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1.OI CAM ON

Céu chuyén bat dau tai mot nha hang. Khi dang dung bita trwa vdi
vQ, t0i ndi rang minh mu6n viét mot cuén sach vé cac thwong hiéu I
hanh. “Anh muon dat tén cho n6 la Thil vui “xé dich” - Cdc dé ché lir
hanh da duoc xdy dung nhw thé nao?”, t6i bao vGi Géraldine. Toi co
thé nhan thdy rang nang thich y twéng do. “Anh hoan toan c6é dua kha
nang lam duwgc”, nang no6i. Cho nén, t6i mudn danh 16i cdm on dau
tién cho Géraldine bdi nguon cam hitng va sy hwéng tng ngay tirc thi
clia nang.

Toi cling xin gwi 10i cam on dén tat ca cadc nhan vat da nhan loi
phong van cho nhitng trang sach nay. Tén ctia ho sé xuat hién xuyén
sudt cubn sach. Va xin cdm on nhitng nguoi da cat cong gidi thiéu, do
la Amanda Benfell, Michael Chefles, Brittany Cornejo, Natania Jansz,
Anna Moss, Romina Tina Fontana, Brigitte Hogarth, Heloise Hooton,
David Kijlstra, Kelly Lee, Ulrich Proeschel, Amanda Smith, Ian
Wagasky. Va t6i thanh that xin 16i néu c6 bo sét tén cua ai.

Cuodn sach dwgc viét trong khodng thoi gian kha dai nén da qua
tay hai bién tap. Xin cam on bién tap vien Jasmin Naim va dac biét la
Jenny Volich, nguoi da giup toi tranh dugce nhitng cau chuyén lan man.

Cudi cung, xin bay to6 long biét on sau sac dén Helen Kogan va
do6i ngli nhan vién cna ba tai nha xuat ban Kogan Page.
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1.OI TAC GIA

“Y twéng vé du lich”

Héy twong twong ban dang di xudng con phd Broadway, New
York, vao nhitng nam dau thap nién 1920. Ban nghe thay tiéng vu vu,
ban dau chi hoi c6 chiit khé chiu, giong nhw tiéng mudi vo ve. Nhung
am thanh 4y ngay cang 16n, kém theo tiéng rén ri ctia dong co hoat
dong qua cong suat.

Ciling nhw moi ngwoi, ban hwéng vé phia tiéng 6n dé. Ban nguéc
1én nhin, dwa tay gitt mii khi mét luong gi6 rat manh gao thét bang qua
cac toa nha choc troi. Thye ra am thanh huyén ndo do thudc vé mot
chiéc phi co nhé, dang bay ¢ tam thdp dén mitc ban c6 cam twédng nhw
no6 sap dam thang xuong mat duong.

Pam dong cui gap ngwoi khi chiéc mdy bay canh go Iwét qua dau
va gam gur lao xuéng Broadway, duwong nhw mang theo mot trang cwoi
sang khoai.

Nguwoi cam 1ai chiéc may bay do6 la Juan Trippe, 6ng chu cta
hang dich vu taxi hang khong dén tir Long Island, dong thoi la nha
sang lap twong lai cua thwong hiéu Pan Am. Man trinh dién d6 dang
dwge mot ngwdi ban caa 6ng ghi lai dé phuc vu cho mot bé phim cam.
Han Juan Trippe sé nhan 1énh triéu tdp cta canh sat cho hanh dong
mao hiém cia minh, nhung day khong phai la 1an cudi cung 0ng cat
cong “choi bao l1ay tiéng” nhu thé.

Khi viét vé nhitng thwong hiéu mang tinh biéu twgng, ta thuwong
kho6 tranh khoi nhac dén nhitng nhan vat ditng dang sau ching. Va
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nguoi xay dung nén cac doanh nghiép I hanh thuwong vo cung dac
sac, gan nhw khong c6 ngoai 1€. Hoat dong kinh doanh Iit hanh da phat
trién rong khap cac chau luc, thé nhung, nhitng nguwoi nhw Juan Trippe
ludon hwéong t¢i mot bire tranh rong 16n hon. Ho mang khat vong chia
sé tam nhin d6 véi ching ta.

T6i ludn néi rang toi chi viét nhitng loai sdch ma minh thich doc.
Do do6, néu ban dang tim kiém mot bé sach kinh doanh theo kiéu
truyén théng - v4i cac bang biéu va phu luc - hdy bé qua cuén sach
nay. Han nhién, muc dich cia Tha vui “xé dich” 1a tim hiéu vé lich st
va chién lwgc kinh doanh ctia cac thwong hiéu du lich/khach san.
Nhung trén tat cd, cudn sach con la b swu tap nhitng cau chuyén kinh
doanh song dong va tran day cam hing.

O khia canh kinh doanh, cong bing ma néi thi kinh doanh va du
lich giai tri da phat trién theo nhiéu hwéng khac nhau. Pung nhu tia
ctia cudn sach, toi sé tap trung vao khia canh tiéu dung ctia hoat dong
du lich, hay con goi la 1t hanh, mac du hai tw nay thwong bi trung lap.

Trong qua trinh nghién cttu va tim hiéu dé viét sach, toi da tinh
co phat hién nhiéu di liéu bat ngd, mot vai trong so do da lam thay doi
nhan biét cua t6i vé nganh cong nghiép du lich. Nhwng do6 chinh 1a vé
dep cua mot dy an kiéu nay. Toi khai nghiép vdi tw cach mot phong
vién, va trong chirng muc nao do, t6i van la mét phong vién. To6i hy
vong minh khong qua tw dac khi cho rang cong viéc cua t6i la kham
pha. Va viét sach cling la mot hanh trinh nhuw thé.
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PHAN MO PAU

Tﬁi bwdc chan vao linh vic du lich vao thoi khac quan trong.
Nganh dich vu du lich khéng ngling phat trién - nhat la dudi sy anh
huwéng cta cong nghé khién cho thé gidi ngay cang tréd nén nho bé hon
bao gio hét - nhung sy thay doi gan day dwong nhu dang trén da tang
toc.

Pau tién phai ké dén cac hang hang khong gia ré. Nhitng hang
nay cé xuat phat diém tir thap nién 1970 - v&i Southwest & My va
Skytrain & Anh - nhung nhanh chéng phét trién va mé rong hoat dong
sau hiép dinh diéu chinh c4c quy dinh hang khong chau Au vao thap
nién 1990. EasyJet, mot trong nhitng hang hang khong tiéu biéu nhat,
da duwgc ra mat vao nam 1995. Chi nam nam sau, cudc cach mang
online booking (dat cho tryc tuyén) da cho phép du khach dé dang dat
vé cling nhu cac ky nghi gia ré theo cach hoan toan méi. Ca hai buéc
phat trién tién tién trén da dan dén su ra doi ctia cum tir “thé hé xa hoi
di dong” vdi tinh di dong va linh hoat gia tang. Ngay nay, ban dé dang
bay dén mot thanh phd khac chi sau mot quyét dinh chong vanh va dat
phong khach san ngay tirc thi ma khong phai ton 1dy mot cudc dién
thoai. Thuc té la ban chang can dat phong khach san, ban c6 thé thué
mot can hd trén Airbnb. Bén canh do, an ninh tang cuwong do moi de
doa tan cong khiing bé cling khién cho viéc bay tré nén cang thang va
chan chuong.

Cac hang 1% hanh, cac hang hang khong va khach san - nhitng
yéu t0 quan trong quyét dinh trdi nghiém du lich - déu bi anh huwéng
béi boi canh nay. T6i da no lyc tim hiéu vé cach phan tng va giai phap
cta ho, cling nhu nhitng phwong phap dwgc ho ap dung dé giao ti€p
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v6i ching ta. Giong nhu nhiéu linh vic khac, viéc xay dung hiéu qua
mot thuwong hiéu sé co vai tro quyét dinh trong mot san choi c6 qua
nhiéu lya chon va bi “do hd” béi nhitng déi thu k¥ thuat so.

Giam doc sang tao cia mot hang tw van xay dung thuwong hiéu
tirng noi vai toi rang thwong hiéu hoan hao 1a thwong hiéu “biét gitt 1o
hita”. Loi hita d6 chinh la sy tong hoa cta tat cad cac yéu té hinh anh
va chiéu thi ctia mot thuwong hiéu - logo, bao bi thiét ké, quang cao -
nhuwng tat ca duwgc thye hién dya trén 16i hita, ma & day c6 nghia la
dich vu. Céac cong ty 1 hanh c6 1€ la nhitng don vi bi phan nan nhiéu
nhat thé gidi. Ngay tit dau, chiing ta da dat qua nhiéu cam xic vao
chuyén di ctia minh dén mitc cong ty 1ir hanh phai tan lwc dap ng cac
ky vong cua ching ta. Nhitng hang nao dap @ng gan da nhitng ky
vong ay sé c6 dwgc mot lwgng khach hang trung thanh rat 16n. T6i da
kiém tra mot vai trong so dé.

Thé nhung, day cting la mot cudn sach rat cad nhan. Theo nhw
nhitng gi con nh@ thi t6i rat thich du lich, hodc c6 1é nén néi rang toi
yéu thich y twrdng vé du lich (va that tinh co cling chinh la thit ma céac
chuyén gia tiép thi luén tim cach ban cho ching ta). Cé 1€, ta nén do
16i cho Treasure Island*; cho dén tan ltic nay, t6i van tin rang chang c6
cu6n sach nao bat dau bang mét chiéc ban dé ma lai la sach dé ca. T6i
cling mé cudn sach do6 bédi vi cha t6i titng doc cho t6i nghe bang chat
giong cudp bién khéng ché vao dau dugc.

Cha t6i rat mé ban do, va rd rang toi cling thira hwdng doi chut
niém dam mé dy. Cé rat nhiéu ban do dwoc cat trong ngan dung do
trén xe cta cha toi, chiing sé tran ra néu ban m& nap qua nhanh. Nhiéu
chuyén di cudi tuan dwge bat dau khi cha t6i do tim trén ban do mot
toa 1au dai hay m6t ng6i nha ma &m nao dé. Vé sau, cac nha van tw
Alistair MacLean va Wilbur Smith dén Ernest Hemingway va Graham
Greene cang khién toi tin rang niém phan khich va lac thd la nhitng
thit nam & rat xa bén ngoai ngudng cita.
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Két qua la sy ra doi ctia cudén sach nay véi day giai thoai, ghi
chép tr nhitng chuyén di thuc té ctia ban than. To6i sé khong xin 16i vi
da ké lai nhitng trdi nghiém ctia minh, b&i ching khién cho viéc viét
lach ctia t6i it gian khé hon; nhung néu thdy khé chiu véi nhitng ndi
dung ay, ban cé thé bo qua. Nhiéu ndi dung trong cudn sach nay dugc
trich dan tir nhitng bai phong van goc cta cac nhan vat lién quan - vi
nhu da noi, toi la mot phong vién - qua trinh tra cttu cling tao co hoi
cho t0i dugc tro chuyén voi mot vai nguwoi hung cia minh. Toi dac
biét thich tro chuyén v6i Mark Ellingham, tac gia ctia bo sach huéng
dan Rough Guide?*, thi da theo t6i trong nhiéu chuyén di dang nhd.

Thé nhung, néu Thu vui “xé dich” c6 d6i cho giong voi tu
truyén, ban doc hdy xem n6 nhw sach lich stt. Khi bat dau 1én ndi dung
cho cudn sach nay, t6i rat hdo hitc mudn biét lam thé nao ma viéc roi
t0 am dé 1én dwong lai 1a mot cude phiéu lwu va nhitng ai da gidap ho
trong sudt hanh trinh ay.

Do do, dé bat dau chuyén di cua ching ta, hdy lat sang trang tiép
theo cho hanh trinh tim vé qua kht.
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01
NHUNG LU KHACH VI PAI

“Ai chua tirng dén nuéc Y sé luén cam thdy thua thiét.”

Véo cu6i mua Xuan nam 1864, sau khi xudi theo nhitng ngon gio

Tay Nam vuot eo bién Anh, mot con tau da neo tai Vinh Studland,
trén bo bién Dorset. Pay la ving vinh ndi tiéng dwgc bao boc bai
Ballard Down va cac tdng da phan & Handfast Point ma nguoi ta
thuong goi la Old Harry’s Rocks.

Man dém bu6ng xudng. Mot It khach, trong chiéc 4o choang am
ap t6i mau, budc 1én boong tau dé ngdm nhin vinh bién xinh dep ma
da lau lam roi 6ng mdi lai dwgc nhin thay sau hon 20 nam song luwu
vong.

R6i am thanh ctia tiéng mai chéo khua kéo ket. Vi khach buéc
sang mot con thuyén nhé dé vao bo. T day, chi€c thuyén nhanh
chong dwa 6ng huéng vé phia ngbi nha veon rong lén ¢ Kingston
Lacy, noi quan gia Seymour dang ditng dgi san.

Co 1&, thit anh sang duy nhat ma ho c6 dwgc la ti chiéc dén nho -
bdi suy cho cung, ddy la mot cudc viéng tham lén lut. Vi khach ay
khong nén trd lai noi nay, thim chi & Anh. Ong s& bi bét néu bi phat
hiéen.

Anh sang ctia ngon dén hét 1én cac véach tuwong, di dé vi khach
nhin thdy bo swu tap ctia minh tai dang vi tri mong muén. Tat ca déu
dwgc ong gbép nhat tr nhitng chuyén di va gti vé cho quan gia
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Seymour kém theo thw hwéng dan chi tiét noi dat chiing. Cho dén lic
nay, ong méi dwgc tan mat nhin thay nhitng thanh qua ay.

Pa cam thach tir Venice, cac bitc twgng cham khac tir Verona, hai
bitc tranh son dau tir Bonifacio, von titng dwoc treo bén trong cung
dién ¢ Grand Canal.

Phong ngu mang phong cach Tay Ban Nha chinh la tuyét tac cua
ong. Ong nghi vé né nhw mdt cin phong vwong gia véi tran 1ap lanh
cung nhitng birc twong duwgc phu da bong. Nhitng canh ctra cling vo
cung tinh té, dwgc lam bang go cdy 1é v6i 12 tdm nep twgng trirng cho
12 théng trong nam, cung nhitng hinh khac do chinh tay 6ng thiét ké.
Trén twong la nhitng birc tranh dwgc O6ng swu tam trong sudt cudc
Chién tranh Ban dao tai Tay Ban Nha, mot thoi gian dai trede khi 6ng
bi ruéng bo: nhitng bitrc ctia hoa si Murillo, bitc Las Meninas cta
Velasquez (hay chinh ong nhiét thanh tin la vay).

Vi khach nay dang bénh nang, va day la lan cudi 6ng duoc tré vé
ngoi nha to6 cua minh. Sém thoi, 6ng sé dat vé Venice va qua doi ¢ tudi
68.

Tén cua ong la William Bankes - nha suwu tap, nha phiéu lwu, va
la m6t 1 khach vi dai nhat trong s6 nhitng i khach vi dai.

Tai Tay Ban Nha, Bankes khong lwu tru tai khach san ma & nha
Wellington, mot nguwdi ban ctia cha 6ng dong thdi 1a si quan hau can
tai doanh trai cia Napoleon. Ong nguy trang dé dén thdm thanh
Pamplona dang bi vay ham, noi 6ng ké rang minh da dung bita vd&i
twéng chi huy ngwdi Phap, va dugce ngudi nay ban cho mot dong tién
Raphael.

Pay co 1é chi la mot vai vi du thai qua, va Bankes la nguwoi mang
tinh than mao hiém hon ai hét. Thé nhung, cong bang ma néi thi du
lich thoi ky dau van la mot hoat dong tuw phat va thwong an chita nhiéu
rdi ro.

Trén thyc t€, nhitng chuyén di do co thé rat dang so.
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NHUNG NGUOI TIEN PHONG

William Bankes la mét trong rat nhiéu thanh nién nguwoi Anh
budc phai trdi qua nhiéu gian khd, d6i mdt v6i hiém nguy trong hanh
trinh vién x* dé hoan thanh viéc hoc cia minh.

Trong cudn sach The Grand Tour viét vao nam 1969, Christopher
Hibbert mo6 ta vé nhitng chuyén di trong thé ky 16 cua Ngai Philip
Sidney, nguwoi vé sau tr@ thanh dai st cia Anh quoc. “Nhitng hanh
trinh nhw thé nay thwong dwoc Nt hoang tai trg vi ba ludn muén thanh
1ap m6t nhém can than tré tudi dai dién ba tai cac budi thiét triéu &
nuwdc ngoai, hodc tai trg bdi cac treong cao dang mudn kiém lgi tw
cong tac pho bién kién thitc tai cac treong dai hoc & nwdc ban”.

Sidney 1én dwong dén Paris vao nam 1572, v6i “mot gia sw ngwoi
Anh lai Y, ba nguoi hau va bén con ngya” theo hd téng. Rong rudi
khip nuéc Phap, Pitc, HA Lan, Bi, Luxembourg va Y, cling nhitng
chuyén tham ngan dén Ba Lan va Hungary, 6ng tré vé nha sau ding
tron ba nam.

L6 trinh cha 6ng dwong nhu da dat nén mong cho nhitng chuyén
du lich sau nay. Cum tir “The Grand Tour” xuat hién lan dau tién trong
cuon Voyage of Italy cua Richard Lassels vao nam 1670. Vao dau thé
ky 18, Hibbert viét rang The Grand Tour da “dwgc cong nhan nhw mot
ngoi treong day cach tng xi cho nhitng chang trai tré xudt than ti cac
gia dinh giau c6”.

Hay mot con ngudi vi dai khac 1a Dr Samuel Johnson da viét: “Ai
chua titng dén nuwdc Y sé ludn cam thdy thua thiét vi khong dwoc nhin
thay nhitng gi ma mot ngwdi can phai thay”.

O day, ching ta nhin thdy hinh anh thoang qua dau tién ctia mot y
twong ma ve sau sé dwoc nganh du lich khai thac - y twéng rang nhitng
ai chwa di day di do6 sé chuva thyc sy trwdng thanh; rang ho sé chang
biét gi bdi tam nhin han hep cta ban than.
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D6 1a mot quan diém day tinh trwdng gid, dac biét vao thoi caa
Johnson. Du lich nwéc ngoai van la dac quyén riéng ctia nhom ngudi
wu tu.

Gitra thé ky 18 - thoi vang son cia The Grand Tour - 1a thoi ky
twong doi it xung dot, khién cho hanh trinh du lich chau Au tré nén it
rdi ro hon so véi cac thoi ky khac, mac du nwéc Anh van thinh thoang
c6 chién tranh véi Phap. Thé nhung, Jeremy Black, tac giad ctia cudn
The British Abroad: The Grand Tour in the 18th century nam 1992,
cho rang con c6 mot yéu t6 khac cling quan trong khong kém. Black
nhic dén n6 nhu “cudc cach mang tiéu dung cia thé ky 18”. Ong giai
thich:

Nhu cau tiéu dung doi véi cac mat hang khong thiét yéu nhw ndi that xa xi da gia tang.
Cudc cach mang thong tin da cting c6 cho da phat trién nay, véi sy gia tang so luwgng sach,
bao, va cac an pham khac... [diéu nay] thuc day sy phat trién cta nhiéu loai hinh van héa
pham, bao gom cac cudn cam nang du lich. Cac tac gia, chang han nhw Tobias Smollett, va
cac nha xudt ban, don vi phat hanh sach da san xudt nhitng ndi dung dé bdi ho biét c6 mot thi

treong danh cho né gitta nhitng ngudi cé tién dé mua va c6 thoi gian dé doc.

Nhitng an pham du lich sém sta nay la “chat xtc tac quan trong
gop phan vao sy phat trién ctia du lich nwdc ngoai”. Nam 1749 chitng
kién s ra doi cia mot trong nhitng cam nang hwéng dan du lich dau
tiéen: The Grand Tour ctia Thomas Nugent. Cudn sach bao gom nudc
Phap, Y, Ptec va Ha Lan, mic du cho dén nay, Y van dugc xem la
quoc gia dang ngwdng mo nhat véi nhiéu di tich La Ma 6, cong trinh
kién tric va nghé thuat Phuc Hung.

Chi phi khong kiém soat va s ky cong trong khau t6 chitc khién
nhiéu chuyén di chi dién ra moét lan trong doi. Black viét: “Da titng
vién x* mot 1an, hau hét, du khong phai tat ca, khach du lich nguoi
Anh déu khong bao gio mudn vugt eo bién mot 1an nao nira”.

Ngoai ra con c6 ca van dé vé ha tang co s@. Ngay ca ¢ diém giao
gitta eo bién Mang-so dén Phap ciing khong co6 gi gan giong véi thit
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goi la dich vu thuong xuyén cho du khach. Buwéc chan vao hanh trinh
ngan nhat tr Dover dén Calais - mat khodng tir ba dén sau gio tuy vao
diéu kién thoi tiét - 1it khach budc phai phu thudoc vao phwong tién la
“tau dwa thv cho hoang gia va c6 thé chd thém khach cé tinh phi”,
hodc qua nhitng cudc sap x€p riéng vGi thuyén trueéng clia cac tau
buén ma nhitng con tau nay thwong khong 6n dinh, ngwoc gio, gay
cham tré va khién hanh khach say séng.

Nhitng hanh khach can dam hon thwdng chon tuyén dwong dai twr
Brighton hoac Southampton dén nhitng cang gan véi Paris hon nhu Le
Havre, Dieppe hoac Cherbourg. (Khi nit6c Anh roi vao xung dot trién
mién vGi nuwdéc Phap, du khach chon tuyén dwong tot Dover dén
Ostend).

Sau quang duong non 0i vi say song, du khach thuwong dugc yéu
cau chuyén sang mot chiéc thuyén nho hodc tau danh ca dé vao bo. Du
khach phai trd mot dong guinea cho dich vu nay - dé ban doc dé hinh
dung thi toan bd hanh trinh bang qua eo bién Mang-xo chi ton ntta
dong guinea. Do6i khi, ho budc phai trd gap doi so tién so véi khi budc
1én dé dugc roi khoi tau. Pay la lic du khach nhan ra rang tién bac cta
ho béc hoi nhanh chéng nhw thé nao khi ra nwéc ngoai. Mac du liac
bay gi®, khai niém du lich dai ching van con la thi xa voi nam & thi
twong lai, toan b nén kinh té da phat trién xoay quanh muc tiéu lay
tién ra khoi ti du khach.

Cudi cung, khi dén dugc dat lién - w6t sling, kiét sirc va vo cung
tham thwong - du khach lai phai d6i phé véi bd phan hai quan.

Christopher Hibbert m6 td mgt du khach nhin theo day canh giac
khi hanh ly cda anh ta bi quang 1én bén tau, “dwgc yéu cau trad cho
nhitng ngwoi khuan vac di chan khong, ca nam lan nit, mot khoan phi
duwgc cho la cat c6 dé mang nhitng tii hanh ly ctia minh dén ctra hai
quan”. Theo 16i mdt gia nhan tré tudi, & do, du khach sé roi vao tay
cta “nhitng con cd map hung han nhat tir tru6c dén nay”, nhitng ké
khong ngan ngai “tho tay vao tui ctia ching t6i va sau d6 lan mo sang
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hai bén, thdm chi xudng tan mat ca chan dé tim kiém nhitng mén do
tron thué”. Di nhién, néu ho tim thay thi¢ gi d6 khién ho khéng vui, du
khach sé phai thoi ra mét khoan tién héi 16 dé dugc tam cho qua.

Giay thong hanh hay con goi la ho chiéu du lich tai Phap ciing bi
thu gitt, néu du khach khéng dwgc Lanh sy quan Phap tai Luan Don
cap trudc chuyén di (hé thong ho chiéu hién dai chi xuat hién vao thoi
Thé chién thir I).

Sau khi chiu dyng da moi sy si nhuc, du khach tim dén nha nghi
dé trdi qua dém dau tién trén dat khach. Nha nghi noi tiéng nhat Calais
vao cudi thé ky 18 la Hotel Dessin trén con phd Royale. Nha nghi nay
noi tiéng dén mic “nguwoi dan ong tré tudi giau cé kia khong nghi
minh sé & noi nao khac”, Hibbert viét. Cung cap cho & chat lwgng cao
vdi mic phi dat do, bira an ngon va cac dich vu thiét yéu - nhw vé tau,
do6i tién va gia han tin dung - quy 6ng Dessin liéu linh da tré thanh
nguwoi dan 6ng giau cé va day sttc anh hwdng, 6ng quang ba quan tro
ctia minh la “diém dirng chan cta cac vi vua” va hang hai liét ké tén
cac quoc vurong ciling nhue nhitng nhan vat c6 dia vi da ting lwu tra tai
day.

Sau khi vuot bién dén Phap, mot bita toi thinh soan véi hai san
thwdng thitc kém champagne va rat cé thé la mot dém khong ngu, cac
1ir khach vi dai da san sang cho diém dén quan trong dau tién cia minh
- Paris.

PI VA PEN

Thanh ph6 16n nay khong phai 1a muc tiéu dé dang. Mac du cac
con duwong ¢ Phap déu twong doi tot nhung viéc di lai trén do rat dat
dé hodc con nhiéu khé khan. Lynne Withey dwa ra cac lwa chon chi
tiét trong cudén sach Grand Tours and Cook’s Tours: A history of
leisure and travel, 1750 to 1915 ma ba da viét vao nam 1997. Nhitng
vi khach giau c6 chi can thué mot c6 xe ngua tron ven gom nguwa va
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nguoi danh xe dé di lai trong su6t chuyén di. S6 khac thich “thué co
xe... va di theo chang”, nghia la sé thué ngwa va nguoi danh xe tai
moi tram dirng chan doc nhitng con dwong chinh & khoang céch tir sau
dén bdy dam... Hau hét cac tram dirng chan déu hoat dong nhw nha
nghi, noi du khach dwgc nghi ngoi an udng trong khi ngudi ta thang
yén cuwong va budc ngwa mai vao thung xe”.

Thé nhuwng, gidi phap nay khong phai ltc nao ciing ém tham. Du
khach thwong phat hién ra rang ngwa va nguwoi danh xe da dugc “mot
hoang ttt hay mot nhan vat cao quy sé c6 mdt ngay sau do” dat trudc -
va di nhién la ho ciing phan nan vé viéc bi tinh phi qua cao.

Hai loai phwong tién khac phuc vu cho hanh trinh dén Paris cling
bi chi trich 1a qua tai va i ach: carosse, giong kiéu xe ngwa chd khach
cta Anh (gom sau hanh khach), va coche 16n hon véi 16 hanh khach.
Sau khi dong hanh ly cong kénh cia khach dugce chat 1én thung truéc
va sau xe, chiéc coche i ach di chuyén véi toc do chi nhanh hon budc
chan nguoi.

Mot phueong tién khac nhanh hon va ré hon 1a diligence, giong
nhw difa con lai gitta c6 xe ngwa kéo dai va mot chiéc tau du lich bai
bién chay bang banh xe. Vé co ban, “ba c6 xe ngwa dwgc noi véi nhau
bang mot thanh ngang trén mai dé cé khong gian cho hanh 1y va thém
nhiéu hanh khach nita”. Vi sitc chita 1én dén 30 ngudi, nhitng chiéc
diligence nay di lai moi ngay tir Calais dén Paris, v6i hanh trinh kéo
dai tr ba dén bon ngay. Chung thwong dong duc, o6n ao va khé chiu -
nhitng c6 xe ngwa dat dé hon dugce lap bo gidam x6c nhung nguwoi diéu
khién chiéc diligence cho rang do6 la mot sy xa xi.

Khi dén Paris - va sau khi roi vao tay cac nhan vién hai quan mot
lan nita, nhwng lan nay tai cong vao thanh pho - du khach phai chong
choi tredc nhitng 16i chao mai, 16i kéo khac dé tim dwong vé khach
san. D1 nhién, noi day cé nhiéu khach san: trong sé6 cac khach san uy
tin, Christopher Hibbert c6 nhac dén khach san Imperial va Anjou tai
Saint-Germain, khach san Picardie trén pho Mazarine va khach san

https://thuviensach.vn



Hotel du Dauphin trén phd Teranna (t6i khong tim thay dau vét nao
ctia con phé nay).

Thé nhung, nhiéu du khéach thich thué nhitng can phong tién nghi
- mot phién ban gan giong v6i Airbnb hién nay - tai Paris, Florence va
Rome, noi ho du kién sé lwu lai vai tuan. Withey viét: “Nhitng khu
vure thoi thwgng & nhitng thanh phoé nay c6 rat nhiéu can nha pho rong
16n ma chu sé& hitu cta ching thwdng rat san sang cho du khach thué
lai mot phan ctia ngdi nha”.

Han nhién, du khach khi dén Paris thwong quan tam tGi thoi
trang. Nguoi Paris c6 16i an mdc mau me hon so vGi nguwoi Luan Don,
va dé duwgc xem la lich sy, du khach khi dén tham thanh phd nay can
phai thay déi ban than. Phan 16n khach du lich déu la nam gigi, mac
du cting c6 mot s6 vi khach nit mao hiém - chang han nhw cay but du
ngoan ndi tiéng Mariana Starke, nguwdi da séng tai Y sudt sdu nim vao
cudi thé ky 18 va tré vé Anh sau cudc chién Napoléon dé nghién cttu
va cho ra doi bo cam nang hwéng dan du lich cia minh.

Sau khi phuc trang bang bo téc gid mau trang “kiéu Phap”, ao
khoac nhung dai - véi gam mau sac sd - két hop quan 6ng tum satin
dong mau, that lwng vai théu kim tuyén, tat lya trang va giay mém co
khuy cai vang hoac dinh kim cwong, di kém noi cay dang vé so tién
phai bé ra cho tit ca nhitng thit trén, nam du khach da san sang lén
dwong dén Versailles. Cho du khong c6 mai quan hé quen biét nao dé
dwgc dién kién Vua va Hoang hau, ngudi dé van c6 thé dao quanh dai
sanh va chiém nguwdng cac tdic pham nghé thuat. Mot quy ong dich
thuc cling can mang theo mot thanh gwom, va nhitng mén dé nhw thé
déu c6 san cho thué tai cung dién.

Viéc an van theo kiéu ctia ngwoi Paris khong khién cho du khach
Anh dén tham thanh ph6 nay thdy dong cdm hon. Ping nhw dy doan,
ho nhin thdy mot Paris dong dic va tho tuc, véi nhitng con nguwoi kiéu
ngao va 16i phuc trang hoa hoe hoa séi. Khi do, cling nhw hién nay, boi
canh du lich Paris dugc chia thanh hai phe kha r6 rét: phe du khach
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phan nan vé thai do thu dich cua thanh pho, va phe dan dia phwong
phan nan vé khach du lich.

Paris chwa bao gio 1a thé gigi trong mo nhu trong tri twdng twong
cta nhitng ai lan dau dat chan dén noi nay. Trwdc Cach mang, duong
pho ludn lay 16i va huyén ndo tiéng xe ngua cung cac loai xe doc ma
qua lai véi téc do “ban thd”, chi chyc chd cwdp di mang song cla
nhitng ai bat can. “Sau cudc Cach mang”, Christopher Hibbert viét,
“dwong pho van khong co gi thay d6i”.

D6 1a mot noi vira thiéu sitc séng vira hon loan, vira toat 1én vé
vuong gia huy hoang vira la no6i khiép sg. Hoan toan dé hiéu khi da
kham pha nhitng noi can dén, du khach sé nhanh chéng lén duwong dén
Y, tiéu diém cda chuyén di.

NUOC Y VA XA HON NUA

Mot lan nita, chi phi dé dén dugc noi tuyét dep nay - con dugc
biét dén nhu day nui Alps - l1a n6i thong kho. Viéc bang qua nhitng
hém nui va vach da cheo leo ma theo Hibbert la “noi kinh khiép khong
tranh khoi”, 6ng cling chinh la nguwdi cho chiing ta biét vé 16i mon pho
bién nhat danh cho du khach vao thé ky 18 dan dén nui h6 Mont
Cenis. Ong con trich dan tho cia nha tho Thomas Gray, ngudi tin ring
dinh nui da day “noi khiép sg di kha xa so v4i mitc cho phép”.

Noi khiép sg dy trd nén rat that khi ching ta biét dwgc cach thirc
bang qua noi nay cua cac du khach. Pau tién, & chan nui, xe ngua cta
du khach sé dugc thao ra va budc vao lung cua nhitng con la. Sau khi
u am dudi 16p ao 16ng, du khach sé dugc dwa téi mot chiéc ghé kiéu
“vGi bon thanh dai dé nhitng nguwdi khuan vac dat 1én vai khi ho nhay
tr mom da nay dén mém da khac. Theo 16i Mariana Starke, chiéc ghé
kiéu khong c6 san 16t bén duwdi nén rat bat tién khi nhitng nguwdi khuan
vac dat n6 xuéng dé nghi chan va khi do, c6 budc phdi ng6i trén nén
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tuyét, c6 thu minh giit &m v4i tdi b6t mi néng”. Tiép sau d6 la mét cu
“ha son” dang sg (hodc day phan khich) bang xe trugt tuyét.

Vao dau thé ky 19, dudng sa bat dau xuat hién - dang chu y la
dwong Simplon Road, dwgce lam xuyén dwong ham cung tén theo 1énh
ctia Napoleon, véi muc dich ban dau la chuyén ché vii khi phuc vu
phdo binh. Thé nhung, d6 la mot con dwong dai, nhiéu trac tré va
thwong xuyén bi chan 16i bdi nhitng tdng da roi tir trén ndi xubng -
trong khi cac tram quan buwu lai don so, thiéu thon.

Thyc té€ 1a du khach chi c6 thé thé phao nhe nhom sau khi vugt
ndi va bat dau bang qua vung déng bang ém & ctia Lombardy. D6 la
ltic cudc hanh trinh méi thue sy bat dau.

Nuwdc Y 1a manh dit mau m&. Piém ditng chan quan trong dau
tién la Turin, noi du khach thay dé chiu néu khong ndi la binh thwong.
C& nhuv thé long ho da hudng t6i Florence va Rome, do d6 ho khong
con tam tri dé chiém ngwdng khung canh tredc mat. Ho cling bo qua
Venice, nhung la thay, ho lai mang cam xdc lan 16n vé thanh pho nay
madc du vé sau né dugc xem la mét trong nhitng diém dén lang man
nhat thé gigi. Ho noi rang Venice dang suy doi: duong sé lay 16i, hoi
ham, khap noi dau dau ciing thay nha chita va song bac.

Thé nhung, 1é hoi Carnival cta thanh pho lai la dip v6 cung hut
khach. Theo 16i ctia Hibbert, sy kién thang Hai hang nam nay da khién
dan s6 tang thém 30.000 ngudi, moi néo dwong déu ninh nich “luat s,
ké bat lvong, méc tdi; nhitng tay lang bam, nhitng phu nit 16n tudi. ..
nhitng c6 gai diém tro trdo... mot nhém nguyén lao, nhitng tay chéo
thuyén va dam dong thuéc moi tang 16p”.

Nhitng thi vui ém dém hon cé thé dwoc tim thdy & Padua va
Bologna. Trong khi Padua tw hao vé nha thd St. Justina do Andrea
Palladio thiét ké (t* d6 mdi cé thuat ngit kién tric “Palladian”),
Bologna lai n6i tiéng véi kién tric cung dién va nhitng bic bich hoa
fresco ruc rd.
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No6i bat hon ca trong hanh trinh ctia du khach chinh la Florence.
“V6i khung canh dang yéu doc hai bén bo song Arno, Florence 1a mot
trong nhitng thanh pho duwgc wa thich nhat, dac biét déi véi du khach
Anh”, Lynne Withey viét. Mot s0 du khach da & lai noi nay, va hinh
thanh nén mét cong dong ngudi Anh quy mo vao dau thé ky 19. Ngoai
nhitng nét quyén rii von co, thanh pho hap dan du khach mot phan bai
gu tham my duwgc du nhap tr bén ngoai. Theo quan sat ctia Withey,
“Du khach vao thé ky 18 da dugc day cach ton sung cac tac pham héi
hoa Phuc Hung nhu dinh cao cta thanh tiyu nghé thuat”. Va vao thoi
diém do, trong khi khach du lich Anh tim cach mang cac tac pham hoi
hoa ciia Y vé nudc, van khong c6 bd suu tp nao co thé sanh duoc véi
nhitng bo suwu tap tai Bao tang Uffizi hay Cung dién Pitti Palace.
Jeremy Black chi ra rang: “Ban hoan toan c6 thé thwéng thitc am thuc
Phap va nhac kich Y tai Luan D6n, nhung ban phéi dich than dén Y
md&i mong dwgc chiém nguwong nghé thuat va kién tric caa dat nwéc
nay”.

biéu dé khong c6 nghia rang nhac kich bi coi nhe & Florence.
Trén thue t€, n6 dwgc xem nhw mot thu vui hw hong, bi nhitng ké tha
cwu ¢ Anh ché giéu la suy d6i dao dirc, va chi dugce wa chudng bai
gigi quy toc nhan roi, nhitng ngudi thich xem nhitng ca si castrati v&i
chét giong cao vit va nhitng ngudi cdi trang nhw phu nit. Loai hinh
giai tri hoi khong hop phap nay 1y gidi cho bau khong khi 6n ao tai cac
nha hat opera & Florence, noi trng nhom ng6i tum lai choi bai trong
khoang ghé riéng ctia minh.

Nhung chinh tai Rome, du khach méi tim thay gia tri tinh than
cot 16i cta chuyén di, “ca gia tri thyc lan gia tri mang tinh biéu twgng
cho niém khao khat vé nhitng hanh trinh vién x&” nhw Black mo ta.
Tai day, du khach san dwgc cac mon hoi, dwdi dang nhitng moén do co
ma ho da phac hoa, ghi chép va danh dau trong nhitng cuén cam nang
du lich mé&i cia minh. Nhitng diém tham quan ma chuing ta thay khach
du lich xép hang dai treéc cac quay vé ngay nay tirng la mot thir thach
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cam go: mot nira trong s6 do6 thwong bi chon vui dwdi long dat sudt
hang bao thé ky. Theo Hibbert, “D6i Palatine Hill pht day cay cdi va
c6 dai; ngwoi ta hop chg hai lan moi tuan tai Quang treong Forum. ..
va dau treong Coliseum dwgc nguwdi dan st dung dé lam chuéng nuobi
gia suc”.

Nhitng du khach may man hon sé cé co hoi dién kién Pirc Gido
hoang. Gido hoang Pius VII tiép ho & khu vieon Vatican, noi 6ng cam
thady “vui va khong bi lam phién”, cho du cac du khach déu dugc
thong bao 1o rang ho phdi quy xuéng hon chan Gido hoang. Nhitng ai
muon tranh hanh dong bé mat nay c6 thé di tham cac khu ham mg,
mot mé cung lanh gy bang xwong ngwoi cung nhitng tac pham diéu
khac va tranh bich hoa fresco bén canh nhitng diém tham quan rung
ron khac. Du khach Anh ddc biét thich Villa Borghese, cong vien xanh
ngut ngan ma veé sau trd thanh noi dat bao tang véi nhitng bo swu tap
tuyét tac cua thanh phé.

Trén thyc té€, nhw Hibbert viét, nguwdi Roma lam tat ca dé du
khach Anh cdm thdy am &p nhw dang & qué nha. “Cé nhitng quéan ca
phé kiéu Anh noi du khach c6 thé tim thdy nhitng to nhat bdo cta
Anh, nhitng quan tro phuc vu am thwc Anh, nhitng quan ruwgu do
nguoi Anh quan ly, noi gdp go cua cac sinh vién Anh. Khach san
Albergo Londra luon day ap khach Anh; trong khi nhitng can ho sang
trong & Casa Guarneri, ngay canh cong trinh kién tric Spanish Steps
(Nhitng bac thang Tay Ban Nha), déu thuéc quyén s@ hitu cta cac thé
hé nguwdi Anh noi tiép.

Mic du nuéc Y c6 vai trd cha chét trong toan bd The Grand
Tour, nhung nganh du lich khong bat dau va két thic & d6. Cung véi
cac yéu t6 mang tinh gido duc trong linh vuc du lich, mot nganh nghé
song song ciling bat dau phat trién nham phuc vu nhitng ai tim dén Luc
dia* nay dé cham séc sttc khoe. Cac khu phé spa kiéu Anh nhw Bath
va Tunbridge Wells la diém dén dwoc yéu thich ctia gigi nha giau thé
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ky 18; cung vdi viéc cung cap nwdc khoang bd dudng, day la noi du
khach tim dén dé tan tinh, choi bai va nhdy mua cung nhau.

Nhitng ai mudn dwoc chita tri bénh theo kiéu sang chanh ciing
tim dén Spa tén tudi & Bi, dwgc gigi sanh phim biét dén la noi nguoi
hung trong bo phim Barry Lyndon cta dao dién Stanley Kubrick da
phdi 1ong mot nit ba twdc xinh dep. Spa nguy nga va trang 1€ nay con
c6 mot song bac danh tiéng; trén thuc té, hoat dong co bac va diéu tri
bénh c6 moi lién hé mat thiét dén mic Monte Carlo ban dau da dugc
xem nhw mot khu nghi dudng cham soc suc khoe.

Monaco la diém dén xa nhat trén dai dat duyén hai ma nguwdi Anh
da di qua dé dén thanh pho bién French Riviera, hay néi ding hon la
Cote d’Azur. Tra dong & nhitng viung dat am ap dwogc cho la gidp chira
bénh lao phoi, va Tobias Smollett da nhac dén thanh pho Nice mot
cach triu mén trong cudn sach viét nam 1766 Travels in France and
Italy (Tam dich: Nhitng hanh trinh tai Phap va Y) cia minh. Chut
thong tin hitu ich tr bai viét 4y da khién hang loat khach du lich nguoi
Anh d6 x6 dén thanh pho nay, v6i diém dén khong thé bé qua la La
Promenade des Anglais - phd bd hanh chay doc bd bién ctia Nice.

HUONG TOI DU LICH HIEN PAI

Tw nhitng gi dugc ké trén, cé 1€ ban cam giac rang chi c6 ngudoi
chau Au méi quan tim mé rong tim méat ctia minh. Vao dau thé ky 19,
nwédc My ciing c6 mot nganh du lich & giai doan so khéi, va mot s6
diém tham quan cta hg con gay an twgng manh mé vugt xa nhitng gi
ma Luc dia chdu Au mang lai.

Théac Niagara Falls dwgc “phat hién” lan dau bdi mot doan tham
hiém nguoi chau Au, dudi sy dan dit cia nha thdm hiém nguoi Phap
Robert de LaSalle vao nam 1678. Nhu Lynne Withey viét, noi dy “hap
dan du khach tir giai doan rit sém, khi ma viéc dén dwgc dé6 dong
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nghia v&i mot hanh trinh dai trén lvng ngwa hodc bang xe ngya riéng”,
va cho nghi qua dém duy nhat la bén trong mot phao dai dia phwong.

Phan thuwdng nhan dwgc sau hanh trinh khé nhoc ay la mét khung
canh hung vi: “Hai thac nwdc cao gan 55 mét... thac nwdc 1én thit ba
trén thé gidi xét veé thé tich va thuay luc”.

Thé nhung, Withey bd sung: “Viéc trdi nghiém Niagara Falls chi
don thuan la dugce tan mat nhin thay n6. Ngwoi ta da nghe noi vé thac
nwdc nay tw lau trwde khi nhin thdy ching... Do6i vdi thé hé nhitng
nguwoi quen v@i niém tin rang Thwgng dé hién hitu trong thién nhién,
Niagara la bang chitng s6ng cho “quyén nang” ctia Nguoi”.

Nhiéu Iir khach van can thém chit can dam dé dén dugc noi nay.
Vao dau thé ky 19, khach san va ctra hang Iwu niém moc Ién nhw ndm
quanh Niagara. Withey viét: “Vao khodng dau thap nién 1830, nhiéu
khach tham quan phan nan rang Niagara dang tré nén qua dong dic va
qua thvong mai”.

Niagara la diém nhén ctia cudc hanh trinh dwgc vi nhw phién ban
Bac My cta The Grand Tour, “10 trinh bat dau tir thanh phd New York
lén Hudson r6i dén Albany, dirng chan tai Catskill Mountains,
Saratoga Springs va Ballston Spa, roi bang qua phia bac cua thanh pho
New York dén Niagara Falls, va sau d6 quay tré lai Hudson, c6 1é theo
mot tuyén duong hoi khac”.

Nhu thwong 1€, cac cay but la nhitng ké ban gidc mo vé hanh
trinh vién x: Washington Irving va James Fenimore Cooper “noi
tiéng bdi tai s dung boi canh dam chat My trong nhitng cuén tiéu
thuyét va cau chuyén rat dugc yéu thich cta ho”, trong dé cé day nui
Catskills va thung lting Mohawk Valley.

Phai mat mot thoi gian dé co s& ha tang dap wng dugce nhu cau
tham quan cua khach du lich. Truéc thap nién 1820, dwong lat da rat
hiém, xe ngwa hodc chat vat di theo cac 16i mon hodc sup lin banh xe
xuong hod sinh 1ay, trong khi quan tro nam rai rac & khoang cach kha
xa. Du viéc xay dung dwong sa bi cham tré, nguwdi My van la nhitng
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nguwoi dau tién buwdc vao thoi dai dong co hoi nuwdc, véi viéc ra mat
Clermont - con tau dau tién chay bang hoi nwéc vao nam 1807. Bén
nam 1812, du khach cé thé di chuyén bang tau hoi nwéc tir Pittsburgh
dén New Orleans. Nhitng con tau chay trén song nay phat trién thanh
nhitng phuong tién hang sang v&i mau son trang va dwgc trang tri 1ong
lay nhu chiéc banh kem néi trén mat nwdc.

R6i dén sy xuat hién cia dwong sat, nhung véi mot toéc do day an
twong. Tuyén dwong sat dau tién gitta Baltimore va Ohio duwgc hoan
thanh vao ndm 1830; chi 10 ndm sau “nwdc My da c6 s6 luwgng tuyén
duwong sat duge dwa vao hoat dong nhiéu gan gap doi tong cac tuyén
duong sit clia cac qudc gia chau Au cong lai”. Tuyén dwdng sit xuyén
luc dia dau tién - gitip gidam hanh trinh xuyén quoc gia tir sdu thang
xuong con sau tuan - dugc khdi cong vao nam 1860. Nho sy lao dong
vat va cta hang ngan céng nhan nguwdi Trung Quoc va Ai-len trong
diéu kién vo cung khac nghiét, tuyén duong duwgc hoan tat chi trong
chin nam. Nguoi ta st dung nitroglycerine dé m& mot con duong
xuyén qua Sierra Nevada; nhiéu ngudi da thiét mang trong nhitng lan
n6 min pha nui, sat 16 da, 16 tuyét. Sy bung phéat ctia bénh dau mua
cwdp di thém nhiéu sinh mang nita. Du khéng c6 con s6 chinh xac
nhung ty 1é tir vong dwgc wdc tinh vao khoang tir 200 dén hon 1000
nguoi.

Nhu chiing ta déu biét, dong co hoi nudc gitp thé gigi thu nhd
lai. Tuyén duwong sat Liverpool va Man chester - hanh trinh dwong sat
theo lich biéu c6 dinh dau tién tai Anh - di vao hoat dong vao nam
1830. Do Isambard Kingdom Brunel thiét ké, SS Great Western (SS c6
nghia la “tau hoi nuéc”) thyc hién hanh trinh xuyén Pai Tay Duong
dau tién vao nam 1838 (xem Chuwong 6 - Cudc canh tranh trén bién
ca).

V6i sy xuat hién ctia phwong tién chay bang hoi nwdc, bdi canh
du lich da san sang cho su troi day cia hoat dong du lich dai ching.
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C6 mot ngwoi dan 6ng luén no lwe tim cach dé moi cong dan déu co
co hoi dén dugce nhitng vung dat xa xoi.

Tén ctia 6ng ay la Thomas Cook.

DIEM NHAN CUA HANH TRINH

Vao thé ky 18, viéc thuc hién “Grand Tour” dé hoan thanh viéc hoc
tré nén pho bién gitta nhitng quy ong tré tudi. Co s& ha tang veé
phuong tién va cho & dan dugc phat trién dé dap (ng nhu cau cua ho.
Cudc cach mang tiéu dung vao thé ky 18 da chitng kién su gia tang
lwgng tiéu thu cdc mat hang xa xi va an pham. Cac cay but bat dau ban
giac mo vé nhitng hanh trinh vién x.

Khach du lich tim dén cac thanh pho spa dé cham séc sitc khoe, va
hoat dong do ciing gan vai thi vui cd bac, tan gau va nhay mua.

Pong co hoi nwéc gitp thé gidi thu nho lai va cho phép khach du lich
dé dang di lai khap nw6dc My rong 16n.
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02
MR. COOK QUA CAM

“Quang cao la ban nhitng gi ma hoi nuéc lam duoc voi dong co.”

Mét sang thit Bdy mwa gié bao bung tai vung ngoai 6 Luan DPon,
khoang cudi thap nién 1970. Mot cau bé kéo tay me budc vao mot dai
Iy du lich, phia tréc hién r6 dong chit mau do vui mat “Thomas
Cook”. Madc du gia dinh cuaa cau khong c6 y dinh di nghi he ¢ nuwéc
ngoai - tai thoi diém nay, noi xa nhat cau tirng dén la xt Wales - cau
bé ay van tim cach lay cho bang dwgc nhitng t0 quang céo du lich
bong loang. T6i hom dd, khi muwa van ra rich bén ngoai ctra s6 phong
ngu, cau bé mai mé ngam nhin nhitng birc hinh vé Cairo va viing bién
Caribe, mo mang nghi dén nhitng chuyén phiéu lwvu ma cau cé thé sé
thure hien.

Cau bé ay chinh la t6i. Vé sau, khi da da 16n dé tw minh ra nwéc
ngoai, toi thay cai tén quen thudc xuat hién trén nhitng tdm séc du lich
ma minh mang theo: Thomas Cook. Mai cho tGi gan day, t6i chwa bao
gi0 dé tam qua nhiéu dén ngwoi dan 6ng ditng sau thwong hiéu dé.

Khi bat dau tim hiéu, t6i hoan toan bat ngd truwdc nhitng khia
canh da dang trong tinh cach cia 6ng. Ngoai trtr mot diéu: cling giong
nhuw tit ca cac nhan vat gan lién véi tén thwong hiéu, Thomas Cook la
mot bac thay tiép thi.

NHA TO CHUC TAI BA
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Vao thtr Hai ngay 5 thang 7 nam 1841, mot dam dong huyén nao
tu tap trong san ctia Campbell Street Station & Leicester. Néu chi nhin
vao sy phan khich birng 1én trong mat ho, ban c6 thé cho rang ho da
qua chén. Hoan toan sai, it nhat la theo nghia den ctia tir nay; khong ai
trong s6 ho uéng mot giot regu nao. Thuc ra, cung vGi nguwdi hudng
dan, ho dang tich cyc tham gia vao chién dich chong lai cac tac hai
cua ruou.

Sinh treéng trong mot gia dinh rat sung dao, Thomas Cook da
hoc dugce cach doc Kinh thanh va tré thanh mét ngudi thuyét gido
Baptist trudc khi bt dau hanh nghé tho moc. Ong ciing da dugc Piic
cha Joseph Foulkes Winks - mdt nguwoi thay, nguwdi cha doéi vGi ong
(cha ru6t cia Thomas Cook qua doi khi 6ng méi 3 tu6i) - chi day cac
kién thitc co ban vé in &n. Nho Winks, Thomas biét duwgc rang cac an
pham, dwéi dang to roi hay nhat bao sé gitp truyén 1oi hiéu qua hon
so v6i moi bai dién thuyét trén buc giang kinh. Vao thé ky 19, ky nang
in 4n mang dén cho 6ng nhitng lgi thé twong tw nhw ngwoi viét code
ngay nay. Nhu Jill Hamilton viét trong cudén Thomas Cook: The
holiday maker vao nam 2005, 6ng ay tirng néi: “Quang cao la ban
nhitng gi ma hoi nwdc lam duge voi dong co”.

Véi Cook, sach huwéng dan du lich ra doi nhw mot thit don bay
cho nhitng giac mong vién xit.

Von khéng chiu dugce thoéi cham chap, Iwdi biéng, lai nong long
muon gitup do bang hitu cua minh, Cook da tham gia vao Phong trao
van dong han ché rugu manh (Temperance movement) dugc khdi
xwong tai Anh bagi nha cai cach xa hoi Joseph Livesey, nguoi da thanh
1ap Preston Temperance Society (Hoi han ché rvgu manh Preston) vao
thang 3 nam 1832. Céac thanh vién cia hdi déu phai ky vao cam két:
“Chung t6i dong y han ché st dung tat ca cac loai r'gu manh gay hai,
du doé la Ale, Porter, Wine, hay Ardent Spirits, ngoai trtv cac loai rugu
thuoc chira bénh”.
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RO rang, tw than regu da la mét van dé, hoac mot giai phap, tuy
vao cach nhin nhan ctia méi ngwdi. O dinh diém ctia cudc Cach mang
Cong nghiép, cong nhan phai lam viéc hang gio dé nhan dwgc nhitng
dong tién cong ré mat. Ho ngheo khé va bi bat nat dén cung kiét. Vao
ngay linh lwvong, ho c6 dwgce niém hanh phic ngan ngti qua con say.
Nhu Hamilton da viét: “Déi v6i hau hét moi ngwdi, rwou la chon
nwong than duy nhat dé thoat khéi phién muon va khé dau. Chi mot
vai dong la ho c6 thé ru minh vao quén lang”.

Trong khi do, vg con cua hg doi khat va bi danh dap. Thomas
Cook da ky Cam két trén vao ngay dau tién ctia nam mdi 1833. Tw do
trd di, ong danh phan 16n thoi gian dong gép tich cuc cho Phong trao
nay. Thém nhiéu t0 roi duogc in, nhung 6ng cling tim kiém cac phuong
cach khac dé kéo dam dong ra khoi s cam do ctia rwgu. Mot cach dac
biét da thu hat 6ng. Qua that, hoi nwéc cé thé van hanh moi loai may
moc, bao gom cd tau hda, mot phuwong tién van chuyén méi day hap
dan.

DPé tao don bay cho cudc canh tranh giita cac cong ty duong sat
thudc s@ hitu tw nhan, Cook da viét thu giti Thw ky Cong ty Buwdong sat
cac Hat Midland hoi mwgn mét doan tau. Nhin bé ngoai, muc dich cta
hanh trinh khit hoi tir Leicester dén Loughborough 1a dé tham dy cudc
hop quy ctia Phong trao han ché regu manh. Nhung trén thuc t€, Cook
da t6 chirc mot chuyén du ngoan ly tha.

Hon 500 nguoi huwdng tng vdi cac thong bao, poster va to roi cta
ong. Ciing gan titng ay nguwdi da dén nhin tau roi ga va doi theo né tw
cac cdy cau va cac doan duong dap cao. Mot hoi coi vang 1én dé chao
tam biét doan tau, mot hoi coi khac tién né 1én dwong dén dich. Cook
viét: “Tat ca dién ra theo cach tuyét voi nhat... va nhd d6 da danh
tring tinh than cha dao trong cac chuyén du ngoan cua t6i, va y twéng
xa hoi da hinh thanh”.

Thomas tién doan rang, giong nhu rwou, du lich cling c6 kha
nang giai thoat moi ngwdi khaéi nhitng lo toan cua cudc song thuwong
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ngay. Khi cac chuyén di ctia Phong trao dién ra ngay cang nhiéu, 6ng
da dwa ra cong thc ctia minh: mot hanh trinh giao duc hoac hanh
trinh ly thd, dwgc quang ba réng rai véi mirc phi thap cho nhitng ai
ding ky theo nhém. Ong sém tir bo nghé mdc dé dan than vao cong
viéc kép gom nha in va “dai ly du lich”.

Theo Hamilton, Cook thich ké chi tiét vé nhitng hanh trinh nay,
lo lang vé nhitng thit ma 6ng goi la “nhitng viéc can chuan bi”. “Do6i
v6i ong, ‘nhitng viéc can chuan bi’ 1a mot tr triu mén - chuan bi bang-
ron, chuan bi biéu ngit, chuan bi poster va chuan bi cho nhitng nhan
vat quan trong”.

