar aris, male Zveldeba da

adamianebis subieqtur Sexedulebebzea damokidebuli. xarisxis amgvari gageba sabazro

ekonomikis moTxovnebs ar Seesabameba. Tanamedrove pirobebSi sayovelTao sazomi

momxmareblis saWiroeba da moTxovnebia. Tu saqoneli akmayofilebs am pirobebs is

xarisxiania. amgvarad, xarisxi, aris produqciis an momsaxureobis unari daakmayoflilos

ama Tu im momxmareblis moTxovna.

terminis identifikaciis Semdeg, Cven axal kiTxvas unda gavceT pasuxi: rogor unda

vuzrunvelyoT produqciisa da momsaxureobis stabilurad maRali xarisxi (anu klientis

molodinisa da moTxovnebisadmi maRali Sesabamisoba)?

stabiluri xarisxis misaRwevad nebismier firmas xarisxis strategia sWirdeba.

aseTi strategia, upirveles yovlisa garkveul filosofias gulisxmobs. misi ZiriTadi

elementebi (rac umaRlesi menejerebis prerogativaa) 1-el naxazzea mocemuli [1].

nax.1
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centrSi xarisxis strategiaa, anu klientebze da momxmareblebze orientacia,

romlebiT CvenTvis xarisxis erTgvari kriteriumad unda iqces. nebismieri

gadawyvetilebis miRebisas unda gaviTvaliswinoT misi zegavlena klientebis moTxovnebis

uzrunvelyofaze. aseve gadawyvetilebebi procesebze koncentraciasTan pirdapir kavSirSia.

aq ki mxedvelobaSi misaRebia nebismieri qmedeba, romelic organizaciasTan kavSirSia.

dResdReobiT udavoa, rom produqciis xarisxi menejmentis xarisxzea damokidebuli.

xolo, ganxiluli modeli universaluria da misi gamoyeneba praqtikulad nebismier

sferoSia SesaZlebeli. es universaluri midgoma sakanonmdeblo doneze iqna damtkicebuli

da saerTaSoriso standartebis seria ISO-9000-T aris cnobili.

2. xarisxis sistemis standartebis sakvanZo

komponentebi

nebismier xelmZRvanelisTvi an produqciis SemkveTsTvis, mimwodeblis muSaobis

kontrolis ori alternativea arsebobs: samuSaos Sesrulebis kontroli, raTa Tavidan

aviciloT uxarisxo Sedegi. es procesi makontrolebeli RonisZiebebis organizebas

gulisxmobs, rac TavisTavad damatebiTi xarjia. meore gza, Semsruleblisadmi sruli

ndobaa, amiT kontrolis xarjebis ekonomias mivaRwevT, magram uxarisxo Sedegis riskic

gaizrdeba [2].

uiliam edvards demingi, xarisxis menejmentis erT-erTi ideologi, Tavis naSromSi

(The New Economics for Industry, Government, Education) ramodenime kanonzomierebas aRwers,
romlebic xarisxis sitemis standartizaciis mniSvnelobis gagebaSi dagvexmareba.

demingis mosazrebiT (mis azrs Tanamedrove menejmentis Teoretikosebi jeremi veidi

da fil bernsic iziareben) arsebobs e. w. `undoblobis kanoni~, sadac racionaluri

myidveli pirvel alternativas irCevs R>C/L. xolo, `ndobis kanoniT~ racionaluri

klienti meore alternativas irCevs R<C/L. sadac: R – uxarisxo Sedegis albaTobaa, C –
kontrolis xarjebi, xolo L – uxarisxo Sedegisgan warmoqmnili zarali.

ekonomikurad ufro momgebiani meore variantia, romelic partniorta urTierT

ndobazea dafuZnebuli. misi arsebobisTvis aucilebelia, uxarisxo Sedegis warmoqmnis

albaToba minimumamde iyos dayvanili. mTavari problema R-is obieqturi Sefasebaa, anu
ramdenad SeiZleba partnioris, momwodeblis Tu daqiravebulis ndoba.

