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anotacia

statiaSi ganxilulia stumarTa miRebis oTx faziani cikli, dakavSirebuli sastum-
ros klintTa momsaxurebasa da tranzaqciebTan. ciklis TiTeuli faza Sedgeba standartuli 
tranzaqciebisagan, romlebic xorcieldeba sastumros klientebsa da TviT sastumro sawar-
mos Soris.

sakvanZo sityvebi: tranzaqcia/momsaxureba, dajavSna, ganTavseba, oTaxidan amowera.

Abstract 

The Technology of Hotel Guest Service procedure is the core factor that affects not only the quality of service 
in general terms, but also it affects hotel income and management process. For the same type of Hotels the technologi-
cal procedures – transactions - are typical. Meanwhile there are different approaches to hotels differing by location, 
standard of service, type of guests, size of the hotel.

Four phases constituting the guest cycle are shown in Figure 1. In each phase of the cycle there are certain stan-
dard transactions which occur between the guest and the hotel. Different transactions and services are shown. They 
are involved in the different phases of the guest cycle. These are listed below:

•	 reservations
•	 check-in and registration
•	 uniform service and baggage handling
•	 telephone calls and messages
•	 handling guest accounts
•	 check-out and bill settlement
The Four phases of the guest cycle and the various transactions and services within each phase are explained and 

identified.
 The First Phase is connected with Reservations. Reservations can be booked in a number of different ways, in-

cluding through a local reservations clerk, or through a nationally centralized reservations system, or through Global 
Distribution Systems.
The Second Phase – is associated with a greeting and registration. A doorman or a porter is a position in most medium 
to large hotels. It is individual of great importance to the reputation of a hotel. Registration or check-in transaction is 
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provided by room clerk. If the guest has booked a reservation in advance the reservation information must be verified.
  Room assignment, Issuing Keys and Baggage handling are accompanying transactions of the second phase.  

Most hotels require guest to pay for their room in cash at check-in or guarantee payment through a credit card. After 
registration a room assignment is made or key card is issued.

The Third Phase is an Occupancy or Communication Phase. Traditionally messages, mail and other valuable 
information about restaurants, theatres, and tourist attractions are provided.

The Forth Phase – recording all guest charges and issuing the final statement at guest check-out. A copy of 
the statement is picked up at departure. This Phase includes several transactions as follows: bill settlement, baggage 
handling and, in  most cases, it includes an additional service -transfer to the airport.

Most Hotels know through experience that they will incur some no-show reservations.  To combat this loss of 
income overbooking of rooms is a relatively common practice. Apart of overbooking the hotels may cater for guests 
with no advance reservation which means that the First Phase in the Guest Cycle is annulated.

Key words: Transaction /Services, Reservations, accommodation, check-out.

sastumrosaTvis stumarTa miRebis te-
qnologia mniSvnelovani faqtoria, romelic 
moqmedebs momsaxurebis procesis xarisxze, 
finansur–ekonomikur efeqturobaze da sas-
tumro sawarmos marTvis procesze. erT-
nairi tipis sastumrosTvis momsaxurebis 
teqnologiuri procesis organizeba stand-
artulia, amavdroulad sastumros zomebis, 

struqturis, kategoriis, tipis (sabazro seg-
mentze orientaciis) mixedviT teqnologiur 
process garkveuli Taviseburebebi gaaCnia. 
[1]

sastumroSi klientebis momsaxurebis 
teqnologia xasiaTdeba cikluri fazebiT 
– momsaxurebis procesis Tanmimdevruli 
gameorebiT, sastumroSi  stumris miRebidan 
mis gamgzavrebamde (sur. 1)

sur.1. sastumroSi klientebis momsaxurebis cikluri fazebi
sur.1. 
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stumris momsaxurebis teqnologiuri 
cikli – momsaxurebis unificirebuli, stan-
dartuli fazaa, romelic garkveuli Tan-
mimdevrobiT aris SeTavazebuli klientisT-
vis misi sastumroSi cxovrebis periodSi. 
momsaxurebis ganxorcieleba yovel etapze 
gansazRvruli TanmimdevrobiT sruldeba.

stumarTa miRebis ciklis teqnologi-
uri algoriTmi oTx etapad iyofa:

1.	 Camosvlis wina etapi 
(Pre-arrival), romelic moicavs sastum-
ros javSans (Reservation);

2.	  Camosvla (Arrival) - 
kariskaci/mebargulis momsaxurebas 
(Doorman and porters), registracias 
(Registration), oTaxis gamoyofas (Room 
assignment), gasaRebis gadacemas (Issuing 
of keys) da bargis mitanas (Baggage han-
dling);

3.	 sastumroSi ganTavseba 
(Accommodation) - transportirebas 
(Transportation), telefoniT sarge-
blobas (Telephone calls), fosta/infor-
maciis gadacemas (Mail and Information), 
angariSis warmoebas (Maintaining guest 
accounts), seifiT sargeblobas (Safe de-
posits), valutis gadacvlas (Currency 
exchange);

4.	 gamgzavreba (Departure) - 
oTaxidan amoweras (Check-out), angari-
Sis gasworebas (Bill settlement), bargis 
mitanas (Baggage handling), transpor-
tirebas (Transportation). [2]

stumarTa miRebis ciklis pirveli 
faza potenciuri klientis da sastumros 
personalis pirveli urTierTobis momenti-
dan iwyeba, stumris Camosvlamde garkveuli 
xniT adre. urTierTobebi xorcieldeba 
satelekomunikacio saSualebebis gamoy-
enebiT da dakavSirebulia sastumros mom-
saxurebis winaswar dajavSnasTan. 