Ong chuyén ché hang trdm du khach dén Liverpool, North Wales
va Scotland xa x6i. Hanh trinh Scotland dy suyt huy hoai danh tiéng
cta ong khi hanh khach - nhitng nguwdi dang ky chuyén du ngoan bang
tau hoi nwdc luén nghi rang vé ctia ho da bao géom mot cabin riéng.
DPang tiéc la s6 lwgng dat cho viegt qua sé cho san c6 khién nhiéu hanh
khach phai qua dem trén boong tau dinh nwéc mua lanh 1éo. Co 1€ ho
la nhitng khach du lich tron go6i dau tién phat hién ra rang thuc té
khong phdéi lic nao ciing giong nhw nhitng gi duwgc mo ta trong sach
quang cao.

Cook td chitc nhiéu chuyén di khac nhwng theo nghia dién tap
cho diém dén cubi cung ctia 6ng - vung Bat Thanh.

HANH TRINH VE PHUONG PONG

Lic nay, hanh trinh vé phwong Dong ctia 6ng bi chdm tré do mot
st kién khac. Vao nam 1850, tai Luan Don, nguoi ta bat dau trién khai
xdy dung cong trinh phuc vu cho Dai trién 1am, mét cudc trueng bay vo
cung hoanh trang thé hién “sy thong linh cia nwdc Anh trong linh vic
nghé thuat, khoa hoc, cong nghiép, thwong mai, quan trang va y té”.
Piém nhan ctia man ph6é dién sitc manh cho trieu dai Ni¥ hoang
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Victoria nay la cong trinh bang sat va thuy tinh, hay con goi la “cung
dién pha 18” cao gan 33 mét va dai khoang 560 mét.

Cook la mot trong nhitng nha diéu hanh phu trach dwa du khach
dén vdi cudc trién 1am, nhan vé tham du trién 1am va cho & ma 6ng da
dat tredc tai Luan Don. Khi Pai trién 1am mé ctra dén khach vao
thang 5 nam 1851, nguwdi ta gan nhw cé thé nghe thdy am thanh cuia
chiéc may tinh tién trén tiéng kén cta ban nhac dang choi.

Pé phuc vu cho trién 1am, Cook da ra mat tap chi cta riéng ong,
Cook’s Exhibition Herald and Excursion Advertiser, ma vé sau duoc
goi don gian la The Excursionist, van tiép tuc dugc phat hanh dudi tén
goi The Travellers’ Gazette khi Thé chién thi II bung no, tap chi
“cung cap nhitng trang bai vé 16 trinh, chi phi, danh sach khach san,
gidy chitng nhan, bai viét vé cac chuyén di, quang cdo va nhan xét ctia
toa soan”.

Cua cai va sy giau c6 da phan nao giip cai thién 16i song kho
hanh von cé cia Cook. Nhw Hamilton viét: “Chu nghia vat chat, du
chi & mc khong dang ké, dang tac dong dén ly twdng song ctia 6ng”.
Dbiéu nay dwoc thé hién vao nam 1852 khi 6ng mua can nha rong rai
va tién nghi ngay canh Temperance Hall mdi trén phd Granby,
Leicester.

Hai nam sau, 6ng ban lai hoat dong kinh doanh in an ctia minh dé
danh toan b thoi gian vao viéc dieu hanh cac chuyén du lich. Ong bét
dau 1én ké hoach cho cac chuyén di dén “Luc dia chau Au”, dic biét 1a
Universal Exhibition tai Paris. Thé nhung, theo nhitng ghi chép trén
trang web cta cong ty (www.thomascook.com/thomas-cook-history/),
hau hét cac dich vu vugt eo bién Mang-so lic bdy gid déu tir chdi hop
tdc v6i Ong “va tuyén duong duy nhat 6ng co thé st dung la giira

Harwich va Antwerp. Tuyén duong nay md ra mot hanh trinh 16n khac
bao gom Brussels, Cologne, Song Rhine, Heidelberg, Baden-Baden,
Strasbourg va Paris, trd vé Luan Dén thong qua thanh phd cang Le
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Havre hodc Dieppe ctia nwéc Phap. Bang tuyén dwong nay, vao mua
hé ndm 1855, Thomas da dwa nhém du khach dau tién dén chau Au”.

Tiép dén, ong chinh phuc Thuy Si, dwa mt nhém gom 60 ngudi
dén Geneva trong chuyén di khdo sat tinh hinh thyc té. Nhitng chuyén
di ndi tiép sau do thanh cong dén mirc 6ng da sdém thuwc hién hanh
trinh bing qua ddy nui Alps, t6 chitc nhitng chuyén du lich Y dau tién
vao mua he nam 1864.

Pay c6 ¢ 1a diéu kho tranh, sy hién dién tai Leicester ngay cang
ty 1€ nghich véi mic do thanh cong khong ngirng ctia 6ng, va vao cudi
thap nién 1860, 6ng an cu tai noi ma Hamilton mo ta la “can nha pho
phong cach Georgia quyén rii” tai s6 59 pho Great Russell &
Bloomsbury, Luan B6n. Tt noi nay, 6ng da diéu hanh “cong viéc
chuan bi” cta minh.

Ong can nhéc y twéng t6 chitc cac chuyén di dén My, va thuc té
la John Mason, con trai 6ng (nguwdoi von yéu thich cong viéc in an cta
minh va khong mu6n lién quan dén viéc kinh doanh cua cha), da dwa
“mot nhom du khach mao hiém tr New York dén Washington,
Niagara, Chicago, Cong vién qudc gia Hang Mammoth & Kentucky va
khu chién truong bd hoang cua Virginia”. Thé nhung, nhitng quang
dwong xa ndm ngoai du kién da ha nhiét tham vong ctia cong ty.

Trong khi d6, Cook dang dé mat dén tién do cua Kénh dao Suez
(Suez Canal) tai Ai Cap, dugc du kién hoan tat vao nam 1869. Duong
nhw khong thé cwdng lai strc hit ctia vung dat da mé hodc 6ng tr thoi
tho au, Cook nhanh chéng t6 chitc mét chuyén di dén séng Nile va
Palestine mot nam trude khi con kénh dé chinh thitc dwgc ra mat.

Mot vai nét tinh cach trong doi song cua Thomas Cook 10 dién
trong sudt chuyén di dau tién khi 6ng ho tong moét doan khach du lich
gom 60 nguoi. Niém théi thic ctia 6ng mai mai van xudt phat tir niém
tin ton gido, nhw Hamilton viét: “Thomas cho rang ditc tin sé cang tr&
nén manh mé va sau sac hon bdi nhitng ngudi tim vé nguon goc tin
nguong cua ho”.
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Hamilton ciing chi ra rang Ai Cap va vung Dat Thanh hau hét
déu cdm rwgu, “Pa cong hién gan 30 nam cho phong trao han ché st
dung cac thitc uéng cé con, Thomas nhan thdy rang 1ap trudng cua
minh sé duwgc cung co tai cac quoc gia Hoi gido”.

Thé nhung, ngay cd Cook ciling khong thé cwdng lai truwdc sic
quyén rii ddy mé hodc ctia hanh trinh vién x. Ong yéu say ddm Ai
Cap: “Khung canh hung vi v6i nhitng tan tich xwa, vé tinh lang, song
Nile v6i tau thuyén xudi ngwoc, nhitng tan co, nhitng cong trinh thap
gido duwong va nha tho H6i gido”. Qua phan khich va khong ché ngu
duge ban than, 6ng bong lao minh xudng dong song Nile. Mgt con
song doi tir bo da cu6n 6ng ra xa va néu mot thuyén nhan khong dwa
tay chéo ra cttu, han 6ng da t& nan.

Hinh anh dau tién vé Jerusalem la mot trong nhitng khoanh khac
tuyét voi nhat trong cudc doi ong. “Puwgc dat chan dén vung Dat
Thanh ma 6ng da mwong twgng trong dau tir thoi tho du la mot trai
nghiém vo cung manh liéet... Thomas mong wdc hang ngan nguoi khac
cung chia sé v&i dng cam giac ky diéu dwoc ding trén dinh Ndi Oliu -
noi Bic Jesus duge nhin thay lan cudi - va cdm nhan nhitng con gio6
thoc vao mat khi nhin xuéng thanh phé Jerusalem bén dwdi”.

Lic bay gio, ai cling hiéu rang con trai cia Cook da tiép quan
cong ty gia dinh - tén chinh thitc ctia cong ty hién da dwgc doéi thanh
Thomas Cook & Son. Thé nhuwng, ngay tir dau, John Mason da khong
thich cach két hop gitta dirc tin va thwong mai ctia cha minh béi 6ng lo
sg rang mot s6 khach du lich sé e dé tredc khia canh ton gido cta hoat
dong kinh doanh. Khong dung lai & do, Cook da chitng minh cho 16i
néi cia minh bang hanh dong mua lai mét toa nha dé lam treong dong
tai Jaffa va van dong ho trg tai chinh cho cac co s& twong tu tai
Bethlehem va Jerusalem. John Mason lai muon dung so tién dé dé tai
dau tw vao hoat déng kinh doanh. Do d6, m6i quan hé cta hai cha con
khong bao gio “com lanh canh ngot”.
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Trong khi do, Ai Cap dang ngay cang nam giit vai tro trong yéu
cho twong lai cua cong ty, la thit don bay sé bién doanh nghiép gia
dinh nay thanh mot thwong hiéu toan cau vitng manh. Khi Thomas
Cook tham du 1é ra mat Kénh dao Suez vao ngay 16 thang 11 nam
1869, sur hién dién cua 6ng da dwgc Tong tran Khedive (Phé virong Ai
Cap duéi thoi dé quoc Ottoman) ghi nhan. M6t nam sau, Thomas
Cook & Son duwgc cong nhan la dai ly duy nhat phu trach lwgng khach
du lich trén song Nile. “Sau khi dén tham Kim ty thap va twgng Nhan
stt, du khach sé di thuyén xu6i song Nile... gitta Cairo va Aswan trong
khi duwgc nghe cac ‘chuyén vién’ ké lai cau chuyén lich st cia nhitng
cong trinh vi dai nay”.

Sau khi kiém tién tir cudc chién Phap-Pho 1870-1871 nhd ban
“vé khit hoi cho hanh khach di qua cac quoc gia tham chién dé dén
mién Nam nwéc Phap va cac khu nghi mat & vung Dia Trung Hai
thudc dia phan nuwdc Y”, gia dinh Cook mot 1an nita dé mét dén nuwéc
My. Thé nhung lan nay, lwgng du khach lai d6 x6 theo huwéng nguoc
lai: John Mason dua m6t nhom thg né nguwdi My dén Paris ngay sau
khi xung dot cham ddt. D6 la mot trong s6 nhitng dong gép cia
Mason cho hoat dong kinh doanh, va la buéc chuan bi cho hanh dong
tiép quan day xdo tron vé sau.

NHUNG HANH TRINH MOI

Chuyén di m@ dau cho hanh trinh vong quanh thé gigi Round the
World Tour ctia Thomas Cook vao nam 1872 la chuyén phiéu lwu
thwong mai vi dai cudi cung ctia 6ng. Nhw Hamilton viét, hanh trinh
dai hai muoi chin ngan dam kéo dai 8 thang nay la “phién ban ma
rong cua The Grand Tour”, bao gom My, Nhat, Trung Quéc, An Do va
Ai Cap. Thé nhung, khi tré vé qua Kénh dao Suez, Cook thoang nhan
thay diéu gi dé vira an ui vira khién 6ng dau don: twong lai ctia cong
ty.
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Hamilton viét: “Tai Ai Cap, Thomas nhan thay rang John Mason
da thiét 1ap danh tiéng ctia Thomas Cook & Son nhw mét trong nhitng
hang diéu hanh du lich hang dau thé gigi”.

Véi nhitng mau thuan von c6 gitta hai cha con, han Thomas
khong hoan toan ting ho nhitng cai t6 ctia con trai. Van phong dai dién
Thomas Cook & Son dwgc thanh lap khap toan cau. Vao nam 1873,
John Mason gidm sat viéc trién khai xay dung tru s& méi bé thé tai
Ludgate Circus. Cong trinh nay bao gém phong chd cho khach, van
phong chuyén phat thw tir va dién tin riéng, phong doc sach, va cac
ban tin du béo thdi tiét hang ngay tir chau Au va Trung Poéng (mot
khong gian vira hién dai dén kinh ngac vira la lam thich thi nhw thé
buwdc ra tir bo phim cua dao dién Wes Anderson). Khong chi don thuén
la mot toa nha, day con la mot 10i tuyén b6 chira dyng thong diép vé
su vitng vang, xac tin vdi tam hoat dong vuwron ra khap toan cau.

Ca trang web cta cong ty va Hamilton déu khong dong y vdi tac
gid ctia hai phat trién quan trong nhat trong lich st nganh du lich:
“Circular Notes” va Hotel Coupons”. Circular Notes la cac voucher
ma du khach c6 thé quy doi ra tién mat khi dén mot noi nao dé, hay
néi cach khac la phién ban dau tién ctia tdim séc du lich. Tuwong ty,
khach du lich cé thé thanh todn trwdc cac bita an va phong khach san,
cho phép ho di lai v6i nhitng coupon tién dung thay vi mang theo
nhitng tui tién mat day bat an. Trang web cua cong ty khang dinh rd
rang rang nhitng sang kién nay duwgc Thomas khdi xwéng va, theo 16i
Hamilton, dugc “John Mason hoan thién”. Sy that nam dau dé giira
hai 161 khang dinh trén. Va nhitng nam sau do, chan dung cua Thomas
Cook xuat hién trén cac tam séc du lich.

John Mason dwong nhién hiéu dwgc tam quan trong ctia nhitng
cuon sach hwéng dan du lich d6i véi hinh anh cong ty, do do, ong da
gidi thieu Cook’s Continental Time Tables and Tourist’s Handbook.
Cubn sach dugc dinh vi tréd thanh cdm nang hwéng dan hoan thién
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nhat vé “cac tuyén du lich bang duwong sat, dwong bo va phuwong tién
hoi nwéc khiap chau Au”.

John Mason Cook chinh thitc ti€p quan céng ty vao dau nam
1879, ngay sau sinh nhat lan thit 70 caa cha. Thomas Cook - nguoi
gan nhr mot tay gay dung nén nganh cong nghiép du lich tron goi su6t
hon 40 ndm qua - da phai mién cwdng lui vé nghi hwu tai can nha méi
0 Leicester, mot biét thy mai ngoi do c6 tén goi Thorncroft.

Hai bi kich lién tiép xdy ra sau d6. Dau tién la cai chét cta c6 con
gai 34 tudi Annie (du hiém khi dwgc nhac dén trong cudc doi Thomas
Cook nhung c6 chinh la nguwdi da gitup 6ng td chitc cac chuyén di dén
Phap va Y) sau mot tai nan hy hitu: c6 chét dudi trong bon tim do bi
ngat hoi 1o ri tir chiéc 10 dun nwdc bang gas. Ba nam va sau thang sau
cai chét dau buon do, vg ctia 6ng la Marianne ciing qua doi. Mac du
song xa vg gan ca cudc doi nhung liuc nay, Cook cam thdy kho séng
canh ¢6 don mot minh. “Nhitng dém dai tam t6i cta tudi tré quay trd
lai; 6ng ngu vui nhw dé bu lai cho nhitng gidc ngi ma ong da bo 16
trong sudt nhitng nam thang lam viéc dén kiét strc ay”.

Tat ca nhitng bién c6 trén khong may tadc dong dén nguon nang
lwgng bat tan ctia John Mason va cong cudoc mé rong Thomas Cook &
Son. Tai Ai Cap, cong ty lic nay da trd thanh mot trong nhitng tru cot
chinh ctia nén kinh t€ qudc dan. Tt van phong canh khach san
Shepheard’s Hotel tai Cairo, cong ty da phat trién vwon ra khap cac
thanh pho khac trong cd nwdc. Tai chau Au, John Mason d3 mua lai
tuyén duong sat leo nti chuyén dwa du khach 1én dinh nti Vesuvius.
Trong bai phat biéu néi vé sy thanh cong ctia cong ty dwgc Hamilton
trich dan, John Mason nhan hét cong trang vé minh: “Vao nam 1865,
nhan sy cta céng ty chi bao gom Thomas Cook, t6i, hai trg ly va mot
ngwoi dua thw... Vao nam 1880, ching t6i c6 mét doi ngli gom 1.714
nhan vién toan thoi gian... chung toi hién co6 45 tai khoan ngan hang
riéng... 84 van phong... va thém 85 dai 1y”.
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Sttc khée ctia Thomas dan binh phuc mac du thi lwc cta 6ng da
suy yéu. Quyét tdm mudn nhin thdy vung Bat Thanh lan cudi cung -
doi vGi Cook, du lich luén la mét kiéu hanh hwong - 6ng thuyét phuc
bon ngwoi khac (bao gobm ngwoi hang xém la 6ng Glasgow va nguoi
ung ho nhiét thanh cho phong trao Temperance la co Lines) lén duong
cung 6ng trong hanh trinh tau héa dén Venice, tau thiy dén Alexandria
va Jaffa, va cudi cung dén Jericho, Jordan, Palestine va Jerusalem.
Trong mot dién bién c6 phan hai hwdc, 6ng mang vé mét nit gido vién
Syria tré tudi xinh dep tén Labeebeh, ngudi “thé hién khat khao manh
liét dwgc nhin thdy nwdc Anh”.

Ban c6 thé hoai nghi néu muon, nhung dwong nhw hanh dong nay
ciia 6ng mang sac mau tén gido, c6 1é cung vdi nifm mong moi vo
thitc vé mot ngwoi thay thé cho c6 con gai da mat. Labeebeh & lai Anh
trong sau thang, chia sé nhitng hiéu biét vé van héa Syria tai cac buoi
néi chuyén ctia Temperance trong vai tro khach méi danh dy. C6 xuat
hién tai sinh nhat lan thit 80 ctia Cook & Thorncroft va ngay sau do 1én
tau SS Britannia dén Jaffa.

Thomas Cook qua doi do tudi cao sic yéu vao ngay 18 thang 7
nam 1892, chi chwa day moét tudn sau lan tham gia bo phiéu &
Leicester dé bau cho t&ng vién dang Tw do. St ky Leicester c6 ghi:
“Trang thai gan nhw mu loa da khong anh hwéong dén tinh than hay
ngan can 6ng dan than vao hanh trinh dén vung Bat Thanh”.

Cuodi cung, 6ng van dwgc nhé dén nhw mot 1 khach siéu hang.

NHA COOK HAU THOMAS

Néu néi sy thiéu van dong la nguyén nhan khién Thomas suy
yéu, thi du lich chinh la don chi mang déi vGi John Mason Cook. Khi
chuan bi cho hanh trinh dén Palestine theo yéu cau cia Hoang dé
Wilhelm II ctia Bitc vao nam 1898 - va c6 vé nhw da tham nhuan tinh
than cua phong trao Temperance - 6ng da 10 di 10i khuyén truyén
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miéng rang nén udéng rwgu khi ra nwdc ngoai. Thay vao do, 6ng da
dung thtr nwdc uéng dia phwong va mac bénh ly tryc trung réi qua doi
trong vong mot nam.

Thé nhuwng, dong d6i nha Cook van chwa két thiic: Ba con trai ctia
John Mason gom Frank Henry, Ernest Edward va Thomas Albert tiép
quan cong viéc kinh doanh, van hanh né di qua mot thoi dai véi “su ra
doi cta cac ky nghi thé thao mua déng, cac hanh trinh bang xe mo-t6
va du lich hang khong thuvong mai”. Thomas Albert qua doi vao nam
1914, nhung Frank Henry va Ernest Edward van gitt vi tri diéu hanh
cho dén nam 1928 khi ho ban cong ty cho Compagnie Internationale
des Wagons-Lits - cong ty tau hoa hang sang cua Bi, bao gom ca
chuyén tau Orient Express (xem Chwong 5 - Sy trd lai ca con tau
Orient Express).

Su bung nd ctia Thé chién thit IT danh ddu sy khéi dau cta giai
doan xao tron kéo dai cua cong ty. Khi tru s6 cia Wagons-Lits tai Paris
bi tiép quan badi lyc lwgng quan chiém dong, tai san ctia Thomas Cook
tai Anh da bi chinh phu Anh tring dung. Ban dau duwoc ban cho bon
cong ty duong sat chinh, nhung sau chién tranh, hang nay da bi quoc
hitu héa va thudc vé Cong ty Puong sat Anh. Thé nhung, nhu dugc
thira nhan tren trang web cua cong ty, “tinh wu viét cta cong ty dang
doi mat vdi thach thite khi cac hang du lich méi bat dau cat giam mic
gia cua Cook va dua ra cac goi du lich gia ré”. Vao nam 1972, cong ty
duwgc ban cho lién doanh gom Midland Bank, Trust House Forte va
Automobile Association.

Thap nién 1970 chitng kién sy ra mat cia Money Back Guarantee
Scheme (Chinh sach ddm bdo hoan tién) va sau d6 la mot logo quen
thuéc vdi dong chit Thomas Cook mau do rwc. Dong chit nay xuat
hién rong khap mang luwgi ctta hiéu trén nhitng con pho 16n, dugc
quang ba ram r6 vao cudi thap nién 1980 véi viéc thu mua ba chuoi
ban 1é khac gém Frames, Blue Sky va Four Corners.
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Tiép sau dé6 la hang loat hoat dong thu mua, sap nhap va hop nhat
day chan chwong dén mirc td6i khong muodn di sau vao chi tiét. Toi sé
gigi thiéu trang web lién quan dé ban doc tham khao. Néi ngan gon,
Thomas Cook duwgc C&N Touristic AG, mot trong nhitng tap doan du
lich 16n nhat nwéc DPirc, mua lai vao nam 2001. Vao nam 2007, tap
doan nay sap nhap véi MyTravel Group dé thanh 1ap Thomas Cook
Group. Pén nam 2011, Thomas Cook Group sap nhap hoat dong kinh
doanh I hanh va ngoai héi cia minh tai Anh vGi Co-operative Group
va Midlands Co-operative Society, hinh thanh nén mang lwéi du lich
ban 1é 16n nhat nwdc Anh véi hon 1.200 ctra hang”.

Vao nam 2013, tai hoa ap dén.

“DON’T JUST BOOK IT...”

D6 la mot trong nhitng dong quang cao tiéng Anh dang nhé nhat
moi thoi dai. “Don’t just book it, Thomas Cook it” (Tam dich nghia:
“Dung dang ky tuy tién, hay dang ky v&i Thomas Cook™). Trén thuc
té, khau hiéu nay dap @ng dugc hai trong s6 nhitng thach thirc 16n nhat
vé noi dung quang cdo: mot la né dé dang ghim thang vao tam tri, hai
la n6 chira dung tén thwong hiéu.

Khau hiéu trén dugc Wells Rich Greene giGi thiéu vao nam 1984
va dugc st dung cho dén nam 1993. Vé sau, khau hiéu nay dwoc khoi
phuc vao nam 2009 khi tap doan Thomas Cook tién hanh mdt cudc
trrng cau y kién cta 2.000 ngwoi “va phat hién ra rang khi nghe vé
dau, 60% trong s6 nguwoi dwoc héi y kién da hoan thanh nét vé con
lai... [Diéu thu vi cia khau hiéu trén la tinh da dang cta né. N6 khong
ham chita diéu gi dac biét, chi ggi y rang viéc mua goi du lich hoac ky
nghi ctia Thomas Cook cé chat lwgng vuwot trdi hon so vGi viéc ‘tuy
tien’ mua & cac hang khac”, (trich “Slogan Doctor”, Management
Today, ngay 3/3/2009).
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Nhung vao nam 2013, ban quan ly méi quyét dinh rang khau hiéu
dé da lam héng muc dich cta thwong hiéu. Giadi phap thay thé u?
“Let’s Go!” (“Cung di nao!”). T6i sé dé doc gia tw quyét dinh xem né
c6 hiéu qua nhw khau hiéu cii. Dong chit méi con dwgc dinh kém logo
méi, dwgec mo ta la mot “trai tim nong am” (sunny heart).

“Du la mé6t trong nhitng dong quang cdo noi tiéng nhung khau
hiéu d6 khoéng dai dién cho diéu ching t6i mudén & céng ty”, Mike
Hoban, giam doc tiép thi va thuwong hiéu dién ti khi d6 cia Thomas
Cook néi vé cau khau hiéu cii. “Thi nhat, né 1a mot cum tir tiéng Anh
ma chi c6 tac dung v6i thwong hiéu Thomas Cook, nhung ching toi la
mot tap doan gém nhiéu cong ty va ching t6i can nghi dén ndi dung
nao do co thé gan két tat ca”.

Ong néi thém, ““Let’s Go!’ dap tng duwoc nhitng tiéu chi ndy va
mot sO yéu cau khac. “Thit nhat, n6 thé hién 10i hita ctia ching t6i doi
v0Oi nguoi tieu dung, nghia la hay 1én duwong va c6 mot ky nghi tuyét
voi. P6i v6i nhan vién cua cong ty, dé la 10i kéu goi hanh dong va
nhac nhd moi nguwoi rang ching ta dang hoat dong trong nganh dich
vy, va do6 con la cum tir kéu goi cac nha dau tw va c6 dong cta cong ty
ching t6i tai thanh ph6”. Con logo “trai tim noéng am” u? NO6 goi lén
sy am ap va cam xuc dong thoi c6 tac dung véi moi ky nghi”. (“Say
farewell to ‘Don’t just book it...” “
thang 10 nam 2013).

Giong nhu hau hét cac cong ty ra doi trwdc thoi dai Internet,
Thomas Cook budc phdi thich tng v6i ky nguyén so. Trong linh vyc
du lich, diéu nay c6 nghia la déi mat véi mot thé gidi noi khach du

, www.travelmole.com, ngay 1

lich tré thanh dai ly cua chinh ho, mua vé mday bay truc tuyén, tim
kiém khach san théng qua Trip Advisor hay tham chi bo qua khach
san dé tim dén Airbnb ciing cac doi tha canh tranh dang ngay mét né
r0. Thomas Cook da phéan tng nhu thé nao?

Mathias Brandes, truéng bo phan quan hé truyén thong, nhan
manh rang dich vu chinh la diém mau chot lam nén sy khac biét giita
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Thomas Cook véi cac dai ly du lich tryc tuyén. “Téat ca déu xoay
quanh viéc hiéu ro6 san pham cta minh va c6 kha nang dwa ra nhitng
ggi y phu hop, bdi vi cac dich vu truc tuyén dang tran ngap. Hay thw
hinh dung mot gia dinh gém bén thanh vién chuan bi cho mét ky nghi
hé kéo dai hai tudn moi nam, dé sé la mot khoan dau tw 16n vé tai
chinh va cdm xtc. Ban can dén mot dich vu tét. D6 1a ly do vi sao dich
vu tw van ca nhan trye tiép tai cac van phong cua chiing t6i van c6 vai
tro quan trong”.

Di nhién, Thomas Cook ciing y thitc rat rd vé tam quan trong cta
cai goi la “impersonal contact” (twong tac khach quan) - 16i nhan xét
vé thuwong hiéu va dich vu cta thwong hiéu thng qua mang xa hoi.
“Chung t6i kiém soat mang xa hoi va c6 mot doi ngii cham séc khach
hang tan tuy phu trach phan hoi cadc nhan xét trén Twitter”, Brandes
khang dinh.

Cong ty cling t'ng dung cong nghé mot cach rat chu dong va tich
cwc. Vao cudi nam 2014, khach hang dwgc moi chia sé hinh dnh vé
cac ky nghi Thomas Cook cta ho trén cac dién dan mang xa hoi. Vé
sau, nhitng hinh dnh da dwgc téng hop thanh mot chién dich tiép thi
rong khap. D6 1a mot budce tién cha dong buwdc ra khoi cach lam du
lich truyén thong nham tién t&i mot phwong phap xac thyc hon.

Mot bude tién cong nghé khac da mé duong hudng t6i twong lai
cta hoat dong tiép thi du lich. Céng ty bat dau st dung VR headsets
(nhitng bd tai nghe thuc té€ 40) tai mot s6 ctra hang & Anh, Ptrc va Bi.
Nhitng thiét bi nay cho phép khach hang “trai nghiém”, chang han nhw
cam giac phan khich dwgc ngoi trén tryc thang bay lwgn khap thanh
pho New York, hay cudc di dao kham pha bén trong mot khach san.
“N6 gan nhuv cho phép ban dung thi san pham truédc khi mua”,
Brandes noi.

ft ra, nhitng thiét bi trén van 1a cong cu hitu ich déi véi cac hing
1i* hanh cho dén khi cac dai ly du lich cung cap tng dung két noi tai
nghe ctia nguwdi st dung, dua trai nghiém VR dén tan nha.

https://thuviensach.vn



VUOQT QUA TAI TIENG

Bat ké moi no liyc nham dé cao tinh minh bach va sy dang tin cay
cia minh, vao nam 2015, Thomas Cook rgi vao mot cudc khung
hoang hinh dnh. Van dé nay sinh tir nam 2006, khi c6ng ty viéng vao
mot bi kich, giong nhw tro dua ctia s6 phan khi tai nan da cuép di
mang song cua con gai nha sang lap tir hon 125 nam trudce lap lai mot
lan nita. Christi (7 tudi) va Bobby Shepherd (6 tu6i), hai dita tré nguoi
Anh, chét do ngat khi carbon monoxide tai mot khach san trén hon dao
Corfu cta Hy Lap trong ky nghi cia Thomas Cook. B6 me chiing
cling bi bat tinh va dwgc dwa dén bénh vién. Canh sét tién hanh diéu
tra va phat hién ra rang hoi khoi tir 10 dun nwéc bang gas tr ngdi nha
bén canh da ro ri vao can bungalow noi gia dinh nguoi Anh dang nghi
mat.

Sau phién toa xét xit dién ra trén hon dao vao nam 2010, nha
quan ly khach san va hai nguwdi khac bi két &n 7 nam tu, trong khi hai
nhan vién cia Thomas Cook lai thoat toi.

Thé nhung, vao nam 2015, ban diéu tra tai Anh da dwa ra tuyén
bo vé hanh vi pham toi giét ngwoi va két luan rang Thomas Cook da
“vi pham nghia vu can trong ctia minh”. Dwong nhw chwa dua téi té,
cach hanh xtr cia ban quan ly cong ty trong cudc gap v6i ban diéu tra
da xuat hién tran ngap khap cac phwong tién truyén théng. Giam doc
diéu hanh Peter Frankhauser néi rang 6ng rat 1dy lam ti€c vé nhitng gi
da xdy ra nhung cho rang cong ty khéng can phai xin 16i “bai vi
Thomas Cook khong lam gi sai”.

Mac du 1oi xin 16i thang than Iic d6 c6 thé dong nghia vdi viéc
nhan td6i nhung duong nhw dai dién cong ty da dé cac co van phap luat
thao ting cach phan héi tredc bi kich. Két qua la ho da trung ra mot
thai do lanh lung khong chut x6t thuong cho nhitng gi da xdy ra.

Ngoai ra, bang chitng cho thdy cong ty Thomas Cook da nhan
mot khoan boi thwong 3,5 triéu bang Anh tir khach san ¢6 lién quan,
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twong phan véi so tién 350.000 bang Anh ma gia dinh nan nhan nhan
dugc. Trong mot dién bién khac, chwa qua hdi y vdi gia dinh nan
nhan, cong ty da ra thong bao dong gop 1,5 trieu bang Anh vao Quy
Nhi déng Lién Hiép Quéc (UNICEF). Gia dinh nan nhan va gigi
truyén thong déu cho rang day la mot tro dam sau lwng vung vé dé
mong dugc xa toi.

Cudi cung, khi cong b6 két qua kinh doanh nita dau nam cua tap
doan vao ngay 20 thang 5 nam 2015, Giam doc diéu hanh Fankhauser
da xin 16i: “Ciing la m6t nguwdi cha, t6i rat lay lam tiéc vé cai chét day
bi kich caa Bobby va Christi Shepherd trong ky nghi ctia Thomas
Cook vao nam 2006. R0 rang, c6 nhitng viéc ma lé ra cong ty da phai
lam t6t hon trong su6t chin nam qua, nhat la cach ching t6i hanh xw
vOi gia dinh nan nhan”. (“Thomas Cook apologizes over Corfu gas
deaths”, www.bbc.com, ngay 20 thang 5 nam 2015).

Ngay sau do, Fankhauser da truc ti€p dén gdap bo me ctia nan
nhan va theo nhw mo ta cda luat s la dwa ra “mot 10i xin 16i chan
thanh tir tdn day long”. Dai dién Thomas Cook ciling cho biét rang
cong ty sé chiu moi chi phi lién quan dén viéc diéu tra vé cai chét ctia
hai dita tré, dong thoi thwe hién mot “nghia ¢t bu dap day thién chi”
doi vai gia dinh nan nhan. Gia dinh nan nhan yéu cau Thomas Cook
cho pha hay can bungalow noi tham kich xdy ra va xay dung mot san
choi cho tré em. Tai mot cuoc hop bao, Sharon Wood, me ctia Christi
va Bobby, néi rang da dén ldc “chap nhan rang ching ta khong thé
thay déi dugc qua khit va rang da dén ldc cung hwdng vé tuwong lai”.
(“Thomas Cook makes ‘sincere and heartfelt apology’ over children’s
dealths”, The Guardian, ngay 21 thang 5 nam 2015).

Bo6 qua khia canh cam xtc cua bi kich trén, ma theo 16i ho néi thi
do la “mot bai hoc nhé doi”, Thomas Cook dung ra nén hanh x& nhw
thé nao? PR Week trich 10i cac chuyén gia cho rang, ré rang thuong
hiéu nay c6 thé gidm nhe, néu khong noéi la c6é thé tranh khoi cudc
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khung hodng do. (“Our expert panel assesses the company’s handling
of the strategy”, www.prweek.com, ngay 20 thang 5 nam 2015).

Julian Pike, tredng bo phan Quan tri thuwong hiéu cua hang luat
Farrar & Co., cho biét:

Ngay tir dau, Thomas Cook diing ra nén xem gia dinh nan nhan la m6i wu tién hang dau
bat ké 101 khuyén ctia cac c6 van phap luat hay yéu cau tir phia don vi bao hiém... Han mot
cong ty voi quy mo va tam ¢d nhvw Thomas Cook luén chudn bi san céc ké hoach xt ly khung
hodng bai ban, trong do tai nan chét nguwdi trong ky nghi la mgt méi nguy ranh ranh. Han cong
ty da phai lén chwong trinh vé cach hanh dong dé ngan chan nhitng tham kich twong tu - bang
cach thuong xuyén kiém tra phong khach san - cling nhw cach phan tng khiém nhuwong trude

mot tinh hudng c6 thé xay ra.

Stuart Leach, gidam doc x& ly khing hoang va tranh chap tai hang
c6 van PR Bell Pottinger, nhan dinh:

Khi pham vi trach nhiém van chwa dwgc phan quyét, cac luat su thwong khuyén ban khong
ndi gi dé tranh gay bat lgi. Cong viéc caa co van truyén thong la khong bi chi phdi béi quy tac
nay ma phai tich cwc hop tac véi truyén thong, s dung ngon ngit theo hwdng bao vé danh
tiéng cua cong ty dong thoi tranh gay ra bat ky vu kién tung nao. Dé lam dwgc diéu nay, co

van truyén thong va cac luat s can phai phoi hgp véi nhau nham dat dugc két qua tot nhat.

Bat ké mong muén cta hang ngan ngudi dong loat ky tén trén
mot trang Facebook dé tay chay Thomas Cook, that kho6 c6 thé x6a so
mot thuwong hiéu 170 nam tudi. Vong doi tin titc ludn ngan, sy soi moi
cda truyén thong (va cia ca cong ching) ciing s6m phai nhat.

To Financial Times dwa tin rang gia c6 phiéu cia Thomas Cook
chao dao khi cugc diéu tra bat dau. To nay con trich dan 10i ctia “mot
chu ngan hang dau tw” an danh rang “chuodi cira hiéu lau doi” ctia cong
ty “dang dat ho vao tinh huéng t6i té”. Bai bdo con cho biét thém:
“DPiém bat 1gi ctia cong ty la né van duy tri cac ctra hiéu trén nhitng
con pho 16n vao cai thoi ma ngwoi ta do x6 dang ky cac tour du lich
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tree tuyén”. (“Turmoil over apology adds to Thomas Cook’s woes”,
Financial Times, ngay 20 thang 5 nam 2015).

Thé nhung, cong ty da vugt qua tinh huéng doé khi giam 16 va cai
thién dwgc doanh s6. Lwgng dat tour cling tang nhanh. Bén canh do,
Thomas Cook con c6 duge sw ho trg cta tap doan du lich Fosun, doi
tac chién lwge Trung Quoc va la cha s@ hitu ctia Club Med, don vi
nam gitt 4,8% c6 phiéu tri gia 92 triéu bang Anh ctia cong ty vao nam
2015. Luc bay gio, ca hai tap doan dang dv dinh dau tw vao cac khach
san moi.

Thomas Cook sé van mai la thwong hiéu dugc nhac dén trong
nganh du lich. Va cho du diéu gi sé xdy ra sau nay, khéng ai c6 thé
danh bat tén tudi Thomas Cook ra khoi vi tri nha tién phong ctia nganh
du lich tron go6i trong nhitng cuén sach lich st nganh*.

Trong khi d6, mo6i nguwoi sé c6 cach nhin nhan khac nhau vé du
lich. Va mét s6 sé doi hoi nhitng dang cap trai nghiém khac biét. Do
do, hay nhac chiéc tti Louis Vuitton cua ching ta lén va check-in tai
mot khach san sang chanh.

PIEM NHAN CUA HANH TRINH

Thomas Cook, ngudi c6 vii nhiét thanh cho phong trao Temperance,
nhan thay “nhitng chuyén di thu vi” 1la mét cach dé gitp cac cong nhan
thoat khoi su cdm do caa rugu.”

Thomas Cook la mot tho in lanh nghé, giong nhw nhitng ngwoi co xuy
cho Grand Tour, 6ng st dung chit viét dé chao ban cac chuyén di. 6ng
cling c6 thé la nguwdi da phat minh ra sach quang cao du lich.

Cong ty cta Cook ciing la don vi tién phong st dung tdm séc du lich
va phiéu wu dai tra tridc dé doi 1ay cac bita an va phong khach san.
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e Hién nay, cong ty Thomas Cook ap dung ca phwong phap trao doi tryc
tiép lan mang xad hoi dé cung cap thong tin va tdc dong dén nhitng
khach hang nao cam thay qua tai vdi tin titc tran ngap.
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03
NOI TRU AN HUYEN THOALI:
SU LEN NGOI CUA KHACH SAN
LON*

“Vdn dé cua ban chinh la van dé cua chiing t6i.”

Véli nam trudc, toi gap phdi tinh huéng khoé xi & khach san Alvear

Palace tai Buenos Aires. Lic dd, ban khé cé thé tim thdy chd nao t6t
hon. Khach san dugc mot thuvong gia giau c6 xay dung vao thap nién
1920 v&i mong muon goi lai kién tric ruc rd cta nhitng khach san
Paris ma ong yéu thich. Boi ngli nhan vién trong dong phuc den sé cti
chdo ban tir cach ctra xoay dan vao thién dudng Belle Epoque véi sanh
lat da cam thach, tham Ba Tuv cung bo ghé dém boc nhung d6 mang
phong cach vua Louis XV va XVI. Nhitng dan déen chum lap lanh trén
cao, nhitng bitc twong anh vang ryc rd. Tai quay bar nam ngay sanh
chinh, dan ké goé bong, nhitng chai lo va dung cu pha cocktail dwgc bo
tri dep mat nhu hita hen vé nhitng cudc han huyén thau dém.

Puogc biét mot tac gia noi tiéng véi nhitng ban tango tirng song
tai khach san nay: T6i hinh dung canh nguwdi d6 chim dam trong men
ri'gu vdi noi u hoai, 1én vao mét goc nho khong ai chu y bén trong nha
hang va ng6i cho dén tan chiéu. N6i ngan gon thi d6 la mot cho ngoi
ly twdng dé mo mong.
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Vao thang 4 nam 2010, t6i dugc Leading Hotels of the World
(LHW) - don vi quan ly khach san Alvear Palace - mg&i dén phat biéu
tai mot budi hoi thao vé xay dung thuwong hiéu xa xi. T6i khong nhé la
minh c6 tinh phi dién gia khong. Néu c6, ding ra t6i khong nén lam
thé bai vi LHW da tai trg cho t6i vé may bay hang thwong gia va mot
can phong suite tai khach san.

Bubi sang sau hdi thdo va dang thu don hanh ly, t6i nhan dugc
tin: mot ngon nui la @ Iceland vd&i cai tén khé doc (Eyjafiallajokull)
da phun trao, gay nén canh twgng do nat va lam gian doan cac chuyén
bay khap thé gigi, bao gom ca chuyén bay cua t6i ma to6i nhan dwoc
email thong bao rang “chwa biét dén bao gio” méi bay duoc.

To6i tim gdp quan ly khach san va néi rang minh khong can phai &
trong phong suite, rang tir Iic nay, toi sé ti tim cho minh mot khach
san ré hon dé ¢. Nguwoi do mim cudi: “Thua ngai, van dé cua ngai la
van dé cta chung t6i. Ngai sé & lai day vGi tw cach khach maoi trong
khodng thoi gian ma ngai can”.

T6i & thém hai dém nita. Khodng thdi gian ay nhu v6 tan du theo
cach tuyét voi.

Co6 mot vai s viéc bat ngd xdy ra trong sudt thoi gian t6i & tai
Alvear Palace.

Mot sang no, khi nhin thay t6i dang dung bita sang, quan ly
khach san da dén chao. T6i n6i rang minh thich boi sau khi thitc day
nhung bé boi ctia khach san chi mé ctra Iic 11 gid sang. Nguwoi dé héi:
“Ngai muén ching t6i mé& ctta phuc vu ngai lic mdy gio?”. To6i da
nhan 10i dé nghi d6 mot cach khéng ngan ngai, va vao 9 gio sang hom
sau, toi c6 nguyén bé boi cho riéng minh.

T6i hom do, tai quay bar & sanh chinh, cac nha t6 chitc héi thao
buwéc dén va moi t6i di cung ho vao thanh phd dé dung bita t6i. Nhin
ly martini con dang dé&, t6i néi dua v6i nhan vién phuc vu rang t6i sé
trd lai uéng sau. Khi tré vé phong vao dém hom do, t6i nhin thay ly
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martini ciia minh trén ban, van con du lanh va da dwgc day nap, cung
v0i hai dia dau phong va o0liu bén canh.

Sao toi lai ké vGi ban tat ca nhitng diéu nay? Béi vi lic nay, néu
dwgc yéu cau dinh nghia vé mot khach san 16n, t6i lu6n nhac dén
Alvear Palace.

TOM LUQC VE CAC KHACH SAN LON

“N6i vé khach san 16n”, Jean d’Ormensson, nha bao tai ba kiém
nha tham hiém nguwdi Phap viét, “la néi veé... nhitng noi tri an huyén
thoai danh cho nhitng 1t khach nwdc ngoai... hay cau chuyén diém
tinh gitta sw giau c6 va tho ca, noi chi c6 vé huy hoang ruc r& trong
mot thé gidi tan thoi cuong loan”. (Trich doan gigi thiéu cho cudn
sach Grand Hotel: The golden age of palace hotels, an architectural
and social history cua David Watkin, 1984).

Nhung nhitng toa nha trang 1€ nay bat dau tir dau? Lam cach nao
ching ta bién may quan trg, nha nghi don so thanh nhitng cong trinh
bang da cam thach d6 so dén thé? Hau hét cac nha st hoc déu thong
nhat rang thoi ky bung noé ctia khach san 16n dién ra cung thoi diém
v0i su ra doi cua thoi dai cong nghiép, khi dong co hoi nwéc khong
chi tao ra 16p ngwoi giau méi ma con cho phép ho di chuyén khap noi.

“Pay la nhitng hinh anh ttr thoi dai khac”, d’Ormensson viét tiép,
“kéo dai tir cudc Cach mang cong nghiép cho dén Thé chién thw II.
Trudc thoi diém do, hau hét cac khach san 16n déu chi 1a nhitng quan
tro don thuan, hodc chi hoat dong nhv nhitng can nha riéng thudc
quyén sé hitu cua cac gia dinh quy tdc ma vé sau bi budc phai sung
cong”.

Co diéu gi d6 mang tinh than dan chu vé nhitng khach san 16n
thoi ky dau. Trong phan doan khéac ctia cudn sach néu trén, nha st hoc
vé kién tric David Watkin viét: “Lich s truyén thong cua kién tric
phuong tay cho dén giita thé ky 18 tdp trung vao hai loai cong trinh:
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nha thd va cung dién, vé sau, nhiéu loai hinh xay dung khac nhanh
chéng xuat hién, trong d6 c6 nha hat opera hoac nha hat 16n, thw vién
va bdo tang - nhitng thit von duwgc xem nhw hang muc phat trién thém
cho cac cung dién nham phuc vu nhém giau méi thudc tang 16p trung
lvu”.

Vé khia canh nay, Watkin xem nha hat Opéra Paris, do Charles
Garnier thiét ké va hoan thién vao nam 1875, nhu “ngudi em ho” cta
cac khach san 16n, v6i hanh lang dai hun hit lam boi canh cho “mot
nghi thitc xa hoi cau ky bat mat von chi dién ra trén san khau”.

Qua that, Le Grand Hotel (hién la InterContinental Paris le Grand
Hotel) dugc xay dung trén cung quang truong voi nha hat Opéra vao
nam 1862. Pugc khanh thanh mot cach vo cung long trong voi suw
tham du cua Hoang hau Eugénie, phu nhan cia Hoang dé Napoleon
I11, toa nha cao bén tang v6i 800 phong nay la noi khéi dau cho phong
cach song thoi thugng.

Thé nhuwng, Watkin cho rang khach san 16n ra doi tr trede do, va
tai noi it ai ngd nhat: “Chinh nwéc My dan chd, noi hoan toan khong
c6 cac cung dién hoang gia, 1a quoc gia dau tién phat triéen mo hinh
khach san 16n. Khach san 16n dau tién ctia My la City Hotel tai New
York, mot cong trinh bon tang gom 73 phong duwgc xay dung tir nam
1794-1796”.

Luc bay gio, City Hotel van theo “truyén thong cia cac quan tro
chau Au”. Thé nhung, cac kién tric sw van nudi mong 16n. Benjamin
Latrobe (1764-1820) dv tinh vé mot khu phitc hgp khach san bao gom
ca nha hat 16n va cac phong hoi nghi. Du “ré rang dugc dy doan sé trg
thanh mot phan cta phong cach séng méi”, dy an ctia 6ng khong bao
gio thanh hién thuec.

Mot phién ban thit nghiém caa vi kién tric sw ngudi Anh nay da
dwgc hinh thanh tai khu spa ctia Baden-Baden, Duc, dwdi sy hudng
dan cna kién tric sw kiém nha hoach dinh thanh phé Friedrich
Weinbrenner (1766-1826). Weinbrenner da v6 cung tdo bao khi bién tu
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vién Capuchin cii thanh diém nghi duGng xa hoa mang tén Badischer
Hof. Khach san nay “cé mot hoi truong véi san khau di dong, mot thw
vién, mgt phong doc sach, nhiéu phong khach, 48 phong ngu, 11 nha
vé sinh chung, khu chuéng ngwa rong 16n va khu vyc tam rtta, boi
16i”.

Watkin cho rang, trong “thiét ké quy tdc” cia cong trinh nay, véi
nhitng cot trang tri d6 sd, Weinbrenner mudn ngam khang dinh rang
“mot toa nha binh thwdng ciing c6 thé nguy nga trang 1é nhw mét cong
trinh cua Gido hoi”.

Co 18, do 1a 1y do vi sao ching ta cam thdy suy doi khi & bén
trong nhitng khach san 1én va ca cai cht nghia dé cao lac thu day rac
roi cua ching.

Puwong nhién tai Anh, cac khach san 16n xuat hién theo sy phat
trién cua nganh dwong sat. Chang han nhuv Midland Hotel tai Derby
(1840), Victoria Station Hotel tai Colchester (1843), Great Western
(1854) tai Paddington, Luan Doén - ban c6 thé hinh dung ching né r6
doc cac tuyén dwong sat mé rong nhw nhitng bong hoa ngoai lai. Tat
ca déu no luc toat 1én vé quyén quy theo phong cach Phuc hwng cia
Phap va Y. Khach san Great Western “c6 mot phong chd Hoang gia
danh cho N{* hoang Victoria moéi khi ba dén Windsor”.

DPé trdi nghiém tron ven thé gigi cua khach san dwong sat hang
sang, hdy bang moi gia ghé tham khach san Midland Grand cii (nay la
St Pancras Renaissance London Hotel) tai nha ga St Pancras. Toi nghi
vé né nhw mot toa nha Victoria phi truyén thong con Watkin mé td la
“hinh mau cta chta nghia lang man xa hoa theo phong cach Gothic
Revival cia Anh”. Ban than cac phong nghi ¢ day déu mang lai cam
giac kha dé chiu, thoai mai nhw phong nghi cia cac khach san
Marriott; nhwng ngoai that va khong gian chung noi day la sy pha tron
tha vi gitta nhitng vién gach ngdéi hong, khung sat uon lwgn va cong
vom diéu da. C& nhv thé ngoi trwong Hogwarts* da bién thanh mot
khach san 5 sao. Ngay ca Sir Gilbert Scott (1811-1878) -kién tric sw
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ctia cong trinh nay - cling mo ta né “co 1€ la qud tét cho muc dich thyc
su”. Mot lan nita, cong trinh mang dang dap cua nha thd hon 1a khach
san - mot thanh dia danh rieng cho tht ton giao méi mang tén du lich
giai tri. Han Thomas Cook ciing sé dong tinh v&i nhan dinh nay.

Khach san 16n con thé hién vai tro ctia mot thwong hiéu tiéu biéu
(civic branding function), minh chitng cho sy thinh virgng va sttc anh
hwéng ctia mét thanh pho. “Ching thwong duge khoac 1én minh 16p 4o
mang tén chu nghia dan toc” 1a 10i trich tv mot bai viét trén The
Economist:

Vua Aflonso XIII caa Tay Ban Nha da xday dung mot khach san Ritz tai Madrid dé bat kip
vGi Luan Pon va Paris. Khi khach san Waldorf Astoria dugce tan trang va mé ctra trd lai tai
New York vao nam 1931 ngay gitta tam diém cda cudc Pai suy thoai, Herbert Hoover goi n6
la “man pho dién long can dam va sy ty tin tredc ca nwdc”. Khi Chién tranh lanh béat dau xay
ra, Joseph Stalin 1én ké hoach xay dwng khéach san Ukraina do6 so tai Moscow nhuw mot biéu

twong cua tinh than Soviet.

“Be my guest”, The Economist, ngay 31 thang 12 nam 2013.

Viéc khai trweong mot khach san 16n c6 thé trung thoi gian vai
mot cudc trién lam 16n, chang han nhw treong hgp cia khach san
Langham ¢ Portland Place, Luan PBon, dugc khai truong vao dung thoi
diém cudc Trién lam Quoc té nam 1865. Trién lam Paris nam 1878
kéo theo sy xudt hién cta khach san Continental trén pho Rivoli.

Luc nay, ban c6 thé di dén két luan rang gitra thé ky 19 da chitng
kién s phat trién dién cuoéng cta cac khach san 16n, va nhan dinh cua
ban khong sai. Theo Watkin, dinh diém cta giai doan d6 la ti thap
nién 1880 dén thap nién 1920. “O giai doan cao trdo nhat ciia qua trinh
phat trién nay, vao khodng nam 1900, nhitng khu nghi dwdng rong 16n
v6i nhitng khach san kiéu cung dién... xuat hién & Thuy Si... mién
nam nwoc Phap... Normandie... cac khu spa cua Phap... va cac khu
pho cua Pic. Khach san ‘trong truyén thuyét’ Brenners Park tai
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Baden-Baden la mét trong s6 nhitng noi gigi hoang toc thudc triéu dai
vua Edward nghi ngoi sau bita t6i thinh soan cta ho”.

Nguwoi Luan Bon phdi dgi dén nam 1889 mdi nhin thdy sy xuat
hién cia mot céi tén c6 lién quan dén thé gidi khach san 16n: César
Ritz. Pa ting quan ly cac khach san tai Lucerne, Monaco va Nice,
Ritz dwgc bo nhiém chitc quan ly cho khach san m&i Savoy, dugc thiét
ké cho 6ng bau Richard D’Oyly Carter - nguwdi lic nay da nhan thay
mot thi treong khach du lich san sang d6 x6 di xem cac bu6i dién do
ong t0 chitc. Khach san dwoc trang bi day du tién nghi theo phong
cach My, véi “hé thong chong chdy... dén dién thap sang xuyén suodt
va sau thang mday”. Ritz xitng dang c6 han mdt chwong riéng noi vé
ong, do dé lic nay, chiing ta sé tam dé o6ng tai Savoy, cung chg doi sy
xuat hién cta dau bép tuyét voi Auguste Escoffier.

Dan dan, viéc xay dung cac khach san 16n gan nhw chitng lai
trong suot Thé chién thit I - mac du ching tré thanh nhitng can c 1y
twdng cho cac giao dich bi mat va hoat dong tinh bao - va nguoi ta
cling khong thé nao tim lai dwgc phong cach uy nghi caa thé ky 19.
Twong lai cua khach san da bi cong nghiép hoa: mot phién ban doanh
nghiép duwgc hinh thanh dé phuc vu nhém khach hang hang thuwong
gia.

Thé nhung, that may man la cac cong trinh khéach san cii van ton
tai. Va néu di may man, ching ta sé c6 dip dugc trai nghiém mot
trong s6 nhitng khach san dé.

LEADING HOTELS OF THE WORLD (LHW)

Co6 nhiéu tap doan khach san 16n, va di nhién la nhiéu dén mitc
khong thé di sdu vao chi tiét trong cudn sach nay. Nhitng cai tén thudc
top dau bao gom Belmond (titc tdp doan Orient Express cii),
Dorchester Collection, Faena, Fairmont Raffles, Firmdale, Four
Seasons, Mandarin Oriental, Oetker Collection, One&Only, Peninsula,
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Relais & Chateaux, Ritz Carlton, Rocco Forte, Rosewood Hotels,
Shangri-La, Six Senses, Small Luxury Hotels of the World (SLH), St
Regis & Luxury Collection va Taj Group. D7 nhién la danh sach nay
van con nhiéu thiéu sot.

Moi thwong hiéu déu c6 mat vi tri hoi khac nhau, nhwng sitc hap
dan cua chiing c6 thé dwgc goi gon trong mat tir la “trai nghiém”. Doi
v&i khach du lich, khach san 1a mét phan trong yéu cta chuyén di, néu
khong noi 1a tdm diém cta toan bo cudc hanh trinh. Ban than cac cong
trinh khach san da 1a mot diém dén dé kham pha. Va khi dwoc nguoi
nao do6 bén ngoai hai hién dang & khach san nao, han nhién “gia chu”
sé cam thay doi chut tw hao khi trd 16i bang mot cai tén danh gia.

D6 1a mot diéu may man bdi cac tdp doan khach san thuong
khong s& hitu khach san. Ho hodc tinh phi quan ly hoac nhwgng quyén
kinh doanh thwong hiéu khach san ctia minh cho cac don vi khac. Mac
du c6 thé khac nhau vé dac tinh, nhung cac khach san trong moi tap
doan déu hwéng lgi thong qua chwong trinh hgp tac chung, tiw cac
trang dang ky truc tuyén cho dén cac chién dich quang ba va nang cao
nhan thitc vé thuwong hiéu gitta cac dai 1y du lich va cong ty 1 hanh.

C6 1é, noi nam bat tot nhat ban chat cua “khach san 16n” theo
nghia c6 dién ctia cum ti* nay la cai tén ma toi vira nhac dén @& trén:
Leading Hotels of the World (LHW). Thuc ra, né khong han 1a mot
tap doan, ma la mot cau lac bo doc quyeén.