ISO 9000 filosofia `ndobis kanonis~ gamoyenebis ekonomikur efeqturobazea

dafuZnebuli, romelis calkeuli sawarmos da mTlianad ekonomikis pesursebis

racionalur gamoyenebas gulisxmobs. Tu gavamartivebT, ISO 9000-s xarisxis sistemis

standartebi imisTvis dainerga, rom sawarmoebs partniorebisadmi meti ndoba xolo, R-is
Sefasebisas meti sizuste gauCndeT.

qarTvel menejerebs xSirad eSlebaT erTmaneTSi, xarisxis menejmenti da xarisxis

sistemis sertifikacia. xarisxis marTva kompaniis marTvis erT-erTi funqciaa, romelic

produqciisa da momsaxureobis maRali xarisxis uzrunvelyofis erT-erTi ZiriTadi

saSualebaa. xarisxis marTvis sistema konkretuli sawarmos specifikaze da miznebze aris

damyarebuli. xolo, ISO 9000 gvTavazobs aseTi sistemis agebis meTodikas, romlis

oficialuri sertificireba SesaZlebelia, sxvadasxva safexurebis gavlis Semdeg.

TavisTavad, xarisxis sistemis sertificireba xarisxis gaumjobesebas ver mogvcems.

igi ubralod erTgvari Suquraa bazris monawileebisTvis, romelic atyobinebs maT, rom

sawarmos xarisxis sistema efeqturad funqcionirebs da garkveul moTxovnebs Seesabameba.
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aqve unda aRiiniSnos, rom sertificirebas maRali ndobiT aRWurvili, saerTaSoriso

organizaciebi awarmoeben, rac gacemuli sertifikatebisadmi sayovelTao sandoobas

ganapirobebs. Tanamedrove msoflioSi ISO 9000 sertifikatis floba, warmatebis erT-erTi

sakvanZo faqtoria. igi adasturebs, rom sawarmo civilizirebuli bazris monawilea da

misi ndoba SeiZleba. dResdReobiT, mravali kompaniis standartebi potenciur partniorebs

sertificireuli xarisxis sistemebis arsebobis moTxovnas uyenebs [3].

aqve aucileblad unda SevexoT sertificirebis process. ra Tqma unda, aravin ar

davobs, rom konkurentunarianobisTvis aucilebeli faqtoria xarisxi. Tumca,

sertificirebis procedurebis siZvire mniSvnelovan problemad rCeba.

kompaniebis ISO 9000 standartebiT sertificireba gulisxmobs mravali mniSvnelovani

da aseve formaluri moTxovnebisadmi maTi xarisxis sistemebis Sesabamisobas. am

moTxovnebis Sesruleba sakmaod Sromatevadi da aseve xSir SemTxvevaSi xangrZlivi

procesia. amitom, kompaniis menejerebs mkafiod unda hqondeT gaTviTcnobierebuli risTvis

sWirdebaT sertifikati.

dasavleTis qveynebSic ki ISO 9000 (an msgavsi sertifikatebi) arseboba aucilebelia

konkretul dargebSi, ZiriTadad iseT sferoebSi sadac produqciis xarisxze adamianis

janmrTeloba da sicocxlea damokidebuli. zogjer sertifikats damkveTic iTxovs, sxva

SemTxvevaSi igi aucilebel pirobas ar warmoadgens. Tumca, partnioris SerCevisas aseTi

sertifikatis arseboba SeiZleba upiratesobad CaiTvalos.

qarTul kompaniebis mimarTebaSi ISO 9000-s serificireba mniSvnelovania Tu

produqcia saerTaSoriso bazarze gadis an xarisxis sertificirebuls standartebs

ucxoeli partniorebi iTxoven.