nomrebis /adgilebis dajavSnis Ses-
aZleblobis Sesaxeb informacia SeiZleba 
miRebul iqnes sxvadasxva wyaroebidan. da-
javSnis wyaroebi SeiZleba iyos mudmivi 
an epizoduri. dajavSnaze SekveTis mud-
mivi wyaroa  turistuli saagentoebi, kom-
paniebi, firmebi, gamofenebi, konferenciiebi, 
seminarebi, agreTve, GDS - dajavSnis glo-
baluri sistema. arsebobs dajavSnis epizo-
duri wyaroebic, magaliTad, uSualod fizi-
kuri pirebi an kompaniebi, romelTac  sas-
tumroSi stumris erTjeradad ganTavsebis  
saWiroeba eqmnebaT. pirveli kontaqtis 

procesSi potenciuri klienti sastumros 
TanamSromlisgan iRebs informacias misi 
adgilmdebareobis, sastumros tipis, mom-
saxurebis mravalferovnebis da fasebis  
Sesaxeb. Camosvlis wina etapi klientebis 
ganacxadis saregistracio JurnalSi Seta-
niT mTavrdeba. pirveli fazis ganmavlobaSi, 
stumris misaRebad  ganTavsebis saSualebis 
saboloo momzadeba xorcieldeba: 

a)sastumroSi stumris miRebamde 
Camosvlis faqtis dadastureba (magaliTad, 
SesaZlebelia Camosvlis TariRis mciredi 
cvlileba, aseve transferis aucileblo-
ba, sastumros momsaxurebaSi cvlilebebis 
gaTvaliswineba); 

b)stumris Camosvlis dadasturebu-
li TariRis wina saRamos  nomris saboloo 
sanitaruli momzadeba. 

stumarTa miRebis ciklis meore 
faza dakavSirebulia stumrebis sadgurSi 
an aeroportSi daxvedrasTan, sastumros 
transferTan, sastumroSi klientis regis-
traciasa da ganTavsebasTan. transferis 
procesSi mniSvnelovania sastumros adg-
ilmdebareobis, qalaqis RirsSesaniSnao-
bebis da infrastruqturis Sesaxeb klien-
tisTvis informaciis miwodeba. stumarTa 
miRebis ciklis es etapi grZeldeba sastum-
roSi stumarTa registraciiT da mTavrdeba 
maTi oTaxSi ganTavsebiT. am fazaSi xor-
cieldeba sastumroSi darCenis periodis-
Tvis winaswari gadaxda da aseve winaswar 
aris daTqmuli sastumros damatebiTi da 
Tanmxlebi momsaxurebis gaweva. amdenad es 
faza asrulebs erTdroulad mniSvnelovan 
sainformacio, adaptaciur da komunikaciur 
funqcias. 

stumarTa miRebis ciklis mesame faza 
dakavSirebulia stumrebisTvis momsax-
urebis gawevasTan sastumroSi cxovrebis 
periodSi. funqcionaluri maxasiaTeblebi-
sgan damoukideblad, nebismieri sastumro 
sawarmom unda daisaxos mTavari mizani – 
sastumroSi stumris cxovrebis mTeli pe-
riodis ganmavlobaSi misi pirobebi miax-
lovebuli iqnas saxlis pirobebTan, Seuqm-
nas muSaobis, dasvenebis, garTobis saTanado 
pirobebi. sastumros Semosavlebis zrdis-
Tvis aseve mniSvnelovania damatebiTi da 
Tanmxlebi momsaxureba. Semosavlebis wil-
ma damatebiTi momsaxurebis SeTavazebaze 
SeiZleba Seadginos 30%.  

stumarTa miRebis ciklSi meoTxe 
faza dakavSirebulia saboloo angaris-
worebasTan. saboloo angariSsworebisTvis 
saWiroa angariSis sizustis Semowmeba, rom-
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lis siswore klientis xelmoweriT unda 
iyos dadasturebuli. zogierT sastumro-
Si, stumarTa miRebis damamTavrebeli faza 
gulisxmobs stumrebis transfers.  sast-
umro biznesSi aseTi momsaxurebis Semo-
taniT xdeba stumrebis stimulireba, anu 
ganTavsebis sawarmos saSualeba eZleva 
SeiZinos  loialuri klienti sastumroSi 
arsebuli komfortisa da  momsaxurebis Se-
Tavazebis procesSi individualuri midgo-
mis gamo. [3]

aRsaniSnavia, rom mocemuli stumarT-

miRebis cikli rig SemTxvevaSi SeiZleba 
mxolod 3 fazisagan Sedgebodes. es iseTi 
SemTxvevaa, rodesac mocemul ciklSi ar 
arsebobs „Camosvlis wina etapi“ (Pre-arriv-
al), e.i. ar arsebobs sastumros winaswari 
dajavSna (Reservation). 

sabolood daskvnis saxiT SeiZle-
ba iTqvas, rom zemoaRniSnuli  oTxi faza 
Seadgens stumarTa miRebis cikls, romlis 
TiTeuli faza asocirdeba stumarsa da 
sastumros Soris arsebul garkveul stan-
dartul tranzaqciebTan. 
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