Richard McGinnis, giam doc dai dién khu virc Phap va Benelux,
giai thich: “Khong nhu cac tap doan khac, day khong phai la cong ty
quan ly hay chuo6i khach san, ma la mét cau lac bo thanh vién”. Cac
thanh vien trong do phai tra mot khoan phi hang nam dwa vao 1gi titc
va so luvgng phong cta ho:

N6 danh cho nhitng khach san nao mu6n hoat dong doc lap nhung van dwge hwdng lgi tir
hé théng dich vu co ban cua 23 van phong khap thé gigi. Cong viéc cua ching t6i la tao ra s

lwgng don dat phong va doanh thu cho chu khach san. Khong cé hoat dong quang ba thwong
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hiéu trong cac phong khach san, ngoai trir thit bat budc phai c6 la s6 danh ba thanh vién cua
chiing t6i. Két qua la khi lwu trd, chang han nhw tai Alvear Palace, ban sé hoan toan chim dam
trong khong gian noi day, khong hé cé y nghi rang minh sé tim thdy mdt khach san twong tw
tai mot thanh pho khac. Bong thoi, muc dich cta ching t6i la tao ra mét thuwong hiéu ma du
khach khoé long ché trach dugc - mét thwong hiéu cda chat lwgng. Twong ty, tw cach thanh

vién cua t6 chitc LHW la cong cu dinh vi v6 cing manh mé doi v6i mot khach san doc lap.

LHW duoc thanh 1ap vao nam 1928 bé&i mot nhom chu khach san
thudc tang 16p quy toc chau Au, nhitng ngudi muén xam nhap vao thi
treong du lich dang phat trién vGi nhitng du khach My giau c6. “Vao
thoi diém do, cac co sd kinh doanh cta ho 1a hinh mau cua khach san
16n”, McGinnis cho biét. “Nhuwng vao dau mua du lich, ho budc phai
ma@ ctra hang tai cac cang Le Harve va Southampton v&i hy vong thu
hat khach hang truc tiép tit nhitng con tau xuyén Pai Tay Duong.
Cudi cung, ho cung nhau thanh 1ap van phong dang ky chung tai New
York, noi tré thanh dich vu dat cho trung tam dau tién”.

Hau dué cda nhitng nha sang lap tap doan nay van la chu sé hitu
cho dén tan ngay nay. Theo McGinnis, xét vé loai hinh doanh nghiép,
cac khéach san nay phai chia c6 titc hang nam, nhung cac c6 déng luén
chon céach dau tu tré lai vao hoat dong kinh doanh.

Tén goi Leading Hotels of Europe (Cac khach san hang dau chau
Au) tré thanh Leading Hotels of Europe and Egypt (Cac khach san
hang dau chau Au va Ai Cap) vao nam 1930 khi mot cha khach san
chau Au héi lidu cac khach san ma dng dy dang diéu hanh c6 thé tré
thanh thanh vién cuda t6 chitc. Bat ké sy thay doi nho nay, chién lwoc
chung van khéng doi, nhw noi dung dang trén trang web cta t6 chitc:
“Van phong Manhattan cua Leading Hotels da ctt nhan vién dén cac
bén tau & New York dé don du khach My khi ho dang trén duong ra
bén cang dé 1én tau trong hanh trinh xuyén Pai Tay Dwong, chao mai
ho ding ky phong khach san trong thdi gian kham pha chau Au”.
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Trong khi du khach dang tan hudng dich vu hang sang trén con
tau vugt Pai Tay Duong, cac dai ly ctia Leading Hotels sé guri dién
bao di trwedc nham dam bao rang nhitng trai nghiém ding chuan chat
lwgng séng thugng Iwu nay sé tiép tuc dugc duy tri khi hanh khéach 1én
bd. Cubn cam nang du lich dau tién do Leading Hotels phat hanh bao
gom mot noi dung gidi thiéu khong chi vé cac khach san cta tap doan
ma ca khach hang cta ho: “Mot khach san 16n 1a noi mang dén cho
hanh khach nhitng can phong sang trong, am thwc vo song cung dich
vu ca nhan hoan hdo; nhitng tién nghi can thiét trong cudc séng nhw
thé ho dang song trong chinh can nha ctia minh gitta nhitng ngwdi hau
rieng”. (“LHW Celebrates 85 Years”, www.lhw.com, ngay 18 thang 11
nam 2013).

Néu nhitng nam thang chién tranh la khodng thoi gian “chitng
lai” do6i véi Leading Hotels thi thap nién 1950 chitng kién khong chi
st hoi sinh cta du lich xuyén Pai Tady Dwong, ma con ca sy mé rong

cta thi trwong du lich quoc té néi chung, vdi nhitng chi€c may bay
muot ma thay thé cho nhitng chiéc tau hoi nwéc xap xé. Nhuw noi dung
trén trang web cua tap doan:

Giai doan tir nam 1955 dén 1972, s6 lwgng hanh khach tang hon gdp bon lan... Vao nam
1971, cong ty quyét dinh m@ rong pham vi hoat dong va thu hadt thém nhiéu thanh vién méi
khép toan cau. Quyét dinh két nap nhiéu khach san bén ngoai chau Au bit ngudn tir mong
muodn dap ¢ng nhu cau ngay cang gia tang cua nhitng hanh khach muén di dén céac chau luc
khac. Thé nhung, diéu nay chi trd thanh hién thyc vao nam 1978 khi cong ty chinh thiéc doi

tén thanh: The Leading Hotels of the World, Ltd.

Trang web nay con thong tin rang cdi tién cong nghé luon la mot
trong nhitng lgi diém ban hang cda tdp doan trong viéc thu hit cac
thanh vién. Vao nhitng ngay dau, cac dai ly mo mam lan tim trén so
do phong do cac khach san cung cdp ro6i tién hanh giao dich dat phong
qua dién bao hodc dién tin. Vao nam 1974, hinh thirc giao dich nay
phat trién thanh mot hé thong dat phong qua may tinh va vé tinh.
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“Hoat dong kinh doanh ctia ‘hau hét cac khach san 16n’ déu thong qua
cac dai ly du lich cho dén gitta thap nién 1970 khi céng ty nhan dugc
mot dwong day WATS (dich vu dién thoai dién rong), hay con goi la so
dién thoai mién phi. Puong day mién phi 1-800 nay duwgc xem la mot
buéce tién ki thudt cho ca cac dai 1y du lich lan nguai tiéu dung tryc
tiép”.

Cong cu tiép thi tiéu biéu nhat cta tap doan - s6 danh ba dwgc dat
trong tat ca cac phong khach san thuoc nhom Leading Hotels - liét ké
116 khach san tai 23 quéc gia vao nam 1975. N6 cling tiét 16 rang
phong cach ctia khach san 16n da ton tai qua hai cudc Thé chién va ca
thap nién sdu muoi day bién dong* ma khong chit suy chuyén:

Nhitng diéu dwong nhuw nhoé nhat, chang han nhw sy yéu ghét cua khach hang déi véi mau
sac hay loai hoa khéac nhau, néu khéach san biét dwgc, sé tao nén sy khac biét giita “hai long”
va “cuc ky hai long” & khach hang. Mat khac, nham ton trong bau khong khi sang trong cta
nhitng khach san nay, c6 mot quy tac bat thanh van la khach lwu trd can c6 thai do hanh x va

an mac theo cac tiéu chuan nhat dinh.

“Quan complé” cta phu nit dwgc phép xuat hién tai cac khach san
Continental nhwng bi cdm & nha hang va quan rugu cua cac khach san
Luan Bon. Quy 6ng dugce yéu cau mdc 4o jacket va that ca vat tai nha
hang va quan rugu “ngoai trir ban ngay tai mét s6 khach san nghi
dudng”. Nhitng vi khach véi “dién mao cuc ky tan thoi” khong dugc
chao dén - va ho khong duwoc phép budc chan vao khach san. S6 danh
ba canh bao: “Chi sv giau c6 thoi chwa du dé dugc don tiép”.

Vao thoi diém ky niém sinh nhat 1an thi 85 cua tap doan, ca cha
tich Andrea Kracht lan Gidm doc diéu hanh Ted Teng déu tiét 10
nhitng kién thitc hitu ich vé dac diém giip phan biét mot khach san
16n v6i mo6t noi chi don thuan dé nga lwng vao budi toi.

Kracht 13 cha sé hitu cia khach san Baur au Lac tai Zurich. Ong
néi: “Toi tin twdng rang y thitc vo cung manh mé vé lich st chinh la
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diém khién chung t6i tré thanh Leading Hotels of the World... Chang
han nhw Baur au Lac dwgc chinh t0 tién cta toi thanh 1ap tir 170 nam
trwdc... Diéu nay cho thay rang moi lién két ctia ching t6i vdi lich st
khong bat nguon tir ndi am anh véi qua khit, ma ngwoc lai, né 1a mot
phan cot 16i trong chinh con ngwdi ching toi va thic day tam nhin cta
ching t6i hwéng t6i nhitng diéu minh mudn dat dugc”.

Twr phat biéu dé, Teng bo sung: “Qua trinh s& hitu mét khach san
qua nhiéu thé hé trong gia dinh sé lam tang trdi nghiém cta du khach.
Céc gia dinh dau tw vao khach san cta ho vi muc dich lau dai, khong
phai vi nhitng lgi ich tru6c mat. Thay vi ap dung chién lwgc kinh
doanh tir 3 dén 5 nam, ho huwéng téi muc dich dau tw tr 3 dén 5 thé
hé”.

Céac nhan vién 1au nam va khach hang thwong xuyén sé cam thay
nhw thé ho la mot phan cda gia dinh nay. “Cac cha sé hitu khach san
gia dinh thwong thué nhitng nha quan ly trong vung va cé kién thitc
sau rong veé vi tri ctia vung dat dy. Va di nhién, nhiéu kha nang la cac
nhan vien lam viéc cho mot khach san trong thoi gian 1au hon, tr do
tao nén tinh nhat quan va lién tuc”.

Hién nay, tdp doan c6é hon 400 khach san tai 80 quoc gia. Va néi
theo ngbn ngit cta chinh ho, “moi khach san déu dé cao van hoa cta
tirng diém dén thay vi tim cach khoac 1én minh sy dong bo bat budc
cta tap doan. Trén thuc té, dong chi* quang cdo dugc tap doan st dung
vao thoi diém t6i viét cuon sach nay la “Pac biét hiém c6”. Nhitng
khach san thanh vién huyén thoai nhdt cia LHW bao gém Ritz va
Bristol tai Paris, Negresco tai Nice, va Mamounia tai Marrakech.

Richard McGinnis cho biét rang cac thanh vién méi dugc tiép
nhan thvong xuyén:

Viéc do6 thuong bat dau bang mét email hodac mot cude dién thoai. Trong moi tredng cua

chiing t6i, tat ca déu lién quan dén moi quan hé ca nhan; day la mét thé gidi nho nén moi

nguoi déu biét nhau. T6i thuwong dugce lién hé dau tién, nhung t6i ban giao khach san ctia minh
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cho b6 phan quan ly cac khach san thanh vién tai New York. Ho sé tién hanh phan tich chuyén
sau. Ngoai yéu t6 hién nhién la tinh phu hgp, nhitng cau héi ma chiing t6i thiong hdi bao gom
“Piém dén nay c6 gitp tao ra doanh thu cho cac thanh vién?”. Chung t6i khong muon khién

ho that vong.

Bén canh s6 danh ba va trang web, LHW con quang ba thuong
hiéu théng qua quang cdo truyén thong va quang cdo ky thuat so.
Chang han, tdp doan nay c6 mot méi quan hé 1au nam tai My vGi to
Departures, tap chi quy (do Time Inc xuat ban) dwgc cap doc quyén
cho céac chu thé American Express Platinum. Va bt ké nhitng gia tri
c6 phan hoi cti, thwong hiéu nay van hién dién day du trén cac mang
xa hoi. Nguoi st dung Instagram va Twitter cé thé theo doi Leading
Hotels va dang cac bitc anh cting nhw tweet dé chia sé trai nghiém cta
ban than kem hashtag #LHWtraveler va #uncommontravel.

Trén thuce t€, cac khach san cua tap doan - giong nhu cac khach
san 1én khac - ¢6 duge mot kiéu 1gi thé dac biét khién ho noi bat trong
bdi canh truyén théng huyén ndo, cho du ndi dung dwoc chinh thwong
hiéu hay khach hang tao ra. Lich s, kién tric, cac dau bép tit nha
hang duwgc gan sao Michelin va khung canh ngoan muc, tat cad déu
khién ngudi ta muon ké nhitng cau chuyén, va (thd nhung that) khoe
khoang vé chung.

Vao nam 2011, LHW da thiét ké lai s6 danh ba dé cap nhat rang
phan 16n thong tin trong d6 da xudt hién trén trang web cua tap doan.
Cho nén 4n pham cung ndm da danh ra 23 trang dé noéi vé lich st gia
dinh ctia mot s6 chu s@ hitu khach san. Nhiéu an pham gan day (va c6
cd 4n pham vai kich ¢d bang cudn Kinh thanh dang nam trudc mat toi
day) con két hgp ca nhitng cau chuyén nho thu vi cuaa lich st. Chang
han, nha hang La Casetta tai khach san Eden Roc & Ascona, Thuy Si,
“dong vai tro quan trong trong cac cudc dam phan bi mat sudt Thé
chién I1”. Va rang Michael Jackson da viét 16i bai hat trén twong va ra
trai giwong trong phong Presidential suite cua khach san Hotel
D’Angletere & Geneva (ban c6 thé ty hoéi nhan vién don phong nghi
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sao vé viéc nay). Cé 1é hoi chi tiét nhung chiing da lam tang thém sy
huyén bi ctia khach san.

Chién lwgc nay tiép tuc dugc duy tri trong thé gidi ky thuat so.
Trong mot cudc phéng van vdéi trang web nganh du lich Skift, Giam
doc diéu hanh Ted Teng khang dinh:

Tiép thi la ké chuyén. T6i cho rang, v6i mang xa hoi, khach hang chinh la nhitng nguaoi
dang ké chuyén hién nay. Cac thwong hiéu cia chiing ta khong con cho rang ho kiém soat
dugc cach ké cau chuyén do. To6i nhin thdy nhiéu cong ty trong modi treong mang xa hoi véi
trang Facebook, cac doan tweet va tat ca nhitng thi d6. Tot thoi. D6 la mot phan cua tiép thi.
T6i cho rang phan quan trong nhat ciia mang xa hoi la nhitng gi khach hang néi vé ban, khong
phai nhitng gi ban néi vé chinh minh.

“Leading Hotels of the World CEO on Branding the Independents”, www.skift.com, ngay

7 thang Giéng nam 2015.

Su uy tin c0 vai tro quan trong trong kinh doanh khach san - va
khong chi d6i v6i cac khach hang “binh thuwong”. Nhu td The
Economist chi ra: “Thuwong mai va ngoai giao dién ra trong cac chuoi
khach san, cling nhw trong cac phong hop va Pai Hoi dong Lién Hiép
Quoc. Cac cudc dam phan vao thang 11 ndam 2013 vé chwong trinh hat
nhan cua Iran dwgc to chite tai khach san InterContinental Geneva.
Céac khach san la noi moi nguwdi bi mat gap nhau dé 1én ké hoach vé
nhitng cudc thau tém va tranh luan vé sy am dan 1én cna trai dat”.

Do6i vdi nhitng noi cé vé ngoai trong tam thwong, cac khach san
16n lai c6 vai tro quan trong dén bat ngo.

CAU CHUYEN VE FOUR SEASONS

Isadore Sharp, thuvong gia ngwoi Canada sang 1ap Four Seasons
Hotels, khong hé c6 hoan canh xuat than giong nhw nhiéu khach hang
Xxa Xi cia minh. Gi¢ day, ¢ tudi bat thap, Sharp la mot huyén thoai
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trong nganh khach san. Ngudi ta noéi rang Steve Jobs 1ay cam hing twr
cach chu trong vao dich vu hoan hao cuaa Sharp khi lén y twéng cho
cac ctra hiéu Apple.

“Issy” Sharp khéi nghiép véi vai tro kién tric s va nha phat trién
dy an bat dong san. Cha ctia 6ng c6 xudt phat diém tham chi con
khiém ton hon - bi budc phai rdi Ba Lan vao nam 1920 dé thoat khoi
cac cudc tan sat, Sharp “cha” di cw dén Toronto, noi 6ng bién cac ky
nang thg ho va thg sita nha thanh mot céng ty xay dwng va bat dong
san. Tw cau bé phu giup cha vao dip nghi he, Issy tré tré thanh nhan
vién chinh thitc cia cong ty. Sharp “con” thiét ké va xdy khach san
dau tién (Motel 27) cho mdt ngudi ban tai Toronto. Nhung trong thoi
gian do, theo 101 cua Jean-Pierre Soutric - ngwoi da lam viéc trong bo
phan kinh doanh va tiép thi ctia Four Seasons su6t 20 nam trwedc khi
chuyén sang Oetker Collection - Issy da nhan ra mot thi truong ngach:

Ong bét dau tir con s6 0 v&i mot khach san ma dng ciing nhém ban xay dyng tai khu phd
toi té nhat ctia Toronto -quan dén dé. Thé nhung, 6ng c6 mot tam nhin: Khi di khap Canada dé
thye hién céc dy an xay dyng, 6ng da & tai nhiéu khach san va phat hién ra rang hau hét ching
déu khong thoai mai. Ong ty hita v6i ban than sé tao ra mot khach san hoan hao: nhitng chiéc
giwong chat lwgng, twong cach am, hé thong vé sinh va thoat nudc hién dai, diéu hoa nhiét do,
bé boi,... va trén tat ca la khach sé dwgc cham sdéc bai nhitng con nguoi tir té. Nghe c6 vé rat
binh thwong trong thdi hién dai, nhung vao khodng 55 nam trudc, diéu dé khong hé don gian.

Ong 1a ngudi dau tién bién khéi niém vé dich vu tot thanh mot nghe.

Four Seasons Motor Home ra doi vao nam 1961. Tu thanh cong
ban dau, Sharp xay thém nhiéu khach san khac, nhung vao nam 1974,
khi chi phi cho mot cong trinh & Vancouver vugt khoi tam kiém soat,
khién cong ty suyt pha san, ong bat dau rut khoi cong viéc xay dyng
bat dong san va chuyén sang mang quan ly.

Ngay nay, Four Seasons quan ly cac khach san cta thwong hiéu:
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... thay mat cac chua s& hitu va cac nha phat trién bat dong san, nhitng nguwdi thuong xem
van phong tai Toronto don thuan la mot manh dat v4i mot cuon chi phiéu. Four Seasons da
tham gia thiét ké va van hanh téa nha nay, gan nhw kiém soat toan bo hoat dong kinh doanh,
tir s6 lwgng nhan vién ditng ctra cho dén cong viéc danh gia do mém min cta vai ra trai
givong. Vi nhitng no lyc do, cong ty nhan duwge 3% tong doanh thu va khoang 5% Igi nhudn.
Cac cha dau tv cling tham gia... ho trg tai chinh cho cac b6 phan kinh doanh, tiép thi va b
phéan dat phong.

Trich “Pillow fights at the Four Seasons”, The New York Times,

ngay 28 thang 6 nam 2009.

B&i vi Sharp lu6n nhan manh tam quan trong cutia ty 1é nhan vién
phuc vu khach hang, bién lgi nhuan dwogc cho la thap hon so vGi cac
tap doan do6i thu. Thé nhung, theo thdi gian, khi Four Seasons da leo
tir xudt phat diém khiém ton 1én vi tri hang sang nhu hién nay, Sharp
khang dinh rang nhitng “nhan vién tr t&” chinh la tam diém lam nén
thanh cong cua thuwong hiéu.

Jean-Pierre Soutric cho biét:

Trudc day, néu tim dén mot khach san hang sang & Paris hay Venice, ban chi dwgc doi xi
khac biét néu ban ndi tiéng hodc giau c6. Moi khach hang khac thwong cam thay khong dugc
chao dén. Cac thwong hiéu van ap dung cach lam truyén théng da 16i thoi hang chuc nam.
Phuwong phép tiép can hién dai cia ching t6i 6 rang bat nguon ti di san Bac My. Khi dén
chau Au véi khéi dau tai Luan Pon vao ndm 1970, Four Seasons dd mang theo ngudn ning

lwgng do trong khi van dé cao van hda ban dia.

Giong nhu Leading Hotels of the World, tap doan Four Seasons
khuyén khich moéi khach san duy tri mot dac tinh khac biét. “Khi thitc
day & Tokyo, du khach mu6n cam nhén rang minh dang song tai thanh
pho nay”, Soutric quan sat. “Do dd, ban khong can phai dong nhat vé
kich c& hay cach trang tri phong, nhung phdi nhat quan vé dich vu”.
Thyc té 1a tap doan nay dé ra cho nhan vién mot danh sach khoang
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120 tiéu chuan chat Iwgng. “Ban khong can phai ghi nhd tat ca nhung
ban phai biét nhitng tiéu chuan lién quan dén cong viéc ctia minh”.

Nhitng tiéu chuan nay bao gobm cac khai niém don gian nhu giao
tiép bang mat va khong phan biét doi x véi cac cudc goi. Mac du vao
cu6i ngay, that khé quy chuan héa dwgc mot dich vu tuyét hdo. “Tat ca
déu nam @& viéc tim ding ngwoi”, Soutric cho biét. “Khi tim kiém tng
vién cho mét vi tri, chang han nhw mét dau bép, hodc mot nguwdi quan
1y khach san, ban gap hai &ng vién. Mot nguwdi rat giéi vé chuyén moén
- phai ndi la hoan hado, nhung anh ta dé thay do6i tam trang va khong
mim cuwoi. Po khong phai la nguwdi thich lam viéc véi nguoi khac. Mot
nguoi it gioi vé chuyén mon, hodc it kinh nghiém hon nhung anh ta
cdi méd va duyén dang. D6 chinh la ngwdi ma ban can tim”.

Khong chi c6 thé, nguoi d6 phai ty nhién, khong mién cuGng.
“Moi nguoi cé thé nhan ra sy gia tao - ban phai twong tac mot cach
that long. Va diéu dé c6 lién quan dén nhan cach. Tré tréu thay, diéu
c6 y nghia quan trong nhat trong linh vic kinh doanh khach san lai
chinh la nhitng gi v6 hinh nhat”.

Soutric so sanh mot khach san hang sang véi mot chiéc tui
“Kelly” noi tiéng cua thwvong hiéu Hermes:

Néu nhin thdy mot trong nhitng chiéc tdi nay trén ban, ban sé nghi né chi la mét cai tai
théi ma, dung khong nao? Nhung khi ban biét dwgc lich st cia n6 - biét dugc rang chiéc tai
dugc dat theo tén cua Grace Kelly - cau chuyén sé di theo mét chiéu hwéng khac. Va sau do,
khi ban nhin thdy mot ngwoi phu nit deo chiéc tdi, nhin thdy sy thanh lich va thoi thugng toat
ra ti o ay, cau chuyén sé nang lén theo mot chiéu huéng xa hon nita. D6i vdi t6i, do chinh la
yéu t6 cot 16i cia viéc xay dung thwong hiéu xa xi. San pham chi 1a khégi diém. Con nguoi

mai lam nén tén tudi cia cac thwong hiéu.

Soutric cling chi ra thit ma ong goi la “khoanh khac”. D6 c6 thé
la Iic ban dang ngo6i nham nhi ly cocktail hay ly rgu yéu thich tai nha
hang cua khach san cung v&i mot nguoi ban, nhan vién phuc vu buéc
tG@i thong bao rang c6 mot chiéc ban trong véi tam nhin dep hwéng ra
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vinh. Sau khi an vi tai chiéc ban dy, ban bat dau tan hwéng mot trong
nhitng budi toi tuyét voi nhat cudc doi, tat ca la nho & ngwdi nhan vién
da doan dugc diéu ban mudn.

“DP6 chinh la khoanh khac - mét trdi nghiém ma ban sé khong bao
gio quén. Mot vi du khac nita tai khach san Four Seasons @ Istanbul.
Ban di 1én tang cao nhat cta khach san, buwdc ra san thuwgng va ngay
tredc mat ban 1a Thanh duwong Hagia Sophia. M6t khung canh ngoan
muc. Khoanh khac do6, trai nghiém do6. P6 chinh la diéu khién moi
ngwoi tim dén khach san”.

Do 1a ly do vi sao, giong nhu Leading Hotels of the World, Four
Seasons khong may mdn ma véi quang cdo truyén thong. Thé nhung,
thwong hiéu nay lai thong thao ca thé gidi s6 lan mang xa hoi. Vao
thang 6 nam 2015, tap doan ra mat tng dung di dong - mot dang dich
vu ho trg khach hang ky thuat s6 (concierge) “cho phép khach hang
check-in, check-out, dat dich vu an uéng tai phong, dat xe riéng hay tur
chéi dich vu don phong, va ca yéu cau cac méon dé ca nhan nhu ban
chai danh rang, nut bit tai chéng 6n, dao cao ma khong can phai héi
trirc tiép mot nhan vién nao”. (“The Four Seasons Launches A New
Do-Everything App”, Condé Nast Traveler, ngay 9 thang 6 nam
2015). Khong can néi, d6 chinh la no lwc dat dén tinh nang va vé dep
hoan my vGi nhitng hinh anh long lanh twr cac khach san cua tap doan.

“Khi nhin toan canh xa hoi, trong thoi dai so, ching ta c6 xu
hwéng ca nhan hon”, Soutric quan sat. “bPiéu d6 phu hop vGi nganh
kinh doanh khach san cao cap bdi vi ching toi tap trung vao viéc dap
tng cac nhu cau ca nhan. Ching t6i mudén khach hang dwogc trai
nghiém diéu gi d6 giong nhuw phép mau”.

HOAI CO VA TAN THOI
Mot trong nhitng khach san xa hoa nhat ma t6i biét lai hoan toan

khong phai la khach san to nhat. Toa lac ¢ thanh pho Arles thudc mién
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nam nwéc Phap, Grand Hotel Nord-Pinus (trong tiéng La-tinh c6 nghia
la cay thong) chi c6 26 phong nhung lai dugc trang bi du moi tién nghi
can thiét.

Ra doi tir thap nién 1920, khach san nam ngay trung tam thanh
pho, nhin bao quat quang truong day nhitng quan café nho. Khach
thwong xuyén cua khach san la nhitng cai tén huyeén thoai, chang han
nhw Picasso, Jean Cocteau va moi tay dau bo déu tu tap tai quan rugu
nhé cta khach san. Ong chu tré da két hop noi that ¢6, cac diém nhan
phwong Bong, chat liéu vai Provencal cung cac mén do hién dai mang
phong cach Mid-century*. Va ban luén dugc Christina - nhan vién phu
trach bo phan 1é tan cda khach san - chao dén nhw thanh vién hoang
toc.

Thé nhung, diém khién cho Nord-Pinus that ddc biét 1a né khong
chi don thuan la mot khach san, ma la tdm diém cua thanh phd. Quan
trong hon ca, du c6 gia tri vuot thoi gian nhung né ludn thay doéi. Lan
cudi khi dén tham noi nay, vg chong toi thady noé tréd thanh nha hang
pop-up* dudi sy diéu phoéi cia dau bép tré tudi nguwdi Anh Harry
Cummins, trong khi Gwladys Gublin dén tit Experimental Cocktail
Club ¢ Paris dang lam may tro huyén nao trong quan rugu.

Néu dugce héi, Rouslan Lartisien - nguwdi cung véi anh trai la Ivan
sang 1ap nén dich vu dat phong cao cap Grand Luxury Hotels -sé tra
10i rang “cach tan” la mot trong nhitng dac diém then chét cia mot
khach san 16n thé ky 21.

Anh ay noi:

Hay lay vi du vé tap doan Peninsula tai Hong Kong. Tap doan nay c6 b phan cong nghé
thong tin gom 100 nhan vién. Ho da cdi tién hoan by cong nghé trong phong véi cac bang diéu
khién da nang - diéu hoa nhiét dg, anh sang, TV va cac tién ich khac - chi tit mgt thiét bi. Ho

lam viéc hang thang troi dé tao ra mot san pham mdi hoan toan dya trén linh cam. Vi t6i nght
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rang tat ca chiing ta déu c6 thé roi vao tinh huéng khong tim thdy cong tac den, hodc phai goi

1é tan dé tim cach diéu chinh diéu hoa nhiét do.

Anh 4y n6i thém rang Peninsula la mot trong nhitng tap doan
khach san dau tién cung cap dich vu Internet mién phi - diéu ding ra
da phai dugc lam twr 1au roi. “Va gio day, ho cung cap dich vu goi dién
thoai trén nén Internet dé khach khong bi tinh phi qua cao cho cac
cudc goi qudc té. Hé théng truyén hinh VOD (video theo yéu cau)
cling hoan toan mién phi. Néi téom lai, ho hiéu rang cong nghé la vo
cung can thiét doi vGi thé hé khach hang mai”.

Grand Luxury Hotels hdap dan thé hé khach hang giau c6 tré tuoi:
“nhitng chang trai va c6 gai vang” nhu cach goi ciia mot doi thu canh
tranh trong nganh. Thé nhung, cong nghé khong phai 1a tat cd. Ho
cling theo trao lwu va dé bi anh hwdng bdi cac thwong hiéu, Lartisien
cho biét, “Cho du dé la nha thiét ké ndi that noi tiéng nhw Jacques
Garcia hay dau bép noi tiéng nhw Alain Ducasse”.

Ly do khién nhiéu khach hang dat phong théng qua trang web
cta Lartisien (du phai trd cing mitc gia phong so véi viéc dat tryc tiép
qua chinh khach san) la trang nay bo sung nhitng chi tiét nho khién
cho trai nghiém cua du khach tré nén dac biét. Mot chiéc xe chd san &
san bay, mot chai champagne trong phong, mot b6 hoa -tat ca nhitng
th nay déu duwgc “cdc nha quan ly trdi nghiém khach hang” cta
Lartisien chuan bi, thwdng véi mirc gia chi bang mot phan nhé so vé6i
gia cia khach san. Khach hang cdm thay minh xitng dang, va ho thich
nhitng trdi nghiém gitip nang tam dia vi ban than, dong thaoi thé hién
rang ho gidi kiém duwgc mic gia tot.

Giong nhu bd me - va tham chi 6ng ba cta ho - nhiéu khach du
lich giau c6 cling tim kiém nhitng thi c6 ban sac va gia tri dich thyec.
Khach san Ritz ¢ Paris da chinh thitc mé ctra vao thang 12 nam 2015
sau mot thoi gian dai trung tu. Khach san c6 thé dwgc trang bi Wi-fi va
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cong nghé trong phong t6t hon, nhwng hau hét khach tim dén noi nay
chi vi ho khong tim thdy noi nao khéac twong ty.

Emmanuel Isaia - mdt trong nhitng c6 van cua Rouslan Lartisien
tai Grand Luxury Hotels, mot blogger du lich n6i tiéng, mot nguoi
sanh so6i, am twong vé cac khach san hang sang ctia Phap - chia sé
quan diém nay:

Dai vdi t6i, cum tir “khach san 16n” c6 nghia la mot toa nha c6 gia tri lich st - va lich s
do6 phai duoc bao ton can trong. Khach san Connaught tai Luan Don la vi du dién hinh cho
mot khach san van gilt duwgc nét quyén rii xwa cii trong khi van khéo 1éo thich tng véi thoi
hién dai. Thé hé tré bi hap dan bdi phong cach tdi gian va yéu t6 thiét ké, nhung cac khach

hang truyén thong sé tran trong nhitng moén c6 vat va tranh phong canh.

Trang web cta khach san nam bat dwgc sy twong phan nay mot
cach hoan hao:

Mobi phong tiéu chudn va phong suite cia Connaught déu dwgc hai tén tudi huyén thoai
trong linh virc ndi that 1a Guy Oliver va nha thiét ké qua c6 David Collins trang tri. Mdi khong
gian déu phan anh nét dac trung cda thé ky 21 véi vé thanh lich c6 dién va phong cach dwong
dai, nhung van giir duogc 16i kién tric doi xing va sy don gian trong cach bai tri ndi that kiéu
Adam ctia cong trinh nguyén ban. Noi that bespoke (doc ban) hién dai dwgc két hop hai hoa

vOi cadc mon co vat.

Suw phoi hop gitta cac thuwong hiéu nhw da dé cap truwdc dé cling
rat dwgc cham chut: nha hang do dau bép Héléne Darroze hai sao
Michelin phu trach; spa do Aman Resorts quan ly - mot tap doan nghi
dudng c6 xuat phéat diém tir chau A véi phong cach kién tric tinh té va
phuwong chdm hoat dong chuan muc, chang han nhw chi st dung céac
vat liéu xay dung tai dia phuong.

Thé nhung, khach san 16n yéu thich cta Isaia van la Cipriani tai
Venice ma 6ng thwong dén nghi cudi tudan cung ban gai vao mo6i mua
thu. “Lan dau khi dén noi nay, ching t6i nhan thay rang khach & day
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6 rat it diém twong dong vaéi nhitng vi khach ma ban nhin thay & cac
khach san thong thuwong. Noi chinh xac hon, ho khong phai la khach
du lich vang lai ma la nhitng vi khach thvong xuyén”.

Theo Isaia, Cipriani la kiéu khach san ma ban sé dién that dep
cho bira t6i. D6 la noi ban sé nhin thady mot quy 6ng 16n tudi ding lén
hén tay vg khi ba 8y xuéng dung bita sang; la noi nhitng vién da quy
rc rd nhat sé “xudt hién trén tay mot quy ba, quy c6 thay vi chi hién
dién tai ctra hiéu trung bay”.

Néu khach hang la nhitng nguwdi dinh hinh khéai niém vé mot
khach san 16n, doi ngti nhan viéen cting dong vai tro twong tuw. “T0i tro
chuyén vdi nhitng nguwoi da lam viéc & dé sudt 30 nam”, Isaia cho biét.
“Mdc du nhan vién mdi van luén dwgc tuyén dung, nhwng chinh
nhitng gwong mat quen thuoc méi goép phan tao nén vé huyeén thoai
cta khach san. Chang han nhuw Walter Bolzonella - bar trwdng cta
Cipriani, ngwoi da hoc cach pha ché Bellini (m6t loai cocktail dac
trrng cua Venice gom vang prosecco, si-rd va dao) ti Giuseppe
Cipriani, nha sang lap Harry’s Bar va khach san nay vao nam 18 tudi.

Bolzonella lam viéc cho Cipriani ti*t nam 1978. “Anh dy la mot
ngodi sao”, Isaia n6i. “Thé nhung moi lan ching t6i dén, anh ay déu
nhan ra, tro chuyén véi ching t6i va nhé ca loai thitc uéng ma ching
toi yéu thich”.

No6i ngan gon, m6t khach san 16n phéi c6é sy pha tron hoan hao
gitta lich str va ca tinh.

Mot diéu chac chan la du khach déu duwgc chao dén nong nhiét.
Rouslan Lartisien tin rang “ca tinh chinh la yéu t6 nén tang” trong linh
vire khach san hang sang du 6ng thdy mot so tap doan xem no la thi
yéu sau cong nghé va xay dung thwong hiéu:

Khi néi dén ca tinh, nghia la lan dau tién khi & tai mot khach san, ban dang di trén hanh
lang va gdp mot nhan vién ctia khach san, nguwoi nay cii chao va goi ding tén ban. Téi cho

rang diéu d6 con gay bat ngd hon rat nhiéu so véi viéc m@ rém ctita bang iPad. Néu t6i budc
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vao phong va thdy th ma minh rét tran trong - mot loai rwgu hay loai hoa yéu thich - du
khong yéu cau, do6 sé la mot ky niém khong thé nao quén. Chinh nhitng diéu nhw thé sé tao

nén su khac biét.

Céc tap doan khach san cao cap cé6 hoat dong quan ly moi quan
hé khach hang (CRM) bai ban dé ghi lai cac yéu cau cta khach hang
nhv goi khong gay kich ¢ng, s& thich an uong hay nhiét d6 trong
phong. Nhitng chi tiét nay sé dugc lvu y trong lan lwu tra tiép theo ctia
khach. Nhung cubi cung, chinh sy tiép xtc ctia con nguwdi mdi cé y
nghia quan trong.

“Moi nguoi déu cé hé thong CRM”, Matthiew Goffard, dai dién
truyén thong cta khach san Ritz tai Paris, cho biét. “D6 la mot dac
tinh ky thuat trong khi khach san phai la mot trai nghiém. Chung toi
khong phai la mot chudi hoat dong day chuyén, do d6, khong cé cai
goi la tiéu chuan héa. Mo6i nhan vién déu c6 thé tao nén sy khac biét.
Chung toi lang nghe y kién ctia khach hang - va ching toi biét ho thich
khi cac nhan vien khach san nhan ra ho”.

Vé khia canh dé, khach san 16n gan nhw khong cé gi thay doi.
DPiéu d6 dwa chuing ta trd lai véi Christina cia khach san Nord-Pinus,
ngwoi ma ching t6i chi gap moi nam mot lan nhung luén xem nhw
mot nguwoi ban. Khi chiing t6i check-in, c6 ay sé noi cho ching to6i biét
c6 gi mGi & khach san va quanh thanh phé. Cé ay khién ching t6i cam
thdy dugc nuong chiéu va dugce tran quy. Cé nhiéu khach san khac &
Arles nhung chiing t6i khong bao gio dén do6. Véi ching téi, day chinh
la noi ctia minh.

DIEM NHAN CUA HANH TRINH

Céac khach san 16n xuat hién ctung véi cuoc Cach mang Cong nghiép
dé phuc vu tang 16p giau mai.
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Thuwong la nhitng m6i quan tam theo kiéu gia dinh, yéu cau cta ho dwa
trén lich st va tinh lien tuc. Cac nhan vien khach san va khach hang
cling trd thanh thanh vién cua mot “gia dinh 16n”.

Nhiéu khach san 16n hién thudc vé cac tdp doan quan ly nham dam
bado sy dong nhat trong cac hoat dong kinh doanh, ti€p thi va tiéu
chuan chat lvong.

Dich vu hoan hao va “nhitng khoanh khac ky diéu” la tdm diém cua
trai nghiém khach san hang sang.

Vi nhitng tiéu chuan lién quan dén dia vi va sy chi trong dén dich vu
ca nhan hda, cac khach san 16n tré nén quen thudc dén bat ngo vdi 16i
song ai ky (tw luyén) trong thoi dai s6 va mang xa hoi nhu hién nay.
Khach san 16n hoan hédo cta thé ky 21 la noi can bang gitta nét hoai c6
va ve dep tan thoi.
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04
TU “RACH” PEN RITZ

“Anh dang day cho cd thé gidi vé cdch séng.”

Ngu’b’i ta dé nghi vé Ritz & Paris nhuw mot toéa nha c6 xinh xan -
cong chinh dan dén mot qua khit vang son. Thé nhung trén thuc té,
viéc khai trrong khéach san vao nam 1898 la diu hiéu cho s két thiic
mot ky nguyén va su bat dau cia mét ky nguyén khac. César Ritz hinh
dung vé khach san cia minh nhw mét diém dén hién dai that sy: khach
san 16n dau tién cua thé ky 20.

Nhu Tilar J Mazzeo chi ra trong cuén sach The Hotel on Place
Vendome cuia c6 dy vao nam 2014, mot trong nhitng cha dé tranh luan
chinh vé dém khai trwong ruc rd cta khach san - vao ngay 1 thang 6
nam 1989 - la vu an Dreyfus. Vu bé boi nay bat dau véi viéc ai do bi
phat hién da tiét 16 cac bi mat quan sy Phap cho Dai st quan Dic tai
Paris. Co quan phan gian Phap phat hién ra rang ngwoi Pic dang gitt
lién lac v6i mot gian diép c6 mat danh “Dubois”. Dya trén nhitng bang
chitng hoi hot va cha yéu vi Pai iy Alfred Dreyfus la nguwoi Do Thai
gitta mot doi quan chang hé gidu giém tw twédng bai Do Thai ctia minh,
vi dai iy nay da bi gai bay, bi két tdi phan qudc va bi day ra Ddo Quy
(Devil’s Island) ngoai khoi Guiana cua nwéc Phap.

Vao thoi diém khach san Ritz mé ctra hoat dong, bang chitng mdi
da dwgc tim thdy - va duong nhuw tén gian diép dé la mot si quan thudc
dong doi quy téc: Ferdinand Walsin Esterhazy. Thé nhung, quan doi
ding vé phia Esterhazy va ngoan c6 tit ch6i minh oan cho Dreyfus.
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Nha van Emile Zola da phan do6i bang la thw J’accuse noi tiéng cla
minh, dvgc dang trén to L’Aurore.

Xa hoi Phap bi chia ré gitta mot bén la gidi quy tdoc va nhitng
nguoi theo chti nghia dan toc ung hd quan doi, va mot bén la gidi nghé
si, tri thitc ing ho Dreyfus (les Dreyfusards). Co 1€ nhiéu ngudi sé cho
rang Ritz ting ho giGi quy tdc. Nhung gan nhw thudc ban nang, ong ay
nhan ra rang thé ky sap t6i sé thudc vé nhom nguwdi phan khang. Mac
du nhiéu khach hang cua Ritz la giéi quy toc nhung huyeén thoai cta
khach san nay lai dwgc xay dung trén tén tudi ctia cac nghé si, nha van
nhv Marcel Proust, Jean Cocteau, Picasso, nha thiét ké thgi trang
Gabrielle “Coco” Chanel, cac phong vién My - nhitng ngwoi da ¢ do
sudt hai cudc Thé chién, va cac dai van hao da gép cong khién Ritz tré
nén bat hu qua ngoi bit cia minh nhw F Scott Fitzgerald va Ernest
Hemingway (nguwoi cho rang Ritz nhw canh c6ng dan dén thién
duong).

No6i mot cach ngan gon, chinh César Ritz va khach san ctia 6ng
da tai dinh nghia vé sy xa hoa.

POI TAC HOAN HAO

Gidng nhuv nhitng nguoi da xay dung tén tudi trong nganh cong
nghiép xa xi, César Ritz 1a mot ké méng mo va biét nam bat co hoi,
diém thém doi phan tai nang ctia mot ngwoi diéu khién ganh xiéc.
Theo c¢6 nha van Hugh Montgomery-Massingberd, “N6i theo ngdn
ngit kich nghé, ong dy la mot dao dién va nha san xuat tai ba, nguwoi
dung san khau cho nhitng man trinh dién ryc r& cua khdch hang”
(trich Chwong 3 ctia cuén Grand Hotel).

Ngay t* dau, khong ai hinh dung duwgc rang tén tudi cia ong sé
trd thanh biéu twgng cho sy virong gia va tinh té: Sinh ra tai Thuy Si,
ong la con 1t trong gia dinh cé 13 nguwdi con séng trong mot trang trai
nho - nhé dén mic khong da dé goi la trang trai - trén swon nui Alps.

https://thuviensach.vn



Ong budc chan vao linh vie khach san ndm 15 tudi véi tw cadch nguoi
tht rwgu tai mot khach san & Brig, mot thi trdn nhé & chan deo
Simplon Pass. Moi chuyén khdi dau khong subén sé: nguoi ta khong
chi sa thdi 6ng ma con khang dinh rang ong “sé khong bao gid trd
thanh mot nha quan 1y khach san thye thu”. C6 it nhat mot nguon ghi
chép (trich tit cudn sach Great, Grand & Famous Hotels 2008 cua
Gubler) cho biét rang 6ng da danh vai nam hoc nghé thg khoéa - mot
cong viéc dugc cho la hitu ich cho cac khach san ctia 6ng can ct vao
mot vai sy viéc dién ra sau do.

Thé nhuwng, ban khong thé nao ngan bwdc mot ké luén biét nam
l1ay co hoi. Vao nam 1867, cudi cung, César gbéi ghém hanh trang, 1én
dwong t6i Paris cho kip cudc Trién 1am Thé gidi khi biét chac rang &
day sé c6 viéc lam cho nhitng ngwoi phuc vu voi nhitng ky nang co
ban nhat. O' tuéi 18, 6ng lam nhan vién khuan vac tai Hotel de la
Fidelite. Chuyén ké rang 6ng dan diu v&i mot nit quy toc Nga, nguoi
da giip ong mai diia nhitng nét tho cirng cling nhu day ong cach tng
Xt trong xa hoi. Thé nhung, cudc tinh d6 da sém bi phat hién va mot
lan nita, Ritz lai bi sa thai.

Pa muu tic tri, César song so6t qua mua dong den toi 1870-2871 -
dinh diém ctia cudc chién Phap Pho - khi Paris dang bi vay ham va sau
do6 bi quan Pho chiém déng. Trong thdi gian lam nhan vién phuc vu tai
Voisin, mot trong nhitng khach san t6t nhat thanh pho, béi canh tré
nén nguy cdp dén mirc ngwoi ta phai vao tan s thi dé san lung thit
dong vat - do d6 méi xuat hién mén “voi voi sot chasseur” trén thyc
don. Thé nhung, no luc dy ciing khong da dé ciru van tinh hinh.

César dén lam viéc cho mot quan café binh dan dé cho cho cudc
xung dot lang xudéng, nhung vao thoi diém khi Phap va Diic dat hoa
w@c vao nam 1872, 6ng xuat hién trd lai - 1an nay vdi vai tro nhan vién
phuc vu tai nha hang cua khach san Hotel Splendide ¢ Place de
I’Opéra. Chinh tai noi nay Ritz da nhin thdy mot nhém nguwdi méi dén
- nhitng nguoi giup ong khac hga nén chan dung sé ménh ctia minh:
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nhom khach hang nguwoi My giau c6, nhitng ngudi dén Paris vdi khao
khat trdi nghiém thoi trang, am thyc va van héa nuwéc Phap. César
mang dén cho ho rugu vang - nhitng chai rwgu rat dat tién.

Pén bén Ritz, tay quan ly nha hang khé noéi, “Chateau-Lafitte
1848 dang cuc ky dugc wa chudng”.

Ban c6 thé hinh dung nu cuoi day vé bi an caa Ritz. “T6i da gidi
thiéu n6”, éng dap. “T6i da noi rd vGi khach hang rang day la thw
thudc giai hiéu nghiém nhat dé khit nguon nwéc nhiém doc cua song
Seine, thwa ngai!”

Ritz mé hodc tit ca: Cornelius Vanderbilt, JP Morgan, Jay Gould,
John Wanamaker... toan nhitng nha moi gidi quyén lyc cta tan thé
gidi, va ho ngudng mo Ritz nhv mot ngdi sao. Ong c6 tai két ban véi
nhitng nhan vat cé anh hwdng: trong thoi gian lam viéc cho cudc Trién
lam Thé gidi tai Vienna vao nam 1873, 6ng gap Albert Edward,
Hoang tit xit Wales, nguoi vé sau ciling ung hd ong.

Pa xdy dung tén tudi cho ban than, Ritz tré vé Thuy ST dwéi mot
hinh anh hoan toan khac - vai tro quan ly cho khach san Grand Hotel
National tai Lucerne. Gio la Iic 6ng bat dau ap dung nhitng y tuwéng
cach tan ma veé sau gop phan lam nén tén tudi huyén thoai ctia minh.
“Ritz khéo 1éo ghi nhd moi nhu cau va y thich ctia ca khach hang ‘cii’
lan ‘md&i’, Montgomery-Massingberd cho biét: “du dé la nuwdc lanh
cho khach hang nguwoi My hay thudc 1a Ai Cap cho Albert Edward,
Hoang t&r x&¢ Wales, 6ng nghiém cam moi chat liéu trang tri ndi that
nang né dé hwéng t6i cac loai vai dé gidt, va sit dung son thay cho
gidy dan twong”. Vé sau, ong nhan manh rang moi phong khach san
can phdi cé bubng tam riéng - mot viéc rat hiém vao thoi d6. Nhuw mot
phong vién mo ta: “Nhiéu vi khach dac biét da nhin thdy phong tam
that su dau tién cta minh tai mot khach san Ritz”. (“César Ritz”, The
spectator, ngay 11 thang 11 nam 1938).

Tai Grand National Hotel ¢ Lucerne, ong “da trang tri lai cong
trinh buén ba nay, son lai cac phong, t6 chitc lai d6i ngii nhan vién va
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lam méi thyc don nha hang”. Ong ciing dam bao cung cap nhitng hoat
dong giai tri bat tan cho khach, ttr cac budi khiéu vii, dua thuyén buom
cho dén cac budi tiéc tung. Baron Pfyffer, cht khach san, chinh thitc
trao cho César cong viec mua he tai khach san Grand Hotel Monte
Carlo.

Gitra bau khong khi nang dm dy, César gdp hai trong so nhitng
nhan vat quan trong nhat doi minh: Marie-Louise Beck, ai ni* ctia chu
khach san, ngudi vé sau trd thanh phu nhan ctia 6ng - va dau bép
Georges Auguste Escoffier, mot cong sw day sang tao.

Ritz va Escoffier “bat song” nhau ngay lap titc: ca hai déu la “nha
cach tan theo chu nghia hoan hdo”, nhitng nguwdi “di ngugc truyén
thong va dugc c6 vii bdi boi canh thay do6i ctia xa hdi”. Ngay khi Ritz
phat kién ra loai dén nga hong quyén ri nhat nhd so sanh né vdi doi
ma tng hong ctia nguwoi vg tré, Escoffier da ra 1énh cdm cac budi
buffet x6 b6, cac ban tiéc va thay thé bang thwc don a la carte, véi
ti'ng mon dugc phuc vu trong dia rieng cho mot nhom nho thue khach.
No6i cach khac, 6ng da cho ra doi trdi nghiém am thuc cao cdp hién
dai.

Gio day, khi da co6 tat ca trong tay, Ritz bat dau trién khai cac
thwong vu dau tw, dau tién 1a mua lai Restaurant de la Conversation tai
khu spa cua Baden-Baden, sau do la Minerva, mot khach san trong
cung khu nghi duong. Khi ong dang ban ron vGi cong viéc stta sang,
tan trang lai khach san Hotel de Provence ¢ Cannes vao nam 1889 thi
Richard D’Oyly Carte tim dén. Ong bau nha héat nay nghe néi ring
Ritz c6 tai dap ng duwgc thi hiéu hién dai cta gidi nha giau My; con ai
phu hgp hon dé diéu hanh khach san Savoy mdéi ctia 6ng tai Luan Don,
mot khach san dugc thiét ké danh riéng cho doi twong khach hang do?
Vi chit ngao man ban dau kéo theo hé luy la sy sa stit vé sau, Ritz
viét trong nhat ky ctia minh rang D’Oyly Carte mu6n cé “nhitng khach
hang ma t6i c6 thé mang dén cho anh ta”, khong chi giéi quy toc ma
ca “nhitng vi khach giau c6 nhét trong s6 dam dong xem kich... dong
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ho Vanderbilt, Morgan... dong ho Rothschild. Ong 4y muén bién
khach san ctia minh thanh Hotel de Luxe ctia Luan Bo6n va thé gidi”.

Mot lan nita, Ritz di cung véi Escoffier - va lan dau tién trong
lich s, viéc an t6i tai mot khach san khong chi dwgc chdp nhan ma
con tré néen thoi thugng:

Tai Luan Don, viéc an uéng bén ngoai vao t6i Cha nhat dugc xem la “cyc ky suy doi”...
Ritz da lam moi cach dé x6a bé tu twdng dy. VGi sy ho trg cua bao chi va tham chi cac thanh
vién quoc hoi, 6ng da cho ra mat nhitng bita an t6i vao Chu nhat... Két hgp v6i mét s6 nhan
vat nit c6 sic dnh hudng, Ritz va D’Oyly Carte da mé duong cho phu nit duge tham dy cac
bita an t6i sau khi xem kich. Bita t6i Chd nhat da tré thanh cao diém trong tuan va bita an

khuya rat dugc wa chudng sau gio xem kich.

“The Savoy”, www.famoushotels.org, ngay 4 thang 9 nam 2014

Ritz phan chia thoi gian giita vai tro mé&i va hoat dong dau tw
khéach san khip chau Au, 4p dung chinh x4c cac tiéu chuan vé trang tri
va vé sinh ctia minh. Ngay ca khi khong dau tu tai chinh vao mot
khach san md@i, 6ng van dwgc moi lam ¢6 van.

V@i cac hoat dong giao dich trién mién, Ritz bat dau lo la nhiém
vu cta minh tai khach san Savoy. Bén canh d6, ngan sach cho nha
hang duwé6i sy quan ly cta Escoffier bat dau gia tang dén mitc bao
dong. D’Oyly Carter c6 thé la ngudi lam nghé thuat nhung van la mot
doanh nhéan véi cai nhin thién vé 1gi nhuan. Va tai day, cau chuyén hao
nhoang vé César Ritz bat dau c6 phan hoen 6. Sau mot cudc kiém toan
ndi bd, nguwoi ta phat hién ra rang Ritz va Escoffier da chiéu dai cac
nha dau tw tifm nang trong dy an 16n tiép theo ctia ho tai Luan D6n -
khach san Carlton - bang chi phi ctia khach san Savoy. Ho cling chi
tiéu hao phong cho cac nhan vién lam viéc tai khach san. D6 dac von
dwgc mua sam cho Savoy lai dugc chuyén dén nha riéng cua Ritz &
Hampstead. Tong héa don 1én dén hon 6.000 bang Anh - c6 gia tri
twong duong vai 500.000 bang Anh ngay nay. Ngoai ra, Escoffier con
bi phat hién nhan “qua” bang tién (ban c6é thé goi n6 la “hoa hong”
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hodc “h6i 16”) tir cac nha cung cap dugc chon. (“The master chef who
cooked the books”, The Daily Telegraph, ngay 2 thang 6 nam 2002).

Bat ké tai nang cua ho, Ritz va Escoffier bi xem la dong 16a va
D’QOyly Carte budc phai dé ca hai ra di. C6 1€, chinh quyén luc va cac
moi quan hé cua Ritz da giup van dé trén dugc gidi quyét bén ngoai
toa an.

Bat ct ai tirng bi sa thai déu biét rang, khi bi mat viéc @ mot do
tudi nhat dinh, ban thwong cam thdy thoi thic mudn bat tay vao thuc
hién mot ké hoach ma ban than dp u da lau. Trong truong hop cua
César Ritz, ké hoach d6 la m& mot khach san ctia riéng minh.

“NOI THOI TRANG NGU TRI”

Bat ké c6 hao hitng v6i gidi doanh nhan trong thoi dai dong co
hoi nwéc nhw phu quan cia minh hay khong, Madame Ritz van dong
vai tro quan trong khéng kém trong viéc pho truong thanh thé. Danh
sach nhitng vi khach dwgc ba moi dén dw dém khai trwong khach san
Hotel Ritz tai Paris déu la nhitng tén tudi, twdc hiéu dinh dam. Trong
cubn sach César Ritz (1938), ba viét vé “Nit ba twdc Pourtalés trong
nhw mot nang thién nga 16ng lay trong chiéc dam da hoi trang duyén
dang; Cong nuwong Lucien Murat, nit t&¢ twdc Léon de Janzé, nit ba
twgc Salverte...”. Du sy noi tiéng ctia ho cling phai mo theo thoi gian
nhung ching ta van nhan ra dang nguwdoi khiém ton cua tiéu thuyét gia
nguwoi Phap Marcel Proust “nho nhan trong trang phuc t6i mau va
trong c6 vé hoi cang thang”.

Nhung Henry Higgins, mot trong nhitng nha bao tr¢g cua Ritz,
mdi la ngwdi nam bat tron ven cdi tinh than cia budi da tiéc dé. “Cac
vi hoang than va giGi hoang toc sé phai ghen ti v&i anh thoi, Ritz a. Va
ho sé bat chuwéc y chang. Anh dang day cho ca thé gidi vé cach song
day”.
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Ritz khong thiéu cac nha dau tw, t* 6ng trum mo vang va kim
cvong Nam Phi Alfred Beit cho dén nha budon ruwgu Alexandre
Marnier-Lapostolle, nguwdi muoén tra on Ritz vi da nghi ra tén thuwong
hiéu “Grand Marnier”.

Va trong tat ca nhitng treong hop nhu thé thi dia diém luén déng
vai tro quyét dinh. Ban than cong trinh nay - mdt townhouse (hotel
particulier) tuyét dep cua thé ky 18 v&i mat chinh do kién tric su Jules
Hardouin Mansart thic hién - da tré thanh nha riéeng ctia mot vai gia
dinh quy toc trwdc khi thudc vé mot t6 chivc cé tén Credit Mobilier
trong mot thdi gian ngan. S& hitu tit ca nét viwong gia, huy hoang ma
Ritz can c6, cong trinh nay toa lac & s6 15, Place Vendome, va nhuw
Tilar J Mazzeo viét: “Khong phai ngau nhién ma Hotel Ritz lai nam
ngay trung tam cda quan thoi trang couture (thdi trang cao cap) Paris
md&i vao chinh thoi diém ngwoi Phap bat dau phat minh ra thoi trang
hién dai. Cac ctra hiéu thiét ké va ban cac san pham xa xi moc lén
khap Place Vendéme va kéo dai vé phia tdy doc duwong Faubourg Saint
Honore”.