msubuqi mrewvelobis samamulo mwarmoeblebisTvisac xsenebuli sertifikatebis

arseboba iseve aqtualuria, rogorc kvebis mrewvelobis an momsaxureobis sferoSi.

gansakuTrebiT Tu aseTi firmebi ucxoel partniorebTan strategiul aliansebSi

imyofebian.

miuxedavad imisa, rom standartizaცiis saerTaSoriso organizaცia warmoadgens

standart ISO 9000-is SemmuSavebelsa da gamavrცelebels, Tavad ar axdens auditsa da

serTifiცirebas. am momsaxurebas axorცieleben kerZo organizaცiebi misgan absoliturad

damoukideblad. ufro metiც, standartizaცiis saerTaSoriso organizaცia ar akontrolebs am

firmebs. man mxolod SeimuSava speცialuri saerTaSoriso standarti, romeliც aregulirebs

msgavsi organoebis muSaobas aRiarebuli wesebis mixedviT.
dReisTvis ganviTarebul qveynebSi aqtiurad gamoiyeneba produqცiis xarisxisadmi Semdegi

midgoma: produqცiis xarisxi ara mxolod mowmdebis procesSi, aramed, dagegmvis, produqცiis
Seqmnis da eqspluataciis proცesSi. xarisxis uzrunvelyofisadmi msgavsi sistemuri midgoma

uzrunvelyofs mosalodneli defeqtebis Tavidan aცilebas, raც gaცilebiT Sedegiania, vidre
daSvebuli Seცdomebis Semdgomi aRmoCena da maTi gamosworeba. Sesabamisad, gamokveTilia

xarisxis Sida kontrolis meqanizmis efeqtianoba, raც xarisxis gare kontrolis saWiroebas

amცirebs da kompanias zedmeti xarjebisgan iცavs.
3. daskvna

Tanamedrove saqarTveloSi, sadaც ufro mZafrad SeigrZnoba konkurenცia,
organizaცiisaTvis sasiცoცxlo mniSvnelobas warmoadgens xarisxiani produqცiis an

momsaxureobis warmoeba da misi miwodeba momxmareblisaTvis. aqedan gamomdinare, am
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mimarTulebis mmarTvelma rgolma efeqturad unda danergos xarisxis marTvis sistemebi,
SesabamisobaSi unda moiyvanos saerTaSoriso standartiT gaTvaliswinebulTan da gamudmebiT

izrunos organizaცiis uwyvet ganviTarebaze. nebismier organizaცias, misi zomebis da

saqmianobis sferos miuxedavad, SeuZlia ganaxorცielos investiცia sakuTar momavalSi

menejmentis xarisxis sitemis danergvis saSualebiT ISO 9000 moTxovnebis Sesabamisad.
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Summary

The universality of standards ISO 9000 is that they do not offer absolute measurable quality
criteria for individual types of products and services (for example, the required technical
characteristics of the products). This would be impossible because the quality is the ability of products
or services to meet people's needs, but the needs are diverse. Standards ISO 9000 ask only the
methodology of the quality system is functioning, which in turn must provide high quality products
and services produced by the enterprise, in other words - to provide high degree of customer
satisfaction.

МЕНЕДЖМЕНТ КАЧЕСТВА И ISO 9000: КАК НОВЫЙ БИЗНЕС-МОДЕЛЬ
Чахвашвили Д. - Национальный Университет Грузии
Томарадзе О. - Грузинский Технический Университет

Резюме

Универсальность стандартов ISO 9000 заключается в том, что они не предлагают
абсолютных измеримых критериев качества для каждого отдельного вида продукции и услуг.
Это было бы и невозможно - ведь качество - есть способность продукции или услуг
удовлетворять потребности людей, а потребности разнообразны. Стандарты ISO 9000 задают
лишь методологию функционирования системы качества, которая в свою очередь должна
обеспечивать высокое качество продукции и услуг, производимых предприятие, иными
словами - обеспечивать высокую степень удовлетворенности потребителей.