Vé sau, khach san mé rong thanh mot cong trinh lién ké trén
duwong Cambon, va hai mat cong trinh dwgc thong nhau qua mot day
hanh lang dai v&i nhitng chiéc tu kinh trng bay cac moén dé xa xi ryc
rd. Khach quen thwong chon “mdt Cambon” cta khach san lam noi
hen ho.

Ritz t6 diém cho toa nha 4y bang tat ca nhitng y twéng cach tan
ma ong da ap a trong sudt nhiéu nam: hé thong den dién, thang may
tan tién, phong tam riéng, noi that tinh té, t quan 4o am twong thay
cho loai tua roi (Ritz gan nhw mac chitng cam thu bui), givong dong
thay cho loai giwong go - trong khi van duy tri dugc vé xa hoa quyén
ril. Ong chi li v6i nhan vién nhung lai luén nd Iyc tao ra diéu ky diéu
cho khach hang; co 1€ ong la nguoi da phat minh ra cau “Khach hang
ludn dung”.
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Va ong da dugc khach hang dén dap. Chi riéng tir “Ritz” théi da
trd thanh biéu tuwgng cua vé thanh lich dwong dai. “Sao ban khong dén
noi thoi trang dang ngy tri?” nha soan nhac Irving Berlin ggi y trong
bai hat ‘““Puttin’ on the Ritz” vao nam 1927. Trong thoi diém do, tw
“ritzy” (tam dich: thoi thugng) cling dugce dua vao bang ti vieng chinh
thire.

Thé nhung, César chwa dirng lai véi hinh mau khach san méi do.
Gan nhu cung thoi diém khai trirong khach san & Paris, 6ng cling hoan
tat cac thua tuc cud6i cung vé dy an khach san Carlton tai Luan Pén,
mot phan la dé tra dlia cho nhitng gi da xdy ra v4i D’Oyly Carte tai
khach san Savoy. Khach san dvugc dat theo ten dinh thy caa Thai t@
Regent (vé sau la Vua George IV), nhung do la diém duy nhat c6 lién
quan dén qua khi: Khach san Carlton s@ hitu mot khodng san vuon
nhiét ddi ¢ tang trét va moi phong déu dugc trang bi dién thoai riéng.

Lay cam hitng tir chinh khach san va tir méi quan hé ca nhan véi
gigi hoang tdc, vao nam 1902, Ritz bat dau lén ké hoach cho chudi sy
kién dé chic mirng vi khach dac biét la Albert Edward, Thai tw xi
Wales, tré thanh Vua Edward VII. Thé nhwng, khi Edward bi 6m va lé
dang quang bi hoan v6 thoi han, Ritz roi vao tuyét vong cung cuc dén
mic suy sup tinh than. Ong da 6m dom mét lic qua nhiéu viéc sudt
nhiéu nam nén gio phai trad gia. Sttc khoe suy yéu va ngay cang lap di,
v6i nhitng ddu hiéu cta bao lyc - nay nay c6 thé goi la roi loan ludng
cuc - ong khong bao gio hoan toan binh phuc.

Thé nhwng, 6ng van muén ghi dau an cia minh 1én mot khach
san khac: khach san Ritz, tai Luan Pon, dwgc xay mai hoan toan voi
kiéu dang giong day toa nha quoc hoi va duwgc khai treong vao thang 5
nam 1906. Tat ca nhitng yéu t6 quen thudc déu hién dién & cong trinh
nay, tir san vion nhiét ddi, noi viéc dung tra ¢ Ritz tré thanh mot nghi
thitc quen thudc, cho dén ti bdo quan vat dung ca nhan trong phong
ngl. Co6 ca thanh treo swéi khan trong phong tam; nwéc noéng duwgc
cung cap lién tuc.
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Khi khach san Carlton bi pha hiay sau Thé chién th II sau mot
tran danh bom, khach san Ritz tr@ thanh cong trinh di san caa César
Ritz tai Luan Pon.

KHONG CON MQOT PHONG TRONG NAO

César Ritz khéng chét nhung dan roi xa su séng. Vao nam 1905,
ong bat dau ban c6 phan cia minh tai nhiéu khach san khap thé gidi.
Sau do, ong chdp nhan tr bé vai tro quan ly tai cac khach san khac,
tirng cai mot, va cudi cung la Ritz Paris, c6 1é 1a khach san ma 6ng yéu
thich nhat, vao nam 1911. Chinh thitc vé hwu, 6ng chuyén dén mot
vién diéu duwong ¢ Thuy Si, va roi sau d6 chuyén dén mét vién diéu
duwdng khac & Kussnacht bén bd ho Lucerne. Chinh tai noi nay, vao
nam 1918, César Ritz - nguwoi dan 6ng da lam thay doi dinh nghia vé
mot khach san 16n - da trit hoi thd cudi cung.

Thé nhung, thwong hiéu gan vdi tén tudi cta 6ng da tradi qua mot
giai doan chuyén giao la lung sau d6. Cac khach san Ritz tai Luan Don
va Paris déu c6 chung nguén goc va tw cach thanh vién ctia The
Leading Hotels of the World nhung lai thudc s& hitu ctia nhitng nguoi
hoan toan khac. Ching cling khong cé gi lién quan dén tap doan khach
san Ritz-Carlton, c6 tru sé tai My.

Sao lai c6 chuyén do?

Ritz va Escoffier da thanh 1ap chu6i nha hang duéi tén goi Ritz-
Carlton trén hai con tau du lich ngay sau Thé chién thit I, nhung ca hai
chiéc tau déu khéng duy tri hoat dong duwgc 1au. Trong khi do, dé rong
dwong dén nwdc My, ho cho phép doanh nhan Albert Keller thanh 1ap
chudi khach san Ritz-Carlton nhv mét thwong hiéu nhwgng quyén.
Vao thap nién 1920, mot s6 khach san Ritz-Carlton da xudt hién trén
khap x1t s Co Hoa nhwng lam an sa stt trong su6t cudc suy thodi cho
dén cubi cung, chi con lai duy nhat mot khach san & Boston.
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Sau mét thoi gian dai huy dong von, Ritz-Carlton Boston va tén
thuwong hiéu di cung vdi n6 roi vao tay ctia nha phat trién bat dong san
Wiliam B Johnson vao nam 1983. Nguoi nay da cung nha quan ly
khach san giau kinh nghiém Horst Schulze bién céng ty Ritz-Carlton
thanh mot tap doan dang ngudng mo nhu hién nay. Thuong hiéu nay
da thudc vé tap doan Marriott ttt nam 1998.

Ritz-Carlton noi tiéng véi chién lwgc tap trung vao CRM (Quéan
Iy moi quan hé khach hang) va dich vu. Cac nhan vién dwgc khuyén
khich nghi vé ban than nhw “nhitng quy 6ng va quy ba phuc vu nhitng
quy 6ng va quy ba khac”; ho lam viéc theo bo quy tac 12 diéu, bao
gom: “To6i dwgc trao quyén dé tao ra nhitng trdi nghiém ca nhan doc
dao, dang nhé cho khach hang” va “T6i c6 trach nhiém giai quyét
ngay moi van dé ctia khach hang”.

Pay khong chi la 10i n6i suéng: moi nhan vién déu duwgc phép chi
dén 2.000 USD dé gidi quyét van dé ctia mot khach hang ma khong
can xin y kién cap trén. Nhw Adam Toporek chi ra trong cuon sach ctia
ong Be Your Customers Hero: Real world tips va techniques for the
service front line vao nam 2015, hoan toan hgp 1y khi cho rang “trung
binh mot khach hang cua Ritz-Carlton sé chi 250.000 USD cho thvong
hiéu Ritz trong su6t cudc doi ho”, (dé biét thém chi tiét vé tap doan
Ritz-Carlton, tham khdo cuén sdch Luxury World dwgc t6i viét vao
nam 2009).

Két qua la, bat ké sy ton tai c6 phan rac roi ctia minh, cai tén Ritz
van gan vdi s xa xi, chat lwvgng va dich vu hoan hao.

Sau cai chét ctia nha sang lap, thwong hiéu Ritz nguyén ban tai
Paris tiép tuc hung thinh dudi sy 1éo 1ai chia Madame Ritz. Tham chi
Thé chién thit II va tinh trang bi chiém dong cling khong thé nao dap
tat vé huy hoang cta khach san. Trong khi cac khach san khac déu bi
Pitc Quoc xa trieng thu lam trung tdm hanh chinh, khach san Ritz van
ton tai - m6t Thuy ST trung 1dp nhung khong yén tinh gitta long Paris
néu noi theo ng6én ngit ctia nha van Tilar J Mazzeo.
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Tat nhién, khach san tré thanh birc binh phong xa hoa cho nhitng
vu tai tiéng, lan tranh va phan boi. Nha thiét ké thoi trang Coco
Chanel déng ctta boutique cia minh nhwng van song ung dung tai
khach san Ritz su6t nhitng nam chién tranh v&i ngudi tinh Baron Hans
Gunther von Dincklage, mot si quan tinh bdo cia Bic Quoc xa.
Nguoc lai, chuyén gia pha ché Frank Meier ctia khach san lai tré thanh
dau mai lién lac cho Phong trao chong Hitler: theo 10i Mazzeo, ngudi
nay dong vai tro ho trg trong chién dich am sat Hitler ctia quan doi
brurc.

Vao nam 1944, khi chién thang can ké va quan dong minh da tién
dén rat gan, nhiéu phéng vién My - nhitng nguoi titng trai nghiém dich
vu cda Ritz tridc cudc chién - xem khach san nay nhw muc dich cud6i
cung cho quang duong dai trd lai Paris. Nguwoi hao hitng nhat trong so
dé tat nhién la Ernest Hemingway - 6ng tuw' cho minh phai cé nhiém vu
“giai phong” Ritz. Sau tiéng rit choi tai 1a mot chiéc xe tai chat day
quan Pong minh d6 xich trwdc cira khach san, 6ng da x6ng thang vao
sanh chinh, vii trang day minh, hoan toan trai v&i quy tac hanh xt
trung 1ap cta bao chi. Sau khi vao bén trong khach san, 6ng nhanh
chéng tiép quan quay bar. Va vi 6ng la mot nha van rat noi tiéng nén
hoan toan hop 1y khi quay bar & phia Cambon cta téa nha hién dwoc
biét dén vai tén goi chinh thitc 1a Bar Hemingway.

Khéach San Ritz buwdc vao giai doan hau chién vdi sy quan ly cta
Charles (“Charley”) Ritz, ngwdi von quan tdm nhiéu dén nghiép nha
binh va cau ca hon la cong viéc kinh doanh khach san khi cha minh
con song. Tuy nhién, khi sttc khoe ctia Marie-Louise Ritz ngay mot
yéu di, 6ng bat dau ganh vac nhiéu trach nhiém, tiép quan vi tri cha
tich vao nam 1953. Sau cai chét ctia me vao nam 1961, 6ng tu do tai
co cdu noi nay, néi 1éng bau khong khi cia khach san dé don duong
cho mot thé hé khach hang mai véi 16i phuc trang rwc rd hon. Mazzeo
viét: “Charley qua quyét rang thé giéi dang thay doi. Ho can phai bat
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nhip vdi n6. Cudc séng gio day tw nhién va thodi mai hon. Nhitng nghi
thitc trinh trong da trd nén 16i thoi”.

Thé nhung, néu Ritz tirng 1a noi “thdi trang ngy tri” thi tinh hop
thoi dé da khong con nita. Phong 6c trong tron; mot con gi6 lanh 1€o
rit qua 16i di gitta hai day trueng bay op kinh dan dén phia mat dwong
Cambon cua toa nha, noi bong dang ctia nhitng nhan vat litng danh
mot thoi tirng ngoi uéng rwgu - “Papa” Hemingway, ban ctia 6ng ay va
tay phong vién anh Robert Capa, nhitng nan nhan cua co hoi va cua
chinh 16i song phong ting ctia ho, khong con thdy dau. Nén kinh té
sup do.

Charles Ritz qua doi vao nam 1976, va diu vét phai m& cudi
cung cta mot thoi hoang kim cling chét theo 6ng. Khach san Ritz nam
thu minh giita Place Vendome nhw mét mon trang sttc ré tién bam day
bui trong ctra hiéu d6é c6: mot phan thuwéng qua hoi cho duoc lot vao
cdp mat tinh twdng ctia mot nha swru tam nao dé.

Tén ong ay la Hohamed Al-Fayed, m6t doanh nhan nguwoi Ai Cap
ma theo Mazzeo la “da dén tham khach san cung dién nay khi con la
mot cau bé va hen wéc mot ngay nao do, cau sé sd hitu n6”. Gidc mo
cua cau bé nam xwa da trd thanh hién thyc vGi thwong vu tri gia 20
triéu do. Thé nhung, ngwdi nay da chi 250 triéu d6-la My dé trung tu
khach san trong su6t 10 nam ma khéng déng ctra mot ngay nao. Bén
canh céc chi tiét cai tao khac, ong cho xay mot ho boi va mot treong
day ndu an, lam s6ng lai huyén thoai ctia dau bép Escoffier. Khach san
Ritz lay lai danh tiéng lan tai tiéng cia minh vao thang 8 nam 1997
khi cong nuvong xi* Wales Diana budc ra tw khach san cung vai Dodi,
con trai cia Al-Fayed, 1én chiéc xe riéng dgi san ma sau d6 ca hai déu
thiét mang trong mot tai nan ngay bén trong duwong ham Pont de
I’Alma. Khach san Ritz dwong nhv c6 théi quen dwa minh vao ca
nhitng khoanh khac ryc r¢ lan den t6i cta lich su.

Mudi bon nam sau, khach san nay lai chao ddo. Trong tri twéng
twgng ctia minh, César Ritz luén muon noé la khach san hién dai nhat
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thé gidi, thé nhung, nhitng ai tim cach két noi Wi-fi & d6 sé chitng
minh diéu ngugc lai. M6t ¢6 van khach san da nhan xét: “Mat chinh
va phong 6c la mét chuyén, nhung yéu t6 cot 16i cia mot khach san
cung dién lai khong thay dau, chac dwoc giau trong nha bép hay tang
ham noi hé thong dién tir va may tinh mdi dwoc lap dat. (“No room at
the Ritz as Al-Fayed’s fading hotel closed its doors”, The Independent,
ngay 19 thang 10 nam 2011).

Yéu t6 cot 10i nay sé phai dwoc xem xét lai toan bo. Va lan dau
tién sau khi Al-Fayed tiép quan, khach san Ritz chinh thitc dong ctra.

SU PHUC HUNG CUA RITZ

Vao thang 6 nam 2016, khach san Ritz Paris m@ ctra tré lai sau
cudc dai trung tu th hai trong su6t lich s hinh thanh 117 nam. Viéc
tan trang dién mao cua khach san mat hon ba nam va theo bao céao la
tiéu ton dén hon 200 triéu euro, ma phan nao dugc cho la bat nguén tw
s “d6 bo” dén Paris ctia hang loat thwong hiéu khach san hang sang
ma&i nhe Mandarin Oriental, Peninsula va Shangri-La. Pang lo hon ca
la Bo Du lich Phap ttr chdi chi dinh danh xung cao quy nhat cho Ritz:
“Cung dién”; trong khi néu dugc goi bang mot cai tén nao doé thi Ritz
chinh la cung dién.

Cudc trung tu chu yéu tap trung ¢ phan co ban: duong ong, diéu
hoa nhiét do va cong nghé. Cac diém nhan kinh dién cua Ritz - chang
han nhv loai khan tdam mau hong dao ma nha quan 1y khach san cho
rang trong diu mat hon mau trang - van dugc gitt nguyén. Cac chuyén
gia trang tri dwgc yéu cau tén trong cac chi tiét trang tri nguyén ban.
Tham chi doi ngli nhan vién cling dwgc dam bao rang ho van c6 thé
tiép tuc lam cong viéc cii néu quay trd lai. Vé co ban, Ritz khong c6 gi
thay doi. Wi-fi ctia khach san c6 1€ ciing t6t hon nhwng hau hét moi
nguwoi dén day chi vi khong c6 noi nao twong tw nhw Ritz trén trai dat
nay.
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“Khach san Ritz khién ngudi ta mo moéng”, Matthieu Goffard, dai
dién truyén thong ctia khach san, cho biét. “Ban than tén goi nay da
tré thanh chuan muc ctia sy hoan my, cia danh ti€éng va ctia nghé
thuat song art de vivre dam chat Phap. Nhitng ai di ngang qua khach
san déu khong thé khong tuw héi diéu gi dang dién ra ding sau nhitng
khung ctra sat uén lwgn kia, va kiéu ngwdi nao cé thé song trong do”.

Ong 4y cho biét hau hét khach lwu trd tai khach san déu khong
phai gi6i doanh nhan:

Khéach thuong dén day dé an mirng: vao tuan trang mat hay nhan dip sinh nhat. D6 qua la
mot su ky diéu. Nhiéu khach hang thuwong xuyén cta chiing toi dén tir thé gidi thoi trang hodc
dién anh. Trén phwong dién lich s, ching t6i da thu hit nhiéu khach du lich nguai My, va
diéu d6 van kéo dai cho dén tan ngay nay. T6i cho rang nhitng vi khach yéu thich khach san
nay déu mudn tim kiém mot trdi nghiém “dan Paris” c6 dién ma ho khong thé tim thay & cac

khach san khac nhu Peninsula hay Park Hyatt chang han.

Do tudi cua khach cling twong doi da dang, nhung tat ca déu cé
st am hiéu nhat dinh va y thitc duge dia vi ctia minh. Ho khong bi
chiéu du bagi nhitng ndi dung quang cdo truyén thong - khach san Ritz
khong khuyén khich nhitng diéu nhw thé. Thay vao d6, ching toi sé
hop tac véi tap chi Vogue M¥ chang han dé thwe hién mot b dnh thoi
trang 16 trang v@i siéu mau Kate Moss, nhw cach ching t6i da lam vao
thang Tw nam 2012. Vao thang Bay cung nam, Vanity Fair chay mot
bai viét 12 trang vdi tiéu dé “Ritz - Mot huyén thoai oai hung”. Nhitng
ndi dung do sé khién khach hang nhé dén sy huyén bi ctia khach san.
Cac phong vién ciing bi Ritz hap dan, va Matthieu da cung cap cho ho
nhitng cdu chuyén: “Di nhién, ching toi cling thich &ng vai thé gidi
hién dai - ching t6i hién dién trén mang xa hoi nhung ching t6i van
rat khac biét. Ching t6i no lwc truyén dat thong diép theo cach kin
dao, thanh lich. Do la ly do vi sao ching t6i khong quang cao”.

Ban khong can phai ¢ qua dém tai khach san Ritz dé cam nhan
hwong vi ctia né. Nhitng ai c6 ngan sach khiém ton chi can 14y hét can
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dam budc qua canh ctta uy nghi caa khach san, va di doc hanh lang
dai trong su6t nhw pha 1é dé dén Bar Hemingway. Du thitc uong & do
khong ré nhwng van & mic gia chap nhan dugc.

Pang chi y la Colin Field, chuyén gia pha ché tai Bar
Hemingway ké tir nam 1994, van lam viéc cho Ritz trong su6t thoi
gian dai khach san nay dong ctra. Trén thyc té, 6ng dy da di khap cac
khach san 16n trén thé gidi dé chia sé kinh nghiém pha ché cocktail va
ludn gitr dwgc cai khi chat riéng cta Ritz trong khi céng trinh nay
dwgc héi sinh trd lai. “Colin la mot trong nhitng dai st tiéu biéu nhat
cta ching t6i”, Goffard khang dinh. “Du di dén dau, 6ng dy cling déu
gap khach quen”.

Qua that, gidng nhuw v6i Walter Bolzonella & Cipriani, dwong nhw
tredng bar thwong la cau noi gitta mot khach san 16n véi phan con lai
cta thé gidi; mot nhan vat dang mén trong mot moi treong dang so.

Nhung hday nhé cho, khong phai ai ciing khiép sg.

“T6i cho rang thé hé tré khong may e de khi bwéc vao nhitng noi
giong nhu Ritz”, Goffard cho biét. “Trén thyc té, c6 nhiéu cach dé trai
nghiém khach san ma khong can phai lvu tri qua dém. Khong chi
quay bar hay cac nha hang, du khach c6 thé dén spa va 16p day nau
an”.

Nguoi Paris va khach du lich, du di riéng 1é hay theo nhom, co
thé chon cac 16p hoc tai Ecole Ritz Escoffier, tir cac budi hoc kéo dai
1-4 tiéng (v6i gia khodng vai tram euro) cho dén cac khoéa hoc chuyén
nghiép kéo dai nhiéu tuan (c6 gia 1én dén vai ngan euro).

“Theo nghia nao do, khach san la mot thé gidi thu nho”, Goffard
cho biét. “N6 giong nhw mot khu nghi dudng gitta thanh phé - ban c6
thé dé dang & day trong mot tuan ma khong can phai buwdc chan ra
ngoai. Tat nhién la ban khong mu6n vi rd rang ban dén day dé kham
pha Paris. Thé nhung, diéu do rat dé xay ra vi c6 qua nhiéu hoat dong
giai tri bén trong khach san”.
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Giong nhw nhiéu twgng dai khac & Paris, khach san Ritz trong uy
nghi nhuwng khong kho ti€p can. Néu mot ngay nao dé, ban di ngang
qua noi nay, dirng ngai lan theo dau chan cia Hemingway. Hay budc
thang tGi quay bar, chon cho minh mot loai cocktail cia Colin va nang
ly an mtrng nhv thé ban vira thang mét phi vu nao dé trong doi.

DIEM NHAN CUA HANH TRINH

César Ritz xay dung thwong hiéu ctia minh thong qua cac moi quan hé
- bang sw duyén dang va dich vu hoan hao, 6ng da thu hit khach hang
va nhitng ngudi ban di theo 6ng tr cong trinh nay dén céng trinh khac.
V6i nhan thitc sdu sac cda minh, 6ng hiéu thau rang thé hé mdi gom
nhitng du khach M¥ giau c6 ciling dong vai tro quan trong nhuw nhitng
khach hang thvong xuyén thudc gici quy toc.

Vé sau, ong két ban vGi cong dong Bohemia, noi sang tao nén nghé
thuat, van hoc va thoi trang cta dau thé ky 20.

La nguwoi k¥ tinh va vo cung sach sé, Ritz stt dung twdng son, chat liéu
dé gidt va loai ta am twong, két hgp véi cac mén do c6 va do trang tri
cao cap dé tao nén mét khong gian dep nhuw cung dién.

Ritz cling nhan ra rang dé “hgp thoi” cé nghia la phai don nhan cai
m&i va su cach tan.

Hon mét thé ky da tr6i qua, cai tén Ritz van la tir khoa cho sy xa xi va
chuan chat lwong dich vu vugt ra khéi pham vi trdch nhiém thong
thuong.
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05
SU TRO LAI CUA ORIENT
EXPRESS

“Con tau cua nhirng vi vua va vua cua nhirng con tau.”

Véo mot budi chiéu Paris dep trdi, mot day toa tau véi ché phuc

mau kem va xanh hoang gia quen thudc hién ra dugi nang xuan ruc ro.
Trong khodnh khac do, tat ca cac toa tau déu trong, nhuwng réi mot dam
dong gom nhitng con ngudi xa la, dwgc ném vao nhau bgi so6 phan
cling nhuw sttc hap dan huyeén thoai cia con tau, dang cho dé dugce budc
chan lén do.

“Me c6 nghi la n6 bi ma am khong?”, mot cau bé héi me cta
minh. “Ma u?”, ngwoi me 1dy lam buon cwdi héi lai. “Bong ma trén
tau Orient Express u?”. Mot ngudi deo kinh gong doi moéi dang 1é
buéc gan d6 am tham ghi nhanh vao cu6n s6 tay ctia minh. Nguwoi dan
ong ay chac chan khong phai la cay buat dau tién dat chan 1én con tau,
du ro rang 6ng la mot trong nhitng nguwoi it noi tiéng nhat. Cudi cung,
khi cac toa tau bat dau md& civa déon khach, dwong nhuw nhitng hanh
khach treeéc do da roi di rat voi va. Bén trong mdt toa gidng nam van
con chiéc 4o choang 16ng va mot chiéc may hét dia. O toa nha hang,
trén ban c6 mot chiéc may danh chit, mét gat tan thuéc day nhéc, mot
chai rigu gin va mot cai ly rong. Trong nhw thé con tau nay that su bi
ma am: giéng tau thuy Mary Celeste* hon la Orient Express. Mgt van
dé khac la con tau van ditng yén tai cho. Thuc ra la cac toa tau dugc
moéc vao mot nén bé-téng mé bén ngoai Arab World Institute. Ching
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la tdm diém cda cudc trién 1am vé con tau lich st nay, cling nhuw vai tro
ctia n6 trong viéc két néi gitta Occident (phwong Tay) véi Orient
(phwong Dong). Pay khong phéi la mot chuyén di ma 1a mét cudc
trién 1am cda bdo tang. Cac toa tau tham chi khong duwgc méc vao dau
may - thit lic nay dang ditng tach roi & m6t buc cao ngay 16i vao bao
tang, trong day kiéu hanh nhung c6 phan lac 16ng, giong nhw mot vi
khach khong maoi xudt hién gitta budi tiéc cocktail. Hay ban ciing c6
thé no6i rang: moi lién hé duy nhat ctia dau may vdi con tau la né da
xudt hién trong bd phim Murder on the Orient Express (An mang trén
chuyén tau toc hanh Phuong DBong) nam 1974 cia dao dién Sidney
Lumet. Theo nhuw mo ta cua bo phim, Orient Express 1a hién twgng van
héa hon la m6t phuwong tién van chuyén - mot trong nhitng thuwong
hiéu du lich vi dai nhat tirng ton tai. BO phim mé& dau bang mot vai
phan canh hdp dan. Nhitng hanh khach cud6i cung v6i va lén tau,
nhitng canh ctra nang trich déng lai nghe nhw am thanh cua tiéng sting
truong. Mot hoi coi vang 1én. Con mat trang 16a phia trudc dau may
rwc sang. Bung tinh sau mot gidc nga dai, doan tau bat dau chuyén
dong.

Ban dau doan tau lan banh rat cham chap, gitta nhitng lan khoi
hoi nwdc trong tiéng xinh xich khé nhoc. Nhitng chiéc piston nang lén
r6i ha xudng. Lic nay da nhanh hon mdt chit. R6i nhanh hon nita,
gitta am thanh day thic giuc. Cudi cung, con tau nhe w6t trén dwong
ray trong giai diéu nhip nhang vd&i lan hoi nwdc téa ra trong nhu dai
khan lua mém. B phim quy tu dan dién vién noéi ti€éng nhung chiéc
tau madi that su la diém thu hut.

Cudc trién 1am tai Arab World Institute vao nam 2014 da no luc
dinh hinh nhitng yéu t6 lam nén vi thé “bac cau” dac biét cua con tau
Orient Express. Va c6 1é ciing la dé tra 10i cho cau héi: “Liéu con tau
c6 that sy quyén rii nhw ngudi ta n6i?”.
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QUY ONG PULLMAN VA QUY NGAI
NAGELMACKERS

Cha dé cua con tau Orient Express - mot ky su nguoi Bi tén
Georges Nagelmackers - muon dam bao rang mot vai phéng vién phai
c6 mat trén con tau trong hanh trinh ra mat cia né vao ngay 4 thang 10
nam 1883. Phu nit khong duwgc tham dy va nhitng hanh khach nam
duwgc khuyén mang theo sing ngan. Chi tiét cudi cung nay cé 1€ la
minh chitng cho thay tai thién bam ctia Nagelmackers vé nghé thuat
quang cao.

Giong nhu nhiéu cau chuyén ly ky khac, cau chuyén vé con tau
Orient Express bat dau bang cudc xung dot. (Cau chuyén ay dugc ké
lai rat chi tiét trong cuén catalog cta cudc trién 1am trén: Il Etait une
Fois I’Orient Express, dugc Editions Snoek xudt ban vao nim 2014).
Sinh tredng trong mot gia dinh giau c6 hoat dong trong nganh ngan
hang tai Liege, Nagelmackers dugc dao tao tré thanh mot ky suw xay
dung. Ong dem long yéu say ddm mot ngudi em ho nhung tinh yéu ay
khong dugc dap lai. Va du gi thi Iwa chon dé ctia 6ng cling vap phai s
phan d6i manh mé tir phia gia dinh. Ong dwogc ct dén nuéc My véi hy
vong rang hanh trinh phiéu Iwu nay sé xoa diu tinh yéu cuéng nhiét do
cua ong.

Du lich thoi d6 dong nghia vGi dudng sat va Nagelmackers bat
dau phat trién nifm dam mé véi nhitng toa givong ngd Pullman thodi
mai ma ong st dung trong sudt hanh trinh 10 thang kham pha nudc
M¥. Vi k§ su ngudi Bi da nhin thdy mét co hdi kinh doanh: chau Au
chura c6 tht gi twong tw nhw thé ndy. Ong lién hé véi George Pullman,
nha san xuat toa xe, dé dé nghi hgp tac. Von da qua giau co - giau dén
mutc c6 thé xay dung va lam cht cd mot thanh ph6 danh cho toan bd
cong nhan cta nha mady do minh lam chu, véi day da nha @, ctra hiéu,
bai dau xe, nha thd, rap hat va thw vién - Pullman tr chéi 10i dé nghi

https://thuviensach.vn



d6. May man thay, ldc ay, Nagelmackers khong dé dang tir bé muc
tieu cua minh.

Vao nam 1873, ong thanh lap George Nagelmackers & Company
ma vé sau nhanh chéng tré thanh Compagnie Internationale des
Wagons-Lits (CIWL), véi logo 1a hinh hai con su ti* ¢c6 chit WL 16ng
vao nhau. C6 van ky thuat cta ong la Thugng td William d’Alton
Mann - m6t nha phat minh va cyu chién binh ctia cudc N6i chién Hoa
Ky, nguoi trwde do da duge cap bang sang ché cho mau toa xe “Mann
Boudoir Car”. Xi nghiép nay dong tai Bi, vGi sy tai trg cua gia dinh
Nagelmackers, d6 la chwa ké sy ho trg ctia mot ngwdi ban rat dac biét
cua cha ong la Vua Leopold II cua nwéc Bi. Vua cua nhitng con tau
trong twong lai, gio day da la con tau cua nhitng vi vua.

Georges thanh 1ap tru s& chinh & Paris. Trong nhitng nam tiép
theo, cong ty cia ong dwgc chia thanh ba phan: quéan ly hanh chinh,
xdy dung, va quan trong nhat la Compagnie Internationale des Grands
Hotels. Biéu nay dong nghia vdi viéc xay dung va van hanh cac khach
san hang sang dé hanh khach cta Orient Express Iwu trd nham dam
bao cho & cua ho phu hgp véi cac tiéu chuan cao cap cta chinh con
tau. Mot s6 nhitng khach san nay da tré thanh huyén thoai, trong dé cé
Riviera Palace & Nice, Avenida Palace & Lisbon, va cé 1é néi tiéng hon
ca la Pera Palace ¢ Istanbul.

Madc du ldc bay gio, tat ca diéu dé van con & thi twong lai. Sau
khi dwogc nhuwgng lai toa xe givdng nam dau tién tai Bi nhd cac méi
quan hé hoang gia, Nagelmackers bat dau thuyét phuc cac nha diéu
hanh duwong sit khip chau Au gin thém cac wagons-lit (toa giwong
nam), toa lounge va nha hang vao céac doan tau cia hg. Vao nam 1878,
nhw 6ng thong bao vGi cac c6 dong, nhitng dich vu cta cong ty da tré
thanh thit gan nhw khong thé thay thé dugc:

Viéc Ivu hanh céc toa xe cia ching ta da lan rong khap noi, tinh hitu dung cta ching da

duwgc don nhan rong rai, va cac mo6i quan hé quoc té ctia ching ta da phat trién dén mic hang
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van hanh dwong sat phdi tim dén ching ta néu mudn cung cap dich vu toa giwdng nam trong
mang luwdi van chuyén cua ho... tham chi nhitng hang doi dau gay gat hién nay ciling nhan ra
nhu cau s dung cac toa xe cta ching ta.

CIWL Annual General Meeting, ngay 12 thang 3 ndm 1878 (trich dan bdi Les Rails de

I’Histoire, tap chi cia AHICF, French Railway History Association, thang 11 nam 2013)

Co6 thé dé dang nhan thay bwdc tién tiép theo: tao ra nhitng con
tau st dung toan bd toa xe cia CIWL. Con tau dau tién trong sd nay
roi Gare de I’Est, Paris dé dén Vienna vao “chiéu mudn” ngay 10
thang 10 nam 1882. Chuyén chd 40 hanh khach, con tau da thyc hién
hanh trinh dai 1.364 km (848 dam) chi trong vong chwa day 28 gio,
vdi toc do 48,7 km/gid, nhanh hon cac dich vu van chuyén lic bay gio
la sdu gio. Cau chuyén vé “doan tau anh sang” (train éclair) da xuat
hién trén to Le Figaro. Du chi c6 vai dong nhung noi dung cho biét
rang hanh khach nhan xét “nhitng chiéc giwvong hoan hdo va thic an
tuyét voi”.

Con tau anh sang dé chinh la ban vé ban dau cua doan tau Orient
Express.

PUONG SAT, PUONG SONG VA PUONG
BIEN

Vao thang 3 nam 1883, dy an do6 bat dau hinh thanh.
Nagelmackers thong bao v&i cac c6 dong rang 6ng da ky théa thuan
v6&i moi hang van hanh duong sat 16n ti Paris cho dén Bién Pen: ong
san sang ra mat con tau Train Express d’Orient. Cong viéc van hanh
dau may sé thudc trach nhiém cta cac hang van hanh dwong sat, con
CIWL sé phu trach viéc cung cap, dich vu va bao tri cdc bo phan khac
gom toa givong nam, toa nha hang, toa lounge va ca toa hanh ly.

Mua hé nam dé, cac cudc van hanh tht dién ra moi tuan, cé thé
xem nhu “lan ra mat thi” theo cach néi ngay nay. Vao ngay 1 thang 6,
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Le Figaro viét “Chuyén khdi hanh dau tién cta con tau sang trong twr
Paris dén Constantinople... da dién ra mét cach my man. Moi con mat
déu dé don vé bo dong phuc ruwc r& cta nguwoi lai tau, dwoc thiét ké
theo kiu dong phuc cia nganh dudng sit nuéc Ao (staatsbahn
autrichienne). Tat ca cac toa tau déu chat kin ngudi, tham chi nhiéu
hanh khach khac da bi tir ch6i”. (Trich tit Les Rails de I’Histoire, chi
tiét nhw trén).

Co6 thé nhan thdy niém phan khich kin dao hién trén khuon mat
ho. Vao ngay 3 thang 8, dya trén nhitng thong tin dugc cho la thong
cao bao chi chinh thic tr CIWL, t0 Le Figaro va Le Gaulois da dang
hai ndi dung giong hét nhau: “Tat cd cac chuyén tau khéi hanh tw
Paris, va hau hét cac hanh trinh tré vé ti phwong Dong trong sudt 15
ngay qua, déu khong con mot cho trong”.

Cudi cung, vao ngay 3 thang 10, mot théng bao 16n xuat hién -
mot lan nita trén t0 Le Figaro va Le Gaulois. Mot “chuyén tau khai
trrong dac biét” danh riéng cho khach maoi sé roi Paris vao t6i hom
sau dé dén Constantinople vao ngay 8 thang 10.

Trén thuyc té, hé thong duong sat ltic bay gio sé khong st dung
mot con tau hoi nwdc dé dén tan Constantinople - 10 trinh ban dau cta
con tau Orient Express dién ra theo kiéu dwong vong. Sau khi di qua
thi d6 Bucharest ciia Romania, tau sé dirng lai & Giurgiu, mot bén tau
nho trén song Danube. Pha hoi nuwéc sé dwa hanh khach qua song dén
Rustchuk (ngay nay dugc goi la Ruse), noi hanh khach sé léen mot
chiéc tau hoa khac dé dén thanh phé ven bién Varna trén bo Bién Pen.
Mot con tau hoi nwéc sé dwra toan bé hanh khach dén Constantinople
trong 15 gi®, nang tong thdi gian cia hanh trinh 1én 80 gid. Thé
nhwng, hanh trinh dy van nhanh hon céac dich vu hién cé 30 gio. Va
cudi cung, no ciling trong lang man hon so véi viéc di thang tir diém A
dén diém B.

Tat nhién, Nagelmackers da lam moi cach dé dam bdo rang hanh
trinh ra mat d6 khong chi don thuan khoi goi long hiéu ky ctia moi
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nguwoi. Do do, 6ng qua quyét rang hanh khach nam phai mang theo
sting ngdn va phu ni* phai & nha. Ong ciing trung ra cho moi ngudi
thdy rang sé c6 mdt bac si trén tau - Dr Harzé.

Hanh trinh d6 thyc chat 1a chuyén di danh cho gidi bao chi: cac
phong vién Phap va phong vién nwéc ngoai cé mat trén tau bao gom
Henri de Blowitz ctia The Times, George Boyer cua Le Figaro, va
Jules Tréfu cuaa Le Gaulois.

Blowitz mo ta rat chi tiét vé chuyén khdi hanh ctia doan tau.
Mang theo 14 thw moi duwgc gidp khéo 1éo v6i ban do duwong di bén
trong, mot lich trinh chi tiét, hanh trang ca nhan va s6 ché ngoi, ong
dén Gare de I’Est vao lic nita dém dé roi nhin thdy mét canh twgng
ruc sang:

Nhitng ngon dén dién toa sang khdp nha ga. Cac nhan vién & 16i vao hwéng dan hanh
khach dén noi doan tau Orient Express dang do. Nhiéu ngudi dén dé dwa tién khach 1én tau, vi
hau hét moi nguwdi déu thyc hién hanh trinh dén phwong Bong lan dau tién trong doi, do do
khong thé khong c6 chit cam xdc hoa lan véi niém vui swéng vi minh ¢6 dip tham gia...
Ngay khi mot hoi coi cat 1én, nhin tir bén ngoai, noi t6i tam dirng tride khi bwde 1én buc dé

chén, doan tau Orient Express trng ra mot hinh anh rat hién dai va cuon hut.

Bén trong con tau, ong nhin thdy cac nhan vién phu trach toa
givong ngu, “trong bo dong phuc mau nau phan chiéu sac do dwéi anh
sang cua den dién”, dang no lwc mang hanh ly va hang héa dén ding
toa nhung bi budc phai “di nép sang mot ben hodc than trong” gitra
dam doéng hanh khach dang chan cac 16i hanh lang va chen chiic quanh
ctta so.

Khéng mot chi tiét nao bi bd sét - Blowitz nhan thdy rém cita toa
nha hang da duwoc “nang lén diéu nghé” dé nhitng ngudi dang ding
trén san ga c6 thé nhin thdy chinh xac nhitng gi ma ho dang bé 18. So
sanh noi that dugc thap sang ruc ré cia khong gian nay véi mot phong
tiéc 16n, ong viét rang n6 “khién toan bd khung canh tré nén vo cung
16ng lay”, v6i bay day ban xép déu nhau du “cho bon thwe khach &
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bén phai, va hai thyc khach & bén trai, dwge phu khan trang tinh véi
bo khan an dugc gidp day nghé thuat. Nhitng chiéc binh va ly rugu
bang pha 1€, nhitng binh nwéc trong veo, “nhitng chi€c mii bac” phu
trén miéng chai champagne, tat cad “tao nén thit 4nh sang chéi loi phu
1én dam dong ca bén ngoai lan bén trong toa tau”.”

Nhitng chiéc khan tay dwa 1én vay chao, cac nhan vién bao vé &
san ga yéu cau dam doéng lui lai, va vao lic 7h30 phiit chiéu, doan tau
Orient Express tu tr roi ga.

TU TAU HOA PEN HINH ANH MANG TINH
BIEU TUONG

Lam thé nao Orient Express lai trd thanh mot huyén thoai? Nhu y
kién duwgc dwa ra tredc dé, cong cudc phat trién nay phan nao bat
nguon i tinh cach cta chinh Nagelmackers. Trong cuén Il Etail Une
Fois I’Orient Express, Martine Chantereau viét: “Sy théng minh,
bwdng binh, trinh do hoc van, kha nang ngoai giao thién bam, tai st
dung truyén théng va quang cdo da giup ong hoan thanh mdt cong
viéc phi thuvong”.

Trong mot birc anh chan dung do nhiép dnh gia Paul Nadar thuc
hién, bac thay cta cdc toa xe xuat hién day an twgng: Vi chi huy nganh
duwong sat trong chiéc 4o vest dudi tom, dang vé duwong bé, khudon mat
dé rdu dai va anh nhin bao quat, manh mé. Mot tay dat vao tdi quan,
tay con lai cam gay, mii cung doi gang tay trang.

Duwong nhu nhitng nét banh bao nay khong chi duwgc thé hién hét
trén birc anh. Vao nam 1900, tru s6 CIWL tai Place de I’Opéra & Paris
la dai ly du lich cao cap chi yéu danh cho gigi siéu giau.
Nagelmackers da tdu mot toa dinh thy kiéu chateau tai Villepreaux,
gan Versailles, noi 6ng thuwong maoi cac nhan vat noi tiéng, cac chinh
tri gia va nhitng ngudi cé6 anh hudng trong xa hoi dén tham duw cac

https://thuviensach.vn



bubi tiéc san ban, cac budi da ngoai bang tau riéng. P la mot trong
nhitng ngo6i nha dau tién tai khu vuc nay dwgc thap sang bang den
dién; mot con sudi nwdc ngot trong vieon la noi cung cap nwdc dong
chai phuc vu trén cac chuyén tau. vé sau, con trai ctia ong két hon
cung con gai cua Davidson Dalziel - nguwoi nay tinh co lai la cha tich
chi nhanh tai nwéc Anh ctia Pullman Company. Cudi cung, hai cong ty
doi tha da dugc lién két thong qua moi quan hé gia dinh.

Mot chi tiét quan trong khac c6 thé dwgc xem nhw “si huyeén édo
ctia phwong Pong”. Xuat phat tir Ngan 1é mét dém, bo suwu tap nhitng
cau chuyén dan gian Trung Dong dwgc nha khdo c6 Antoine Galland
chuyén dich sang tiéng Phap trong thé ky 18, nhitng mwong tuwgng vé
mot vieong quoc khong twdng - noi ctia nhitng toa lau dai va thap cao
hinh chép, noi ctia vé dep khuét sau nhitng tdim man che va ca nhitng
diéu mia quay cuong - da khoi nguon cam hitng cho cac nha van va
cac 1t khach, tw Chateaubriand (Itinerary from Paris to
Jerusalem,1811), dén Gérard de Nerval (Voyage en Orient, 1851), va
Pierre Loti (Aziyadé, 1879). Salammbé (1862) cta Flaubert dién ra
trong boi canh & Carthage nhwng dé la tdc pham hw cdu vdi nhitng
hinh dnh khéac la; ban than tac gid cling da dén Bac Phi va Trung
Pong, roi sinh song maot thoi gian & Beirut va Istanbul.

Cac nghé si ciing bi phrong Dong hap dan, dac biét la khai niém
vé harem (hdu cung); nhitng bitc vé ctia Ingres chita dyng hinh anh
cac thiéu nir khoa than odalisques, dwgc cho la thé thiép cia cac vua
sultan, mac du ban than ti* nay bat nguén t*¥ cum ti*r “nguwdi hau
phong”. Hai hoa si Engene Declacroix va Felix Ziem cling tai hién
nhitng cau chuyén, kién tric va phong canh phwong Bong trong cac
tac pham cua ho.

Vao thé ky 19, phwong Bong gan vdi nhitng cau chuyén tinh ai
lang man: hop thoi, nguy hiém va goi tinh.

Thé nhung, thé gidi do cé that. D€ qudc Ottoman tai thoi diém do
da ton tai hon 500 nam, vdi tam diém la Istanbul. Tau Orient Express
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mang dén cho hanh khach co héi dwoc dich than trai nghiém nhitng gi
ma nhiéu ngwdi cho rang la mot xa héi xa la, suy doi. Poi vdi nhitng
du khach c6 tinh than khai sang hon, con tau da gitip xéa bé nhitng ao
twdng huyén hoac va dwa hai nén van héa dwong nhw déi 1ap xich lai
gan nhau hon.

Néu con tau chi ton tai trong y nghi ctia cac nha van va nhitng
nguoi theo chti nghia 1ang man, chac han hoat dong kinh doanh ctia né
sé nhanh chéng két thic. Tau Orient Express con la biéu twgng cua
cudc Cach mang Cong nghiép - mot trong nhitng 1gi thé cua con tau la
toc do, do 1a 1y do vi sao cudi cung né da bi thay thé bai du lich hang
khong, va hanh khach di tau hang sang da chuyén thanh “khach di
méay bay”. Nhu Robert Halleux viét trong cuén Il Etail Une Fois
I’Orient Express:

Du c6 thé dugc xem la con tau danh cho gigi quy toc, gian diép va gai diém hang sang,
nhung trén hét, Orient Express van la biéu twgng cho sy phat trién, la con tau cua cac ky su.
Doc tuyén duong tau di qua, Budapest, Bucharest, Belgrade va Salonika, tit ca déu dwgc trang
bi nwéc sinh hoat, gas, dién va dwong tau, trong khi cac qudc gia méi noi, vGi nguon tai
nguyeén thién nhién da dang, cling tham gia vao nganh cong nghiép nang. Biém cubi cua hanh

trinh, Constantinople, Levant va Ai Cap cling dang nhanh chéng hién dai hda.

Nagelmackers qua doi vao nam 1905, suy kiét ca vé thé chat lan
tién bac cho cac thwong vu kinh doanh ctia minh. Thé nhung, Orient
Express - ltic nay sap tré thanh con tau biéu twgng - khong chét di
cung vdi 6ng. Su tam nging hoat dong khi Thé chién thi II bung no
han da dat ddu chdm hét cho cau chuyén nay, nhuvng mot phién ban
moi cia doan tau dwoc ra mat vao nam 1919, véi su xuat hién cda
dwong ham Simplon bang qua day ndi Alps. Poan tau Simplon-
Orient-Express dung chan tai Lausanne, Milan, Venice, Trieste va
Belgrade trwedc khi dén Nis dé ré sang hai huwéng, mot dén Istanbul va
mot dén Athens.
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Thap nién 1920 co6 1€ la thoi ky cuc thinh cia mot Orient Express
dam chat van hoc va dién anh - phién ban cta doan tau ma chung ta
mo wéc ngay nay. Phong cach trang tri Art Deco, ghé ngo6i boc nhung
do, khung cira go dai ngwa (mahogany) v6i do cham khac pha 1é caa
Lalique, nhitng hanh trinh v&i syt c6 mat ctia nit dién vién Josephine
Baker va tay buon vii khi lttng danh Basil Zaharoff. Nhitng toa xe nay
da dwa hanh khach di vao khu tan tich cia Bé quoc Ottoman va can ci
ctia mot nha nwéc Thé Nhi Ky hién dai va thé tuc dwdi thoi Kemal
Atatiirk.

Mot con tau Orient Express da bi ket su6t sau ngay trong vu 16
tuyét & Thrace vao nam 1929 - mot sw c6 da khoi nguon cdm hitng cho
Agatha Christie, nguwoi khong c6 mat lic d6 nhung da trai nghiém cac
hanh trinh khac. Murder on the Orient Express (An mang trén chuyén
tau toc hanh Phuwong Pong) duwgc xuat ban vao nam 1934. Orient
Express mai mai gan lién v§i tén tudi cia Quy ba Agatha, nhung nhiéu
tac gid khac ciing da dwa nhan vat ctia minh xuat hién trén chuyén tau
ay. Graham Greene tap hgp nhitng ké phong dang va liéu linh lai vé6i
nhau trong cudn Stamboul Train vao nam 1932; Ian Fleming da dat vé
cho nhan vat James Bond trén con tau Orient Express dé danh nhau
vOi tay diép vién tan ac “Red” Grant trong From Russia With Love vao
nam 1957. Va nhitng bo phim dva trén cac tdc pham nay - cling nhw
nhiéu tdc pham khac - da dwa cau chuyén von thudc tri twéng tuwong
nay 1én mot chiéu huéng khac.

Di nhién, ching ta khong thé quén rang cac noi dung quang cao
va poster gigi thiéu Orient Express vao dau thé ky 20 ngay nay van
gop phan lam tang thém vé khac la cho khong gian phong khach cta
nhiéu nha - d6 la tdc pham cda nhitng hoa si nhw Jean de la Méziére,
Jacques Touchet va Maurice Barbey, thuong dugc 1ay cam hivng tir cac
tdc pham cta Ziem va Delacroix. Ho cé xu huéng choi chit véi tén goi
cac dia danh, mot danh sach dai cac diém dén rai khap bic hinh, tao
an twgng giong nhu nhitng chiéc banh xe dang chay trén duong ray.
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Orient Express song so6t qua Thé chién thi II, va i ach danh du
vugt qua Bic man sat (Iron Curtain)* - noi nhitng toa xe sang trong
cta no bi tach doi va thay thé bang nhitng toa xe binh dan hon - nhung
thoi hoang kim cta nhitng con tau 16n da dén hoi két thic. Tai mot
thoi diém, ba tuyén duong sat khac nhau da duwgc phuc vu béi nhitng
doan tau c6 tén goi “Orient Express”, nhung tat ca déu lan lwgt “ra di”
tirng chiéc mot. Chiéc Simplon-Orient-Express bam tru cho dén nam
1962 khi nhwong dwong cho chiéc Direct Orient Express, mot cai tén
nhu bi dat nham badi vi né con cham hon ca chiéc tién nhiém. Vao nam
1971, CIWL ngung van hanh cac doan tau, thay vao do chi cho thué
hoac ban toa xe cho cac nha van hanh. (Dau tich cua cong ty van con
ton tai cho dén ngay nay vdi tén goi Newrest Wagon-Lits. Cong ty nay
cung cap cac dich vu trén tau cho mot s6 cong ty dwong sat, véi 90%
thu nhap dén tir Phap va phan con lai dén tir Ao, Bo Pao Nha va
Canada. Cong ty dich vu du lich Carlson Wagon-Lit Travel s& hitu tén
goi nhu vay béi mot phan bat nguon tir mang 1t hanh du lich ctia no).

Orient Express, theo dung nghia cuta tén goi nay, dung hoat dong
vao thang 5 nam 1977.

Hién van con chiéc Venice-Simplon-Orient-Express, mot doan
tau hoai c6 do mot tap doan khach san cao cidp diéu hanh. Khi trai
nghiém hanh trinh nay, nhitng déi uyén wong di hwdng tuan trang mat
va cac hanh khach giau c6 ludn c6 tim lai chit rwe r& huy hoang cta
mot thoi qua vang.

SU TAI SINH CUA ORIENT EXPRESS

Sé thé nao néu ban thwc sy cé thé trdi nghiém con tau Orient
Express nam xwa? Khong phai trong bao tang ma la mot con tau sang
trong hoat dong that sy theo cach giong nhw con tau phwong Pong da
phuc vu hanh khach trude day?
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Nh¢o vao cong ty duwong sat quoc gia Phap SNCF, diéu do c6 thé
sém thanh hién thuec.

Vao thoi diém t6i gap Patrick Ropert, ngay sau cudc Trién 1am
duwgc nhac dén ¢ phan dau cua cudn sach nay, ong xuat hién day tw hao
trong vai tro chu tich diéu hanh cta Orient Express. Chinh diéu d6 da
la mot cau chuyén thu vi.

“Vao nam 2010, khi ddm nhiém vi tri gidm doc truyén théng cta
SNCEF, trong khi tim kiém thong tin vé lich st cua tap doan, t6i phat
hién ra rang ching toi that su s& hitu thwong hiéu Orient Express, von
da duwgc chuyén nhwong ngay sau chuyén hanh trinh cu6i cting cta
con tau vao nam 1977. Do d6, n6 thudoc danh muc tai san cta tap doan
chung t6i”, ong noi vai toi.

Ong 4y chi ra ring dwong st ctia nwdc Phap ludn déng vai tro
then chot trong lich st ctia con tau nay. “Nagelmackers hinh thanh nén
y twdng do - tic 1a nhitng toa givong ndm - nhung 6ng dy can nguoi
biét cach van hanh cac doan tau, biét cach két noi cac toa xe vdi dau
may kéo...”.

Thwong hiéu nay van trong tinh trang ngirng hoat dong cho dén
nam 2001, khi né duwgc cdp phép tré thanh tdp doan Orient Express,
theo thoa thudn dé, tap doan co tru s& tai Anh quoc nay duwgc phép
khai thac tén thwong hiéu cta Orient Express cho mot chu6i khach san
va moOt doan tau hang sang.

“Khi to6i hiéu rang ching toi sd hitu thuwong hiéu va bat dau can
nhac nhitng diéu ma minh c6 thé lam cling nhw cach phat trién no, toi
da tién hanh trao do6i vdi tdp doan Anh qudc. Két qua la chiung t6i
quyét dinh khong tiép tuc dong hanh cung véi ho.”

Tap doan khach san d6 doéi tén thanh Belmond, nhitng van dugc
quyén van hanh doan tau cua riéng ho, theo mot trdi nghiém hoai c6
dwdi tén goi Venice-Simplon-Orient-Express. Riéng vé SNCG, Ropert
cho biét: “Chung t6i c6 tham vong riéng danh cho thwong hiéu do.
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Ching t6i sé tao ra mot hé thong dé c6 thé dat con tau vao mot boi
canh dvong dai”.

Trong sudt bubi tro chuyén, t6i nhan ra rang diéu nay khéng chi
don thuan la m6t thir thach marketing, ma con la sw két hop gitta mot
dy an kinh doanh véi niém dam mé. “Chuing t6i da tai thiét Orient
Express thanh mot cong ty va gio day ching t6i sé trién khai cac hoat
dong cua cong ty do”.

Vao ldc nay, ong dy thira nhan rang chi mot vai trong sé nhitng
hoat dong dé dugc thyc hién:

Trudc hét, ching t6i can phai hiéu duwgc lich st caa thwong hiéu. Di nhién, ching t6i nhin
thay tiém nang to 16n ctia né - né nam gitr mot thi quyén nang khoé ly gidi, ching t6i mudn
tim hiéu xem quyén nang ay dén tir dau. Do do, bén canh viéc phdi hgp vai cac luat sw nham
bao vé thwong hiéu, ching t6i cling bat dau hgp tac vdi mot nhém nha st hoc trong nganh
dwong sat [AHICF, da dugc nhac ¢ phan tredc]. Ching t6i yéu cau ho dao sau vao ho so lvu
trit dé tim ki€m cac tai liéu va cau chuyén lién quan dén con tau. That la la chwa ai tirng lam
diéu nay - cau chuyén twéng twgng va thyc té ton tai doc lap nhau. Do d6, cudc trién lam da
dugc t6 chitc nhw mot bude di dau tién trong hanh trinh lam song lai va danh dau béi canh ra

doi cia mot cau chuyén huyén thoai.

Song song vdi cudc trién 1am, trong sudt Tuan 1é Thiét ké tai
Milan, ké hoach hoi sinh con tau nam xwa da duoc tiét 16. “Chuing t6i
néi chuyén véi cac nha thiét ké, kién tric sw va ky s vé dy an cua
minh dé cé dugc 161 khuyén cling nhw do lwdng phan tng tir phia ho.
Do do, tai Paris va Milan, ca khia canh lich st 1an hién dai caa duv an
bat dau hinh thanh”.

NOi that ctia chiéc Orient Express méi da dugc tiét 16 lan dau tién
tai thoi diém do6. Ropert cho t6i xem ban phac thdo cua toa quay bar
(voiture-bar). N6 qua that trong rat muwgt ma va hién dai trong khi van
goi nhg dén phién ban ban dau. “Chting t6i mudn tai hién cac mat ma
Art Deco theo phong cach duong dai. Con tau sé hoan toan danh cho
thé gidi hién dai ngay nay nhung van stt dung nhitng chat liéu dac biét
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dé dam bao nét huy hoang va virong gia xwa. Chung t6i van giir lai cac
diém nhan nhw nhitng vat dung thuy tinh cham khac”.

Tiép dén, 6ng noi vé nha hang:

biéu chiing t6i muon lam & day la tao ra nhitng cudc tao ngd. Vao thap nién 1920 va 1930,
c6 mot vai doan tau hang sang trén thé gidi nhung chi c6 mot doan tau trd thanh huyén thoai.
Va khi tim hiéu nguyén nhan, chiing t6i da va vao mét yéu t6 dac biét: trén chuyén nay co
nhiéu cudc gap gd thad vi, va nhiéu cau chuyén vé nhitng cudoc cham tran do. Vi th€, chiing toi
da nd lyc tao ra mot quan café san hién di dong. Khi ng6i trén san hién ctia mét quan café, néu

cam thdy thich noi dy, ban c6 thé dé dang bat chuyén véi ngudi bén canh.

Thé con toa givong ndm - toa givong nga dang phong suite? “Di
nhién, muc tiéu ctua chung toi la ngwgce lai - nghia la tao ra sy riéng tw
cho hanh khach. Nhung dong thoi van dam bao sy thoang dang va
chiéu sau & noi von bi gidi han khong gian. Do do, chiing tdi 1dy cam
hitng ttr mét can gac xép & New York, noi ban sé bi hap dan béi khong
gian bén ngoai. Chiing to6i coi ndi chiéu rong cta ctra so6 1én mic t6i
da. Ban lam viéc sé duwgc ké vira van v@i tam nhin ra bén ngoai. Hanh
khach sé song giitta mot khong gian még”.

Cudi cung la saloon, tam diém giao lwu cua con tau, noi hanh
khach dwgc ngam nhin toan canh bic tranh thién nhién cta nhitng noi
ma doan tau di qua. Tai day, hanh khach c6 thé doc sach bao, dung tra,
tro chuyén hay tan tinh nhau tuy vao khiéu hai hwéc ctia moi nguai.

Thé nhung, day van chi la wéc mo trén gidy. Nhiéu nha thiét ké -
nhitng nguwdi sé gop phan hién thyc hoa gidc mo nay - van chuwa dwgc
tuyén dung. “Do6 phai la cong viéc cua cac nghé nhan tha cong véi kha
ndng sang tao nhat dinh”, Ropert nhan manh. “Lalique da sang tao ra
mot phong cach riéng cho cac tdc pham thay tinh ctia minh; ching t6i
can dén kha nang sang tao do cho cong cudc cai tién ngay nay”.

Cung vGi cudc trién 1am, SNCF con gidi thiéu nhitng tht ma cé
thé dugc goi la san pham “teaser” cda con tau. Mot trong nhitng san
pham do6 la kiéu vali c6 “mau xanh Orient Express” hgp tac véi
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Moynat - nha san xuat vali dwgc thanh 1ap vao nam 1849 va hién
thudc s@ hitu ctia Louis Vuitton. Ropert noi: “Sao chi c6 mot chiéc
vali? Béi vi khi tai thiét mot thuwong hiéu nhw Orient Express, ban phai
than trong; thuwong hiéu dé chita dung mot di sén dé s6 va dé ton trong
di san ay, ching ta phai gii* thé doc quyén. Nhan tién, hay nhin that k§
di, ban sé khong tim thdy logo ctia Orient Express trén chiéc vali nay.
N6 chi mo ho goi nhé dén con tau”.

San pham thit hai, it nhan thay hon, la bd phu giwong cuc ky sang
trong mang thuong hiéu Orient Express dugc ban tai trung tam bach
héa cao cdp Bon Marché & Paris. Vui minh vao tam ra trai givong &
nha nhv thé ban dang tha hon gitta manh dat than tién bén trong mot
toa givrong nam sang chanh. Ngoai ra con c6 den ngu, dugce thiét ké
theo kiéu nhitng chiéc dén ban & toa nha hang khi doan tau di xuyén
qua man dem.

Hinh anh nay ggi 1én mot cau héi khac: vai vai tro lich st va dia
1y ctia Orient Express trong viéc két noi hai nén van héa, vay doan tau
Express m@i sé di dau? Liéu hanh khach c6 con mua vé dén Istanbul?

“Luc do, chung t6i khong biét chac”, Ropert néi véi toi:

Nhung t6i nghi ban than doan tau sé chinh la trai nghiém gia tri nhat, con diém dén khong
quan trong. Co6 1€ trai nghiém dé nén la cdm giac budc chan 1én tau ma khong biét vé diém
dén cudi cung. Hay biét rang ban dang hwdng dén Istanbul nhung khong biét doc duwong sé
dirng lai & nhitng noi nao. Ban ciing c6 thé thdy doan tau & tan cung thé gidi, bdi vi trong mot
dip dac biét, n6 da dugc dva dén Hoa Ky chang han. Néu ban nghi vé hanh trinh ra mat caa
con tau nam xua, day chinh la lic bat dau mot cudc phiéu lwu ky thda. Thir thach dat ra cho

chiing t6i la phédi ndm bat dugc tinh than dy trong hién tai.

DIEM NHAN CUA HANH TRINH

George Nagelmackers, nha sang lap Orient Express, da van dung tai
ngoai giao va cac modi quan hé bao chi dé bién doan tau ctia minh
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thanh mot hién twong.

Pé lam tang do kich tinh, 6ng md&i cac phéng vién tham dy hanh trinh
ra mat cia Express va yéu cau ho mang theo sing ngan.

Ong 1a ngudi wom mam cho cach song thdi thugng khi mdi nhitng
nguoi noi tiéng dén du tiéc tai nha riéng cia minh trén nhitng chuyén
tau riéng.

Nhitng nguwoi giau c6 lang man cta thé ky 19 bi hdp dan bdi cau
chuyén huyén bi ctia phwong Béng, nhung doan tau Express ciing la
mot tuyén dwong nhanh chéng dé ti€p can cac co hoi giao thwong &
cac thi truong méi noi.

Thyc tai két hgp cing nhitng cau chuyén twéng twgng dé bién Orient
Express thanh mot trong nhitng thwong hiéu tiéu biéu nhat trong lich
st nganh du lich.

Ngay nay, c6 it nhat hai cong ty khac nhau dang st dung cau chuyén
lang man xoay quanh thwong hiéu nay dé ban cac san pham va dich
Vu.
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06
CUQC CANH TRANH TREN BIEN
CA

“Quy mo, quyeén luc, xa xi va tinh té.”

Véi tuan trwdc, khi chiéc may bay ché téi bang qua Pai Tay
Duwong dén New York, toi da c6 hinh dung vé mot chiéc tau ché hang
v6i hanh trinh song song dién ra bén dwgi. Ca hai hanh trinh sé c6
nhiéu diém twong dong - cung huwdéng vé vung hdi 1y xa xo6i day bat
trac bén ngoai ddo Newfoundland - nhung trong khi may bay dang bay
gitta bau troi trong xanh, cao trén nhitng dinh nui bang va swong mu
thi chiéc tau chd hang trong tri twéng twgng cua toi sé thuwong xuyén
do6i mat véi nguy hiém.

Cum tr “tau chd hang” nay cé y nghia quan trong. Sudt thoi ky
hoang kim ctia cac con tau chd hang bang dwong bién, vao thé ky 19
va dau thé ky 20, khai niém “tau du lich” gan nhu khong ton tai. Cac
con tau chd hang di theo 19 trinh tir diém A dén diém B, giong hét nhw
chuyén bay cta t6i. Trong khi tau du lich sé lang thang day d6 nhw
mot 1 khach hiéu ky - mot phuwong tién van chuyén ty than n6 da la
mot diém deén.

Cudn sach ma t6i dang doc khi bay qua Pai Tay Duong la The
Ocean Railway (2014) cua tac gia Stephen Fox (mac du toi thich twa
tiéng My cta n6 hon: Transatlantic). Khi cang di sau vao nhitng cau
chuyén vé ky nang va long can dam cda Fox, tdi cang cdm thdy may
man khi dugc ng6i bén trong con chim sat nay: riéng tw, an toan va chi
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cach dat lién vai gio bay. Nhitng hanh khéach dau tién thyc hién hanh
trinh bang Pai Tay Duwong la nhitng con nguwoi qua cam dich thyc,
phién lvu dudi canh buém ctia nhitng con tau “bwu pham”.

Pung nhv tén goi, “bwu pham” von dwge dung dé chi cac hang
hoa va thu twr trén tau chd hang, noi nhan chd thém mot vai hanh
khach dé tang lgi nhuan. Tuyén “tau ché hang” dau tién duwgc thanh
lap vao nam 1817 bdi m6t nhom cac nha nhap khau vai New York
dudi sy dan dat cua Jeremiah Thompson. Di nhién la trwdc do, tau
thuyén da vt Pai Tay Dwong nhung khong theo hé thong va doi mat
v6i nhiéu rai ro. Nhue Fox viét: “Mot cha tau cé thé thong bao vé ngay
khéi hanh nhung thuyén tredng sé doi dén khi hang héa duwgc chat da
va hanh khéch da 1én tau, huéng gié va thoi tiét thuan 1gi thi méi nho

»

neo”.

DPo6i vdi thuwong gia giao dich cac mat hang thwong rat khan nhw
Thompson, diéu ndy 1a khong thé chdp nhan dwgc. Ong yéu cau mot
doi tau “ra khoi vao nhitng ngay an dinh giita cac cang bién cu thé, va
cam két mot lich trinh khéi hanh c6 dinh cho cdc hanh trinh trong
twong lai”.

Céac con tau cua Thompson - vGi cham tron den dac trung Back
Ball dugc son trén canh buom cta cot buém phia truwée - di lai gitta
New York va Liverpool. Hai con tau dau tién cua dong tau Black Ball
Line roi New York vao thang Giéng nam 1818. Chang bao lau sau,
con tau bat dau hoat dong “thwong xuyén nhw mét cd6 xe nguwa dua
thu”.

Cac thuwong hiéu tau thay khac nhanh chéng xuat hién, chang han
nhut Red Star, Blue Swallowtail, khéi dau cho mot cudc canh tranh
trén bién khi mo6i bén déu no luwc tao ra nhitng con tau bu6n to hon va
nhanh hon. Hanh trinh kéo dai 22 ngay trong diéu kién thoi tiét thuan
lgi da nhanh chéng gidm xudng con 20 ngay. Nhw mot quy luat phat
trién tat yéu, cac hang tau bat dau thit nghiém mot cong nghé méi
phan khich nhung cling day am anh: dong co hoi nuwéc.
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CHIEN THANG CUA BRUNEL

Pa c6 nhiéu tau hoi nwéc khac trede khi Isambard Kingdom
Brunel dan than vao hanh trinh vi dai xuyén Dai Tay Dwong ctia minh.
Tai My, ky s John Fitch da thir nghiém loai thuyén di chuyén bang
guong trén song Delaware vao dau nam 1787; mau thuyén nay vé sau
dwgc phét trién thanh mot dich vu thuwong xuyén (du chi trong mot
thoi gian ngan do nhitng kho khan vé tai chinh) gitta Philadelphia va
Burlington, New Jersey.

Mot cai tén khac tham gia vao doi hoi nuwéc la William
Symington, mot ky su kiém nha sang ché dén tir South Lanarkshire,
Scotland. Vao thoi diém khi Fitch ra mat chiéc tau hoi nwéc chay bang
guong (paddle steamer), Symington da duwgc cdp bang sang ché cho
“dong co khi quyén” (atmospheric engine - dugc dat tén theo k¥ thuat
stt dung hoi nwéc ngung tu va ap suat khi quyén dé day cac piston).
Ong da thtt nghiém tau hoi nuwéc cho mot s6 khach quen trwdc khi
nhan dugc sy bao trg chinh thic tiv phia Thomas, Lord Dundas - 6ng
chu Forth & Clyde Canal Company. Con tau hoi nwéc noi tiéng nhat
ctia Symington duwgc dat theo tén ctia mot trong s6 cac ai nit ctia nha
bdo trg: Charlotte Dundas. Vao ngay 28 thang 3 nam 1803, chiéc tau
kéo hai sa lan chat day hang xudi dong kénh trong hanh trinh 18,5
dam (du chi trong khoadng thoi gian 9,5 gi®). Thé nhung dén cudi
cung, Canal Company van ttr ch6i ap dung cong nghé mdi nay vi lo sg
rang tau hoi nwdc sé gap kho khan trong viéc diéu huwdng cac au tau
(canal locks) va rang duong ré nuwdc bat thwong cia né sé “lam héng
bo kénh”. K& hoach d6 bi xi hoi.

Thé nhung, con tau Charlotte Dundas la tién dé cho sy bung no
ctia cudc cach mang dong co hoi nwéc, bao gom cac con tau hoi nwéc
chay bang guong cia nha phat minh ngwdi My Robert Fulton. Va
trong vong vai thap ky, nhitng con tau bu6n da tr¢ thanh hinh anh
quen thudc trén cac con sdng & chau Au va khip nuéc My.
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Tuy nhién, hanh trinh vugt Bai Tay Duong lai la mot cau chuyén
hoan toan khac.

Nhe hau hét cac nam sinh nguwoi Anh déu biét, Isambard
Kingdom Brunel xdy dung nén Great Western Railway, tuyén duwong
sat tiéu biéu dai 117 dam tv London dén Bristol. Hay néi cach khac,
nhu Fox viét, k§ s “da khdo sat tuyén dwong... va roi lén ké hoach
chi tiét cho qua trinh thi cong, t* cAc dau may kéo va thiét bi thwr
nghiém toa xe cho dén cac cot dén va nha ga”.

Ong 1a nguoi thue t&, c6 sttc hit va ding chat chau Au - cha caa
ong, Marc, xuat than tir mot vung thon qué & mién bac nuwdc Phap.
Dang nguoi thidp, banh bao véi chiéc mii 6ng dugc 6ng st dung dé
tang chiéu cao co thé, Brunel phi pha xi ga khap noi nht mét con tau
hoi nwéc. Ong c6 “ddi mét den ryc sang” va ludn dung dong tac tay
khi néi. Ong luén théi thic tim kiém nhitng th¢ t6t hon, ngoan muc
hon.

Con tau hoi nwdc xuyén Pai Tay Duwong cua 6ng bat dau nhw mot
tro dua. Khi mot trong cac thanh vién ban giam doc Great Western
phan nan tai mot cudc hop vé chi phi va chiéu dai cta con tau, Brunel
da bat bé: “Sao khong lam cho n6 dai hon nita, va thyc hién hanh trinh
tir Bristol dén New York?”.

MGt vi giam doc khac - Thomas R. Guppy dén tit hang duong
tinh luyén - v& ngay cau noéi dua ay, va chang bao lau sau, ho bat tay
vao du an nay cung v&i Christopher Claxon, mot ciru si quan Hai quan
Hoang gia Anh dd nghi hwu nhung van lam viéc, va William
Patterson, nha dong tau Bristol. Bi thdi thic béi tin tic rang thuong
gia ngwoi MY Junius Smith cling dang 1én ké hoach cho mét dy an
xuyén Pai Tay Duwong, nhom trén “bat tay xay dwng con tau hoi nwdc
16n nhat ti tredc dén nay, lan dau tién dugc thiét ké cho hanh trinh
xubi nguwgc thwong xuyén gitta Bac Pai Tay Duong”.

Brunel khong phai la nguwdi déng tau, va thiét ké ctia con tau cha
yéu déu do Claxton va Patterson thuc hién. Thé nhuwng, 6ng chinh la
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nguon dong luc thic day du an nay cling nhuw 1a tinh than va hién than
ctia n6. Két qua la sy ra doi ctia SS Great Western chay bang nhitng
banh guong khong 16 - “con tau hoi nwdc 16n nhat va hién dai nhat thé
gidi cho dén thoi diém hién tai”.

Cach bai tri sang trong. Khu vuc saloon dugc trang tri “vGi cac
cot mo phong hinh cdy co” va “nhitng 0 ctra cao trén 1,5 mét” treo
tranh phong canh, cac tdic pham nghé thuat, cac hoat dong khoa hoc va
gidi tri “déu theo trwong phai kién tric Rococo thdi vua Louis XV”.
Bac thang dan dén cac cabin bén duwdi “cé tay vin bang dong ma
vang”. C& nhw thé chti nhan ctia né muoén khang dinh rang chang ai
thém quan tdm hay bi khudt phuc béi sy khac nghiét cua Pai Tay
Duong.

Junius Smith, d6i thu ctia Brunel, con chwa kip lam gi vGi ké
hoach tau hoi nwéc ctia minh, va dé gianh chién thang trong cudc dua
vuot Pai Tay Duwong, Smith da di dwong tat: 6ng thué mét tau hoi
nuwdc Channel r6i “cho khéi hanh tit Cork theo mot 16 trinh ngan va
day rai ro trén vung bién phia nam cua Ireland” va con tau ngirng hoat
dong chi sau mot ngay len dwong. Fox nhan dinh hanh trinh do la
“mot hanh dong bat can day nguy hiém”. Va mac du nhé neo huwéng
dén New York sau tau Sirius bon ngay, chiéc Great Western van vé
dich chi sau chiéc tau gian 1an kia 12 gid, vao ngay 23 thang 8 nam
1838 sau hanh trinh kéo dai 15 ngay rudi - “mot cudc vugt bién nhanh
nhat t* Anh dén M¥”. Great Western Steamship Company tiép tuc van
hanh dich vu xuyén Pai Tay Dwong ctia minh cho dén nam 1846,
thuwong xuyen pha vd ky luc ctaa chinh minh.

Cudi cung, Junis Smith cling ra mat con tau hoi nwéc ctia minh -
British Queen. Du 16n hon va cong suat manh hon tau ctia Brunel,
British Queen van la mot con tau cham chap. Thé nhung, trong hanh
trinh dau tién vao ngay 12 thang 7 nam 1839, nhiéu vi khach quan
trong dd c6é mat trén tau, bao gom mot nguwdi dan ong tén Samuel
Cunard.
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VAN MAY CUA CUNARD

Ban dau, ho la nha Kunder, mét gia dinh ngudi Bic di cw dén My
vao thé ky 17 - dwgc cho la nhd vao mot tii dong tién vang, co thé la
kho bau cta cwdp bién, ma nhitng ngudi dan ong trong gia dinh dao
duwgc khi cay xdi trén mot canh dong. Vao thoi diém Sam chao doi,
ngay 21 thang 12 nam 1787, tén ho cua gia dinh da dwgc doéi thanh
Conrad va Cunrad treéc khi ¢6 dinh véi Cunard.

Abraham, cha ctia Sam, mé6t thg moc kiém thg xdy, 6n dinh cudc
song ¢ Halifax, Nova Scotia, va cwdi con gai cia mot dan nhap cw
nguwoi Ireland tén Margaret Murphy, ma vé sau tr@ thanh mot ké
nghién rwvgu. Sam, con trai ca trong gia dinh, 16n len thanh mo6t chang
trai khong udng rugu va lam viéc cham chi, ludén che day cam xuc cta
ban than. “Song tai mot thanh pho cang cha yéu bi chi phoi bdi hoat
dong giao thwong trén mat nuwdc, 18 ty nhién, chang trai y tim dén tau
thay va van chuyén duwong thiy nhw mét ké sinh nhai chinh”, Fox viét,
ong bd hoc sém dé lam nghé ban c4, rau va cac mat hang khac, kiém
du tién dé mua bé comple dau tién vao nam 14 tudi, nhung cudi cung
da tim thdy mot cong viéc phu hop la “nhan vién phong ky thuat cta
mot xwdng déng tau hai quan”. Vao nam 1809, chang trai 21 tudi
thuyét phuc cha minh cung xay dung cong ty A Cunard & Son, “cac
dai ly hang hai va nha buén téng hop khu vie Tay An”.

Khi nwéc Anh va Hoa Ky tham chién vao nam 1812, Sam Cunard
bién xung dot dé thanh lgi thé ctia minh, kinh doanh “bot mi, bt tho,
ngo, dau hac in va tinh dau thong” khi Halifax tr@ thanh bén cang sam
udt cho Hai quan Anh. “Vao cudi cudc chién, cong ty cta gia dinh
Cunard khong chi mua hang héa ma ca nhitng con tau chd hang héa”,
Fox ghi chu.

Hau chién, Sam gianh duwgc hgp dong chuyén ché thw tir cho
hoang gia trén nhitng chuyén tau ché thw di lai gitta Boston, Halifax
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va St John’s. Khi Abraham, cha ctia 6ng, qua doi vao nam 1824, tén
cong ty dugc chinh thitc d6i thanh Samuel Cunard & Company.

Véi s hau thuan cta chinh quyén dia phuwong va cac c6 dong,
ong ra mat con tau hoi nwéc dau tién - Royal William, dwgc déng tai
xuwéng dong tau Quebec - vao nam 1830. Con tau hoi nwéc chay bang
guong nay du kién khéi hanh theo 16 trinh tiv Halifax dén Quebec,
nhung cong ty nhanh chong gdp rac réi: sau mét mua chén chan @
Quebec do bang tuyét, con tau con chwa kip khéi hanh tré lai thi dich
bénh tho ta bung phat. Viéc qua it hanh trinh, khong du hang héa va
tham chi chang c6 may hanh khach da khién cac c6 dong chat van day
gian dit. Con tau Royal William dwgc ban 16 vao dau nam 1833.

Thé nhuwng, Sam Cunard da riut ra dwgc mot bai hoc, va tir dé tré
di, 6ng khong bao gio ap dung cong nghé cho dén khi n6 dwgc chitng
minh hiéu qua. Sy than trong nay da giup Cunard di trudc ca Great
Western Steamship Company cua Brunel, don vi da tht van may véi
con tau tan tién co tén Great Britain. Con tau nang 3.400 tan - 16n nhat
hién c6 - s& hitu than tau bang sat theo cong nghé cai tién va dugc van
hanh bang céac chan vit thay cho cac banh guéng. Thé nhung, thoi gian
thi cong kéo dai cong véi chi phi viegt qua tam kiém soat cua dy an da
khién Great Western gan nhuw pha san trudc khi con tau dwgce hoan
thanh. Cudi cung, Great Britain cling di vao hoat dong vao nam 1845,
va la con tau an twgng nhat trén bién trong mot khoang thoi gian ngan.
Nhung khi con tau nay bi mac can vao thang 9 nam 1846, cong ty cta
Brunel vinh vién khong phuc héi lai sau ton that ndang né do.

MGt yéu t6 quan trong khac dan dén su sup do cua Great Western
Steamship Company la chinh phi Anh quyét dinh trao hgp déng van
chuyén thu tir xuyén Pai Tay Duong cho Sam Cunard.

O tudi 51, v6i kinh nghiém trong linh vuc dich vu tau hoi nudce tiy
nhitng quan dao ctia Anh quoc cho dén Hoa Ky, Cunard cho rang mot
hanh trinh van chuyén xuyén DPai Tay Duwong “la hoat dong mé& rong
hop ly trong sy nghiép cta 6ng”. Von thudc quan ly cia Buu Cuc,
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dich vu van chuyén thu tir xuyén Pai Tay Dwong lic bay gio dugc
diéu hanh béi B6 Hai quan - T6 chitc giam sat Hai quan Hoang gia -
thong qua cac hgp dong vdi cac cong ty van chuyén tw nhan. Thai han
thau ma Bo Hai quan dwa ra la dich vu theo thang. Cunard da tdo bao
de xuat dich vu theo tuan. Cudi cung, B6 Hai quan da trao cho ong
hop déng dich vu hai tuan mét lan.

Cunard cam két v&i Bo Hai quan rang nhitng con tau ctia 6ng sé
“don gian va thodi mai”. Bon chiéc dau tién - Acadie, Caledonia,
Columbia va Britannia - do hang déng tau Clyde thyc hién da dugc
Fox mo ta la “mang vé dep chan phuwong, den nhanh mugt ma, v6i mot
vai diém nhan trang tri c6 mau vang va dé ¢ bé phan bao guong va
ong khoi”. Charles Dickens da du lich trén con tau Britannia vao thang
Giéng nam 1842. Pai van hao ngudi Anh khong an twgng vai cho ngoi
don so, khong thoai mai, “tiéng lach cach va phi phach” cta dong co
va st lac lv khong ngtrng ctia con tau. “Tai bita téi, Dickens nhan thay
nhitng cho ngoi ly twdng nhat la canh cira ra vao”.

Tuy nhién, sy tdo bao ctia Cunard da dwgc dén dap: British and
North American Royal Mail Steam Packet Company duvgc thanh lap.
Hoan toan c6 thé hiéu la ngay tr dau, “n6 da dwoc biét dén nhv mot
tuyén van chuyén ctia Cunard hay Cunard Line”.

Trong mot thoi gian ngan, Cunard da nuét chitng cac doi thu theo
ding t6c d6 ma nhitng con tau ctia 6ng da vugt Pai Tay Duwong, cit
nhu thé Cunard Line da chiém tron hanh trinh xuyén Pai Tay Duong
cho riéng minh. C6 mot giai doan cuc ky nhay cam khi Cunard - sau
khi dat cugc hét toan bd gia tai riéng vao dy an nay - budc phai cau
xin vay mugn dé thanh todn cac khodn ng, ban di nha cira va kéu goi
ho trg. Nhung cudi cung, “Cunard Line da dat dén kha nang thanh
toan nhd uy tin vO song vé s an toan va tai sap xép”. Qua that, theo
nhr Fox bdo cdo, “su6t 75 nam dau tién trong lich st hoat dong cta
Cunard Line, chra c6 mot hanh khach nao thiét mang do dam tau trén
dia phan Bac Pai Tady Duwong cia hang tau nay”, trong khi cac hang
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tau doi thua - nhw ban sé thay & cac phan tiép theo - da viedng vao mot
sO tai nan thwong tdm. Cit nhw thé van may cta Cunard, von dugc bat
dau vaéi kho bau tim thdy trén canh dong nam xwa, da bat dau tng
nghiém.

NHUNG HANG TAU VUOQT PAI TAY DUONG

Di nhién la Cunard khong thé gitt mai thé théng linh, va cac doéi
tha bat dau xuat hién. Dau tién la Collins Line, dugc thanh lap vao
nam 1850 béi Edward Knight Collins, mot nguwdi von da ndi tiéng véi
dich vu van chuyén buu pham Dramatic Line tai Hoa Ky. Nguoi My
cling 1a nhitng bac thay ctia nganh du lich, “véi trec gidc nhay bén
trong cac moi quan hé cong ching”. Ong thét dii cac phéng vién
“nhitng bita tiéc thinh soan khi ra mat cac con tau va hanh trinh méi”,
va doi lai, ho cé nghia vu ca nggi nhitng thanh tich chdéi loi cta dng.

Modi quan hé ctia Collins vé&i to New York Herald duéi sy quén ly
cta cha s@ hitu day qua cam James Gordon Bennett da phan anh chan
thue cach tiép can dy cua 6ng. Nhan thay rang to Herald khéng noi du
vé hoat dong kinh doanh ctia minh, Collins da tang so trang quang cao
trén to bao, khi dé, s6 lwgng bai viét sé dugc cai thién mdot cach thich
dang. Vao thoi diém Collins thanh lap dong tau hoi nuwéc riéng, “ong
da c6 duwgc sy ung hd cta to bao 16n nhat nwdc My véi s6 lwong bai
viét khong gigi han”.

Nhitng con tau Collins Line m@i nang tam chuan muc ¢ hau hét
moi khia canh. Tham chi tén goi cta ching cling dam chat st thi:
Atlantic, Arctic, Pacific va Baltic. Du lich hang sang da tré lai, cac
saloon ctia ching 16ng 1dy v6i “nhitng mit ban d4 cadm thach Y, khung
g0 Op sang bong, gwong soi kiéu cach, do trang tri bang dong... nhitng
tam tham Brussels dat gia”. C6 mot tiém cat téc nam va mot s6 phong
riéng cho cac doi uyén wong méi cudi. Cac cabin déu dwoc swdi am
bang déng co hoi nuwdc. “Nguoi My da thay doi toan bo y twéng veé
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mot chiéc tau hoi nwdc xuyén Dai Tay Duwong, viegt khdi moi gigi han
vé kich c@, cong suat, do xa hoa va tinh t€”. M6t lan nita, chi phi thyc
hién dwgc ho trg bdi nguén ngan sach chinh pht thong qua cac hgp
dong van chuyén thw tr hai tuan mot 1an cta Collins.

Cac con tau cta Collins Line tr& thanh déi thu dang gom doi véi
nhitng con tau cta Cunard. Thé nhung, viéc tiéu tdn mot khoi lwgng
than khong 16 va toc do di chuyén nhanh dong nghia véi viéc cac than
tau bang go can dwgc bao dudng thuong xuyén. Vao thang Giéng nam
1852, Collins budc phdi xin vién trg cia Qudc hoi va yéu cau ho tang
gap doi so tién trg cap 1én 858.000 USD/nam. Nhitng ngwoi bao lanh
cho 6ng da mién cudng dong y, nhung véi diéu kién la ho c6 thé cat
giam so tién vién trg xudng con mot nita v4i thong bao trwdc sau
thang néu nhan thay Collins Line khong hoat dong hiéu qua.

Vao thang 9 nam 1854, trén vung nudc day dac swong mu ngoai
khoi Newfoundland, con tau Arctic da va vao mot chiéc tau nho hon -
chiéc SS Vesta ctia Phap. Miii ctia chiéc tau nhé nay nhu chiéc stng
cta con ky lan bién dam vao phan than g6 cta tau Arctic. Mac du
thuyén tredng tau Arctic da no lyc lui dong co dé giai thoat con tau
nhung than tau bi thing maét 16 16n ngay bén duwdi vach nuwéc. Biét
rang tau cttu hd cua Arctic chi da cho khodang 40% hanh khach trén
tau, ong da tang toc huwéng vé dat lien. Nhung toc do do chi cang
khién cho nwdc tran vao tau nhanh hon. Con tau Arctic bi chim xudng
bién cach bd khoang 15 dam. Vu dam tau dé da khién 350 hanh khach
thiét mang, bao gom cd vg va hai trong s6 nhitng nguwdi con cla
Collins. Ho dang trén dwong dén gap ong.

Chi hon mot nam sau, vao ngay 23 thang Giéng nam 1856, tau
Pacific rdi khoéi Liverpool va ngudoi ta khong con nhin thady n6 thém
mot lan nao nita. Stephen Fox cho biét sy bi an d6 khong c6 16i gidi
dap cho dén tron 135 nam sau, khi cac thg lan tim thdy phan miii tau
“cach hon ddo Anglesey khodng 12 dam vé phia tay bac”. R6 rang,
con tau chi m@i vira bat dau cudc hanh trinh thi thdm kich xay ra - c6
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1é mot phan do n6 16 hoi, mac du chi tiét vé nguyén nhan cu thé van
chwa duoc xac dinh.

Collins Line khong thé song sot sau tham hoa kép dy. Con tau thi
nam - chiéc Adriatic - dwgc ra mat vao thang 4 nam 1856, nhung chua
kip hoan thanh cac cudc chay thit trén bién khi Quéc hdi thdng bao vdi
Collins rang ho sé cat giam ngan sach ho trg. Chiéc Adriatic chi thyc
hién dwgc mot chuyén hanh trinh duy nhat trwdc khi Collins Line dong
ctra “trong bi kich, ng nan chong chat va nhitng dy cdm chang lanh”.

Piém khac biét giita tau buén (hay tau chg) va tau du lich la
nhiéu nguoi vuot Pai Tay Duong khi dé6 khong phdi dé trai nghiém
ma dé lam an, hay viéng tham gia dinh, hodc don gian la khong c6 Iwa
chon nao thay thé. P6i v6i mét s6 ngudi, dé la chuyén séng con. Bi
mat den t6i ctia cac chuyén tau chg xuyén Dai Tay Duwong la phan 16n
lgi nhuan cta ching khong dén tir cac khach hang giau c6 trong nhitng
can phong riéng hang sang, ma t* nhitng nguoi di cw chen chuc nhv ca
moi bén dudi cac boong tau.

Inman Line la hang tiéu biéu cho phwong cach lam an nay.
William Inman - mot thwong gia xuat than t* mot nha budn virng
manh & Lancashire - da bi hap dan trw6c Great Britain va tiém nang
cta nhitng con tau than sat chay bang dong co chan vit. Chan vit
chiém it khong gian hon rat nhiéu so v&i banh guéng, cho phép chat
thém nhiéu hang hoa, va than tau bang sat cling dong nghia vdi viéc it
phdi bdo duwdng hon. Inman la mét déi tac trong dong tau chd thw
thudc s@ hitu ctia Richardson Brothers, duwdi sy dan dat cuia Grubb
Richardson, trong khi anh em nha Richardson thudc Hoi ton giao cac
tin hitu Ireland (Irish Quakers) dén tir Belfast. Vao nam 1850, Inman
thuyét phuc ho mua mot chiéc tau chay bang chan vit méi mang tén
City of Glasgow. M6t nam sau do, chiéc tau c6 thém nguwdi em nita la
City of Manchester.

Anh em nha Richardson da theo nhitng nguwoi Ireland cung kho
trong su6t Nan do6i khoai tdy (1845-1852) khi mam bénh huy hoai

https://thuviensach.vn



nhitng canh dong khoai tdy khong chi quét sach nguon thwc pham
chinh cta nguwdi nong dan, ma con dan dén doéi kém, bénh tat va chét
chéc vbi quy mo 16n. Hang triéu nguoi phai roi bo qué huong voi
diém dén phd bién nhat la nwéc M¥. Gidng nhw lan séng ti nan ngay
nay, nhiéu nguoi da tré thanh nan nhan cta “ddm moi gigi va buodn
lau” - gan giong vd&i kiéu budn ngudi - va bi ching ban di trén nhitng
con thuyén buém cii ky. Suét nhiéu tuan lién, ho nga trén san tau,
khong dwoc tam rira va mac phai cdc can bénh nhw tho ta, sot phat
ban. Phu ni tré thanh mo6i cho dam thuay tha trén thuyén. Nhiéu “con
tau quan tai” nay chwa bao gio dén duwgc bén cang mét cach an toan.

Dudi su thoi thic cia John Grubb Richardson, Inman Line bat
dau tao ra cho cho nguai di cw & “khoanh banh 1ai” cta con tau. Hanh
trinh chi kéo dai hai tuan, gia cting ré hon so véi mot choé trén thuyén
buém, va mdc du van bi nho6i nhét gitta nhitng cho nga chat choi
nhung hanh khach cé nhiéu co hoi séng s6t hon. Theo Fox, nhitng
nguoi di cw cling la “thwong vu tot ctia Inman” khi 300 hanh khach &
khoang banh l4i trén moéi con tau “an nhitng moén an ré nhat ma ho
nhan dugc... va khong ky vong - hay nhan dugc - sy cha y thuwong
xuyén cta doi ngli nhan vién phuc vu ltic nao ciing héi ha di lai gitta
cac cabin hang nhat va hang hai & boong phia trén”. Inman da khang
dinh ho 1a loai “hang hoa an toan nhat”.

Vi bdo vé su an toan cua con tau, ban dau, Sam Cunard rat than
trong trong viéc don nhan ngudi di cw béi 6ng cho rang khong c6 du
cho trén tau citu ho cho hang tram hanh khach & khoang banh 14i. Thé
nhwng, khi China - con tau chay bang chan vit méi cia Cunard -
chuan bi ra khoi vao nam 1862, n6 c6 dua cho cho khéng dudgi 770
ngwoi di cu, chitng t6 rang Cunard da san sang bat chudc y twdng cia
Inman.

DPo6i tha 16n khac ctia Cunard 1a While Star Line. Nhitng con tau
White Star ban dau la nhitng chiéc thuyén buém ché cac nha tham do
ngudi Anh hda vao con s6t vang & Uc vao gitta thap nién 1840. Thé
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nhwng, khi mé rong sang tuyén xuyén DPai Tay Dwong, cong ty nay da
dau tu qua nhiéu vao tau hoi nwdc, cudi cung mat kha nang thanh toan
va nhanh chéng phé san. Tiép dén la Thomas Ismay, mot nha déng tau
dén tr Cumberland, mua lai cai tén va 14 co ciaa White Star v6i chi
mot ngan bang Anh. Dong tau thuy méi nay dwgc dinh hinh trong mot
tran dau bi-a tai nha riéng ctia mot nha budn Liverpool cé tén la
Gustav Christian Schwabe. Ismay da dwgc maoi dén budi da tiéc cung
v6i chau trai cia Schawabe, Gustav Wilhelm Wolff. Trong su6t tran
dau ay, Schawabe dwa ra mot dé xudt don gian: ong sé tai trg von cho
White Star Line néu Ismay ky hgp dong dong tau vdéi Harland &
Wolff, cong ty cta chau trai ong tai Belfast.

White Star Line trd nén noi tiéng v46i mot vai trong s6 nhitng con
tau an twgng nhat titng dwgc dong, ma theo mo ta cta Stephen Fox la
“v6i kiéu thiét ké cach tan khién ching cang tré nén tién nghi va xa
hoa hon bat ky con tau nao khac trén bién”. Trong d6 c6 chiéc
Oceanic, duwoc ra mat vao nam 1870, 1a “con tau bién chd khach hién
dai dau tién” thanh thoat va cao rao, v6i boong ngam canh va dao mat
trén mai, cac cabin déu c6 kich c¢@ gip doi cabin cta bat ky con tau
nao khac, va dugc trang bi voi nwdc sinh hoat. White Star cling chinh
la don vi dong con tau yéu ménh Titanic, ma mot phan cta hgp dong
dé nham muc dich canh tranh vGi Cunard vé kich c& va do vuong gia
thay vi toc d6. Liéu con ai chwa biét rang dé la con tau 16n nhat vao
thoi diém bay gio, va rang n6 da chim ngay trong hanh trinh dau tién?
Thay vi di vao chi tiét, toi sé gigi thiéu dén ban ca dong sach tham
khao vé cha dé nay, d6 la chwa ké bd phim cung tén doat gidi Oscar
vao nam 1997 caa dao dién James Cameron.

Thé nhung, White Star da vwgt qua mot tham kich khac rat 1au
tredc khi con tau Titanic bi chim vao nam 1912; vao thang 3 nam
1873, tau hoi nwdc Atlantic - bat dau can dan nhién liéu sau khi vuot
qua mot con bao - chuyén hwéng vé phia Nova Scotia thay vi tiép tuc
dén New York, va bi mac can & Cape Prospect. Con tau bi thiing va
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nuwdc bat dau tran vao, dau tién la & phan duoi tau, sau dé nhanh chong
tran vao mang phai, day hanh khach xuéng bién. Nhitng hanh khach
khac bi chét dudi bén dudi cac boong tau; con hau hét nhitng nguoi
1én dugc tau ctu hd hodc dat 1én mét tdng da gan do déu chét vi lanh.
Con so cudi cung duwgce wde tinh la khodng 585 nguwdi chét trong vu
dam tau do.

Viéc White Star song so6t sau thdm hoa ké trén cho thdy mot thyc
té rang cac hanh khach vwot Pai Tay Duong lic bay gio bat dau xem
cac vu dam tau twong ty nhw cach ching ta nhin nhan vé cac vu tai
nan may bay hién nay: tin titc vé nhitng tai nan nghe c6 vé nhu mo ho
dé tran ngdp khap mat bao nhung néu ban may man, né chi xdy ra vé6i
nguoi khac.

Do6i v6i Cunard, van may cua hang tau két thiic vao nam 1915,
khi Lusitania - mot con tau 16n hién dai va sang trong, chd 1.257 hanh
khach - bi ngw 16i tau ngam cua Pic dam phai ngoai khoi ving bién
Ireland. Mwoi tam phit sau ci va cham d6, Lusitania da vinh vién
nam dwdi day dai dwong, vGi tong cong 1.201 nguoi chét. DBoi véi
Stephen Fox, vu chim tau Lusitania c0 y nghia quan trong hon so voi
tham hoa tau Titanic, thit von dugce cho 1a “mot tai nan dac biét kinh
hoang”. Thé nhung, con tau Lusitania “da bi ¢d y danh chim béi muu
do tham doc, nhw mot hanh dong tuyén chién”. Dé biét thém vé bi
kich nay ciing nhv &m muu xoay quanh né, ban doc hdy tim cuén sach
xuat sac cuia Erik Larson: Dead Wake: The last crossing of the
Lusitania (2015).

Cunard van gitt dugc niém tu hao v6i Mauretania, “chiéc tau hoi
nuwdc 16n nhat tirng dwge dong”, ma theo Fox la khong c6 doi thu “vé
cdi tién k¥ thuat, téc do, vé dep cling nhu sy bén bi”. Khi chinh thic
ngirng hoat dong vao nam 1934, con tau da van hanh su6t 27 nam véi
hanh trinh 2,1 triéu dam.

Cudi cung, van may bat dau chong lai Cunard cad vé cong nghé
lan kinh té. Vao dau thap nién 1930, cudc Dai khing hoang bat dau
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tdn cong, cling v4i sy canh tranh tif cac tén tudi méi dén tir Pic, Y va
Phéap. Bong canh twong 1an, Cunard va White Star sap nhap vao nam
1934. Sau mot thoi gian ngan hoat dong véGi tén goi Cunard White
Star, cong ty duwgc doi lai tén cii 1a Cunard Line vao nam 1950.

D1 nhién, vao thoi diém d6, hanh trinh vugt Pai Tay Dwong bang
mdy bay thuan tién hon rat nhiéu. Va nhitng con tau vi dai xuyén Dai
Tay Dwong van miét mai luét song.

TU HANH TRINH GIAN NAN PEN NHUNG
CUOQC DAO CHOI TREN BIEN

Joel Shahar la ngudi phu trach mang kinh doanh trén con tau
Queen Elizabeth 2 ttt nam 1999 dén 2003, hoan thanh ba chuyén hanh
trinh vong quanh thé gigi. Gio day, trong vai tro gidng vién bo mon
kinh doanh du lich, Shahar van giit nhitng ky *c ngot ngao vé hanh
trinh trén “mot con tau biéu twgng nhw thé”. QE2 la con tau cudi cung
do nguwoi Anh dong, va co 1€ la dai dién tiéu biéu hon bat ky con tau
nao khac cho sy dich chuyén tiv hanh trinh vugt bién gian nan sang
nhitng cudc dao choi trén bién.

Cong viéc caa Shahar la ban mot hanh trinh dao choi trén bién
khac cho nhitng nguoi da c6 madt trén tau. RO rang trong trvong hgp
nay, hanh khach thwong it tir ch6i. “Pay la cong viéc dé dang nhat ma
toi teng lam”, Shahar cuwoi khuc khich.

Tham chi vao thoi ctia Shahar, mot hanh trinh trén QE2 van giir
duwoc vé huy hoang cua thoi hoang kim. “An méc dep cho bita téi hai
hay ba lan méi tuan van la mét phan quan trong cua hanh trinh trén tau
du lich Cunard Line. Hay nhé rang khong cé toi pham trén tau, hanh
khach song trong mdt moi tredng rat an toan va than thién. Phu nit c6
thé dién &o 1ong thd va deo trang sitc dinh kim cuwong”.
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Tham chi con c6 cé hé théng cap bac. Hanh khach & trong nhitng
cabin cao cdp nhat sé an t6i & nha hang Queen’s Grill; con nhitng hanh
khach & cabin hang thap hon “budc phai” dung bita & nha hang
Princess Grill.

Tau QEZ2 bat dau chuyén di dau tién ctia minh tr Southampton
dén New York vao thang 5 nam 1969. Bén m6t mitc dé nhat dinh, con
tau da phai théa hiép: nhitng chiéc tau tién nhiém I6n hon -Queen
Mary va chiéc Queen Elizabeth dau tién - vira 16i thoi lai dat dé. Dé
gitt dugc di san va tiép tuc cung cap dich vu xuyén Pai Tay Duwong
(“Mot s6 hanh khach chi don gian la khong thé hoac khong muon
bay”, Joel Shahar quan sat), Cunard chi 80 trieu USD cho mot con tau
nho hon, nhanh hon dé thay thé cho hai chiéc tau cong kénh kia. Hon
nita, tau chi nang 70.300 tan v§Gi sitc chita 1.777 hanh khach.

Tau QEZ2 c6 kha nang két hgp nhitng gi tot nhat: trong vong mot
nam, tau da thuc hién 30 chuyén vuwot Dai Tay Duwong, mot chuyén du
ngoan vong quanh thé gidi trong 80 ngay, vd s6 hanh trinh ngan bén
ngoai Southampton va New York, va tham chi mot vai cudc dao choi
“tiéc tung” (www.QE2.org.uk). Joel Shahar cho biét: “Diéu khé hiéu
la cac con tau du lich chi hap dan nhém hanh khéach nit 16n tu6i. RG
rang, hanh trinh du lich vong quanh thé gi6i thu hit nhitng nguwoi 16n
tudi bai vi that kho dé nhitng hanh khach tré tudi rdi bo cong viéc va
cudc song thuwong nhat ctia ho trong suét ba thang trdi. Thé nhung,
nhitng chuyén di vegt Pai Tdy Dwong lai thu htt nhiéu déi twong
khach hang khac nhau - va nhin chung, ngay nay, loai hinh tau du lich
va doi twong hanh khach ciling vo cung da dang”.

Chiéc QE2 ngirng hoat dong & vung bién Dai Tay Duong vao
nam 2004 - tuyén nay duwgc Queen Mary 2 thay thé vGi cung 10 trinh
cho dén tan ngay nay - dé tré thanh mot con tau du lich hoan toan. Ba
nam sau, QE2 chinh thitc “vé hwu”, mot phwong tién dang cidp goi nhd
vé qua khit huy hoang giita nhitng con tau cong nghé cao khong 16 cua
thé gigi hién dai. Khi t6i viét cudn sach nay, con tau ay van con do tai
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mot bén cang & Dubai sau khi dugc mot tdp doan thudoc Cac Tiéu
vwwong qudc A Rap Théng nhat mua lai, va s6 phan cta né van chuwa
duoc dinh doat.

Thwong hiéu Cunard Line van con Iwu giit nét quyén rii mang
phong cach Anh ctia cyu thé gidi. Tuy nhién, ké tt* nam 1998, né da
thudc quyeén sé hitu cua Carnival Corporation, mot trong hai “anh 16n”
cua nganh cong nghiép tau du lich cung vGi Royal Caribbean.

Hai hang nay neo dau & Miami, cach b& bién nhiéu mwa cua Anh
rat xa, noi nganh céng nghiép tau du lich chi thue sy bat dau vao dau
thap nién 1950.

Nguoi tien phong that sy trong nganh cong nghiép tau du lich la
mot nguwdi dan ong cé tén Frank Fraser, nguwdi ma cho dén thoi diém
d6 van kiém song bang cong viéc van hanh tau chd hang di lai gitra
Miami va ving bién Caribe - trong ca giai doan chién tranh, khi nhitng
chiéc xu6ng nhé cia 6ng bi cho la mét sy lang phi. Nhu Kristoffer A
Garin ghi chép trong cudn sach lich st sinh dong (2005) vé cac hang
tau du lich -Devils on the Deep Blue Sea - gia dinh Fraser da lam cong
viéc nay hang bao thé hé: vao thoi khi dong ho nay con sé& hitu cac
don dién & Jamaica va xudt khau chudi va cam quyt dén My trén
nhitng con tau riéng cua ho.

Long qua cam caa Fraser trong chién tranh da giip ong c6 dugc
sv kinh trong cua vi Twéng doc tai Rafael Trujillo thugoc Cong hoa
Dominica, ngwdi ma sau cudc xung dot da trao cho ong hgp dong thué
tau gia ré cua Nuevo Dominicano - mot con tau chd khach thudc s@
hitu ctia chinh quyén Dominica. C¢ nhw thé mdt vi vua da trao cho
Fraser mot toa lau dai v6i mitc gia ré mat va mudn 6ng bién né thanh
khach san. Frank Fraser khong can dwgc héi dén lan thi hai, va 6ng
bong nhién thady minh bwdc chan vao nganh cong nghiép tau du lich.

Bang truc giac, Fraser nhan thay rang boi canh ctia cudc canh
tranh trén bién da hoan toan thay doi. “Thay vi chao ban mét dich vu
rat ngan thoi gian trén bién, 6ng chao ban dich vu v6i khodng thoi
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gian tuyét voi hon - hay néi cach khac la dang dong tién hon. Vao nam
1954, Fraser mua hai chiéc tau hoi nwéc 30 nam tudi, stta chira lai va
trang bi thém hé thong diéu hoa nhiét do, roi bat dau cac hanh trinh
dén Nassau, Haiti, Jamaica va Nam Phi. Nhitng con tau ay 1én duong
trong “ti€éng nhac, tiéng ken, bang ron va nhitng t¢ gidy buém ruc ro
duwgc tung lén troi, giong nhw bat c con tau 16n nao rdi bén & New
York”. Nhitng ngwoi & lai r6 rang dang ty hita vGi ban than rang ho sé
c6 mat trén con tau do trong hanh trinh tiép theo.

Fraser qua doi do bénh tim vao nam 1962, thé nhung, chwa day
mot thap ky sau, thoi thuc bgi thanh cong cta 6ng ciling nhu cua
nhitng ngwoi lam theo cach ctia 6ng, chinh quyén thanh phdé Miami
hiéu ra rang nganh cong nghiép tau du lich non tré dé sé dong vai tro
quan trong cho twong lai ctia thanh phé. Vao nam 1966, chinh quyén
xdy dung co sé ha tang cho mot cang méi quy mo trén hon ddo nhan
tao c6 tén Dodge Island (1o rang la dwgc dat theo tén cia mot s6 nguoi
ban ctia vi gidam déc quy hoach thanh phé Miami). Cho du vira trai qua
tham kich mo6t nam trudc do, khi chiéc tau du lich cii tén Yarmouth
Castle von thuoc s hitu cia Frank Fraser boc chay va chim xudng
bién, lam thiét mang 91 hanh khach, sv tin twédng vao nhitng con tau
du lich van & mitc cao, mét minh chitng cho sitc ting trwdng cuia
nganh cong nghiép nay.

CARNIVAL VA CARIBBEAN

Ted Arison - nha sang 1ap ctia Carnival Cruise Lines, nguwoi ma
tén tudi ludén gan lién vdi s chuyén minh day kinh ngac cta nganh
kinh doanh tau du lich vao thap nién 1970 - tirng suyt that bai khi
budc chan vao nganh.

Arison chao doi tai Tel Aviv vao nam 1924, thoi diém khi
Palestine van du6i quyén uy tri cia Anh. Ong bit dau tir con s6 0
trong nganh van chuyén hang héa va chuyén dén New York vao dau
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thap nien 1950 trong vai tro ma theo 16i cua Garin la “quan ly van
chuyén hang hoéa cho El Al”. Vé sau, 6ng thanh 1ap mét doanh nghiép
van tai bang dwong hang khong, kiém duwgc vai triéu dé dau tién khi
ban c6 phan cho cac cong sy. Tuan thu hgp dong véGi diéu khoan
khong canh tranh trong bén nam, 6ng bat dau tim kiém cac co héi
mai.

Nguon cam hitng xudt hién dwéi hinh dang mot chiéc tau du lich
Israel c6 tén goi Nili ma 6ng nhin thay & bén cang tai Nassau trong khi
dang tim hiéu vé mot linh vie kinh doanh hoan toan khac - dich vu
van chuyén hang dong lanh. Thong qua ngudi quen, 6ng tham chi con
dwoc di mot vong tham quan con tau. Duwong nhu do la tinh yéu tw cai
nhin dau tién. Khi biét rang Nili sap dugc chao ban, Arison da thué
con tau, dong thoi dwa ca chiéc tau “chi em” ctia né vao vu giao kéo
nay. Sau do, 6ng thanh 1ap mot civa hang tai Miami va bat dau ban vé.
Nhung giao dich d6 nhanh chong that bai: sy viéc bi tiét 16 rang chu
s@ hitu cta Nili sap pha san va con tau sé sém bi chinh quyén Israel
tich thu. Con tau thit hai bi mat roi khoi Haifa dé r6i dung do vGi mot
con tau khac & cang Naples, du van noéi trén mat nwdc nhung da bi
héng nang. Két qua: Arison s@ hitu mot doanh nghiép tau du lich dang
trong giai doan so khéi va khong cé mot chiéc tau nao.

Nhw ban cé thé doan, 6ng ay khong tiv bé. Phi vu tiép theo cta
Arison la tiép can ngwoi thita k€ mot hang déng tau Na-uy - Knut
Kloster, Iic nay dang vuéng vao chuyén tang tiu véi vo ngudi khac.
Tw linh vie van tdi dau, Kloster da phat trién thém hoat dong kinh
doanh dich vu hanh khach. Ong c6 mét chiéc pha ché 6-t6 hoan toan
ma@i mang tén Sunward, qua do ong hy vong chuyen chd khach du lich
Anh tir Southampton dén Gibraltar, noi ho sé bat dau du ngoan bang
0-t6 khap dat nwdc Tay Ban Nha. Thé nhung, khi nhitng xung dot
chinh tri xdy ra vao mua he nam 1966, Francisco Franco, twéng doc tai
cua Tay Ban Nha, da ra 1énh dong cwra bien gidi gitta Gibralta - noi
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von di 1a tan dv ctia D€ quoc Anh - va luc dia Tay Ban Nha. Sunward
mac ket & Southampton.

Loi kéu goi cua Arison giti dén Kloster ¢6 ndi dung nhu sau:
“T6i c6 hanh khach con anh c6 mot con tau”.

Chiéc Sunward giang buom dén Miami - va tr@ thanh Norwegian
Caribbean Lines. Thé nhung, mot 1an nita, cau chuyén khong c6 dugc
mot cai két doan vién: Kloster va Arison khong tim dwgc tiéng néi
chung, va Arison roi di gitta mdt cudc chién phap ly day cay dang vé
tai chinh. (Cong ty ma cd hai thanh 1ap van tiép tuc tré thanh
Norwegian Cruise Line thanh cong nhat, tién phong véi nhiéu buéc
cai tién quen thudc v6i nganh cong nghiép hién nay, chang han nhw
quy tac an mac thodi mai di nguwgc lai hoan toan véi gia tri ké thtra ctia
nhitng con tau ché khach).

Thé nhung, ct danh cuwge cudi cung cua Arison mdi la thwong vu
tuyét voi nhat. Ong mua mot con tau khéc - tau ché khach ctia Canada
co tén The Empress of Canada, “mot con tau cii ky xap xé ma ong tim
thdy & Hy Lap” theo cdch m6 tad cia Garin. Arison d6i tén con tau
thanh Mardi Gras, bién n6 thanh con tau dai dién cho thwong hiéu méi
Carnival Cruise Lines, va bat dau chuyén hanh trinh dau tién dén
Miami vao nam 1972 vdi niém lac quan cao nhuw ngon thuy triéu. Tiéc
thay, ngon thuiy triéu dy khong da cao - tau Mardi Gras mac can gan
nhw ngay 1ap tic, cach bai bién Miami chi mét quang khong xa.

Mot lan nita, Arison doc toan Iyc dé viegt qua tinh canh khé khan.
Khi nhitng chiéc tau kéo dang no Iyc dwra con tau ra khoi bai can, hanh
khach da giét thoi gian tai mot quan rwgu mé. Vi tinh than thoi dai
lic bdy gi®, mot barman qua cdm da ng bién ra cach xw ly khing
hoang nay: 6ng pha ché mét loai cocktail cé tén goi Mardi Gas on the
Rocks. Nhitng chiéc tau kéo ciling khac phuc dugce tinh huéng trén, va
sau khi dwgc dam bdo rang chiéc tau khong bi hw hai, Arison quyét
dinh tiép tuc hanh trinh dén Puerto Rico, ding nhw quang céo.
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Cudi cung, khi Mardi Gras da vé dén Miami, Arison dan bat tay
vao viéc tan trang va nang cap con tau. Theo ndi dung dang trén The
New York Times nhiéu nam sau nhan ky niém ngay mat ctia Arison
(trich tr cudn sach Selling the Sea nam 1997 cta Dob Dickinson va
Andy Vladimir), viéc lam d6 da tiéu t6n ctia 6ng ca gia tai, bdi vi
Carnival thdm chi khong cé kha nang sinh 13i; trén thuc té, “cong ty da
tiéu ton hang triéu do-la khi con tau Mardi Gras cang buoém trong
trinh trang thua 16”. (“Ted Arison, Carnival Founder, Dies at 75”, ngay
2 thang 10 nam 1999).

Mac du vao thoi diém do, Arison da hinh thanh nén cong thitc dé
clitu cong ty, dong thoi tao nén tang cho twong lai cia nganh cong
nghiép tau du lich. Nhw phan tém tat noi dung bai bao dwoc trich dan
& trén, ong bat dau tiép thi “chudi hoat dong giai tri trén tau, thay vi
chi don thuan giéi thiéu diém dén ctia n6. Chién lwgce ay cudi cung da
gay chu y dé roi vao nam 1974, Carnival bat dau c6 1ai”.

DPo6i thu 16n cta Carnival lic bdy gio la Royal Caribbean, dugc
thanh 1ap vao nam 1969 va, khé khan hon ca, la mot phi vu Na-uy
khac; mot dw an lién doanh giita cdc cong ty van tdi bién gom IM
Shaugen, Anders Wilhelmsen va Gotaas Larsen. Thé nhung, trén thuc
té, Royal Caribbean ra doi tir tdm nhin cia mot thiy tha gia @ Miami -
Edwin W Stephan, nguwoi da lam viéc trong nganh kinh doanh khach
san trvdc nhitng sw co6 ctia Yarmouth Steam Company - cht s@ hitu
cta con tau yéu ménh Yarmouth Castle - va Commodore Cruise Line.

Mot bai viét xuat hién vao thoi diém 6ng nghi hwu da tom tat cau
chuyén nay kha day du. “Stephan Ién duong dén Oslo, Na-uy, vao nam
1968 mang theo gidc mo vé Royal Caribbean. Ong c6 y twéng vé mot
con tau dugc thiét ké riéng cho cac hanh trinh du ngoan tai vung bién
Caribe diu mat. Tai Oslo, 6ng tim dén si ho tr¢g cia ba chd hang tau
Na-uy, va Royal Caribbean Cruise Line A/S ra doi vao ngay 31 thang
Giéng nam 1969”. (“Nha sang lap Royal Caribbean Edwin W. Stephan
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vé hwu sau 35 nam dong hanh cung cong ty”, PR Newswire, ngay 12
thang 5 nam 2003).

Giac mo cua Ed Stephan la m6t con tau khong giong vdi cac tau
chd hang khac: n6 sé dwgc dong riéng cho muc dich du ngoan trén
bién. Twong doi nhe va kinh té, tau cling dwgc trang bi than muwgt ma
cho phép neo dau tryc tiép tai cadc hon dao thay vi lwgn 1& ngoai bién.
D06 an toan va chd ngu cho hanh khach sé thudc hang chat lwgng cao,
mdc du cac cabin c6 kich thwéc nho hon binh thwong, cho phép
Stephan khong chi chd thém nhiéu hanh khach ma con khién ho phai
bwdc ra khéi cabin dé tiéu tién tai cAc quan rwgu va ctra hang lwu niém
trén tau. “Ong thanh 1ap van phong tai mét toa nha & s6 853 Biscayne
Boulevard khi cong viéc bat dau dugc trién khai tai Phan Lan cho con
tau 724 hanh khach Song of Norway - con tau 16n nhat tirtng dugc dong
tai Scandinavia”.

Mot trong nhitng nét thiét ké rieng ma Stephan muon c6 la mot
lounge bar dugc gan vao phan 6ng kho6i nho cao phia trén dé con tau
c6 hinh dang noi bat trong nhw toa thap noi tiéng Space Needle &
thanh phd Seattle. Cac kién tric sw hang hai té vé hoai nghi nhung
cudi cung, “Viking Crown Lounge da tr¢ thanh diém nhan trén nhitng
con tau Royal Caribbean”. Ngay sau khi Song of Norway dén Miami,
Royal Caribbean chay quang cdo in dau tién cia minh, v6i hinh anh
quay regu dugce kep chat vao phan 6ng khoi. Bai viét cé twa “Giang
buoém mot toa nha choc troi”.

Royal Caribbean luén ghi diém & khau thiét ké xuyén sudt su
nghiép ctia Stephan. “Chang han nhu Sovereign of the Seas, vao nam
1988, 1a con tau dau tién c6 khong gian mé 5 tang treo 1o ltng trén
cao”, theo t0 PR Newswire.

Do la chuyén vé sau, con ltic nay, vao dau thap nién 1970, Royal
Caribbean dang thiét 1ap nhitng tiéu chuan ma con tau Carnival cta
Ted Arison khong hy vong bat kip. Thuong thi diéu d6 khong thé ngan
can dugc Arison. Tau March Gras c6 thé khéng s& hitu khong gian
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giai tri cong nghé cao trén bién nhw Song of Norway, nhung né van to
hon béat ky chiéc tau du lich nao khac tai Miami va c6 tinh phiéu lwu
vGi sttc hap dan rat riéng. Arison da tan dung dac tinh nay va bién n6
thanh mdt con tau tiéc tung cho nam nit trén dwong pho. Nhu Garin
mo td, Arison dua “nhitng cudc thi nhdy xuéng nuwdc va tro ném bong
udng bia ra bién”, chao ban nhitng cudc dao choi trén bién cho “nhitng
nguoi khong bao gio nghi rang ho da kha nang mua dugc”.

O giai doan d6, ca Stephan 1an Arison déu khong du kha ning chi
tieu cho quang céo truyén théng. Nhin chung, bién quang céo cia ho
chinh la con tau nhung no6 lai thwong xuyén vang mat ¢ bén cang. Cac
dai ly du lich hang héi n6i vé nhitng trai nghiém trén tau, nhung ngoai
16i noéi, hanh khach di lan dau - nhitng nguwdi duwgc yéu cau phai tra
tién trwdc cho hanh trinh cia ho - khong thé nao biét chac rdng minh
sé nhan dwgc gi so vai so tién bo ra.

Thé ro6i, vao nam 1977, xuat hién mét chwong trinh truyén hinh
nho mang tén The Love Boat (Con thuyén tinh yéu). Hai nha san xuat
Douglas Cramer va Aaron Spelling - hai thién tai van hoa dai chung
dang sau nhitng chuong trinh noi tiéng nhw Charlie’s Angels (Nhitng
thién than caa Charlie) va Fantasy Island (Hon dao phép thuat) - da
mo6 phong y twdng nay tr mot cudn sach cé tén goi The Love Boats
cta Jeraldine Saunders, ké lai nhitng mo6i quan hé tinh cdm rac roi va
nhitng tro bip bgm khac xay ra trén nhitng con tau du lich. Bg doi nay
da bién n6 thanh mot vé hai kich lang man, vdi giai diéu it nhiéu cé
phan iy mi, mot nhém thanh vién chinh 1ap di va mot danh sach hanh
khach thdm chi con dién r6 hon dwgc thay d6i moi tudn, tit ca déu
tham gia vao céac tuan trang mat dau tién, cac cau chuyén tinh ai, hgp
tan, tuan trang mat th hai hay moét vai mwu do trom cap. D6 1a tap
hop nhitng cau chuyén nham nhi dvgc wép mat va khan gia yeu thich
ching. Hon nita, n6 con khién ho nghi dén viéc thuc hién mot chuyén
hanh trinh trén tau du lich. Chwong trinh dy con nhac dén mot con tau
cO tén Sun Princess, thugc thwong hiéu c6 that la Princess Cruises,
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duoc Stanley B McDonald - mot nha doanh nghiép budc chan vao linh
vure nay bang cong viéc cho thué tau ché du khach dén tham dy Trién
lam Thé gidi 1962 tai Seattle - thanh 1dp vao nam 1965. Lic nay,
thuwong hiéu cia ong da xuat hién thuwong xuyén trén chwong trinh giai
tri nay. (“Princess Cruises and ‘The Love Boat’ Connection”,
www.princess.com). Series truyén hinh d6 con citu cd nganh cong
nghiép. Kristoffer A Garin viét:

“Hon 100 triéu do-la My ma chuwong trinh mang vé cho cac nha san xuat sé chang la gi so
v0i so tién ty do6 ma né gian tiép tao ra cho cac nha doanh nghiép tai Miami va nhitng ai do -
vao thoi diém chwong trinh ngrng phat song muwdi nam sau - dang trén dwong trd thanh nhitng

ong trum cudp bdc trén bién khoi”.

Princess la thanh vién cua P&O - cong ty Peninsular & Oriental
Steam Navigation Company danh tiéng - dwgc thanh 1ap vao thé ky 19
dé van chuyén thu tr, hang héa va hanh khach tir London dén ban dao
Iberia (thuoc Tay Ban Nha va B6 Pao Nha). Cong ty nay trdi qua
nhiéu budc ngoat trong lich st va da dang hoéa thanh nhiéu linh vuc
khac nhau - nhiéu nam triéc khi hinh thanh Bwong ham eo bién Anh,
cac bén pha P&O dwa hang triéu du khach di lai gitta nwéc Anh va
Phap - trdc khi chuyén sang mo6 hinh kinh doanh tau du lich mang tén
P&O Princess Cruises vao nam 2000.

Vao thoi diém do, Carnival 1a tén tu6i khét tiéng, vGi con tau
diing manh duy nhat nhung ciing thwong xuyén bi hw héng. Thuwong
hiéu bat dau c6 phan héa trén san New York Stock Exchange vao nam
1987 va trdi qua nhiéu cudc thu mua, trong dé c6 Holland America,
Costa va di nhién khong thé thiéu Cunard, n6 da dugc gan biét hiéu
“Carnivore”, chang bao lau sau, Carnival xuat hién trén P&O Princess.
Nhung c6 mot tinh huong kho6 khan: P&O da dong y sap nhap vdi doéi
tha cua Carnival 1a Royal Caribbean. Carnival can thiép bang dé xuat
riéng, ma sau mot cudc chién dau thau kéo dai mot nam, P&O duoc
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cho 1a “vuot trdi vé tai chinh”. (Carnival on course for P&O victory,”
The Daily Telegraph, ngay 22 thang 10 nam 2001).

Cudc canh tranh trén bién khoi van quyét liét hon bao gio hét.
Carnival - lic nay duwdi sy lanh dao cua Micky, con trai caa Ted
Arison - kiém soat nita thi phan cda linh vyc tau du lich, Royal
Caribbean nam vi tri thit hai & khodng cach kha xa. Ngay nay, moi
quan hé d6 van dugc duy tri va Norwegian Cruise Line la hang tau 16n
th ba. Nhitng tay cuép bién Miami da tré thanh lyc lvgng hai quan.

Co6 thé thay, Ed Stephan va Ted Arison dai dién cho hai yéu to
khong thé thiéu cho sy thanh cong vugt tri trong kinh doanh: kha
nang dy doan twong lai va phat trién y twéng do truedc sy hoai nghi cta
nguwoi khac; va quyét tam khong bao gio tr bé. Mot chiat may man
cling c¢6 y nghia quan trong, nhung néu khong c6 mat trén con duwong
dé khi né xdy ra, nghia la ban da bé 16 Con thuyén tinh yéu.

HUONG TOI PAM PONG DU LICH TAU BIEN
NGAY NAY

Carnival va Royal Caribbean nam gi* nhiéu thwong hiéu véi
pham vi bao quat toan bo thi tredng tau du lich. Nhw chiing ta da biét,
tau du lich khong chi danh riéng cho déi twgng hwu tri: cé ca cruise
cho gia dinh, cruise tiéc tung, cruise theo cht dé va cruise than thién
v(@i moi treong.

Thé nhung, khé c6 thé bién minh cho viéc tham gia vao mot
chiéc tau du lich néu ban la ngudi thugng ton phap luat. T thoi diém
bat dau, nganh c6ng nghiép nay da doi mat vdi nhiéu cao budc: lach
ludt, tron thué khi dang ky tau dwdi hinh thitc treo “Co phuwong tién”*
tai cac bén cang cach xa nwéc My; lam dung sirc lao dong khi trd cong
cho nhén vién qua thap va ép lam viéc qua nhiéu; gdy 6 nhiém bién do
nuwédc dau dong dudi day tau.
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Mot bai bao ctia Nicola Hill trén trang web du lich Tourism
Concern bay tdé quan ngai rang “nganh cong nghiép sinh lgi nay che
gidu nhiéu vi pham vé nhan quyén cung cac bién phap truc lgi va tan
phd mdi treong”. Bai viét con bd sung rang trong khi ludt hang hai
quoc té “rat nghiém ngat”, cac quoc gia doc lap van phai chiu trach
nhiém quan ly cac hang tau du lich dang ky tai qudc gia minh. “Rui
thay, cac quoc gia gan nhw khong thé ap dung luat quoc gia va quoc té
do6i vGi cac hang tau du lich khi nhitng con tau nay & trén vung bién
quoc té”. (“Floating Abominations: Exposing the Cruise Ship
Industry”, www.tourism-concern.com, ngay 27 thang 3 nam 2015).

Nhitng 6ng 16n trong nganh tau bién déu c6 tru s& tai Miami,
nhuwng ho cling dat van phong & nhiéu noi khac nhw Panama, Bermuda
va tham chi Liberia.

Thé nhung, nganh cong nghiép nay luén khang dinh rang n6 dang
no lyc tuan tha va tham chi cai thién cac quy dinh - va khach hang thi
ct khong ngirng kéo dén. Mot cru nhan vién tiép thi cia nganh cong
nghiép tau du lich néi véi toi rang ty 1é khach hang quay tré lai rat
cao. “Khach hang cé xu huwéng rat trung thanh”, c6 dy cho biét. “Ho sé
dang ky cling cabin trén cting con tau moi nam, va vi quen biét hét cac
nhan vién trén tau nén ho cdm thdy minh nhw thanh vién ctia mét gia
dinh. S6 Iwgng tau du lich ma ho da trdi nghiém sé tré thanh niém tu
hao caa ho”.

Khach hang thwong xuyén sé dugce gidm gia va nhan nhiéu wu dai
khac. Trong khi do, nhitng hanh khach di lan dau sé bi hap dan bdi cac
wu ddi tang kem nhu cocktail ngay khi dat chan lén tau hodc cac
chuyén tham quan mién phi dén cac bai bién trong sudt hanh trinh.
Nhitng diém dén hdp dan ctia mot con tau du lich la diéu hién nhién,
c6 ay ndi thém. “Do6 la cach that sy dé dang dé nhin ngam thé gidi.
Tau chay su6t dém, va khi thitc gidc, ban dang & mot noi khac. Tat ca
nhitng cang thang, lo lang cua ban vé chuyén di sé bién mat. Hon nita,

https://thuviensach.vn


http://www.tourism-concern.com/

dé6 la cach dé thir nghiém cac diém dén twong lai - ban c6 thé dén Bali
trong mot ngay va chi can tan huwéng mot chit hwong vi ctia noi ay”.

Trong khi do, cé nhiéu lwa chon giai tri cia mo6t thanh phé néi
trén mat nwdc: rap chiéu phim, nha hat, song bac, nha hang - mét luc
dia huyén bi khép kin nhung khong qua cach xa Con thuyén tinh yéu
(The Love Boat) ma lai rong 16n hon rat nhiéu.

Viéc tim kiém ngan sach quang cdo doi véi cac hang tau du lich
ngay nay la trong tam tay. Mot chién dich quang cdo dang chu y lic
bay gio la do dai ly tai My Mullen Lowe thuc hién cho Royal
Caribbean. Huwéng tdi déi twogng khach hang tré tudi, cau slogan ctia
chién dich do la “Come Seek” (Hay dén va kham phd), tap trung vao
nhitng dac tinh ndi trdi cia cac diém dén & vung bién Caribe - thién
nhién hoang da, con ngwoi, bai bién - dwdi dang cac doan phim cat
ghép c6 tbng mau twoi sang giong véi nhitng clip trén mang xa hoi
hon la quang céo truyén thong. “Ban khong phai 1a mdt du khach” 1a
ndi dung cua dong phu dé. “Pay khoéng phéi la Caribbean. Day la
Royal Caribbean”.

Carnival tién thém mdt buwdc xa hon dé thu hut khach hang tré
tudi bang mot thwong hiéu danh riéng cho nhém do6i twong nay:
Fathom. Y twéng & day 1a “du lich tic dong dén xa hdi”: cc chuyén di
dén Cong hoa Dominica va - lan dau tién - Cuba, noi khach du lich c6
thé tham gia cac hoat dong tinh nguyén giip d& nguwdi dan ban dia
trong cac du an y nghia nhu trong cay, ho trg cac 16p tiéng Anh va lam
binh loc nuwéc bang sit. Bén canh dé, ho duwgc hoc tiéng Tay Ban Nha
va dugc xem nhitng thuwdc phim vé van hoa ban dia. Biéu nay khong
co nghia la hanh khach phai ttr bé nhitng thd vui nhu 1an snorkeling va
lwét van buém; suy cho cung, moéi ngudi phai chi tra tan 1.500 do-la
My cho chuyén di cta ho. (“Take A Deep Dive Into Fathom,
Carnival’s New Cruise Line For Volunteers”, Fast Company, ngay 14
thang 9 nam 2015).
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Han nhién sé khong tranh khoi nhitng tiéng kéu than vé cha nghia
co hoi va “Panh béong thwong hiéu”, nhung viéc ra mat thwong hiéu
Fathom chitng t6 rang nganh cong nghiép tau du lich, du da do s6 va

vitng chac, van con nhiéu cai tién & phia trudce.

DIEM NHAN CUA HANH TRINH

Hon 100 nam, lgi diém ban hang chinh cta cac hang tau la ho cé thé
di tr diém A dén diém B trong khodng thoi gian ngan nhat.

V@ sau, cac hang tau bat dau canh tranh vé mitc do sang trong va tinh
té: mia mai thay, phan 16n lgi nhuan cda ho lai dén tir nhitng hanh
khach “& khoang buong 1ai”.

Vao budi binh minh ctia nganh hang khong, cac hang tau bién bat dau
khong con dugce wa chuéng, bén canh mot vai trd ngai giong nhu tau
QE2 cua Cunard. Giong nhw nhiéu hang tau khac, tau QE2 sém dugc
chuyén muc dich st dung thanh tau du lich v&i nhiéu diém dén khac
nhau.

Mot nhém nho cac doanh nghiép tai Miama nhan ra rang ho cé thé ban
trai nghiém du ngoan - cac hoat dong trén tau, cac quan rugu, nha
hang - nhw mot cudc vui bat tan sudt 24 gio.

Théi do c6 phan hoai nghi cia nhitng khach hang tré tudi da khién cac
hang tau du lich tai 1ap dinh hvéng ban hang sang cac loai hinh kham
pha - va tham chi kha nang tac dong tich cuwc dén xa hoi.
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07
NHUNG HANG HANG KHONG
TIEN PHONG

“Bay khong chi don thudn la di dén mét noi nao do.”

Véo ngay dau tién ctia nam mai 1914, St Petersburg, Florida.

Mot bubi sang lanh 1o c6 gi6 nhe that thwong. Thé nhuwng, mai
chwa t6i 9 gio sang, dam dong khodng 3.000 ngudi da tu tap & bén tau
cta thanh phé. Nhiéu ngudi trong sé ho con khong thé nhin thdy dugc
vat thé khién ho phan khich - mdc du n6 sé sém bay viit 1én cao. D6 la
chiéc thuy phi co Benoist XIV, ltic nay dang dau trén mot doan duong
doc thoai thodi v6i miii tau hwéng vé phia mat nwéc. Chra day mot
gio, nd sé bay 1én troi dé ra mat hang bay thuwong mai theo lich biéu
dau tién trén thé gidi.

Ngoai ra con c6 mot diém hap dan khac vao sang hom dé. Di
nhién khong phai la Percival E Fansler, doanh nhan ditng sau thuong
hiéu hang khong do, cting khong phai la Abe Pheil, cyu thi trvdng cta
thanh pho, nguwdi da tra 400 USD dé trd thanh hanh khéach dau tién cta
chuyén bay. Sau bai phat biéu ngan, Fransler gigi thiéu nguwdi hung
that su: phi cong 1ai chiéc thay phi co, Tony Jannus.

Von da ndi tiéng vGi nhitng thanh tich chéi loi trong nganh hang
khong, chang han nhu bay 250 dam doc song Mississippi tir Paducah
dén St Louis, tham dy cac “tran dua trén khong” va tranh duwgc mot vu
roi khi may bay ctia 6ng boc chay - Jannus xuat hién that banh bao.
Sang nay, ong dién khéo 1éo trong trang phuc “quan trang, do jacket
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sam mau va chiéc ng buém quen thudc”, theo mo ta trong cudn
Jannus: An American flier (1997) cia Thomas Reilly. Trén thuc té,
néu khong c6 “doi gang tay da den dai gan dén khuyu tay va chiéc mi
visored”, ong dy tréng nhw sap di dy “mot budi tiéc trong thanh phé
chit khong phai ngo6i trong buong 1ai cia chuyén bay dai 21 dam”.

Pugc dam dong chao don nong nhiét, Jannus hita rang ong sé co
hét sttc mang lai thanh cong ctia hang bay trong khi van luén ghi nhé
phuwong cham “an toan la trén hét”. V&i khuon mat twoi tan va &nh mat
sang rwc, Jannus khong co vé gi la cang thang. Nhu Reilly cho biét,
ong ay khong c6 ly do gi phdi cang thang. “Ngoai y nghia lich st,
chuyén bay dau tién dé khong cé gi khac so véi cac chuyén bay truée
cta ong. Jannus da bay gan nhw moi ngay ké tir chuyén bay dau tién
vao thang 11 nam 1910”.

Hanh khach ctia 6ng, Abe Pheil, cé 1€ c6 nhiéu ly do dé lo lang.
Ban than chiéc may bay khong khién ngudi ta tin twéng. Pugc lam
bang go va vai muslin, sdn pham dugc “trang bi dong co 75 ma Iyc 6
xilanh 6n ao... véi mot phi cong va mot hanh khach ngéi trén mot
chiéc ghé go dai, va khong c6 gi che chan trwdc cac diéu kién thoi
tiét”. (“First Airline Offered No Frills, Many Thrills”, The Wall Street
Journal, ngay 1 thang Giéng nam 2014).

Thé nhung, qua tré dé quay trd lai. Jannus buwdc 1én may bay va
dung tay khéi dong dong co. Nhitng gi dién ra sau d6 da dugc Gay
Blair White twong thuat (duwgc trich dan trong cudn sach Imperial
Airways: The birth of the British airline industry, 1914-1940 cua
Robert Bluffield nam 2009). “Pong co gia nua dy kho khe, khuc khac,
rung 1én mot lan roi tat ngtim. Tony Jannus gat can khdi dong lai lan
nita. D6 1a mot budi sang lanh 1o & New York, nhung viéc khai dong
khién 6ng néng ngudi 1én. Mot lan nita, Ong gidt manh can lai va lan
nay, phwong tién hai banh cii ky dy bat dau hoat dong véi mot lan khéi
toa ra tu phia sau”.
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Khi Jannus da & trong buong lai va dong co da ‘n6 déu’, Abe
Pheil buéc 1én may bay. “Ca hai vay tay chao ddm dong cuong nhiét
khi chiéc may bay lwét trén mat nwdc”.

Vao lic nay, chiéc may bay chi con trong nht mot chiéc mo-t6
dang phat ra nhitng tiéng binh bich hwéng vé phia tdy ctia bén cang.
Sau d6, Jannus “dwa con tau lwét gié va md van tiét lvu”. Tao ra
nhitng vong xody nuéc, con vat i ach dé “tang téc va trugt hai lan
trwdc khi bay thang 1én troi ngay khi dén 16i vao bén cang”.

Tiéng reo ro vang doi. Percival Fansler nhin dong ho, “bung 10
gi0 sang; hang hang khong dau tién cua thé gigi chinh thic khdi
hanh”.

Chinh xac 23 phut sau, Jannus da bang qua Vinh Tampa va ha
canh tredc cong ty Tampa Electric Company. Thurong hiéu thay phi co
St Peterburg-Tampa Airboat Line (Fast Passenger and Express
Service) chinh thitc di vao hoat dong.

NHUNG PHI CONG QUA QUYET, NHUNG
HANH KHACH QUA CAM

Vé mat ky thuat, d6 khong phdi la hang hang khong thuvong mai
dau tién. Cong ty do ba twdc Ferdinand von Zeppelin thanh 1ap tai Bic
dé khai thac tau bay da chuyén ché gan 20.000 hanh khach trén 881
chuyén bay tir thang 3 nam 1912 dén thang 11 ndm 1913 (mac du theo
Bluffield, hau hét “déu la nhitng chuyén thuéng ngoan ngan”). Thé
nhung, dich vu Tampa Bay dwong nhién la don vi dau tién diéu hanh
nhitng chuyén bay theo lich biéu c6 dinh trén mo6t chiéc may bay canh
co dinh.

Hang nay xuat hién vao thoi diém khi Percival Elliot Fansler, dai
dién ban hang tai Florida ctia cong ty chuyén san xudt dong co diesel
hang hai, bi hdp dan bdi nhitng cudc phiéu lwu cta Jannus va trién
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vong cua nganh du lich hang khong noi chung. La mdt hanh khach
thwong xuyeén, Fansler nhan thay rang nguwdi ta mat hai gio mét nhoai
cho hanh trinh 20 ddm bang Vinh Tampa bang tau hoi nwdc. Trong khi
dé, mot hanh trinh bang may bay chi mat nira thoi gian. Cadm nhan day
sé la mot co hoi tot, Fansler viét thw cho Tom Benoist, nha dau tw
“thuy phi co™ va la bd 6c ky thuat thién tai dang sau nhitng cudc phiéu
lvu trén khong cua Jannus. Benoist hwdng @ng nhiét liét - chiéc may
bay XIV mdi cua ong la phuong tién ly twéng dap ing dugc nhiém vu
nay.

Cac quan chitc ¢ Tampa lai khong may hao hitng - bay té quan
ngai vé do an toan ctia phwong tién bay “nang hon khéng khi”, va ho
cling lo lang rang hanh trinh dén St Petersburg nhanh chéng do sé lay
mat khach du lich cling nhw cac giao dich kinh doanh ra khéi thanh
pho cta ho. Khong nan long, Fansler mang y twéng dé dén thanh pho
St Petersburg. Cac vi lanh dao cta thanh ph6é nay nhanh chéng nhin
thdy tiém nang cua dy an. Ngudi hao hitng dén nhan ngay tr dau la thi
tredng Lew Brown - dong thdi cling la cha cua to bao 16n nhat tai day
- va nha dau tw bat dong san Noel E Mitchell. Cé biét danh “The
Sandman” bdi kha nang bién nhitng gidc mo thanh hién thuc, Mitchell
dong y tai trg cho hang hang khong mdi so tién 1.000 USD. Reilly
viét: “Du thanh cong hay that bai, thwong hiéu tau bay nay sé thu hut
st chd y cia moi nguwdi dén thanh pho St Petersburg cling nhw hoat
dong kinh doanh bat dong sdn cuta riéng ong”. Mot khi Mitchell da
“chiic phic” cho dv an, tit ca nhitng thanh vién con lai trong gi6i kinh
doanh déu vui vé tham gia.

Céac hang tau hoi nwdc cam thay bi de doa nghiém trong: vdi gia
5 d6-la moi chuyén di, hang bay sé la dich vu “cao cap” hwéng t6i
nhitng vi khach giau c6 san sang tra thém tién dé tiét kiém thoi gian,
va dwgc cho la dé trai nghiém sy phan khich, mdc du van cé nhiéu
tranh luan va y kién trai chiéu xoay quanh dy an nay. Trong khi vira
nhan manh vai tro cht yéu cuia vi phi cong noi tiéng Jannus, di an con
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dam bado véi hanh khach tiém nang vé sy an toan cda dich vu. NGi
dung dang trén to St Petersburg Daily Times, dugc Reilly trich dan, da
mo td Jannus nhw “mot trong nhitng phi céng than trong nhat thé
gigi”, trong khi do, bén canh cac tinh nang an toan nhw “ba 16p go van
sam”, Benoist Airboat con dugc trang bi mot dong co “ngay dwdi than
tau, phia sau va bén duwgi nguoi diéu khién”, do do6 sé lam giam trong
lwc va khién cho hanh trinh “trong treong hgp bat 1gi tré nén it nguy
hiém hon”.

Du cé “than trong” hay khong, Jannus rd rang c6 sic hut nhat
dinh. That dang kinh ngac khi phi cong - dugc vi nhu thanh vién quy
toc cua hang khong - lai it dwgc nhac dén trong cac phuong tién truyén
thong ngay nay. Tham chi nhitng diéu ky diéu xay ra cho mét chuyén
bay hau nhw dwgc xem nhw chuyén hién nhién: ching ta quan tam
nhiéu dén cho dudi chan hon. Mot treong hgp ngoai 1€ 1a mot quang
cao cho hang hang khong Delta Airlines vao nam 2015. Buwgc Donald
Sutherland thi tham ké lai véi chat giong thé rap, hinh anh quang cao
chi la mot duwong bang in hinh banh xe dang lui dan bén duwéi chiéc
mady bay chuan bi cat canh. “Nhitng gi dang dién ra & day that khong
tam thuwong”, giong doc bat dau, “that phi thuwong. 291 nguoi, 350 tan,
186 dam moi gio... ban la mot phi cong lai thir, dang no luyc vuegt qua
noi ma nguwoi khac khong thé lam dwgc”. Poan quang cdo nhac lai mot
sO rac roi cia nganh hang khong, nhung hau hét cac hanh khach deu
thich nghi vé chuyén bay cta minh don thuan nhv mot chiéc xe buyt
c6 gam rat cao. Abe Pheil - vi hanh khach bay dau tién do6 - ching to
la mot ngwoi qua cam thyc sy. Va Jannus la mot phi cong dich thuc
cho nhitng chuyén bay thir nghiém.

Ban dau, hang hang khong nay gat hai thanh cong véi 172
chuyén bay theo lich trinh ¢6 dinh va mot s6 hanh trinh cho thué may
khac. Khi ngan sach trg cap caa thanh pho can kiét, dich vu nay ciing
phai dong ctra - ma Benoist hy vong la chi tam thoi va trong khi do
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van lén ké hoach cho mot chiéc tau bay c6 sttc chita dén 12 hanh
khach. Nhung tham vong cia ong da bi dé bep bai Thé chién thit I.

Cudc chién ay cling cudp di sinh mang ctia Tony Jannus khi chiéc
may bay Curtiss ciia 6ng lao xuéng Bién Pen vao nam 1916 khi 6ng
dang dao tao cho cac phi cong Nga. Mot nam sau, Tom Benoist qua
doi trong mot tai nan hy hitu: 6ng tranh mot chiéc xe dién dang di
chuyén dé roi dam thang vao cot dién.

Thé nhung, khong thé pha nhan rang dy an cta ho 1a mét di san,
ma theo nhw bai bao dang trén The Wall Street Journal, lam xuat hién
nhitng ké an theo “bao gom mot hang hang khong vdi cac chuyén bay
gitta Los Angeles va Catalina Island, ngoai khoi Thai Binh Duvong, va
mot cong ty cung cap dich vu bay gitta New York va Atlantic City, NJ,
vao nam 1919, st dung nhitng chiéc thuy phi co con dw ti thai chién.
Ngay sau d6 la mdt hang hang khong khac két noi Florida va
Caribbean...”.

Mot hang hang khong duwgc cho la ¢6 anh hwdng 16n dén nganh
hang khong thwong mai - va cai nhin lang man ctia ching ta vé qua
kht - da di vao hoat dong vao nam 1924: Imperial Airways, tai Anh
quoc. Nhiém vu cia hang nay la két n6i nhitng ving dat xa x6i nhat
cta Bé qudc Anh.

Céac cudc thao luan vé tiém nang sit dung may bay dé két noi cac
hon dao Anh véi thé giGi rong 1én hon da dién ra & cac cdp cao nhat
ngay trudc khi Thé chién thit T két thiic. Vao nam 1917, chinh phu
triéu tdp mot hoi dong chuyén moén bao gom Herbert George Wells,
nha van noéi tiéng vdi nhitng cudn tiéu thuyét khoa hoc vién tuwdng dé
tim kiém y twdng xem liéu mot chuyén bay thwong mai twong lai sé
trong nhu thé nao.

Tat nhién, chiéc Royal Air Force phai dam trach luén cong viéc
van chuyén thw tir va cac dich vu phi quan sy - chi yéu cho muc dich
ngoai giao - t* nam 1918. Cubi cung, chinh phi m& dwong cho cac
cong ty tw nhan cung cap “dich vu bay dan dung” vao nam 1919. Mot
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don vi tien phong khac la Aircraft Transport & Travel (AT&T), dugc
George Holt Thomas, ong chu nhat bao va cling la nguoi ung ho
cuong nhiét nganh hang khong, sang 1ap vao thang 8 cing nam. St
dung nhitng chiéc may bay do cong ty riéng Airco ctia 6ng san xudt,
hang cung cap dich vu van chuyén thw tr va hanh khach dén Paris.
Thé nhung, cac chi phi lién quan - xang dau, bao dudng, lwong phi
cong - budc toan bd 8 cho ngoi trén moi chuyén bay phai duwgc lap day
néu cong ty mudn dat mitc hoa von. Diéu d6 kho cé thé xdy ra, va
AT&T ngung hoat dong vao thang 12 nam 1922.

Tiép theo la cac hang hang khong thanh cong hon: Handley Page
Transport, dugc thanh 1ap boi Ngai Frederick Handley Page, chu s&
hitu ctia cong ty may bay da tré thanh moi de doa su6t thoi chién vé
kha nang tao ra nhitng chiéc may bay 16n - hay néi cach khac 1a nhitng
chiéc may bay ném bom. Pay la nhitng phwong tién ly twéng dé
chuyén sang muc dich van chuyén hanh khach, va sém phuc vu hanh
trinh dén Paris, Brussels va Amsterdam. Instone Air Line, do 6ng trum
van tai bién Ngai Samuel Instone thanh 1ap, cung cdp dich vu van
chuyén dén Paris va Cologne. Daimler Airways, thudc tap doan BSA
(von la Birmingham Small Arms), mua lai tai sdn ciia AT&T va bat
dau cung cap dich vu dén Amsterdam, Hanover va Berlin. Va cudi
cung, British Marine Air Navigation, mot cong ty dich vu thay phi co,
dwgc thanh 1ap nhv mét lién doanh gitta don vi san xudt may bay
Supermarine va Southern Railway - chi s& hitu cidc bén tau @&
Southampton vao thgi diém do.

Tat cd nhitng hang hang khong nay déu canh tranh dé c6 dugc
nhitng khach hang tiém nang it éi, va thwong trén cung tuyén bay.

RO rang la tat ca khong thé cung ton tai. Cudi cung, vao nam
1923, chinh phu thong bao ké hoach sap nhdp cac hang thanh mot
hang hang khong dugc nha nuwdc bao trg véi hy vong ¢ 1ai. Sau mot
cudc cham tran kéo dai vGi cac phi cong, nhitng nguwoi c6 mic lwong
va diéu kién lam viéc rat khac biét, Imperial Airways cudi cung cling
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dwgc ra mat vao ngay 26 thang 4 nam 1924, khi co truéng HS
Robertson 1ai chiéc DH34 tiv Croydon dén Paris (Le Bourget).

Vao thoi diém do, san bay cii cia Khong lwc Hoang gia Anh tai
Croydon da dwgc phat trién thanh san bay chinh cia Ludn Don, vi dé
tiép can vung bién phia nam - noi phan 16n cac chuyén bay déu huéng
t@i. Ban dau, theo bdo cido ctia Robert Bluffield, san bay nay “khong
c6 dai kiém soat va cac tram thoi chién... phadi dugc chuyén thanh
phong tryc va phong hai quan”.

May thay, Trust House - mot cong ty quan ly khach san vdi tam
nhin nhay bén - “da nhéan ra tifm nang cta khu cang-tin cli ¢ day va
nhanh chéng xin phép bién né thanh mét khach san... Quay rugu cia
khach san ciing sém tr¢ thanh diém hen vui vé va am 4p danh cho
nhitng hanh khach di may bay hao nhoang nhat chau Au”.

THANH CONG BAN PAU CUA HOAT bPONG
TIEP THI

So véi trai nghiém bay vé sinh va an toan nhu hién nay, giai doan
dinh cao nhat cua Imperial Airways c6 thé mang sac mau ctia mot thoi
hoang kim. P6i bay cua hang bao gom nhitng chiéc thuy phi co
Empire C-Class, do Short Brothers san xudt, thudc s6 nhitng chiéc
mady bay uy tin nhat tirng xudt hién trén bau troi. Chi trong vong mot
thap ky, mang Iwéi cia hang da m@ rong dén Trung Dong, chau Phi,
An B va Uc. Thé nhung, nhe ban c6 thé hinh dung, du lich bing méy
bay giita cac cudc chién chira bao gio dé chiu va thoai mai.

Nhitng chi€c may bay ctia Imperial cii k§ dén mitc khong thé bay
vao ban déem, do d6 ching budc phai ha canh vao hoang héon. Thinh
thodng, ching bi mat phvong hwéng va khong it 1an phai do trén sa
mac. Vi may bay khong thé bay & do cao trén 914 m, cac cabin khong
dwgc diéu ap. Hanh khach dugce khuyén mdc trang phuc binh thuong
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nhung c6 thé mac thém mot 16p do ngoai néu ho mé cira s6. Thinh
thodng, khi bay qua nhitng canh déng cé & chau Phi, phi cong thuwong
diéu chinh hwéng bay dé hanh khach c6 thé nhin thay nhitng con tha
hoang dang chay tan loan bén dwdi. Tiéng dong co cua may bay khong
chi khién bay thd hodng s¢ ma con lam long mang nhi ctia cadc hanh
khach.

Han rat hiém trong s6 d6 duwgc xem nhw khach du lich theo nghia
hién dai. Ho la cac si quan, cong chitc, ky sw, nha doanh nghiép, nha
dia ly, nha bao, nha dia chit va nha khdo c6. Thinh thodng, ho la
nhitng tay di san thu 16n va bu lai chi phi ctia chuyén di bang cach ban
lai cac loai da va sttng nga thu dugc khi tré vé. Thé nhung, do dai cta
quang dwong va so lwong cac diém chuyén tiép da bién tat ca bon ho
thanh “nhitng du khach ngau nhién” theo cach néi ctia nha st hoc
Gordon Pirie. Ong viét: “Chi phi dat dé khién ngudi ta khong thé di du
lich gidi tri bang duong hang khong, nhung hanh khach trén nhitng
chuyén bay dai da vo tinh tré thanh khach du lich bdi cac chuyén bay
tam thdp vao ban ngay phai thwong xuyén dirng lai dé ti€p nhién liéu”.
(“Incidental Tourism: British Imperial Air Travel in the 1930s”,
Journal of Tourism History, ngay 19 thang 3 nam 20009).

Mot lan dirng qua dém, tai Cairo chang han, sé tré thanh co hoi
dé hanh khach ngam canh. Pirie b6 sung: “No6i dung quang bao cua
hang hang khéng, cac thwéc phim tai liéu, s6 ghi chép va nhat ky caa
hanh khach, d@ nhan manh trdi nghiém trén may bay va trong suot
hanh trinh nay; bay la cach thitc méi dé chiém nguwdng va trdi nghiém
nhitng vung dat méi, nhitng dia danh lich st... Bay khong chi 1a don
thuan la di dén mot noi nao do”.

Mot s6 hanh khach dau tién khéng may an tuwgng. Theo Robert
Bluffield, vao nam 1925, mot hanh khach - mot tay dua tén SF Edge -
gtii thw cho Imperial n6i rang 6ng la hanh khach duy nhét trén chuyén
bay dén Paris, va 1a mot trong ba hanh khach trén chuyén tré vé. Ong
chi trich ngi dung quang cao khong phu hgp, “muc do lich sy tai
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Croydon” va ban than trdi nghiém bay dé. Pugc gan vao nhitng ranh
kim loai trén san, ch6é ngoi caa vi khach dé “bi tudt khéi méc khéa”
khi 6ng ay nga ngwoi ra sau. To bay ciling khong giai thich v&i hanh
khach vé cam giac kho chiu khi may bay tang do cao d6t ngot dé cat
canh, chuyén hwéng bay hay bao dong vé tinh trang nhiéu loan trén
khong. “Noi dung chi trich ctia Edge con b6 sung rang tit ca cac hanh
khach can phai dwgc cap thiét bi bao vé tai khoi tiéng 6n khiing khiép
phat ra tr dong co may bay”.

Puong nhién la Imperial nhan biét vé nhitng van dé cua doi bay
gia nua va khoang cach gitta ky vong cia hanh khach so véi thuc té.
Hon nita, hang con c6 cac doi tha canh tranh. D6 1a KLM (Koninklijke
Luchtvaart Maatschappij hay tiéng Anh la Royal Dutch Airlines),
ngay nay la hang hang khong lau doi nhat van con mang tén goi ban
dau. Puwgc dan dat bdi mot phi cong tré tudi qua cam khac tén Albert
Plesman, cung v&i s hau thuan cta Nt hoang Wilhelmina, KLLM bat
dau cac chuyén bay tir Croydon dén Amsterdam vao nam 1920. Ciing
giong nhu Imperial, KLM c6 st ménh két ndi Ha Lan v§i cac vung dat
hai ngoai - vao nam 1924, hang cung cap dich vu dén Java tai ving
bong An Ha Lan*. Mang luGi cua hang cting phuc vu ca Rotterdam,
Brussels, Paris, Breman, Copenhagen va Malmo, va vé sau la dich vu
xuyén Dai Tay Duwong dén Curasao, mdt quoc gia thudc dia Ha Lan tai
vung bién Caribe.

Khi m@& réng pham vi hoat dong, Imperial cling can phai nang cap
hinh dnh cia minh. Két hgp v6i dai ly quang cdo Charles F Higham,
cong ty bat dau chién dich quang cdo day tham vong vdi noi dung va
hinh anh ctia Imperial xuat hién trén “cac to nhat bao va tuan bao tai
Luan Pon... mot td bao tiéng Anh ctia Paris va mot s6 &n pham chau
Au khac”. Ngoai ra, quay trung bay an tuwgng cia hing tai Trién 1am
Wembley Exhibition 1925 - vGi muc dich pho bay chién tich caa Bé
quoc Anh - c6 hinh dnh cia chiéc Vickers Vulcan va mot chiéc may
bay Bristol Biplan 10 cho ng6i “cung véi mo6 hinh mét ngon hai dang
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va mot ban sao cta dai kiém soéat & san bay Croydon”. Cac td roi vGi
noi dung “khen nggi su ky diéu cua du lich hang khong” dugc phat
cho mot s6 khach trong s6 300.000 ngwdi tham du trién lam.

Vi tinh than theo hwéng rat cach tan, hién dai - di cung noi dung
dinh huwéng thuwong hiéu di trude thoi dai - Imperial cling da uy thac
cong viéc nay cho mot to tap chi c6 tén goi Airways. Mdc du toan bo
ndi dung dn pham d6 khong hoan toan néi vé cong ty nhwng Imperial
dong y tra 100 bang Anh moi thang trong sau thang dau dé ho trg tap
chi nay trong giai doan mé&i ra mat doc gia. Dai lai, Imperial sé cé hai
trang quang cao trén moi an pham, cong véi 4.000 ban in giao dén
khach hang trong danh sach yéu cau cua hang. Thém nhiéu ban in
khac dwoc tang mién phi tai san bay Croydon. Theo théa thuan trong
hop dong véi dai ly quang cao, Imperial c6 thé ngan can cac quang
cdo cua do6i tht canh tranh cling nhw cadc nhan xét tiéu cuc, va quan
trong hon ca la con nhan dugc 15% lgi nhuan cua to tap chi.

Du may bay c6 phan cii k§ nhing hinh dnh ctia Imperial van tinh
té. Bluffield viét: “Phan 16n ndi dung quang cao déu dugc thiét ké duy
my, v6i hinh minh hoa tuyét dep theo phong cach Art Deco cua giai
doan dy. Hoa si Theyre Lee-Elliott, nguoi da thiét ké poster cho
London Transport, da tao ra nhiéu hinh dnh nguyén ban cho Imperial
Airways, bao gom logo ‘Speedbird’ noi tiéng vao nam 1931”.

Von dugc thiét ké cho cac nhan hiéu vali, logo nay tré thanh mot
cong cu xay dyng thuwong hiéu khap noi bo cong ty, xuat hién trén cac
may bay ctia hang ttr nam 1939. Logo nay tiép tuc duwgc st dung sau
cudc chuyén doi Imperial thanh BOAC va cudi cung la British
Airways, trude khi “vé hru” vao nam 1984. Nhung am vang ctia n6
song mai, dudi hinh thitc 1a tin hiéu phat thanh quoc té€ danh cho
British Airways.

PDIEM NHAN CUA HANH TRINH
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e Cac hang hang khong dau tién van hanh xoay quanh anh hao quang
mang tinh than cht nghia anh huing cta cac phi cong, mac du ho phai
no lyc cung cuc dé dam bao tinh an toan cho cac b may bén trong.
Chi phi bay dat do gép phan tao nén sirc hap dan cho phwong tién van
chuyén nay.

e Hau hét hanh khach ctia nhitng hang bay dau tién déu la khach du lich
“bat dac di”, chu yéu bay vi cong viéc hodc cac nhiém vu dwgc chinh
phu giao pho, nhung cac diém dirng qua dém dé may bay tiép nhién
liéu da gitp ho c6 co hdi ngam canh. Do do, cac chuyén bay khi ay,
dwgc quang cao nhu mot phrong tién khai sang va co tinh giao duc.

e Truwdc sy canh tranh cta cac doi thu, Imperial Airways cia Anh la mot
trong nhitng hang hang khong dau tién dau tv manh tay vao chién dich
xay dung thwong hiéu, quang cao, cac sy kién quang ba va tham chi ca
tap chi khach hang rieng.
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08
PAN AM - TU THUY PHI CO PEN
THOI PAI MAY BAY PHAN LUC

“Du lich hang khéng dai chting chitng to c6 vai tro quan trong véi s6
phdn cta thé gidi hon cd bom nguyén ti.”

J uan Trippe, nha sang lap Pan Am, khong c6 chiat dong mau La-
tinh nao trong ngudi. Ong 1a mot ngwdi My géc Ai-len t6t nghiép Pai
hoc Yale. Tén ctua 6ng duwogc dat theo tén cta di Juanita, con gai cua
Juan Terry, ong trum nganh mia dvong Venezuela. Khi con la mot dia
tré, Juan ghét tén goi ctia minh. Nhung la mdt doanh nhan hang
khong, 6ng thira nhan rang tén goi khac la d6 - khi duwgc két hop véi
chir “Trippe” dinh ménh - lai tré nén cyc ky phu hgp. Cling giong nhu
tat cd nhitng ngwoi xdy dung thuwong hiéu khac, 6ng hiéu dugc tam
quan trong ctia kha nang nhan biét.

Khi hang hang khong cua Trippe bat dau hinh thanh, nguoi ta
thwong nhin thdy 6ng hit 6ng diéu trwdc quéa cau cao 1,5m trong van
phong riéng trén tang 58 cua toa nha Chrysler Building, suy tinh vé
nhitng buwdc di tiép theo. Theo cudn sach Pan Am: Aviation legend
(2013) cua Barnaby Conrad III, “trong mat ong, cac chau dai duong va
chau luc khong phai la rao can ma la nhitng san choi 16n. Muc tiéu cua
ong la hoan toan théng linh nganh van chuyén hang khéng”.

Tham vong cua Trippe da thic day Pan Am 1én nhitng tam cao
mdi - va khi 6ng khong con nita, thwong hiéu nay bat dau suy yéu. Thé
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nhung, ong da bién doi nganh du lich hang khong va sy khai dau caa
thoi dai may bay phan lyc.

Thoi tré tudi, 6ng c6 nén tang virng chac trong thé gidi tai chinh -
suy cho cung, cha cta 6ng la mot 6ng chi ngan hang dau tw xuat
ching. Thé nhung, mét bién c6 xdy ra trong giai doan tudi tho cta
Juan da gieo hat mam trong tam tri 6ng, c6 1é giong va&i nhitng hat ngod
dong xoay trong troi thu. La ngwoi gioi quan sat cac c6 may bay dau
tién - Ong tirng tao ra mGt may bay mo hinh go balsa chay bang nang
lwgng tir day cao su - 6ng da rat phan khich khi dwgc cha dan di xem
hai phi cong Wilbur Wright va Glenn Curtis lai may bay vong quanh
twgng Nt than Ty do vao thang 9 nam 1909. Tt khoanh khac d6 tré
di, ong chi mudn lam mot viéc duy nhat.

Trong khi van dang theo hoc tai Pai hoc Yale, 6ng dang ky gia
nhap Thay quan luc chién véi tu cach hoc vién khéng quan. Pung ra,
ong da bi loai do thi lwc kém, nhung chuyén ké rang 6ng cam trén tay
mot ban dé thi va thudc long ndi dung chinh cta né. Ong hoan thanh
chuyén bay mot minh dau tién véi chiéc Curtis “Jenny” tai Long
Island vao nam 1918. Luc bay gio thudc Hai quan Trr bi Hoa Ky, ong
suyt bi ctr di tham chién tai Phap nhung thda thuan dinh chién giita cac
bén dwgc cong b trwde khi dng kip budc chan 1én tau.

Theo bao cdo ctia Barnaby Conrad III, sau khi t6t nghiép Dai hoc
Yale, Juan “can man dén Pho Wall ban trai phiéu”. Khong c6 gi ngac
nhién khi céng viéc ay chang di dén dau. Vi khi dé, cha ctia 6ng ciing
vira méi qua doi, c6 18 6ng cam thady minh khong con nghia vu phai di
theo con duwong truyén thong nita. Thay vao do, 6ng mua mot vai
chiéc may bay huan luyén cii ctia hdi quan va ra mat dich vu taxi trén
khong mang tén Long Island Airways.

Vao mot thoi diém nao dé trong giai doan nay, tro lay long (theo
kiéu van dong hanh lang) dwgc nhac dén trong phan mé dau da xay ra.
Nhu t6i da noi, dé co6 thé chi 1a mét bai tdp quang cdo. Thé nhung, du
Trippe dugc chi y thi diéu do6 khong gitip cong ty ctia 6ng ton tai lau.
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Céac phi cong khac ctia Trippe ciling la nhitng tay dong thé - nhitng
nhan vat khong dang tin cdy, “khong xudt hién ding gio hodc tham
chi, sau mot dém cheé chén, da khong thém xuat hién”.

Thé nhwng, Juan chwa san sang tir bé gidc mo tho au cta minh.
Van dung hét moi moi quan hé quen biét ti thdi Pai hoc Yale va Pho
Wall (bao gom ca William Rockefeller, Sherman Fairchild va William
Vanderbilt), 6ng thuyét phuc ho dau tw vao thit ma vé sau tré thanh
Aviation Corporation of America (AVCO).

Vay AVCO bay dén nhitng noi nao? Trippe nghe néi rang Buu
chinh Hoa Ky mudn thanh 1ap mét tuyén duwong mdi gitta Key West va
Havana - mét chuyén bay dai 90 dam - va dang mé& thau kéu goi cac
hang hang khéng. Hai trong s6 cac don vi du thau la Florida Airways
va Pan American Airways - hai hang bay nho do cac cyu phi cong thoi
chién thanh 1dp. Tam ngadm tam ngam, Trippe “di cita sau” dé dam
phan mot hop dong doc quyén véi nha doc tai Cuba Gerald Machado
vOi hiéu lye ngan can moi hang hang khong khac ha canh 1én dia phan
cta Cuba. Pay la mot vi du cho thdy Trippe khong chi cé ban chat
“mau lanh” ma con c6 sy ty tin vao sttc anh hwdng va kha nang thuyét
phuc cua minh.

RO rang, Florida va Pan American chi biét gio hai tay kéu troi.
Trippe ti€p quéan ca hai va mdét Pan American md&i - Pan American ctia
riéng ong - ra doi. Mot trong nhitng yéu t6 diat nén méng cho thanh
cong cua hang hang khong non tré nay chinh nho vao sy lya chon cua
Trippe v&i nguroi ma ngay nay dugc goi la dai st thwong hiéu: Charles
Lindbergh.

La guwong mdt m@i tién phong trong nhitng chuyén bay mot minh
tr Long Island, New York dén Le Bourget, viing ngoai 6 cta Paris,
“Lucky Lindy” 26 tudi la ngwdi hung that s ciia nganh hang khéng.
Mac du Lindbergh luén dwgc san dudi chao moi bdi cac hang bay va
nha tai trg tiém nang nhung Trippe da khéo 1éo day ho qua mot bén va
moi phi cong tré tudi diay dam mé nay khong chi kiém tra vung bién
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Caribe ma con that sy diéu khién mét trong nhitng chiéc may bay Pan
American Fokker mdi toanh cua ong. Noi theo ngon ngit cua Barnaby
Cohen III, “day la cudc gap gd cua hai ké méng mo thuc té”.

Khi dong co chan vit caa chiéc Fokker con chwa kip quay thi
Trippe da dwa ra mot dé nghi v6i ngwdi ban mdi nay vé “mdt khoan
tién tra trede 10.000 USD moi nam va quyén dwgc mua 1/10 c6 phiéu
ctia Pan American Airways vGi gia bang mot nira gia tri hién c6”. Trén
gidy t0, Lindbergh dwogc thué véi tw cach “c6 van ky thuat”, nhung
Trippe biét r0 rang “gia tri that ctia Lindbergh nam & moi quan hé
cong chung”. Cohen ciing chi ra rang ¢6 vg mdi cuwdi cta Lindbergh -
Anne Morrow - la con gai cua ngai Pai sit Hoa Ky tai Mexico.

Vi Lindbergh bén canh, Trippe da tién hanh dam phéan véi dai
dién dén tr 16 quoc gia dé thiét 1ap mang lwdi sém két noi nwdc My
vdi Caribe va Nam M§. Vé Nam My, Cohen viét: “[Trippe] tin rang
dé 1a quyén - va nghia vu - cia nwdc My trong viéc mang su tién bo
dén cho chau luc nay thong qua mot ‘cudc chinh phuc 6n hoa’, 6ng da
tim thdy mot nguwdi cung ly twéng la Folger Brown, Tong BO Buu
chinh Hoa Ky, dang phuc vu cho chinh quyén ctia Herbert Hoover”.

Buu chinh Hoa Ky - véi si hau thuan cta chinh quyén nwéc nay -
cung v6i Pan Am da xday dung thanh cong mo hinh hgp tac cong-tw
nham thiét 1ap mot doi thuwong thuyén cta dich vu hang khong véi cac
tuyén hanh trinh dan xen khap toan cau. Mia mai thay, sy théng linh
cta hang hang khong da gieo mam cho chinh sy huy diét cua n6 vé
sau. Thé nhung, ching ta ditng cam den chay trudc 0-t6. Dau tién, dé
nam quyeén s& hitu vung troi, Trippe phai tan dung hét vung bién.

“Vung bién Caribe c6 mot 1gi thé: dau dau cling la nwdc”, Cohen
viét. “Sao phai xay dwong bang khi may bay cé thé ha canh trén mat
nwdc?”. Nhitng chiéc thiy phi co chinh la phan quan trong trong chién
lwgc cua hang hang khong va sém trd thanh hinh anh trung tam cta
hang.
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Nhitng chiéc thuy phi co cua Trippe dwgc san xuat bdi Sikorsky
Aero Engineering Corporation, do Ba twdc Igor Sikorsky - mot nguoi
Nga song Iwu vong va la mot ky su hang khong tai gidi - sang lap.
Nhitng chiéc may bay ay da khang dinh va ctng c6 vi tri doi thuong
thuyén ctia Pan Am. Bang sy am hiéu von c6, Trippe ddm bdo rang
cong ty:

... két hgp cac quy dinh hai quan va kién thitc hiéu biét vao moi khia canh dich vu. Phi
cong phdi bao gom mot co trwdng va mot co phé. Toc do bay dugc tinh toan theo don vi knot
hodc hai ly (1 knot twong dwong 1 hai ly); thoi gian duwgc tinh bang bell; va nhiém vu tuan tra
cta doi bay dugc xem nhw nguwdi canh gac. Nha bép dugc goi la galley (san thap dwéi tau) con
nha tdm dwgc goi la nha xi (¢ mdi tau). Vi tri cao nhat ma mat phi cong Pan Am doi dau co6
thé dat duwgc bao gom mot danh xung kha cao quy: Co tredng cia nhitng chiéc tau bay vugt

dai duong.

KHI CAC CLIPPER TIEP QUAN VUNG TROI

DPé viét mot cudn sach nhw thé nay, ban phai ngéi hang gio ¢ thw
vién hodc thwong xuyén chd dgi nhitng géi buwu pham chita dung
nhitng ndi dung bi ngwng xuat ban da lau. M6t budi sang no, t6i nhan
goi hang tr Amazon. Khi nhdt né 1én, t6i nghe thay am thanh vén
thudc vé mot chiéc DVD.

Bén trong chiéc DVD d6 la bo phim China Clipper. Bugc sdn
xuat vao nam 1936 vdi sy tham gia cia Pat O’Brien va Humphrey
Bogart, phim dwoc dat theo tén mot chiéc thuy phi co 16n ciia Pan Am
va dugc thyce hién véi sy khuyén khich ngam cta chinh Juan Trippe.
William Van Dusen, nguoi phu trach quan hé cong chung cua ong luc
bay gid, da tién hanh thwong thdo v&i Warner Brothers. Mac du da
dwgc doi tén nhung bo phim van cht yéu ké cau chuyén vé Pan Am
Airways (“Trans-Ocean Airways”), v@i Pat O’Brien trong vai Juan
Trippe (“Dave Logan”) va Humphrey Bogart trong vai phi cong gioi
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nhat cta ong. O’Brien thé hién hinh anh ctia mét nguwdi vitng vang -
vai dién cua Bogart kha hon. V@i long tin cia minh, Trippe cho phép
nguoi ta phac hoa chan dung cta ong la mot nguwoi c6 dong luc va
quyét doan. O mot giai doan trong phim, nita s6 nhan vién cta Logan
doa bo viéc vi lwong thap va ap luwc cao. Nhung vao cudi phim, nha
dau tw 16n nhat ctia 6ng da noéi: “Chinh béi tam nhin va sy quyét tam
cta anh, ching ta da dat dwgc budc tién 1é6n nhat trong nganh van
chuyén ma thé gidi chua tirng biét téi”.

Budc tién dé - va don bay cho cau chuyén trong phim - chinh la
chuyén bay thwong mai dau tién xuyén Thai Binh Duong.

Chuyén that sy bat dau vao ngay 22 thang 11 nam 1935. Bam
dong khoadng 25.000 nguwdoi tap trung bén bo bién tai Alameda,
California - bén kia vinh San Francisco - dé ngam chiéc tau bay khong
16 ma Trippe dat tén la “China Clipper” dang chuan bi cho cudc hanh
trinh ma ngwoi ta n6i rang khong thé thyc hién duge. D€ bang qua
Théi Binh Duong, mdy bay phai bay thang 2.400 ddm khong nging
nghi tir San Francisco dén Honolulu, trueéc khi ha canh xuéng mot hon
dao dé chuan bi cho hanh trinh 8.000 dam dén Manila. Vé sau, hanh
trinh d6 dwgc mé rong dén Hong Kong.

Chiéc mdy bay do6 la Martin M-130, tang 25,5 tan va dugc van
hanh bédi bon dong co 800 ma lwc dat van téc bay 130 dam/gio. Nguoi
diéu khién chié€c may bay hom dé la phi cong Ed Musick mac du
khong c6 hanh khach nao. Pam dong, bao chi cung ban nhac hoan
toan khong phai dé mua vui - day that sy la mot khoanh khac quan
trong, giong nhu viéc dat chan 1én mat trang.

B6i canh dy cling c6 mot chit ham y chinh tri. Nhuw Cohen viét:
“Khong mdt hang hang khong nao cé thé vwgt mat sy hién dién cda
nuéc My @ Thai Binh Duvong mot cach tai tinh nhw Pan Am... Nguoi
Nhat dang tirng buwdc cing c6 sy hién dién cia quan doi tai hon dao
Micronesia va cac quan ddo khac, buéc My phai tang cwong quan hé
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v6i cac quéc gia chau A khac, dic biét 1a Trung Quéc va Philippines -
hai qudc gia dang ngay cang bi de doa truéc sy 16n manh ctia Nhat”.

Trwdng Bo buu chinh Hoa Ky James A Farley cling c6 mat tai
bu6i ra mat chiéc China Clipper. V6i hanh trinh dau tién cua chiéc
may bay, Juan Trippe cting c0 vi tri cia ban than la mot trong nhitng
nhan vat quyén lyc va c6 anh hwdng nhat nuwéec My.

Cudi cung, chiéc may bay cling cit canh, nhung lan cat canh do
con kich tinh hon nhiéu so véi trén phim. Khi chiéc may bay cham rai
bay qua vinh, Musick nhan ra rang né khéng bay du cao dé vugt qua
cdy cau Bay Bridge. Bang s tinh thong va tai x 1y lanh lung, 6ng da
diéu khién con chim khong 16 lwét trén mat nwéc bén duwdi cay cau
tredc khi ndng né lén cao trd lai trong tiéng reo ho cuéng nhiét cta
dam dong.

Vao ngay 29 thang 11, Musick ha canh chiéc China Clipper
xuong Vinh Manila, sau hanh trinh 8.210 dam trong 59 gio 48 phit,
khong ké nhitng lan dirng lai nghi ngoi va tiép nhién liéu.

Nhiéu nam sau, mét phi cong khac - co trwéng Dick Vinal - hoi
twong lai 1an lam phi cong phu trén chiéc China Clipper véi Musick.
“Chiéc may bay da gitp t6i chita dwgc thoi quen hit thude. Véi cac
thung nhién liéu & than tau, cabin Iic nao cling day khi gas”. Vi phai &
trén khong 25 gig lién tuc, phi cong budc phai tir b6 mong muon bat
Itra dot thubce. Vinal cling nhé lai thoi gian khi ho bay qua mot con bao
16n trén dwong dén Manila. “Khi bay véi van toc 105 dam trong sic
gi6 160 dam, ban c6 thé di lui va nghiéng qua mét bén. Ching t6i da
lam nhw thé. Chiéc M-130 c6 thé khéng nhanh nhung ching t6i chitng
minh rang noé that sy diing manh”. (Ban ghi am trén www.panam.org,
“Dick Vinal’s China Clipper”).

Vao nam 1939, Trippe s& hitu tdt cd nhitng chié€c may bay can
thiét dé phuc vu cac tuyén bay bang Thai Binh Duwong va Pai Tay
Duong: ong trd cho Boeing 3 triéu do6-la My dé mua sdu chiéc may
bay Model 314, nhitng quai tha lyc lwdng c6 thé chuyén chd 70 hanh

https://thuviensach.vn


http://www.panam.org/

khach. Chi riéng khu vyc an uéng cé thé phuc vu dong thoi 14 hanh
khach, vdi doi ngli nhan vién trong trang phuc chin chu quan den o
jacket trang.

Cudi cung, toan bo anh hao quang rwc ré nay da bi che phu bai
boéng den cta Thé chién thi II.

VUON CAO TRUOC KHI PAO SAU

D0oi ngli phi cong Pan Am da thyc hién nhitng hanh trinh qua cam
vao giai doan dau cudc chién, dang ké la chuyén chd phao chéng xe
tang (anti-tank shells) cho Quan doi Anh trong sudt tran chién El
Alamein tai Ai Cap vao nam 1942. Thé nhung, vao thang 12 nam do,
quan doi gianh quyén kiém soat Pan Am: “Thaoi dai thanh lich nhuwong
cho cho nhitng chiéc Clipper khi ching dugc dwa vao cac nhanh dich
vu vii trang... Cac phi cong cia Pan Am dwgc phong ham quan doi,
mac trang phuc khaki khi tuan theo 1énh chi huy cua quan doi va mac
quan phuc xanh khi phuc vu hai quan”.

Mac du tr “clipper” dwgc st dung nhiéu lan xuyén suét lich st
ctia Pan Am nhung cac chiéc thuy phi co khéng bao gid lay lai dugc
phong do tién chién cia n6: Cohen viét rang, vao nam 1945, chiéc
China Clipper biéu twgng thyc hién mot hanh trinh “ngugc” gitta
Miami va Leopoldville & nha nwéc Congo thudc dia Bi.

Nhung Trippe chang bao gio ngirng cai tién - theo moi nghia - va
nhanh chéng phuc héi khi cudc chién két thiic. Sau khi thay thé ngay
nhitng chiéc clipper bang may bay DC-3 dong co kép binh thuong hon
(dugc stt dung cho nhitng duong bang truyén thong), vao nam 1947,
Pan Am ra mat chiéc Lockheed Constellation dau tién vdi cabin diéu
ap, c6 thé bay & d6 cao 20.000 feet (trén 6.000 mét) va bang qua Dai
Tay Duong trong 10 gio. Cho dén lic do, Cohen viét, chi trong vong
20 nam, Pan Am da phat trién “ttt hai may bay va 24 nhan vién thanh
mot mang lwdi toan cau gom 19.000 nhan vién tai 62 quoc gia”.
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Tiép sau dong may bay Constellation la dong Stratocruiser - mau
may bay rong rai dugc thiét ké lai tir chiéc may bay ném bom B-29 -
vao nam 1949. Gio day, thwong hiéu nay mang dén mot loai hinh dich
vu khac biét, nhat la khi ban bwdc xuéng cau thang hinh xoan 6c dén
khu vye cocktail lounge trén mday bay. Giong nhuw cac thwong hiéu xa
xi truyén thong, Pan Am van van hanh xoay quanh di san ké thira cua
minh dé dam bao vGi khach hang va dé ban than thwong hiéu vugt 1én
trén cac doéi thu: khau hiéu mdéi ctia hang vao nam 1950 da dinh vi
hang & vi thé “Hang hang khong giau kinh nghiém nhat thé gigi”.

Cac chuyén bay lic bay gid van thudc diac quyén ctia nhom
khach hang thiéu s6. Nhu Keira Desbiens chi ra trén trang Passion
Marketing (www.passion-marketing.com): “Vao thap nién 50, nén
kinh té€ My phat trién manh mé. Mdc du khong da kha nang st dung
dich vu ‘President’ xa xi ciia Pan Am nhung tang 16p giau mdi van
muon duge bay. D€ md rong thi treong, Pan Am gidi thiéu hang ghé
vao nam 1952”. Tuy nhién, Desbiens cho rang “Sy gi¢i han cua loai
may bay canh quat lam tang gia vé va thu hep thi truong”, voi mot
chiéc vé khit hoi cé gia twong dwong 4.000 d6-la My ngay nay. (“Pan
Am, How to create and market a myth”, ngay 17 thang 10 nam 2011).

Tiép vién hang khong - doi twgng gay nhiéu tranh cai tir géc nhin
hién nay - ngay dy da trd thanh hién than cho sy thanh lich va dich vu
nhat quan. Ban dau, ho la do6i twong can thiét: v6i hau hét nhitng
chang trai tré tudi déu phai san sang tham chién, Pan Am can c6 cac
tiép vién hang khong. Thé nhung, nhitng nguwdi phu nit nay khong chi
don thuan dé trang tri: phan 16n déu tot nghiép dai hoc va c6 kha nang
noéi it nhat mot ngoai ngit. Ho phai la nguwoi dé gan giii, than thién,
binh tinh trudc tinh huéng khan cap va chac chan phai giéi boi 16i.

“D6 la mot trong nhitng cong viéc tot nhat danh cho phu nit vao
thoi bay gio”, cuu tiép vién hang khong Christel Vane, nguoi tirng lam
viéc cho Pan Am tir nam 1959 dén 1984, chia sé v6i mot phong vién
nguwoi Anh. “T6i cé thé néi nhiéu thit tiéng va muodn dugce di du lich;
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d6 la mot cong viéc chi danh riéng cho mot nhém nho va rat khé co
duwgc. Khéng c6 nhiéu co hdi viéc lam khac cho phu ni¥, trtr khi ban
muon trd thanh thw ky”. (“Being a Pan Am stewardess was the best
job for a women”, The Daily Telegraph, ngay 5 thang 3 nam 2013).

Di nhién la khong ai thac mac vé viéc mot phu nit tré thanh phi
cong lai may bay thuwong mai vao thap nién 1960. Trong s6 500 phu
nit nép don xin viéc, Christel da dwgc nhan, va c6 tan dung triét dé co
héi doé, tan hwdng cong viéc minh dang c6 trong khi du lich khap thé
gigi. Co thtra nhan rang van c6 tinh trang phan biét gigi tinh - hau hét
tt* nhitng hanh khach kiéu cang hodc khinh thwong nguwoi khac -
nhung c6 da vugt qua bang khiéu hai hwdc va sy ty tin cia minh. “T6i
khong bao gid la kiéu nguwdi qua khich; toi ludon kiém soat dwoc tinh
hinh”.

Mac du phong trao nam nit binh quyén ctia thap nién 1970 cé thé
khién c6 nhin lai lva chon nghé nghiép cia minh, nhung khong phai
van dé thiéu binh dang ma chinh trai nghiém bay md&i lam héng cong
viéc cua Christel. May bay ngay cang to hon, nhanh hon va dong duc
hon; cac hé thong gidi tri trén may bay da chia cat hanh khach véi tiép
vién hang khong. “Moi thit bong nhién trd nén it thi vi hon; khia canh
giao tiép gilta con nguwdi véi nhau bi mat di”.

Thé nhung, mo-tip Iwa chon cac tiép vién hang khong véi vé
ngoai dam thdm, quyén rii van khong thay d6i, mét hinh anh qua
thwong xuyen trén cac noi dung quang cao danh cho cac hang hang
khong, tir Singapore Airlines dén Qatar Airways (vao thoi diém toi
viét cudn sach nay, mot quang cao ctia hang Qatar c6 hinh d&nh mot bé
gai nhin mot nit tiép vién hang khong vGi anh mat day ngudng mo).
Madc du “The Singapore Girl” da mim cwoi trén tat cd cac poster twr
thap nién 1970, nhuwng Pan Am dwgc cho la hang hang khong dau tién
gidi thiéu hinh anh nit tiép vién hang khong nhw mot biéu tugng.

Thé nhung, cac tiép vién hang khong dwong nhuw chi la cach tiép
can day cam hing dé thu huit gidi thuwgng lwu dén véi dich vu bay, moi
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quan tam that s ctia Trippe la thay doi thé gigi thong qua du lich dai
ching. Theo Cohen, “Vao nam 1957... s6 lwgng hanh khach di may
bay da tang gap bon lan 1én dén 1 triéu nguwdi” ké tir cudi thap nién
1940, “mot xu huwéng ma Pan Am da gép cong dang ké”.

Phat biéu tai cudc hop nam 1955 cta Hiép héi Van tdi Hang
khong Quoc té, Trippe noéi: “Du lich dai ching bang dwong hang
khong cé thé c6 y nghia quan trong véi s6 phan cua thé gigi hon bom
nguyeén tir. Vi khong c6 mot qua bom nguyén tr nao c6 sttc manh 16n
hon khach du lich hang khéng, khi dugc két hgp vai tinh hiéu ky, sy
hao hitng va thién chi, ngudi ta c6 thé di khap nam chau bon bé, gap
g0® va tim hiéu vé con nguoi cia cac quoc gia va sac tdc khac”.

Chung ta sé trd lai ly thuyét d6 ¢ phan sau ctia cuon sach. Trong
khi do6, vao nam 1958, Pan Am thiyc si bé xa doi thu khi tiép nhan 48
chiéc may bay phan lyc va ra mat chuyén bay bang dong co phan luc
dau tién t*t New York dén Paris. Tirng tiéu ton khodng 25 gi® bang
thay phi co, hanh trinh dy gio day giam xudng chi con 7 gio. Cohen
viét: “Trong sudt ba thang dau nam 1959, nhitng chi€c 707 ctia Pan
Am da chuyén chd 33.400 hanh khéch, vé6i ty 1€ hanh khach chiém
90,8% s6 cho ngo6i”. Dé xit ly lwgng dat cho 16n, vao nam 1962, Pan
Am da tao ra PANAMAC, mot trong nhitng hé thong dat chd hang
khong toan cau dau tién (tham khdo Chwong 13 - Lastminute va ky
nguyen dot-com).

Nhu Desbiens cho biét, si xuat hién cta thoi dai may bay phan
lyc doi héi mot phwong cach tiép thi hoan toan mdi. “Hinh anh cta
Pan Am phai dai dién cho nhitng gi von c6: hang hang khong thé gidi,
mot dai st cho thoi dai may bay phan lyc va thanh twu cia nwéec My”.
NO con phai dai diéen cho khat vong ctua nhitng khach hang mdi,
“nhém khach hang tré tudi ti nhan minh giau c6 nhwng chwa da giau”.
Nhitng cac bay mo ho mang tén “cau lac bo thé thao ngoai trgi” cua
thoi dai thiy phi co da 16i thoi. Pan Am bat dau ty xay dwng mot hinh
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anh “nang dong hon bang cach két hop chat ché hé thong nhan dién
thvong hiéu voi dan may bay hung hau”.

D6 la sw xudt hién cta co6 van thiét ké mdi, kién tric sw Edward
Larabee Barnes va cong su Charles Foburg, cting véi dong nghiép cta
ho 1a Ivan Chermayeff. B ba nay cung nhau tai thiét ké logo va biéu
twong cua hang hang khong. “Ho thay thé biéu twgng hién cé - mot
canh may bay cach diéu v6i mo-tip hinh cau - bang mét hinh cau mau
xanh véi nhitng dwong chi bdo chong 1én nhau: biéu twgng ctia dong
lyc va tham vong tiép tuc dinh hinh tinh than tién phong cta Pan
American”. (“From Pan Am to Pompidou”, Creative Review, ngay 5
thang 5 nam 2011).

Chermayeff tr&d lai vao nam 1970 - hién la mot nita ctia hang
Chermayeff & Geismar - dé tiép tuc cong viéc cia minh. Budc dau
tién la chinh thitc thay doi tén hang hang khong tr “Pan American
World Airways” thanh mot phién ban ngan gon hon: Pan Am. Diéu
nay da dan dén cach tiép can t6i gidn mwot ma toat Ién vé tinh té hién
dai. “Mot qua cau méi mé va logo méi vGi phong chit Helvetica
Medium thé hién sac mau hién dai, tinh gon hon véi bang mau xanh
hoang gia ddc treng cta hang hang khong van dwgce giit nguyén nhw
cli”, trich tr bai viét dwgc nhac dén & trén. “Pan Am van gilr qua cau
mau xanh biéu twgng nay cho dén ngay ra di vao nam 1991”.

Ra di. Gio chiung ta da di dén diém mau chot cia van dé. Lam
cach nao ma mot cong ty thanh céng nhw thé - mot thwong hiéu day
tinh biéu twgng cho dén tan ngay nay - lai bién mat vao hw khong?

Cau tra 10i that don gian, nhung ctling phtre tap.

Phan don gian d6 nam & Juan Trippe, ngwoi tir chitc Gidm doc
diéu hanh vao nam 1968. Xuyén sudt lich sit cia Pan Am, nhiéu nam
tredc do, giai doan thi€u nguodn cung tién vao cudi thap nién 1930, ban
giam doc cua hang hang khong da tim cach gat Trippe ra khoi cac hoat
dong hang ngay va dwa veé vi tri “san sau”, budc 6ng phai tir bo chirc
vu Giam doc diéu hanh trong khi van giit vai tro Cha tich. Cach dé
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khong thanh céng. Sau khi c6 dong 16n nhéat ctia céng ty, Sonny
Vanderbilt Whitney, khong dam dwong dugc nhiém vu ctia mot Giam
doc diéu hanh, ban gidam doc bau Trippe trd lai vi tri. “Ban giam doc
rat ra bai hoc rang bi quyét thanh cong ctia Pan Am nam sau trong b0
oc phtrc tap caa Juan Trippe...”.

Hon 30 nam sau, ro rang day van la mot bai hoc sau sac. Ngay
trwdc khi tré vé, Trippe da tao nén diéu ky diéu cudi cung: 6ng chinh
la dong lwc dang sau su ra doi cua chi€c Boeing 747, thoi dai ctia may
bay van tai thwong mai phan luc, twong dwong véi nhitng chiéc tau
clipper trang 1€ trén bién. V&i kich thuéc “dai nhw san bong” va “cao
nhw toa nha ba tang”, véi 350 chd ngoi va mét cocktail lounge. Khoan
dau tw d6 han da lam té liét Pan Am nhung thay vao do6 lai mang vé
thanh cong vang doi.

Trippe da dé lai mot cong ty vitng vang, dwong nhu khong gi cé
thé lay chuyén duwgc véi toa nha Pan Am biéu twgng (gio la toa nha
Met Life) tai 200 Park Avenue va East 45" Street, dwgc hoan thanh
vao nam 1963. Khap thé gidi, khi budc tir nhitng san bay 6n ao, néng
birc vao khong gian yén tinh mat rwgi ctia chiéc may bay Pan Am,
hanh khach sé duwgc cac nit ti€p vién véi tac phong nhanh nhen chao
dén: Chao mirng quy khach dén véi Pan Am. Quy khach sap vé dén
nha r6i”.

Tuy nhién, Trippe dd ngam biét dugc diém yéu 1én cta Pan Am,
dé la nhitng tuyén bay ndi dia tai My. Cohen viét: “Sudt nhiéu thap
nién, cac Téng thong My va c6 van cua ho da khong cong nhan céac
tuyén bay noi dia cia Pan Am vi lo ngai tao thé doc quyén”.

Trippe chon nguwdi ké nhiém la Najeeb Halaby, cwu Gidam déc
Cuc Hang khong Lién bang (FAA) - va tinh co la cyu phi cong - nguoi
von c6 nhiéu m6i lién hé véi chinh quyén Washington. Thé nhung,
moi quan hé d6 khong du manh va lénh ngan chan cac tuyén bay noi
dia d6i véi Pan Am van khong duge do bd. Khi cude suy thoai xdy ra
vao dau thap nién 1970 anh hwéng dén nén kinh té nwéc My, van may
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cia Pan Am bat dau c6 dau hiéu dirng lai. Ban giam doc yéu cau
Halaby tw chuc.

Ong duogc thay thé bdi mot cyu Chuan Twéng c6 tén Wiliam T
Seawell véi anh nhin “nghiém khac” ctia Khong lwc Hoa Ky, nguoi
bat dau diéu hanh céng ty bang cach cat gidm nhan vién (tir 42.000
xuong 27.000 ngwdi) va cat gidm cac tuyén bay. Pan Am chat vat c6
13i sau giai doan gan pha san, nhung chinh phu cwong quyét han ché
st doc quyéen cua hang bang cach cho phép nhiéu hang hang khong
khac - mot s6 dén tit nwdc ngoai - khai thac cac dwong bay noi dia. Toi
té hon, chinh quyén con cho phép cac hang hang khong noi dia (nhw
Delta va National) khai thac cac duong bay quéc té, khién Pan Am c6
thém doi thu canh tranh.

Nhitng nhan vat cé tam nhin xay dung nén nganh hang khong
déu dan bién mat. Vao nam 1974, Charles Lindbergh qua doi tai nha
riéeng ¢ Maui.

Juan Trippe bi dot quy vao thang 9 nim 1980. Ong qua doi tai
nha riéng & Manhattan vao ngay 3 thang 4 nam 1981. SO ngwoi dén dy
tang lé ctia 6ng du dé lap day mot chiéc mday bay thwong mai.

CHUYEN BAY CUOI CUNG CUA PAN AM

Pan Am ngung hoat dong vao ngay 4 thang 12 nam 1991. Sang
hém d6, nguwdi 1ai chiéc Pan Am 747 hay con goi la Clipper Goodwill
la co trwédng Mark Pyle. Vao thoi diém ay, 6ng chwa biét gi vé tin xau.

“Hanh trinh doc theo b bién phia tdy ctia Barbados that siéu
thue”, Pyle viét trong an pham thang 6/1992 cuaa Air Line Pilot:

Hon dao do that sy 1a mot vién ngoc da sdc nam gitta mdt bién mau lam ngoc. Chiing t6i
ha canh vé phia dong do anh hwdng ctia nhitng dot gié mau dich, dap xudng sau 4 gio 30 phuit

cdt canh tit New York. Chay dén cong va tat dong co nhu cach chiing t6i da lam hang tram lan
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tredc do. Lan nay, cé khac biét, mot sy khac biét dang ké! Trong 4 gio 30 phut bay ay, mot so

phén da dugc dinh doat.

Pyle van con & trong buong lai khi vi trudng ga mé ctra va trao
cho 6ng mot to dién bao. Pyle, da lam viéc cho céng ty suét 18 nam,
nhanh chong mad ra doc. Sau do, ong quay trg lai may bay va noi véi
phi hanh doan. “Khong ai trong s6 cac tiép vién hang khong ngan
dwgc cam xtc va nwdc mat cia ho. Tat ca déu la nhitng nhan vién ky
cuu voi 20 nam lam viéc cung Pan American hay National Airlines”.

Vi trudng ga hoi Pyle liéu 6ng c6 muon hoan thanh chang cudi
cta chuyén bay dén Miami. Pyle dap rang minh muon: “Nhiéu hanh
khach bi roi vao canh khé khan, mot s6 nhan vién Pan Am dang dong
goi vat dung dé roi ga va roi cong viéc cia ho”. Phi cong va phi hanh
doan dgi gan hai gio “trong im lang” trong khi cac hanh khach con lai
check-in va cac nhan vién thu don vat dung ca nhan.

Dan dan, nhitng hanh khach cu6i cung da 1én may bay. Vao ltc 2
gio chiéu theo gio mién dong Bac My (EST), Pyle bdo céo, “nhitng
banh xe thu vao long chiéc Clipper 436 roi Bridgetown, Barbados dé
hwéng t6i thanh pho noi Pan Am chao doi”.

Céach diém dén khong xa, Pyle ngac nhién khi Chuck Foreman -
ky su ky ciru 20 nam gan bé véi Pan Am - thong bao rang bo phan
khong lvu muén may bay thue hién ct bay thap qua san bay. Sau giay
phtt hoai nghi ban dau, Pyle da bat dwoc tin hiéu. “Sau khi thdng béo
nhanh v&i hanh khach vé y dinh ctia minh, t6i xin 1énh chinh céanh ta...
Luc nay, ching t6i da thyc hién cu bay thap theo yéu cau - lan dau tién
ké tr khi to6i roi hai quan nhiéu nam tredc”.

Khi may bay cta Pyle bay thap xu6ng vach gitta cia Budong bang
12, thap kiém soat dwa ra thong bao cudi cung: “Tuyét voi, Clipper!”
Pyle nang may bay l1én va xudi theo hwéng gié cho lan tiép dat cudi
cung va ha canh.
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Khi chiéc 747 cham mat dat, Pyle nhin thdy hai bén dwong bang
la nhitng hang dai xe canh sat, xe cttu hoa, xe chuyén dung cua dai
phat thanh va nhitng nguwdi lam truyén hinh. Khi may bay dirng lai &
cong, t6 mat dat cia Pan Am ditng nghiém chao. “Chuing t6i hwdng vé
phia cong san bay va kéo phanh... Ching t6i tat hét cac hé thong diéu
khién lan cu6i cung va khoa dong co. Buon ba thu don vat dung ca
nhan, chiing t6i bat tay nhau. Chuyén bay cudi cung cua ching t6i da
két thuic. Tat ca nhitng nguwdi c6 mat bén trong buéng lai déu ngan 16”.

Chiéc clipper cu6i cting ctia Pan Am da ha canh.

Juan Trippe da xay dung Pan Am bang tam nhin, mwu lwgce, sy
ngao man va ca thu thuat thao ting chinh tri. Mot khi ong ra di, cong
ty duong nhu cling chang con muc dich nao dé ton tai; n6 chi con la
mot vwong qudc khong vua. Liéu c6 sy trung hop nao khong khi
thuwong hiéu nay bién mat chi hon 10 ndm sau céi chét ctia 6ng?

Nhitng sai lam veé chién lugc, thoi thé thay doi va van may khong
con, tat ca déu goép phan vao sy bién mat d6. Vao nam 1980, Seawell
quyét dinh gidi quyét van dé duong bay ndi dia bang cach : mua hang
hang khong National Airlines véi gia 374 triéu d6-la My. Thé nhung,
c6 nhiéu xung dot vé van héa va dich vy, va Pan Am budc phai rét
tién vao quang cao dé thuyét phuc hanh khach rang ho c6 thé cung cap
nhitng chuyén bay chat lwgng nhw von c6. Theo 16i Cohen, gio day,
Pan Am dang mat ca triéu dé moi ngay.

Seawell ban toa nha Pan Am cho Met Life v&i gia 400 triéu do-la
My. Vé sau, 6ng ban chuo6i khach san InterContinental ctia hang hang
khong nay cho tap doan Anh quoc Grand Metropolitan thém 500 triéu
d6-la My nita. Cam thay hodng sg, ban giam doc tim cach hat cang
ong.

C Edward Acker - mot ngudi Texas “khéo mom” ting diéu hanh
cac hang hang khong Braniff va Air Florida - 1a nguoi tiép theo ngbi &
ghé phi cong. Vi cat giam lwong ctia nhan vién, 6ng phai doi mat vdi
cudc dinh cong vao nam 1985. Sau do, ong lam hao hut mot mang 16n
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trong di san ctia Trippe bang cach ban di 18 chiéc may bay va tat ca
cac hanh trinh dén chau A va Uc véi gia 750 triéu do-la M§. Mic du
dat duwgc mirc gia hoi hon rat nhiéu nhwng thwong vu dé chita dung
mot ham y khac: “Acker da ban di vi thé don vi tién phong tai khu vure
Thai Binh Dwong trong di san huyén thoai cia Pan Am”.

Pan Am budc phdi canh tranh véi cac doéi tha day tham vong trén
cac tuyén noi dia va xuyén Pai Tay Duwong. Thé nhung, diéu toi té hon
ca la thoi dai cua khong tac da bat dau.

Hinh anh ctia hang hang khong chi bi hoen 6 bdi cudc tan cong
khting b6 mat dat nham vao chiéc 747 ctia Pan Am tai Karachi. Vao
ngay 23 thang 12 nam 1988, lic 7 gid 3 phut t6i, mot qua bom cua tén
khting b6 nguwoi Libya da xé toac chuyén bay mang s6 hiéu 103 cta
Pan Am - chiéc clipper Maiden of the Skies 747 - ngay trén bau troi
Lockerbie, Scotland. Toan bo 243 hanh khach va 16 thanh vién phi
hanh doan déu chét tai cho; thém 11 ngwoi duwdi mat dat cling bi thiét
mang do nhitng méanh v& roi ti trén xudng.

Nhu Cohen viét: “Vu danh bom lam ring dong thé gi6i va gay
kinh hoang cho cac du khach My. Nguwoi My bat dau st dung nhitng
hang hang khong “trung lap” nhu Air France va Swiss Air”.

Lic nay, Acker da di theo con dudng ctia nhitng nguoi tién nhiém
va ban giam doc thay thé 6ng bang mot vi sép mdéi nhat va ciing 1a vi
sép cudi cung ctia Pan Am: Tom Plaskett, thac si Harvard lic nao ciing
ke ke laptop mot bén. Nhung cho du Plaskett ap dung tw duy hién dai
va st nhay bén véi cac con sd6 cho Pan Am, moi thi cling da qua
mudn. Khi n6 lyc mua lai Northwest Airlines va cung c6 cac tuyén
bay noi dia that bai, 6Gng méi nhan ra rang moi thit da dén héi két thic.
Céc tuyén bay cia Pan Am nhanh chéng bi ban lai cho United Airlines
va Lufthansa. Vao ngay 12 thang 8 nam 1991, phan tai san con lai
dugc ban cho Delta Airlines vdi gia 416 trieu do-la My. Vao ngay 4
thang 12 dinh ménh dy, van phong ctia Pan Am md& ctta hoat dong “va
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r6i nhanh chong dong lai”. Delta quyét dinh khong duy tri thwong hiéu
nay ntta.

Ky la la Pan Am van chitng t6 la mot thwong hiéu kién cwong dén
bat ngd. Trén thyc té, hang hang khong nay da tré thanh cau chuyén bi
an thoi hién dai, khoi nguén cdm hitng cho vo6 s6 y twéng ky la vé thoi
dai may bay phan lyc dau tién ay - chang han nhw chuwong trinh truyén
hinh Pan Am (2011-2012) ctia dai ABC vdi ndi dung xoay quanh cudc
song cua cac nit tiép vién hang khong vao thap nién 1960.

Sttc manh cta logo Pan Am van song mai dudi dang cac thuwong
hiéu Pan Am, mot cong ty co tru so tai Dover, New Hampshire, don vi
mua lai thwong hiéu nay vao nam 1998. Hang chuyén ban cac mén do
ky niém c6 thu nhdt dugc tr hang hang khong, cting nhw nhitng san
pham sao chép, tir nhitng chiéc tii, méc khda, khuy mang-sét va cac
phu kien khac mang logo Pan Am thong qua trang web
panambrands.com tai cac ctra hang c6 chon loc.

Doi v6i nhitng ai quan tam dén lich st cda hang hang khong nay,
t0 chitc Pan Am Historical Foundation c6 mot trang web chita dung
thong tin chi tiét (www.paam.org, nhw da néu & phan truedc) véi day da
hinh anh, giai thoai, cadc cuéc phong van va cac thuéc phim cdi.

Pan Am chinh la phién ban Orient Express ctia nganh hang khong
- cai tén goi nhd mot ky nguyén van minh va tinh t€. Lan tGi khi ban
buwdc 1én chiéc may bay 747, hdy danh mdt phit dé nhé dén Juan
Trippe, 6ng hoang cia nhitng chiéc may bay vugt dai duong.

DIEM NHAN CUA HANH TRINH

Juan Trippe st dung cac tuyén hang khong dwa thv méi n6i va mo
hinh hgp tac cong-tw vdi chinh quyén Hoa Ky dé tao ra mot mang luwéi
dich vu hanh khach toan cau khéng thwong hiéu nao sanh dwoc.
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La bac thay thao ting, Trippe da thué nguwoi hung hang khong Charles
Lindbergh lam dai st thwong hiéu.

Trippe goi nhitng chiéc thuy phi co ctia minh la “clipper” (tau cao t6c)
sau nhitng chiéc tau budn cii va st dung ngon ngit hang hai - nhuw déi
tau (crew), co trwéng (captain), knot, bép (galley) - dé khién nhitng
chiéc may bay tan tién vira dam bdo, thodi mai lai vira phiéu luwu, téo
bao.

Pan Am da tuyén dung céc ti€p vién hang khong nit dé thay thé cho
nhitng chang trai tré tudi trong thdi chién va bién ho thanh hinh anh
biéu twgng cia nganh hang khong.

La don vi khai sinh ra thoi dai may bay phan lyc, Pan Am ty nhan
minh la noi két noi cong nghé, thiét ké va van héa.

V6i quyét tam va sttc hat riéng, Trippe chinh 1a nguén dong lyc dang
sau nhitng cai tién lam nén thanh cong cua thwong hiéu. Thé nhung,
ong da khong truyén lai dugc tinh than tién phong dé cho nhitng nguai
ké nhiém.

Logo va cau chuyén huyén thoai cia Pan Am gay cam hitng dén mic
thuwong hiéu nay van séng mai duwdi hinh thitc cac mén phu kién, sach
va van héa pham dai ching.
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09
CONG VU HAY GIAI TRI?

“Cdch hiéu qua nhdt dé dong goi mét chiéc hop la hdy déng mét hop
day.”

Cé mot cau chuyén, c6 thé la khong chinh xac, vé Conrad Hilton

ma moi ngudi déu yéu thich. Hilton xuat hién trén chwong trinh The
Tonight Show, dugc Johnny Carson phéng van. Theo diing phong cach
tac nghiép bao chi, Carson dang tao diéu kién cho khach mai ctia minh
chia tay khan gid bang mot cau néi that an twong. Do do, 6ng ay héi
Hilton liéu c6 mudén nhan nhu diéu gi dén ngwoi My. Hilton nhin
thang vao mdy quay va noi: “Hay nhé dat rem che vao bén trong bon

»

tam”.

Dba tirng doc cudn ty truyén Be My Guest (1957) cua Hilton, t6i
khong tin 1a 6ng dy no6i dua. “Connie” cé thd vui riéng - 6ng bay t6
tinh yéu tron doi véi mon nghé thuat khiéu vii, va sanh séi vé phu nir -
nhung ong rat nghiém tic trong cong viéc. Sttc anh hwéng ctia ong
trong nganh cong nghiép khach san di nhién khong thé dugc xem nhe.
Ching ta da noi vé nhitng khach san 16n - nhitng cung dién nguy nga
danh cho ngudi giau va nguwdi noi tiéng - nhwng tam diém cua linh vye
kinh doanh du lich la chu6i khéch san tién nghi dong déu dwoc quan ly
tot, chuyén phuc vu nhém khach hang thuwong gia va khach du lich
thudc tang 16p trung luwu.

Madc du la mdt trong nhitng thwong hiéu noi tiéng nhat trong linh
vure, Hilton khong phai 1a chudi khach san 16n nhat. Vinh dy d6 thudc
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vé Marriott - thwong hiéu s& hitu 1,1 triéu phong, 5.500 khach san va
30 thwong hiéu riéng biét sau khi sap nhap vGi Starwood vao dau nam
2016. Thuwong vu do6 da day Hilton xudng vi tri thi hai trong bang xép
hang s6 phong toan cau, véi 735.788 phong, tiép dén la tap doan
InterContinental Hotels Group (701.146 phong), Wyndham
Worldwide (667.095 phong), va Choice Hotels (506.062 phong). (So
liéu STR Global duoc trich tir bai viét “Marriott makes a return trip
for Starwood”, Financial Times, ngay 16 thang 11 nam 2015).

Vé cach tiép can dich vu khach hang, Conrad Hilton va J Willard
Marriott (cha) cé nhiéu diém twong dong.

Hilton sinh ra tai San Antonio, New Mexico (ditng nham lan véi
vung dat ndi tiéng cung tén thudc Texas). Cai tén Conrad cia ong cé y
nghia nhat dinh va tao cdm giac kinh trong, nhung theo cudn tu truyén
cta o6ng, Hilton tir nhé da dugc biét dén véi tén goi “Connie”. Cha cta
ong la mot nhan vat day nghi lwc: Augustus Halvorsen Hilton, dugc
biét dén nhw “Gus” - mot nguwdi Na-uy nhap cu tim dén Wild West dé
trd thanh “ké budn lau”. Day la mot thwong vu that sw, véi nhitng co
xe ngwa ché khach cung sy vé phap. Gus tirng bi bat trong mot cudc
can quét; lan khéac, ong doi mat véi mot ké say rwgu cé vii trang tai
mot quan regu. Gus la mot ga lac quan, vui vé, c6 phan s6t sang véi
sw quyét tam cao do.

Nhiéu nam sau, 6ng viét: “La tru c6t chinh, Gus c6 sy can dam va
tai khdi xwdng... 6ng tim kiém cac co hdi. Thay vi chd dgi co héi
kinh doanh tim dén, 6ng bwdc ra ngoai, doc theo cac con séng Gila va
Mimbres, di vao thién nhién hoang da cua Back Range; mua ban 16ng
héi ly va da nai... sau d6 chuyén dén St Louis dé bién ching thanh
tién”.

Cong viéc bu6n ban do6 phat trién thanh mot cita hang bach héa
phat dat - Hilton Mercantile Company, nhung 6 rang Gus thich xé
dich hon la diéng sau quay tinh tién. Liéu c6 dang ngac nhién khong
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khi con trai ctia 6ng lai tré thanh nhan vat c6 tiéng néi quan trong
trong nganh cong nghiép khach san?

Me ctia 6ng la mot nhan vat rat khac biét nhung ciing cé sitc anh
huwong khong kém. Mary Genevieve la mot ngwoi Cong giao ngoan
dao. “Co 1€ sy kién phan khich nhat dién ra thwong xuyén trong cudc
doi chung t6i la nhitng ngay Chda nhat di 1é nha thg”, Hilton viét. Ba
ady tin vao sttc manh cta 16i cau nguyén, mot bai hoc ma con trai cta
ba da tiép nhan va khéng bao gio quén.

Vao nhitng nam dau l¥a tudi do6i muoi, Conrad theo dudi con
dwong chinh tri, trd thanh dai dién dang Cong hoa tai Bang lap phap
New Mexico. Trong khi dé, tai san ctia nha Hilton ciing 1én xudng bat
thwong. Sau khi phat 1én trong mdt thoi gian ngan ngui, dong ho nay
tré nén tang thiéu dén mitc phai bién ngoi nha cua gia dinh thanh nha
nghi, budc di dau tién cho sy ra doi ctia khach san Hilton.

Nan long trudc tinh trang tham nhiing va tw 1gi trong thé gigi
chinh tri, Connie quyét dinh quay tr& lai v6i cong viéc tai cita hang
bach hoéa. Bong thoi, 6ng cling muon thoat khoi cai bong ctia cha
minh. Giai phap cta ong khi dé la khéi nghiép trong linh vyc ngan
hang - mot y twdng cach tan tai mot noi ma, nhw 6ng mo ta, “mot binh
tra, mot chiéc rwong duwgce chon sau veeon hay mot chiéc két sat kiéu cii
duwoc xem la noi bao quan tai san dang tin cay tu bao doi”.

Ong 1én ngya va di tir nha nay dén nha khéc dé tim kiém cé dong:
nhitng gbéa phu giau c6, chu trang trai, ngwoi di san. Cudi cung, vao
thang 9 nam 1913, Ngan hang nha nwdc New Mexico ctia San Antonio
chinh thitc di vao hoat dong. Cac khach hang dau tién cia Connie qua
xa la v@i y nghi vé mot ngan hang nén 6ng phai giai thich vGi hg vé
khai niém vay mugn. Biém thuan lgi 1a “mot khi da hiéu dugce y twéng
do, ho trd nen than trong vai cac khoan thanh toan cua minh”.

Khi nwdc My budc vao cudc Thé chién thi I, 6ng ban lai ngan
hang v6i mot khoan tién kha 16n va tham gia Luc Iwgng Vién chinh
Hoa Ky, noi 6ng trdi qua mot giai doan dwong nhw khong may thu vi,
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chuyén ti* Paris dén nhitng ngon nii Vosges va quay tré lai. Bién c6
quan trong nhat trong giai doan do la cai chét ctia cha 6ng trong mot
tai nan xe hoi. V@i vai tro tién phong cho dén tan cudi doi, Gus la mot
trong nhitng ngwoi dau tién s& hitu xe hoi tai viung dat dé.

Trd vé nha sau cudc chién, Conrad Hilton quyét dinh cat dit moi
rang budc v6i qua khit va “tim kiém gidi han cia riéng minh”. Ong tap
trung vao Texas: “O' dau c6 dau & d6 c6 hoat dong... ngan hang”.

Trong khi tim kiém vi tri phu hgp, 6ng tinh c& thidy Cisco: “mot
thi trdn chan nuodi gia suc” phong pha vé dau, noi nay s& hitu khong
dwéi bon ngdn hang. Mot trong s6 dé dang dwoc rao ban véi gia
75.000 do-la My. Hilton danh dién tin cho chu s& hitu & thanh phd
Kansas “rang t6i muon mua lai ngdn hang vé&i mic gia ong dwa ra”.
Chu s@ hitu danh dién tra 10i: “Mtc gia luc nay la 80.000 do-la My va
khong mac cad”. That vong, Hilton giti mot bitc dién tin khac: Thé thi
ct gitr lai ngan hang ctia minh di.

Lic nay, ong bi mac ket gitta Cisco va rat can mot noi dé qua
dém. D6 la cach ma 6ng tim thay khach san Mobley, noi cha sé hitu
cling khong lich s cho lam khi thong bao rang toan bé 40 phong déu
kin khach. “Hay trd lai sau 8 gio khi c6 khach tra phong”, 6ng chu noi
thém, ham y n6i vé nhitng vi khach hién tai. Nhitng 10i 1é d6 khién
Conrad Hilton chud y. Bay 1a mot thi tran sam uat véi chi mot khach
san, va no6 noi tiéng dén mirc c6 thé dat dén ba lwgt khach thué phong
chi trong vong 24 gid. “Ho san sang tra tién dé dugc ngu trén ban
trong nha hang néu téi dong y”, ong cha noéi thém.

Sau cudc noéi chuyén do, Hilton con biét duwge rang cha khach san
- 6ng Mobley - 1 mot ngudi vira tham lam vira cay nghiét. Ong ta
ném “tirng dong” vao thit ma 6ng mo ta la mot “can nha tro sang sia”,
trong khi mo buwéc chan vao linh vic kinh doanh dau moé va tr@ nén
giau c6 nhanh chong. Hilton yéu cau dugc xem so6 sach. “Ba gid sau...
T6i nghi rang ai d6 phéi dién 1am md&i muodn kinh doanh dau mé. Néu
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nhitng ghi chép trong cudn so ay la sy that, n6é hoan toan c6 thé danh
bai moi dich vu ngan hang”.

Conrad Hilton quay tré lai gap cha khach san va dwa ra mot dé
nghi. Mdc du khong hoat dong duwdi tén goi cua 6ng nhung Mobley la
khach san Hilton dau tién, dugc 6ng mua lai vdi gia 40.000 do-la My
sau mot cudc mac ca nho nho.

SU PIEN RO CUA HILTON

Lic nay, Hilton mo vé mot chudi khach san khap Texas - va ong
can man theo du6i gidc mo ay, tr viéc thué lai cac khach san “ké thira
cta cac goa phu” va tan trang ching, cho dén xay mdi hoan toan. Moi
khach san tiém nang déu cé mot cau chuyén tinh, ong viét: “Cau
chuyén tinh chém né& ngay khoanh khac t6i nhin thdy dugc sttc quyén
ri tifm an cung kha nang kiém tién dang sau vé ngoai am dam cta
ching”. Khach san dau tién duwgc 6ng xay mai hoan toan - va cling la
khach san dau tién mang tén Hilton - la Dallas Hilton, mot cong trinh
hién dai cao 14 tang.

Nhitng ai tttng buwéc chan vao sanh cua khach san nay déu trai
nghiém mot thit cdm gidc gan giong nhu “cudc tan cong cla cac cira
hiéu ban 16”: noi c6 mot civa hiéu my pham, mot cra hiéu quan o
nam, mot ctra hiéu lam dep, mot tiém cat toc, mot quan café, mot quay
bao va quay buu dién. Nhitng khong gian nay da dwgc cho thué lai dé
tang thu nhap cho khach san trong khi van cung cap cac dich vu bo
sung ma Hilton tin rang khach hang ctia 6ng xitng dang c6 duoc.

Viéc tan dung t6i da moi khong gian la mot trong nhitng bai hoc
quan trong ma ong hoc dugc tir chinh khach san dau tién ctia minh -
khach san Mobley.

Ong viét ring y twéng d6 dén voi 6ng trong gidc mo. Liic dau,
ong nghe thay tiéng vong cta “6ng gia Mobley” ndi rang: “Ho san
sang trd tién dé dugc ngu trén ban néu t6i dong y”. Tiép dén, 6ng nhin
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thady hon ma cta cha minh, Gus, day 6ng cach déng goi hang hoa cang
chat cang t6t. Sang hom sau, ong thitc ddy véi mot nguon nang lwgng
va mot ké hoach méi cho khéch san.

Ong déng ctra phong dn va bién né thanh nhiéu phong ngi. Ong
cat mot ntra khong gian sanh 16n va loai bé chdu cay canh bam day
bui. Cach do6 gitup o6ng cé du khong gian cho mot quay ban thudc 1a
cling nhv mét quay lwu niém “duge thué ngay lap tirc”. Trong vong
vai tuan, so0 sach ké toan cua khach san cho thdy rang ong dang di
dung huwong.

“Meo déng goi & day la dong nguyén mot goi day”, 6ng viét
“Diéu nay khong lién quan gi dén viéc dap phd hay nhoi nhét qua
nhiéu, chi la biét cach st dung théng minh nhitng gi san c6”.

Bai hoc tht hai, day bat ngo, 1a vé dich vu, hay con goi la cach
khuyén khich nhan vién cung cdp dich vu ay. Hilton quyét dinh rang
yéu t6 mau chot 1a tinh than déng dgi: “Tién cong sé khong lam dugc
tat ca nhitng gi ban mudn”, 6ng khang dinh, nhd lai nhitng gi ma ban
than da nhin thay trong quan doi. Ban phai thuyét phuc cadc quan nhan
rang ho la mot phan lam nén dién mao dep dé nhat cta toan thé quan
doi, va rang “ho chinh la ngudi lam dwoc theo cach dé”.

Tap hop toan thé nhan vién lai, Hilton néi vGi ho rang tuwong lai
cta khach san dang nam trong tay ho. “Céac ban la nhitng ngudi duy
nhat c6 thé trao cho khach dich vu duyén dang. Phong sach sé, hanh
lang tinh twom, nhiéu xa phong thom va vaéi lanh. 90% uy tin cda
khach san Mobley dang nam trong tay cac ban. Ban c6 c6ng viéc 6n
dinh, dwgc nhan lwong thoa dang, dwoc tang lwong, chi can khach du
lich ctt nghi dén Cisco la lai nhé tGi Mobley”.

Conrad Hilton két hon ba lan - bao gobm cudc hén nhan ngan ngui
va ton kém v@i nit dién vién Zsa Zsa Gabor - va hidp dan nhiéu phu nit
khac; nhung tinh yéu cta doi 6ng chinh la khach san Waldorf Astoria.
Vao dinh diém ctia cudc Pai suy thodi, khi cong ty lam an sa stt va bi
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cac ngan hang kiém soat, ong da cat ra tir bAo mot tam hinh khach san
dé lu6n nhac nhé ban than rang 6ng van c6 thé mo mong veé né.

Ong mua mot lwong 16n ¢6 phan dé c6 duge quyén kiém soat
trong khach san vao nam 1949. Trong khi ch¢d dogi, ong tim cach thoat
khoi tinh trang gan nhw pha san. Cudc Dai suy thoai suyt dé bep ong:
“Nguoi ta khong con di du lich. Ngwoi ta khong con buon ban”. So
lwgng dat phong tut doc tham hai. D€ duy tri hoat dong ctia khach san,
ong budc phdi vay t* mot gia dinh giau c6 & Galveston - gia toc
Moody. Trong so cac tai san, ho con s@ hitu mét ngan hang, mot cong
ty bao hiém va mot t¢ bdo. SGm muon roi ho cling sé s@ hitu khach
san cta Conrad Hilton. May man thay, gia toc nay con cé mot cong ty
khach san dang chat vat. Thay vi kiém soat chudi khach san cua
Hilton, ho dé nghi sap nhap, 6ng sé la cha s& hitu thit ba va la quyén
Tong quéan ly cia chu6i khach san méi. Tir d6, cham rai nhung chac
chan, Hilton gianh lai quyén kiém soat doanh nghiép ctia minh.

Neén kinh té bat dau phuc hoi trd lai - va con ngudi cling thé. Lic
ndy, Hilton c6 tdm khach san va muén nhiéu hon nita. Ong mua lai
Stevens Hotel v&i 2.673 phong tai Chicago. Sau dd, ong dé mat dén
Waldorf Astoria. Ong nhan ra ring day 1a mot tham vong thiéu thuc té:
mé& cira ngay tride cudc Dai suy thodi, khach san van chat vat 1ap day
cac phong trong. Thé nhung, khach san m@i va phién ban cii cung tén
cia n6 - bi pha huy dé nhuwong cho cho cong trinh Empire State
Building - c6 sttc quyén rii riéng day bi an.

Hilton viét: “Giac mo MY ctia George Boldt, ngudi quéan ly dau
tiéen cia Waldorf la bién khach san ctia 6ng thanh tam diém xa hoi va
la mot chon dirng chan wu viét - mét tién ich sang trong khong thé
thiéu trong cudc doi va lich st ctia thanh pho noi 6ng dang séng”. Cho
du la thé, ong da thira nhan rang khach san ban dau d6 dwoc biét dén
nhw “sy dién ro cta Boldt”. Cong trinh méi hon cling mang nhitng dau
an lich st twong tw. Nhitng nhan vat noi tiéng tirng & tai khach san
gom c6 Winston Churchill, Pandit Nehru va Gido hoang Pius XII.
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“Luc bay gio, do la khach san ma t6i mudn cé... N6 da lam nén lich
stt. N6 dugc ngudi ta nhac dén. NO tao ra moi thit trir tién”.

Hilton no Iyc thuyét phuc cac nha dau tw rang khach san la mot
thwong vu tot - va cudi cung, ho dau hang trude sirc hap dan cta né.
Cong ty cua Conrad Hilton cé dugc 249.024 c6 phiéu (v6i gia 12 do-la
My/co phiéu) trong tap doan Waldorf Corporation, cho phép 6ng gianh
quyén kiém soat. Vao ngay 12 thang 10 nam 1949, theo cach goi ctia
chinh Hilton, 6ng tré thanh “Nguwoi mua lai khach I san Waldorf™.

Tham chi tai Waldorf Astoria, Hilton cling tan dung t6i da khong
gian noi day: sau khi phat hién ra rang nhitng cot thap cao & sanh
chinh cua khach san déu la “nhitng cay cot gia vdi tinh chat trang tri,
hoan toan rong bén trong va khong c6 chitc nang chong d& cho cong
trinh”, éng da cho lap dat thanh cac ké trng bay bang kinh trong
nhitng chiéc c6t db; chang bao lau, “cac hang kim hoan va nuwéc hoa
tranh nhau quyén dwgc trung bay san pham cta ho”. Cac nha dau tu da
dang khi tin twéng vao ong.

Hilton Hotels Corporation gianh tron quyén s& hitu Waldorf
Astoria vao nam 1972. Bay nam sau, Conrad Hilton qua doi ¢ do tudi
rat dang nguong mod, 91. Nhu noi dung trén trang web cta thuong
hiéu, tén tudi cua 6ng “dong nghia vdi cac khach san khap toan cau”.
Tén tudi do lirng lay dén mitc khach du lich c6 thé nhay 1én mot chiéc
taxi va nhac lai khau hiéu do 6ng dat ra: “Hay dwa toi dén Hilton”.

JW MARRIOTT - NHAN VAT CUA CONG
CHUNG
La nguwoi sung dao thudc gido phai Mormon, John Willard
Marriott (cha) ciing tin vao sttc manh cta 16i cau nguyén. Ong la

nguwoi khat khe vé dich vu, luén y thitc 1o vai tro ctia nhan vién trong
st ménh ctia minh. Khi viét sach vé cong ty vao nam 2012 - Without
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Reservations - con trai ctia ong la JW “Bill” Marriott da khang dinh:
“Cha ludn tin chac rang mdi ban tdm va van dé cia nhitng ngudi lam
viéc cho minh luén xttng dang dwoc lang nghe. Trong mat 6ng, mot
cong ty thanh c6ng ludn dat nhan vién 1én vi tri wu tién hang dau”.

Cong ty nay hién van nhac dén nhan vién nhv “nhitng cong sy”
dé thé hién sy ton trong.

Giong nhv Hilton, JW Marriott xudt than tir vung thon qué: ong
16n 1én trén trang trai cta gia dinh & Utah. Thé nhwng, hat gidng cta
chudi khach san lai dwgc gieo & noi cach dé nhiéu dam - Washington
DC. Vao nam 1921, trén duong trd vé tir nha thd Mormon tai New
England, Marriott di qua thanh phé ndy. Ong nhan thdy su néng bitc
va khé chiu ciia Washington ciing nhw that khé tim thdy mot noi nao
tir té dé uéng mot ly nwdc mat.

Vé sau, ¢ Salt Lake City, 6ng nhin thdy xe c¢d xép hang dai quanh
mot day phd dé chd mua nuwéce tai quay A&w Root Beer. Tat ca nhitng
diéu do6 da khac ghi trong tri nhé ctia 6ng cho dén nam 1927, khi ong
tot nghiép dai hoc. Thong qua mdi quan hé gia dinh, 6ng thuyét phuc
A&W cho phép minh thanh 1dp mdt quay nuéc nhwgng quyén tai
Washington. Ong cling ngudi vo méi Alice Sheets Marriott, ciing 1a
ngwoi quan ly so sach cta 6ng, hwéng vé thanh pho Washington. Con
trai ctia 6ng da ké lai cau chuyén do:

Vao ngay cudi cta ho vao dau nam 1927, cha me t6i nhdy lén chiéc Model T Ford va
huwéng t6i Washington DC... V§i chi mat it tien mat mwon t 1o tién tiét kiém cua ba ndi, ca
hai di qua nhitng con duwong ban thiu ctia dat nwdc trong sudt 11 ngay dé dén duwgc noi can
dén... Cudi cung, khi da dén Washington, ho chuyén vao mot can h song cung mot vai nguwoi

ban va ban ron véi cong viéc budn ban tai quay do uéng nhwgng quyeén do.

Di nhién, Washington khong phai luc nao cling nong birc. Vao
mua dong, bau khong khi tré nén vo cung lanh gia. Do dé, Alice “nghi
ra y twdng bo sung cdc mon néng nhw banh ngo6 tamales va 6t vdi thyc
don. Ho goi nha hang ctia minh la Hot Shoppes. M6t nam sau, ho m&

https://thuviensach.vn



quay an dau tién phuc vu khach ngoi trén 6-t6 & phia dong song
Mississippi. Ttr d6, cong viéc lam an phat trién né rd, tham chi trong
giai doan Pai suy thoai”.

Khach san dau tién cua ho - dugc khai trrong vao nam 1957 - la
The Twin Bridges Motor Hotel tai Arlington, Virginia. Hoan toan
khong phai ngau nhién khi né hién dién trong tam nhin ctia sdn bay
Washington lic bdy gio (hién la San bay quoc gia Reagan). Trong
vong vai nam, khach san hai tang ay da bién thanh toa thap 5 tang véi
cac phong hop, nha hang va lounge tang thuwgng. Vé sau, Marriott
tuyén bo, c6 diéu chinh, rang 6ng la ngudi tién phong véi y twdng
khach san san bay cao cap cho khach du lich thwong gia.

Veé sau, day chinh la nén tdng hoat dong cho cong ty khach san
16n nhat thé gidi. Con trai Bill ctia Marriott dugc chuan bi dé tiép quan
cong ty tir dau, chinh thitc tham gia vao nam 1956 va sau khi hoc hét
nhitng gi can biét trong linh virc kinh doanh nay, 6ng tr¢ thanh Giam
doc diéu hanh vao nam 1972. Trong cudn sach ctia minh, Bill Marriott
nhan manh rang néu coéng ty phat trién dudi sy dan dat cia 6ng, do la
nho 6ng tuan thu chat ché duong 16i chi dan cta cha minh: “Hay cham
soc nhan vién va roéi ho sé cham séc khach hang caa ban”.

Ong tém tt “ndm gia tri c6t 16i” cta cong ty nhu sau: “Dit con
nguwoi lén trede. Theo dudi sy vugt troi. San sang thay doi. Hanh dong
chinh tryre. Phuc vu thé gidi cia ching ta”. Vao nam 1995, Marriott
International mua lai 49% c6 phan cta Ritz-Carlton Hotel Company,
va ba nam sau dé6 la quyén s¢ hitu chinh cong ty nay. Nhw ban doc con
nhd ¢ chuong trudc, Ritz-Carlton cling huwong 1gi tir viéc tap trung vao
mang dich vu dac biét (tham khdo Chwong 4 - Tw “rach” dén Ritz).
Du dvgc xem la nhitng nguoi tién phong nhung c6 1é Hilton va
Marriott kho long gitt cho riéng minh toan bg linh vyc kinh doanh nay.
Thé gigi cia nhitng khach san cao cap da tré nén dong dic: vao nam
1057, hai doanh nhan tré tudi tén Hyatt Robert von Dehn va Jack Dyer
Crouch cting da mua lai khach san san bay cua chinh ho tai San bay
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quoc té Los Angeles. Ban than Hyatt cling rdi khéi nganh kinh doanh
nay ngay sau dé nhung khach san da phat trién thanh thwong hiéu
quoc té. Nhitng tén tudi phai ké dén bao gom InterContinental Group,
tap doan s& hitu thuwong hiéu cao cap Crowne Plaza va chudi thuong
hiéu binh dan hon mang tén Holiday Inn cung nhiéu thwong hiéu khac;
va Accor cua Phap, vGi thuong hiéu sang chanh Sofitel va hai thwong
hiéu khéng-may-sang-chanh Mercure va Ibis. Trén thyc t€, tit ca
nhitng tap doan nay déu s& hitu chuoi thwong hiéu khach san dap tng
hau nhw moi nhu cau va mic gia.

Va r6i con c6 Starwood. So véi Hilton va Marriott, Starwood
Hotels & Resorts Worldwide la mot thwong hiéu phire tap, kho quan
ly, xét vé mat lich sit. Cong ty nay duwgc thanh 1ap vao nam 1991 bai
Starwood Capital Partners - mot cong ty thu mua bat dong san
Chicago vdi si ho trg cua “cac gia toc giau c6” (starwoodhotels.com).
Vao nam 1998, cong ty mua lai Westin, Sheraton va ra mat khach san
W Hotel dau tién. St Regis - thwong hiéu khach san hang sang - duwgc
dat theo tén ctia khach san Sheraton treéc do tai New York. Luon bat
kip xu hwéng, vao nam 2007, Starwood ra mat hai thwong hiéu mdi tré
trung: Aloft Hotels va Element Hotels. Aloft phuc vu kiéu “phong
kiéu gac xép theo phong cach thanh thi” véi “dich vu cong nghé cao”
cho déi twgng khach du lich thudc thé hé millennial, trong khi Element
hwdng t6i phong cach than thién v6i moi truong.

Cac cudc dam phan sap nhap véi Marriott bat dau vao nam 2015.
Dién bién d6 giong nhw mot vii diéu, bdi tai mot thoi diém, nguwoi ta
cam twdng Starwood sé chap nhan 10i dé nghi tir mot lién doanh do tap
doan Ngan hang Angbang cua Trung Qudc dan dat. Marriott nang gia
1én 13 ty do-la My va chét giao dich vao thang 4 nam 2016. Cudc sap
nhap dé cé thé da tao ra mot tap doan khach san 16n nhat thé gidi,
nhung khach hang chi quan tdm dén mot viéc: diéu gi sé xdy ra vGi s6
diém tich lliy ctia ho?
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VAN DPE VE LONG TRUNG THANH

Viéc tap hgp khach hang - dat phong, kiém tra khach nhan/tra
phong, ghi chad nhitng khach hang dac biét - la mot quy trinh ti mi
trong mot khodng thoi gian kha dai, tham chi sau khi xuat hién may
tinh ban. Cac hé thong quan ly (PMS) da dwa ra gidi phap. Pon vi tién
phong trong linh vuc nay la Fidelio Property Management System,
xuat hién vao nam 1987. Tén goi cua don vi nay bat nguon twr thue té
rang nha dong sang lap Keith Gruen bat dau thiét ké phan mém cho
cac nha hat kich:

Di nhién, t6i la mot ké ngoai dao khi bwdc chan vao nganh nay. That ra tat ca déu xuat hién
mot cach tinh cd. Nhw ban thay do, y dinh ban dau cua t6i la viét phan mém cho cac nha hat
kich. Nhung d6i tac kinh doanh cta t6i - Dietmar Mueller-Elmau... thuyét phuc rang mdt khu
nghi dudng hang sang & vung Black Forest cia Ditc muén mua phan mém cda ching toi...
Khi chinh thttc thanh 1ap cong ty vai thang sau do, ching t6i ddt tén la Fidelio, theo tén cta
nha hat, véi suy nghi rang minh sé tiép tuc ban phan mém nha hat. Chung t6i da ban phan
mém nha hat dé tong cong 1 lan. Phan mém khach san... ¢6 phan thanh cong hon.

“PMS Yesterday, Today and Tomorrow”, www.hospitalitynet.org, ngay 5 thang 3 nam

2007.

Sau khi “nhin qua vai” cac nhan vién khach san st dung dich vu
ctia minh, Gruen tién hanh diéu chinh va mé& rong hé théng. “Ching
toi khong sao chép dac diém hay kiéu man hinh cua ai khac. Ching t6i
phat trién nhitng tinh nang dau tién chwa ting c6 trudc day”. Tinh
nang d6 bao gom mot man hinh profile (ho so) riéng danh cho khach
hang, th tr¢ thanh diém mau choét trong hoat dong quan ly mdi quan
hé khach hang cuaa khach san (CRM):

T6i kha chac chan rang chung t6i 1a don vi dau tién thyc hién phan mém quan ly dau tién
hwéng t6i khach hang. Nhitng khach hang lwu tri tai cac khach san/khu nghi dudng ban dau

cda chung t6i déu cuc ky thich thu véi ho so lvu trd khach hang. Chung lwu lai moi thit vé
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moi lan lwu tra cta titng khach. Khong chi cac dit liéu co ban nhuw ho tén va ngay sinh caa con
cai cta khach hang, ma con cé ca can phong noi gia dinh khach hang da & ciing nhv loai rugu
ma ho da goi tai nha hang. H6 so luu tri cua khach hang khong phai la mot Iwa chon, ma n6

¢6 tinh bat budc.

Viéc khuyén khich long trung thanh ctia khach hang da phat trién
thanh mot thit gi d6 gan giong nhw mot loai hinh nghé thuat. Moi tap
doan khach san - va cd méi hang hang khong - déu c6 chwong trinh
cham sé6c khach hang than thiét: Hilton HHonors (Hai chit H d6 1a con
ac mong doi vdi nguwoi stra ban in), Marriott Rewards, Hyatt Gold
Passport... Ho duwa ra nhitng 1gi ich giong nhau: gidm gia, nang hang,
Internet mién phi, trd phong mudn - tat ca déu gép phan cung c6 hon
nita cho hoat dong cham s6c khach hang cta cac thwong hiéu. (Nhan
tien, sau khi Marriott va Starwood sap nhap, hai chuvong trinh cham
soc khach hang than thiét dwgc ap dung song song, v&i nhiéu “cau
nbi” & gitta cho phép khach hang dwgc hwéng lgi tir cd hai thuwong
hiéu).

Tham chi con c6 mot 1é trao thwdng hang nam cho nhitng chwong
trinh 1t khach thuong xuyén: giai thuong Freddie Awards duge thanh
lap vao nam 1988 bai Randy Petersen, nha sang lap tap chi
InsideFlyer, mot an pham hang thang danh cho nhitng hanh khach bay
thuwong xuyén. Gidi thwong dugc Petersen dat theo tén cua nha tién
phong hang khong gia ré Ngai Freddie Laker (xem Chuong 12 - Bay
cang nhiéu cang ré).

Cac giai thudng Freddie tréd nén hap dan bdi vi chiing dugc dya
tréen binh chon cuaa khach hang thay vi chi so sanh gia tri ma cac
chwong trinh cham séc khach hang mang lai vé mat tién thudng, diém
thuong, qua tang... Nhu tap chi Forbes mo ta: “Cho nén, tinh cam cua
khach hang cling c6 vai tro trong cac két qua, chang han nhuw day
nhitng hang hang khéng va khach san cé hinh anh tiéu cuc vé phia
cudi bang xép hang”. (Theo “Céc chwong trinh cham séc khach hang
than thiét ctia cac khach san va hang hang khong tét nhat”, ngay
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5/5/2015). Biéu nay tai khang dinh thyc té rang viéc xdy dung mot
thwong hiéu 1on khong chi xoay quanh nhitng gi ban trao cho khach
hang, ma con & cach ban khién ho cdm thdy. D6 1a thit kho cé thé nhin
thdy dwgc nhung lai rat lién quan dén viéc twong tac gitta con nguoi tw
hai phia”. (D€ biét nhitng ai da gianh dwgc giadi thwdng, hdy truy cap
trang freddieawards.com).

Hau hét cac bo phim déu xoay quanh nhitng khach du lich thuong
xuyén, nhitng ngwdi am anh véi viéc thu thap diém thwéng (vang, it ra
la v6i mot bo phim - Up in the Air vao nam 2009 do Jason Reitman
dao dién vdi su tham gia cia George Clooney trong vai anh chang
quan ly nghién du lich). Va quéa ding nhw vay, c6 cd mot thé gidi du
lich song hanh chu yéu xoay quanh cong dong kinh doanh.

Khi t6i con nho, cha t6i cling la mot khach du lich thuwong xuyén
- mdc du trong vai tro quan ly khu viee caa chudi ctra hang dién lanh,
ong st dung duong bo nhiéu hon dwong hang khong. Tuy nhién, 6ng
van s& hitu thé American Express, thit mang dén cho ong su xa xi va
vé quyén rii mé hodc trong mat ctia mot dia tré nhu t6i.

American Express xuat hién tiw thé ky 19 véi vai tro dich vu
chuyén phat thw tr. Mdi quan hé ctia né véi tr du lich bat nguon tw
mot chuyén hanh trinh chadu Au dwogc thye hién béi JC Fargo (em trai
ctia nha dong sang lap Willam G Fargo), nguoi da mang theo cac tin
dung thuw ma 6ng gdp v6 van kho khan dé quy doi ra tién mat. Trai
nghiém nay da dan dén sy ra doi cta Séc du lich American Express
(American Express Travellers’ Cheque). Tt muc dich ban dau cta
cong ty la tao diéu kién thuan lgi cho viéc chi tiéu trong du lich da dan
dén sy ra doi cta chudi dai ly du lich vao nam 1915. Ngay nay,
American Express Global Business Travel la mot cong ty doc 1ap, van
miét mai dan 16i cho nhitng don vi tién phong trong linh vic du lich
khap thé gidi.

Mot trong nhitng d6i tht canh tranh 16n ctia American Express
Global Business Travel la Carlson Wagonlit Travel, cong ty quan ly du
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lich chuyén vé cac hanh trinh du lich cho nhitng khach hang doanh
nghiép. Hang nay c6 mdi lién hé tir thoi dong co hoi nwdc: nhuw da
nhac dén & phan trudc, chiv “Wagonlit” trong tén goi cia thwong hiéu
bat ngu6én tir hang du lich dai dién cho Orient Express.

Thé nhung, cac cong ty quan ly du lich 16n déu gap phai mot van
de, bdi vi hinh anh ctia mot khach bay thwong xuyén st dung thé
American Express bat dau tré nén 16i thoi nhw chinh nhitng con tau
hoi nwéc. Co mot kiéu khach du lich cong vu khéac - nhitng ngudi lam
viéc trong linh virc cong nghé, hodc linh vic sang tao, hodc c6 van tu
do - nhitng nguoi thich mang giay sneakers va st dung may Mac.
Nhitng doi twogng khach du lich nay thich dat vé trén dién thoai va
chon nhitng khach san khac la - hay tham chi cac can ho Airbnb - bén
ngoai mang lwdi du lich chinh théng. Cac trg 1y du lich do thong qua
cac ing dung dwa trén tri thong minh nhan tao (AI) - cho phép nguoi
dung “chat” dé hoi thong tin vé cac chuyén bay va dat phong khach
san theo thoi gian thyc - cling dang thu hit nhém khach du lich nay.

Cac cong ty quan ly du lich da no luc gidi quyét sy “ro ri” nay
bang cac wng dung di dong riéng va cac hé thong tich diém qua tro
choi, nhung boi canh du lich cong vu dang thay déi nhanh chong.

Cac nha cung cdp théng minh da theo doi su tién trién nay - va
mot trong s6 ho da nghi ra mét y twdng cue ky thi vi cho khach san.

PHA VO MO HINH KHACH SAN THUONG
MAI
Hans Meyer da hoat dong véi vai tro nha quan ly khach san ngay
tir dau - 6ng dwgc dao tao tai truong Hotelschool The Hague va truong

Quéan ly Khach san Cornell. Sau d6, 6ng lam viéc cho nhiéu chuoi
khach san 16n khap thé gidi, va két thiic vao nam 2003 vGi tap doan

https://thuviensach.vn



khach san cua Tay Ban Nha NH Hotel Group, noi ong phu trach phat
trién kinh doanh cho khu vue bic Au.

“Vao thoi diém do, tdi nhan ra hai diéu”, ong noi. “Thit nhat, toi
muon cai tién linh viee kinh doanh khach san. Thit hai, that khé dé lam
duwgc diéu nay trong mot cong ty 16n”. Hans roi cong viéc ctia minh,
sau d6 khéi xuwdéng va dong sang 1ap nén khach san CitizenM duya trén
y twédng vé khach san xa xi véi miéc gia chap nhan cho nhitng khach
du lich tré tudi (hodc c6 tdm hon tré trung). Xin trich tir mét video trén
Youtube ctia CitizenM: “Song trong nhitng hanh lang dwgc thiét ké
kiéu phong riéng, cong nghé mdi nhat, do an va nhitng ly cocktail
tuyét hdo ludon cé san 24/7, va tat ca nhitng gi mién phi trong thé ky
21, chang han nhw wi-fi, nhitng bd phim theo yéu cau”. Xin chic
mung. Pa ting can thiép vao mo hinh khach san giai tri trude do, luc
nay, Hans bat dau dé mat dén linh vic khach san kinh doanh. Va 6ng
bat dau nghi 16n:

Su6t 15 nam qua, Internet cing vdi toc do bang thong rong nhanh hon va két cau ha tang
hoan thién hon da cho phép moi ngwoi hoat dong mot cach doc 1ap vé thoi gian va khong
gian. Trong sudt s nghiép cia minh, c6 nhitng giai doan t6i phai di du lich khodng 25 ngay
moi thang, va sudt nhiéu nam, t6i nhan thdy nhitng giéi han trong phong cach lam viéc nay
ngay cang it di. Do d6, cau hoi dat ra la: diéu gi sé xdy ra khi ban mu6n kham pha thé gigi tw

gbc nhin ctia ngwdi lam viéc thay vi goc nhin caa khach du lich?

Trong khi CitizenM lam thay doi hoan toan khai niém vé khach
san hang sang danh cho khach du lich ngau hitng, linh vie can ho dich
vu va luu trd dai han van hoat dong theo cach rat truyén thong. Thoi
co chin mu6i, Hans ty nha. “C6 nhiéu cdi tién trong linh viyc khach
san truyén thong, nhwng lai c6 qua nhiéu han ché trong linh vue luu
tru dai han, chi goi gon trong pham vi phong givong doi, 10 vi song va
tat ca chi c6 vay”.

Nam & diém giao giita phan khic dich chuyén nhanh chéng gém
cac khach du lich thvong gia tré tudi chudong cong nghé va cac can ho
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dich vu binh lang la... gan nhv khong c6 gi. Co6 1é chi c6 Airbnb
nhung r6i ai sé dén va thu don do dac dé giat giti? Hans da nhin thay
mot co hoi.

“Sé thé nao néu t6i tao ra mot danh muc san pham hoan toan
ma@i? Mot sy lai hgp gitta nha ¢ va van phong, vdi cac dich vu khach
san va khéng khi sam uat ctia mot khu dan cw thinh viegng, khi dé, né
sé la mot noi két no6i va twong tac rat tot”.

Pé thir nghiém y twdng ma gio day ngudi ta cé thé diéu hanh mot
cong ty & bat ct noi nao, vao thoi diém dé, Hans da lam viéc suot hai
thang tai Buenos Aires, Washington va Bali. Két qua dat dugc v6 cung
my man, do do, ong bat dau phong van téng cong 150 vi khach du lich
cong vu dé xac nhan cic y twdng cia minh. Ong yéu cau Future
Laboratory tai Luan D6n tién hanh khao sat chuyén sau vao phan khiic
du lich m&i néi nay. Tat ca cac két qua hién thi déu tich cuc.

“Cung v6i doi tac kiém nha dong sang lap Marc Jongerius, ching
toi quyét dinh xuc tién cong viéc va tao ra thit ma ching t6i goi la
‘mang lwdi két ndi ngoai tuyén’, mot chudi cac diém dén noi nhitng
nguoi theo dudi phong cach song nay co thé gap gd va giao lwu véi
nhau”.

Khéach san Zoku dau tién - trong tiéng Nhat, Zoku c6 nghia la
“gia dinh”, “bo lac”, hoac “gia toc” - khai trong tai Amsterdam vao
thang 6 ndm 2016. Khach san c6 133 khong gian séng theo phong
cach can ho gac mai, vdi tat ca tién nghi can thiét cho mot cudc song
doc lap, di kem dich vu kiéu khach san nhw giat kho, don phong va cac
thiét bi van phong nhw may chiéu, mdy in chuan, may in 3D, cung d6i
ngli nhan vién c6 thé ho trg xay dwng mang luwdi kinh doanh va két noi
vOi nguoi dan dia phuong.

Bén canh qudy bar, phong khach, nha bép va khu sinh hoat
chung, khach san con cé cac phong hop va khong gian t6 chitc sy
kién. “Khach san nay thuc sw dugce thiét ké cho muc dich Iwu tra 1au
dai”, Hans cho biét. “Cang lwu tru 1au, ban cang nhan dwoc nhiéu gia
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tri. Néu ban & trong hai ngay, mitrc gia sé khoang bang vGi gia phong
khach san 4 sao. Nhung néu ban & trong hai tuan, mitc gia sé bang gia
phong khach san 3 sao di cung nhiéu lgi ich hon”.

No6i cach khac, 6ng khéng nham dén nhitng nha kinh doanh chi
dén Iwu lai vai ngay trong thanh phé ma hwéng tdi nhitng vi khach sé
lwu tra nhiéu tuan - cé nhiéu thoi gian dé thay chan hodc co don:

D6 la 1y do vi sao chiing t6i cé cac thanh vién dugc goi la “ban noéi kho” hay “tri ky”,
nhitng nguwoi ma moi nguwdi tim dén khi can gitip d6. Ho biét moi ngéc ngach cta thanh pho
va c6 thé giup ban thiét 1ap mang Iwdi xa hoi hodac mang lwdi kinh doanh. Linh vyc kinh
doanh khach san c6 xu hwéng dién ra theo quy trinh: ban gdp ngudi dat phong cho ban va ban
ti€p xtc vadi ho chi trong khoang 15 phit. Nhung réi ching t6i muén di xa hon thé. Nhan vién

cda chung t6i sé giong nhu nhitng trg ly riéng cia ban.

Khi khach nhan phong, mot “nguoi tri ky” sé moi ca phe, tro
chuyén vé nhitng s& thich va nhu cau ctaa khach. “Cé thé ho biét dwoc
ai dé trong khach san hodc trong thanh phé c6 cung s@ thich hodac nén
tang giong véi ban. Va néu ban thich, ho c6 thé ding ra sap xép mot
cudc gdp go”.

Céc su kién dinh ky bén trong khach san sé gitip khach ti€p can
v6i cac ca nhan va doanh nghiép ma ho thay hitng thi. “Ching t6i
muodn moi nguwdi khi rdi di sé cdm thdy ban than hiéu vé thanh phd
hon so véi khi ho méi dén”.

Hoat dong tiép thi dugc thue hién thong qua hinh thitc quan hé
cong ching (PR) va phuwong tién truyén thong s6, dwa trén khau hiéu:
“Danh dau s két thic caa kiéu phong khach san nhuw ching ta déu
biét”.

Hans gidi thich: “99,9% phong khach san déu tdp trung vao
giwvong ngud, noi ban khong thé moi ngwoi khac ngoi 1én dé tro chuyén
hay uong vGi nhau mét ly. Con trong cac phong khach san ctuia ching
t0i, tam diém la ban an nha bép”.
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Trong cac can phong ctua Zoku, givong ngu - dat trén mot gac
Itrng - dugc tiép can bang mot chiéc cau thang ma gia cha c6 thé dé
dang xép lai va gidu di gon gang phia sau 16p ctta chép tién dung. Bén
dwéi duge bo tri mot chiéc ban an danh cho bon ngwdi ma ban c6 thé
dung dé 1am viéc hodc dn uéng. Y twéng ndy dugc thé hién qua mot
doan phim ngan tryc tuyén ma vé sau trd nén ndi tiéng khi dugc trang
tin titc Reddit dang tai - va da thu hit dugc sy chd y ctia cac kénh
truyén thong chinh thong.

DPo6i v6i Hans, thiét ké chi chiém mot nita cau chuyén: 6ng thiét
tha tao ra mot kiéu thé gigi song hanh, noi danh cho nhitng vi khach
du lich am hiéu cong nghé va thich gap go, giao lvu véi ngudi khac.

Hay nhu cach n6i cia Hans: “Khéach san ctia ching t6i rat khac
biét, nhwng vao cudi ngay, chi nhitng ngwoi dang song trong dé mdi
khién cho n6 btrng lén sttc song”.

DIEM NHAN CUA HANH TRINH

Conrad Hilton nhanh chéng nhéan ra rang chia khéa dé van hanh mot
khach san c6 1ai la tan dung t6i da khong gian ctia né.

Hilton bién hanh lang khach san thanh mot nguén lgi bang cach xay
nén cac gian trung bay dé cho thué, ttr quay bao, quan 4o, tiém ca phé.
Ca Hilton va doi tha cua ong la JW Marriott déu hiéu rang viéc tao
dyng niém kiéu hanh, trach nhiém va tinh than dong doi gitta doi ngii
nhan vién khach san da dem lai chat lvgng dich vu tét hon cho khach
hang.

Viéc xdy dung dugc niém tin cia khach hang trong mot thi treong
dong duc da tré thanh noi am anh cua cac tap doan khach san. Tét ca
cac chuong trinh cham séc khach hang va cong nghé duoc thiét ké dé
theo doi s@ thich cua khach hang.
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e Nhiéu cong ty 16n da tim kiém nguon ho trg tir cac chuyén gia bén
ngoai nhv American Express va Carlson Wagonlit Travel.

e Thé nhuwng, mot thé hé mdi gom cac “cong dan toan cau” am hiéu
cong nghé dang tim kiém nhitng thit virgt ra khoi cac khach san truyén
thong.
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10
KHACH SAN BOUTIQUE PA TRO
NEN THOI THUQONG NHU THE
NAO?

“Toi khong bdn gidc ngt - toi ban sy diéu ky.”

Lﬁn t@i, khi ban qua dém tai m6t khach san boutique va thdy phong

minh cé vé hoi nho, hdy nhé rang tir “boutique” dwgc dinh nghia bédi
mot cyu tu nhan tén Steve Rubell, von tirng la 6ng chu hép dém. Cung
vOi nguwoi ban than Ian Schrager, 6ng da diéu hanh mdt hop dém
huyén thoai mang tén Studio 54 (ngay nay la Nha hat Broadway) tai
thanh pho New York. Néu cho rang cac bién phap kinh doanh ctia 6ng
la phi truyén thong thi d6 la cach néi gidm nhe; tham chi Rubell da
thtra nhan rang cac s6 sach ghi chép cua 6ng dugc chia thanh ba cot:
“dong tién vao, dong tién ra va cac khoan bién thu”. (New Yorkers &
Co, The New York Times, ngay 11 thang 7 nam 1988).

Bi budc t0i tron thué vao nam 1979, bd doi bi giam trong cung
mot xa lim tai nha tu lién bang & Montgomery, Alabama. Ho tranh
nhau giwvong nga phia trén. Cudi cung Schrager thang nhuwng van
nhwong lai cho nguwdi ban gia cia minh. Bo doi da dong cam cong kho
cung nhau: theo to New York Times, ho gap nhau khi dang hen ho cung
mot cO gai & Pai hoc Syracuse. Sau dé la hop dém Studio 54, noi van
cho ta cdm giac nhu thé n6 can phai thé, cho du bat nguon tir nhitng
hoat dong phi phap vao thap nién 1990, mot thoi gian lau sau khi cac
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nha sang lap da roi khéi noi nay. Trong mot giai doan ngan ngui vao
cu6i thap nién 1970, khi dwdi sy quan ly cua bd doi nay, Studio 54 la
mot hop dém dang khao khat nhat thé gigi. Mot phan la nhd & thiét ké:
cac hop dém voén thuwong téi tam va riéng tw, con Studio 54 lai toan
anh sang va day pho truwong, vGi “cac vi tri” cac thé dugc dich chuyén
va thay doi cau tric. D6 1a noi dé duge nhin thay, khong phai noi dé
lan tron.

Rubell va Schrager van s@ hitu gu tham my thiét ké pho truong
nay khi man han tu 13 thang sau d6. Ngoai ra, ho chang con gi khac.
N6i theo ngdn ngit cia The New York Times: ”Ho van ng Chi Sam
gan 400.000 d6-la My, Citibank khong bao gio cho phép ho md tai
khodn, du la tai khoan vang lai, va thé tin dung lai cang khong. Tién
an cua ho dong nghia vGi viéc ho khong thé c6 duge gidy phép ban
rrou va do do bi cam diéu hanh cac hop dém”.

Ho khong tuy hao vé qua khit cia minh: nhitng cudc phong van
dwgc thue hién vao thoi diém dé cho thay ho bi tritng phat nhwng van
quyét tam lam lai tw dau.

Va ho quyét dinh mé mot khach san.

MOI NGUOI PEU TIM PEN MORGANS

Mot phan la do nhu cau, phan nita 1a ho cam nhan dwgc nhip
song s6i dong cua thanh phd. Va tai thoi diém do, ho biét rang boi
canh vé dém dang suy yéu. Nguoi ta n6i nhiéu vé AIDS. Moi nguoi
thich cdm gidc qudy quan am ap bén nhau hon cac budi tiéc tung.
“Pay khong phai la thoi diém danh cho hop dém”, Rubell néi véi
Times. (Bi kich thay, Rubell lai chét vi AIDS vao nam 1989). Giai
phap 1a cung cap cho ho mot noi hoan hdo dé quay quan bén nhau.

B0 d6i nay tim thdy mot khach san can sang nhugng cé tén
Executive trén Dai 16 Madison, nam gitta con pho 37 va 38, cach ngéi
nha cii cia nha dau tu tai chinh wa gay g6 JP Morgan (1837-1914) mot
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quang ngan. Day khong phai la mot noi bong bay: mét s6 phong dugc
cho thué vai lan trong dém. Ho dat cwoc tat ca nhitng gi minh co6 -
60.000 do-la My - dé dam bao hgp dong thué toa nha toi tan tri gia 6,3
triéu d6 nay, sau do thuyét phuc mot nha dau tw bat dong san New
York ho trg von. Diém thuan 1gi la c6 mét diéu khoan trong hgp dong
cho phép ho dugc sit dung toa nha ma ho khong sé hitu lam tai san thé
chap vay von. Thé nhung, cho du c6 duwgc diéu khodn thuan 1gi nay,
ho biét rang ho phaéi “tim cach nao do”.

May man thay, khodng thoi gian lam hop dém da day ho cach
khoac 16p 4o hao nhoang lén nhitng th ré tién. Studio 54 ting s
dung nhiéu chat liéu go céng nghiép dwoc son den. Nhiéu nam sau,
Schrager ké vGi phéng vién New York Times: “Vi ching t6i tao ra
nhitng thit rat phong cach... ching téi da viit bo nhitng y twdng truyén
thong vé sy hao nhoang”. Thay cho mé6t cay biat muc dwgc cap mién
phi trong phong cho khach Iuwu trg, ban sé c6 mot cay but chi den. Va
vi cdy but chi ay trong that phong cach nén ban sé hai long véi no.
Twong tw, ban cé thé khong quan tdm dén viéc san nha tam duoc 14t da
phién Vermont thay cho loai d4 cam thach nhap khau dat do. (“The
Cool War”, ngay 27 thang 3 nam 2001).

Khéach san Morgans cé tong cong 154 phong c& nhé. Vao thoi
diém dugc Rubell va Schrager hoan thién, tdt cd déu khong con tao
cam giac nho nita. B6 d6i da moi Andrée Putman, nha thiét ké noi that
thoi thwgng nguwoi Paris, giip ho khoac 1én noi nay mot bo canh mai.
Putman nhd lai lan dau tién khi nhin thady Executive, ba da that sy mat
tinh than. “T6i da nghi day la trd dua. Ban biét do, t6i la ngudi Phap,
va t6i co nhitng y twdng nhat dinh. T6i khong tin n6i rang do la mot
noi dé lui tdi. That qua s6c. Nhitng con nguwdi dang chan nhat. Va c6
1& 1a nhitng mén do6 nodi that xau xi nhat ma t6i tirng thdy trong doi”.
(“The Comeback Kids”, New York Magazine, ngay 22 thang 7 nam
1985).
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Mot budi thit phong & khach san da cho thdy ban c6 thé dat dugc
nhitng gi chi voi vai tht it 6i. Nhitng buc twong dwgc xit Zolatone,
mot loai son mau xadm gitp tao nén vé tinh té don gian. Twong kinh
trong nha tam la loai thwong dwgc sit dung cho cac tdm chan trén xe
buyt. Vi dinh hwéng thiét ké d6, Putman bt tay vao viéc. “Y twdng
cha dao la khong pho truong, kin dao va khong dugc trong nhv mot
can phong khéach san thwong mai”, ba néi. Y twéng dé da dwoc thuc
hién v6i nhiéu mau den va xam, cung v6i “vai nét chdim pha mang
tong mau dwa vang va lam ngoc”.

Mot so chi tiét nho dwoc Rubell nhac dén véi muc dich tao cam
giac boutique*, khién moéi can phong trong nhw mot ctra hang thoi
trang thu nhd, hay mot can nha cia “dan art” tai New York. Trén
twong la nhitng bitc hinh trang den ctia Robert Mapplethorpe, “nhitng
hoc twong dé giau dién thoai khoéi tdm tay va tam mat, rém cira so, t
lanh chita cac mén do an vat, binh da lanh... Ti-vi, ban chai mau den”.

Mot diém khién moi nguwdi chd y 1a givong ngu, noi dugc trang
bi chan l6ng vii thay cho tam trai giwvong truyén théng, duwgc boc bang
chat liéu vai cao cap ctia Brooks Brothers*. Thé nhung, chinh “nhitng
can phong tam nho xinh” md&i thé hién dang cap thiét ké dich thuc,
gach lat 6 vuong trang den xen ké danh lira thi gidc, bon rita mat bang
thép khong gi theo kich c¢& hang khong va guwong soi hinh bau duc.
(“Design Ideas in two New Small Hotels”, New York Times, ngay 20
thang 9 nam 1984).

Morgans chinh thitc khai trtong vao ngay 1 thang 10 nam 1984
vOi doi ngli nhan vién lé tan trong nhw (va lic nao ciling nhuw) dan
nguwoi mau va dién vién tai nang dang do xuan sac. Ban dau, hau hét
khach lwu trii déu la gidi doanh nhan, nhing Rubell va Schrager van
quen biét di cac ng6i sao hang A dé c6 thé ké tén mot vai trong sé do.
Bianca Jagger* la ban ctia ho; Calvin Klein cling cam két ho trg bo doi
nay. Nhitng nha quén ly khach san thdi ky dau thwong khong da kha
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nang tai chinh cho cac hoat dong quang ba, do dé, viéc dugc truyén
thong va cac nhan vat noi tiéng nhac dén c6 y nghia vd cung quan
trong. Day sé la chién lwgc ma b doi nay ap dung cho khach san cia
minh. Nhu Schrager da néi: “Ban c6 thé dwgc quang ba mién phi tri
gia ca triéu do bang cach t6 chirc mot bira tiéc tri gia 10.000 do”.

Nhitng ngwoi noi tiéng tim dén va ca bao chi ciing bat dau viét vé
ho. Vao thang 12 nam do6, The New York Times viét rang nhom nhac
Rolling Stones da t6 chirc tiéc & khach san va Bianca Jagger thuong
xuyén duwgce nhin thiy trong thang may tai day. Bong thoi, to nay cling
dang mot bai viét cAm dong vé mot cw dan 16n tudi nhat -Beulah Baer
96 tudi, nguwoi da chuyén dén séng & Executive vao nam 1927 - da
duwoc phép ¢ lai can phong ctia minh, dugc tan huwéng moi tién ich tw
“nhitng banh xa phong nho xa hoa va nhitng chiéc khan tam sang
trong” giong nhu moi khach hang thoi thuwgng dang Iwu trd tai khach
san. (“A voice from the past in the stylish present”, ngay 15 thang 12
nam 1984).

bung nhv tryc giac mach bao cua hai nha sang lap, khong vi
khach nao quan tdm dén kich c& phong & Morgans. Hau hét déu tiéc
tung dén tan khuya nén chang buén chi y. Nhuw Schrager tirng noi:
“T6i khong ban giac ngt. T6i ban diéu ky diéu”.

Sau khi da cung c6 vi tri vitng vang ctia Morgans v6i hinh anh
“thodi-mai-nhw-6-nha”, cac doi tac kinh doanh bat dau tap trung chu y
vao Royalton - mot thwong hiéu 16n hon nhiéu. Toa nha 205 phong
theo phong cach tan Georgia trén phd 44 nam & ngay géc doi dién
khach san nhiéu tang Algonquin. Schrager, Rubell va cac cong sy cua
ho 1én ké hoach bién Royalton thanh mot khach san thoi thuwgng
huwéng tGi tang 16p sang tao cnia giai doan cudi thap nién 1980, nhw
cach Algonquin da lam vao thap nién 1920 do6i véi cay buat 1ém linh
Dorothy Parker va hdi van chwong yéu do uéng c6 con cua ba.
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Lan nay, ho chon Philippe Starck*, nha thiét ké gan bé mat thiét
vGi phong trao boutique trong vai tro nguoi khdi xwong. Sy xa xi theo
phong cach t6i gian dugc chuyén tai qua “da cam thach mau luc sam,
da phién xanh réu, gdb mahogany sang bong va nhom dic”. Hanh lang,
“mot khong gian hinh tru dep mat rong hon 900 mét vuéng”, sé tré
thanh diém giao lwu ctia khach, véi mot “quay bar riéng biét dwoc
thiét ké theo phong cach quan rugu bén trong khach san Ritz Paris”
cung m4t nha hang 100 cho ngoi. (“At 90, a Dowager of a Hotel Turns
into a Witty Sylph”, The New York Times, ngay 29 thang 9 nam 1988).

Va moi thit cit tiép dién. Starck trd lai v6i mot dy an khac,
Paramount, & West 46" Street. That buon khi Rubell roi khoéi cubc
choi, nhwng Schrager van tiép tuc cing c6 hoat dong kinh doanh.
Danh sach khach san cit dai ra, ban dau la véi tap doan Morgans Hotel
Group (trong s6 d6 c6 khach san Delano & bai bién Miami, khach san
Mondrian & Los Angeles va khach san St Martin’s Lane ¢ Luan Don),
va vé sau la dwdi sw quan 1y ctia cong ty dwge dat theo 6ng (dirng bo
qua co hdi ghé dén thwéng thirc vai ly tai khach san Gramercy Park
Hotel “dam chat haute Bohemian” & New York). Mot khach san
Schrager dong nghia v&i phong cach thiét ké gay sing sot, nhitng vi
khach tran ddy cam hitng va mot bau khong khi phan khich kho lan.
T4t ca déu thé hién ddc trung riéng cta Schrager hoa quyén giita tinh
thue tién va tri twdng twgng diéu ky.

Phong cach 4y da bi sao chép khap noi, va theo thdoi gian, twr
“boutique” da bi lam dung. C6 nhitng thoi diém, bat citr khach san nao
s@ hitu kiéu noi that “chat riéng” va toat 1én vé thoi thwong déu tu
nhan minh la khach san boutique.

Thé nhung, mot tap doan khach san da dwa khai niém nay 1én tam
cao mai.
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W HOTELS VA SU BUNG NO CUA KHACH
SAN BOUTIQUE

Y twéng tién phong ctia Rubell va Schrager chic chén thu hit sy
chd y ctia nhiéu ngwdi va thyc té 1a ¢6 hang ngan don vi da lam theo.
Thé nhung, Starwood Hotels & Resorts da nam bat va cong nghiép
héa y twéng nay. B6i canh bar day s6i dong, nhitng nha hang thinh
hanh, “nhitng budi tuyén lwa” cac nhan vién lé tan: tat ca déu quen
thudc v6i nhitng ai tirng Iwu trd tai khach san ctia tap doan Morgans.
Starwood goi tén thuwong hiéu mdi cua minh la W va dinh vi né nhu
mot trai nghiém phong cach song theo dinh hwdng thiét ké.

Hanh trinh dau tién cua thwong hiéu nay 1a W New York, dugc
khai trtong vao nam 1998 trong khuon vién ct cua khach san Doral
Inn & sO 41 DPai 10 Lexington. Trang web cta tap doan mo ta khach san
nhuy “mot hién twgng tic thi”. Ngoai ra con cé: “Thanh cong cua
khéch san da thic day sw phat trién ctia hon chuc céng trinh tai nhiéu
diém dén khac - bao gobm Los Angeles, Chicago, Seattle va Seoul -
trong mét ké hoach hai nam chwa titng c6 trede day. Moi khach san
déu cé nha hang riéng va cac khu vyc quay bar thu hut khéng chi
khach lwu tra tai khach san ma ca nhitng thuc khach c6 anh huéng tai
dia phvong”. (“About W Hotels”, Starwoodhotels.com).

Hon mot thap ky tiép theo, Starwood nhanh chéng ra mat chudi
khach san twong tw. Khi thwong hiéu W dat chan dén Quan nha hat
(Theatre District) cia Boston vao nam 2008, tong quan ly William
Bunce da m6 td bang cum tr “The world of wow” (chai chit trong
tiéng Anh nghia la “Thé gidi ctia nhitng diéu tuyét diéu”). Khach san
W thit 34, khach san 235 phong tai Boston, gom cé “mot nha hang do
dau bép noi tiéng Jean-Georges Vongerichten dam trach... mét spa va
mot lounge dwéi mat dat”. (“W Hotel ready to enter, stage left, to
spotlight”, The Boston Globe, ngay 18 thang 10 nam 2008).
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Bai béo lwu y rang, tai khach san W Times Square & New York,
tham trong thang may dwoc thay ba lan méi ngay dé noéi “chao buoi
sang”, “chao budi chiéu”, va “chao budi t6i”. Anh sang & khu vic
hanh lang, dugc biét dén nhw “phong khach”, dwgc diéu chinh sudt
trong ngay theo mic gidm dan cho dén khi chi con la thit anh sang rat
mo khi dém xudng. Bunce mo td y twéng khach san W nhu “mot 6c
dao gitta long thanh pho”.

Mot tén tudi khac gan lién v6i phong trao boutique la Kimpton
Hotels & Restaurants, do Bill Kimpton sang lap vao nam 1981.
Kimpton tin rang chia khéa dé tao nén mot khach san hoan hao la
“tinh ca nhan”, ca vé mat phong cach cua khach san lan cach tiép can
khach hang ctia d6i ngli nhan vién. “Cach cham so6c hiéu qua nhat la
xem khach hang nhw mot ca thé duy nhét so véi mot ca thé duy nhat
khac”. (“How Kimpton Hotels Scaled Its Culture”, tap chi Inc., thang
3 nam 2014). Chién lwgc cua khach san la tap trung vao chat luvgng &
moi khu vire, tir ndi that, dich vu cho dén am thure. Vi ly do do, thuwong
hiéu da phat trién mot cach than trong. Mac du trd thanh tdp doan
khach san boutique 16n nhat tai My nhwng thwong hiéu nay khong ma
rong ra nudc ngoai. “Nhu cau duy tri ban sac van héa ctia thwong hiéu
c6 tac dong dén toc do khai trwong khach san méi. Kimpton tir choi
nhwgng quyén thwong hiéu va ludn than trong vdi viec mé réng ra
nwdc ngoai, lo sg rang ‘s ky diéu ctia Kimpton’ sé chuyén sang cac
thi trwong khac”.

Tuy nhién, tat cd nhitng diéu do bat dau thay doéi khi tap doan
khach san InterContinental mua lai Kimpton vao nam 2014, tiép theo
la viéc ra mat khach san Kimpton dau tién tai hai ngoai, Amsterdam.

Khong cé 1y do gi InterContinental la tap doan duy nhat dau tw
vao linh vuc khach san boutique. Khi cac nha quan ly khach san 16n
bat dau theo du6i mo hinh Airbnb dé gianh 14y miéng banh thi phan
trong phan khic khach hang thé hé millennial, mot loat thwong hiéu
nhanh xuat hién, bao gobm Cordis tir Langham, Hotel Jen tit Shangri-
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La (khéo léo dinh vi “Jen” nhw mot nha quéan ly do két hgp cac y
twong thiét ké tv nhitng chuyén du ngoan khap thé gidi cua co) va
EDITION - thwong hiéu do Marriott hgp tac véi Ian Schrager. Tat ca
mang lai mét cai nhin hoi khac vé khach san khi xem noi nay nhv mot
diém giao Iwu va dién dan thiét ké.

Sé that thiéu s6t néu t6i khong nhac dén mot nha quan ly khach
san noi danh khac di theo ddu chan ctia Schrager: André Balazs vGi sy
nghiép ciling di theo mot quy dao twong tw mac du cé xuat phat diém
hoi khac. Kiém dwgc cd gia tai t cong ty cong nghé sinh hoc
Biomatrix ma 6ng phat trién cung véi cha minh, vao nam 1990, Balazs
mua lai khach san Chateau Marmont huyén thoai trén Pai 16 Sunset,
Los Angeles du lic nay khach san da c6 phan xuéng doc. Balazs tim
cach nang cap khach san trong khi van gii lai linh hén Old Hollywood
cta thap nién 1920. Khach san tiép theo cia 6ng la mdt cai tén mai
mé: Mercer & SoHo, dvgc mua lai vao nam 1989 nhung sau bao “tri
hoan va hét tré ngai nay dén su c6 khac” va mai cho téi mot thap nién
sau m&i chinh thitc ra mat dé canh tranh v6i cac khach san boutique
hién c6 tai quan nay (“Up in the Old New Mercer Hotel”, New York
Observer, ngay 9 thang 3 nam 1998).

D€ ché khach san Balazs hién sé& hitu khach san Sunset Beach &
Long Island, bon khach san mang thwong hiéu Standard (& khu sam
uét ctia Los Angeles, Hollywood, High Line va East Village O New
York) va thuwong hiéu Chiltern Firehouse dinh dam tai Luan Bon. Noi
dung cac bai phong van déu khang dinh rd cach tiép can cta Balazs
chinh la hinh anh phan chiéu tir phong cach ctia Schrager va Rubell:
chting khéng phai 1a khéch san, chiing 1a “trdi nghiém”. Ong tham chi
con cho rang moi khach san déu c6 mét “cach ké chuyén”, mot cau
chuyén dé hap dan khach hang.

“T6i nhin thay vai tro ctia minh va vai tro ctia cong ty minh nhw
mot kiéu studio Hollywood kiéu cii”, 6ng chia sé vdi trang web thiét
ké Dezeen. “Chting t6i hoat dong theo kiéu tim xem ai la tac gia gioi
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nhat, la dao dién gioi nhat, ai la dién vién ma minh c6 thé dwa vao, ai
la nha thiét ké san xudt gioi nhat, nha sang tac giéi nhat va ching toi
sé tap hgp ho thanh mot doi. Ching tdi cé nhitng ngudi thiét ké dong
phuc, nhitng ngwoi thiét ké nén cac thit khac”. (“Chung t6i khong tim
dén nhitng kién tric sv da c6 phong céach riéng”, André Balazs cho
biét vao ngay 10 thang 9 nam 2015).

Ong ciing so sanh vai trd ctia cidc quan bar va nha hang tai cac
khach san ctia minh véi vai tro ctia nwéc hoa va kinh mat trong nganh
thoi trang xa xi: ching la nhitng phan dé tiép can cua gidc mo, trong
khi nhitng can phong dat gia sé twong dwong véi thoi trang cao cap
haute couture. (“André Balazs, 1’hotelier star”, Les Echos, ngay 15
thang 7 nam 2016).

Nhan tién néi vé diéu nay, sw két hgp gitta khach san va “phong
cach song” da thic day nhiéu thwong hiéu thoi trang ra mat khach san
boutique cua riéng ho: trong s6 nhitng tén tudi thanh céng c6 chuobi
khach san “Casa Camper” tai Barcelona va Berlin - do thvong hiéu
giay Tay Ban Nha diéu hanh - va mot s6 khach san thudc thwong hiéu
Armani va Bulgari. Renzo Rosso, nha sang lap thuvong hiéu denim
Diesel, da “voi vang” mua lai khach san Pelican & South Beach,
Miami ngay sau khi ghé tham khu nay vao nam 1990. Du nguoi ta
khong nhin thdy béng dang tir “Diesel” & Pelican nhung cach bai tri
dam chat vién twdng-hoai c6 cua khach san da thé hién dwgc phong
cach khac la cta thwong hiéu nay. Giong nhue Camper, Rosso sé hitu
khach san ctua riéng minh, nhung hau hét cac hoat dong quéan ly va
diéu hanh khach san déu duwoc lién két véi cac nha quan ly truyén
thong (chang han nhw Bulgari vGi Marriott, Armani v&i Emaar
Hospitality c6 tru sé tai Dubai). Nhitng thwong hiéu nay da trao quyén
str dung tén tu6i ctia ho mot cach hiéu qua.

DPo6i v6i nguoi tieu dung, boi canh cta cac khach san boutique c6
phan kho hiéu. Vi mo6i khach san déu pho trivong nhitng nét riéng cta
ho, lam sao ban c6 thé biét chac da chon ding loai phu hgp v&i phong
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cach cia minh? Trong khi dé, cac khach san thwong mai c6 tinh nhat
quan ma khach hang c6 thé yén tam. Nhitng chudi khach san dwoc
nhac dén ¢ phan trwdc déu thé hién 10i hiva vé tinh nhat quan, trwdc
sau nhv mét cta ho, nhung sé thé nao néu ban muon & tai mét khach
san that sy doc lap?

Mot so khach san d6 déu la thanh vién cua cac hiép hoi twong tuw
nhv Leading Hotels of the World. Chang han nhw Design Hotels
(www.designhotels.com) v&i 260 khach san tai 50 quoc gia. Cac khach
san thanh vién c6 thé tiép can cac kénh phan phoi va kinh doanh
chung, trong khi khach hang cé thé lwét qua cac hinh anh an twgng
trén trang web (hodc qua cuén catalo thuwong nién day 500 trang) va
dat phong ma khong can phai ton nhiéu céng sitc tim kiém.

Thé nhuwng, sy bung né cua khach san boutique ciing tao ra mot
hé sinh thai gom nhitng ngudi sang tao nodi dung: cac blogger va tw
van du lich, nhitng ngwoi xem viéc danh gia va gigi thiéu cac trai
nghiém khach san t6t nhat thé gigi nhv mot nghé nghiép thue thu. Mot
trong nhitng trang thd vi nhat la trang web cia Anh mang tén Mr &
Mrs Smith. Di nhién, tén goi nay la tén hiéu dugc cac cap doi chura két
hon st dung khi nhan phong khach san cho muc dich hen ho lén lut
(va khong phai dén tir bo phim trung tén sau nay do Angelina Jolie va
Brad Pitt thu vai). Thuong hiéu nay dugc James Lohan va Tamara
Heber-Percy thanh 1ap vao nam 2003, ca hai hién da két hon nhung
vao thoi diém doé chi dang hen ho.

Nhu 10i cdp doi chia sé v6i London Evening Standard, bat nguén
tr “mot ngay cudi tuan vo cung kho sé tai Lake District”, cung véi
cam giac rang ho da bi nhitng cuén sach hwéng dan danh Iira. Do do,
ho quyét dinh tao ra mot cuén cam nang cua riéng minh, bd ra mot
thang lam viéc (Lohan diéu hanh cau lac b6 cac thanh vién Luan Don,
con Heber-Percy phu trdch mét hang méi gidi hen ho) dé di tham quan
khong dwédi 200 khach san. Ho khong quan tam dén so6 sao cta khach
san ma danh gid dwa trén chat lwgng trdi nghiém. Lohan cho biét:
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“Bita sang ¢ d6 c6 ngon khong? Buong tam c6 da rong cho hai ngwoi
khong? Nhan viéen bar c6 pha dugc mot ly cocktail tuyét voi hay mot
ly d6 uong hoan hao khong? D6 la nhitng thit ching t6i tim kiém”.
(“Mr & Mrs who work for our comfort”, ngay 7 thang 4 nam 2014).

Vi khong thé tim thay dwgc nha xudt ban cdm nang hwéng dan
cho thi tredng cao cap, cap doi bat dau tw xuat ban. Cach dé mang lai
thanh c6ng, mot phan la nhd vao s tdo bao trong lan ra mat ctaa ho:
“Chung t6i dat hinh anh s6ng dong ctia mot cap khda than trén giwong
& ctra s hiéu sach Foyles va tao mot can phong ngu bang sach quanh
ho. Bat ctt cach gi dé quang ba dén moi ngudi”.

Cudn cam nang d6 ban chay dén mitc mot khach san da noi véi
cap doéi rang “Mr & Mrs Smith” dang tao ra mot nita doanh thu cudi
tuan. D6 1a khi ho quyét dinh budc chan vao linh vie dat phong khach
san, ra mat trang web vao nam 2008 sau khi kéu goi dugc 2,5 triéu
bang tir nguon dau tw ca nhan. Mo6i khach san trén trang web déu dugc
mot thanh vién ctia nhém Smith ghé tham trwdc khi mot cap doi an
danh nhan xét vé khach san d6. Vao thoi diém bai bao dugc trich dan
¢ trén xuat hién, trang nay da c6 900 khach san va hon 900.000 thanh
vién.

Vao nam 2013, khi da két hon va tré thanh bd me, cap doi ra mat
thwong hiéu nhanh danh cho gia dinh - Smith & Family. Ban than toi
cling vira dugc lén chite bo, to6i da phong van Lohan ngay sau dé dé
dang trén trang web doi theo xu huwdng thi truong (trendtracking)
www.stylus.com.

“D6 hoan toan la mot thit thudc vé thé hé”, anh cho biét. “Giong
nhu khach hang ctia minh, chung t6i trvdng thanh cung véi tinh yéu
danh cho cac khach san boutique xinh dep va doc dao. Khi két hon va
sinh con, ching t6i cling mong muon nhitng th twong tw, véi bau
khong khi gia dinh. Chung t6i san sang danh doi vai th nhung khong
co ly do gi chung ta lai khong duvgc c6 mot ky nghi that phong cach
cho ca gia dinh”.
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Nhu moi bac phu huynh déu biét, bon tré cé thé gay rac roéi, tham
chi khién ban mat mat, va ban hoan toan khéng muén chon mot noi
ma cac nhan vién & do, noi theo 10i Lohan, “coi thwong ban khi ban
xudt hién véi bon tré”.

Mot lan nita, cap doi nay duwong nhw da danh tring mot thi tredng
ngach, khi ngay cang nhiéu khach san bat dau phuc vu cac gia dinh twr
“thé hé boutique”. Dot nhién c6 ngay cang nhiéu buoi huéng dan lam
diéu trén bai bién, cac 16p ndu an trong nha bép cua khach san va céac
16p day nghé thuat vdi cac hoa si dia phuwong.

Lohan noi: “Tét cd bat dau tir nhitng chi tiét nho, chang han nhw
mot moén qua cho bon tré vao thoi diém nhan phong, thwe don riéng
cho tré, thoi gian boi danh cho gia dinh. Mot s6 khach san 16n cho
rang cac bac phu huynh chi muén quang bon tré & khu cham séc tré
em, nhung viéc doé té nhi hon nhiéu”.

Khi tim kiém mot khach san hoan hédo cho cé gia dinh, t6i da tim
dén Hy Lap va phat hién ra mot nha quan ly khach san thuc sy tai
nang.

NHO NHUNG SANH PIEU

“Néu khong vi tré em, day ciing chi la mot khach san tét nhw bao
khach san khac”, Nikos Tsepetis, ong chu khach san Ammos, nam
cach khong xa thanh pho cang Chania tai Crete, cho biét. “T6i c6 thé
néi rang ching t6i 1a mot trong nhitng khach san gia dinh than thién
nhat tai chau Au”.

Ong 4y khong sai: vo t6i phat hién ra khach san Ammos qua
truyén miéng va vao thoi diém viét cudn sach nay, ching t6i da & do
hai lan. “Hau hét khach hang cua ching t6i déu la khach thuwong
xuyén”, Nikos khang dinh. “Phan con lai 1a ban bé ctia nhitng vi khach
thuwong xuyéen do”.
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Ammos trong giong nhw mot biét thy hién dai, twong trang toat
duwgc t6 diém bdi nhitng gian hoa gidy mau tia. Khach san nam trén
mot con doc nhin ra vinh bién hinh lwGi liém, nhitng bai cat trai dai
than thién dén mirc ngay cd mot dira bé méi chap chitng biét di cling
dé dang di lai mot cach an toan. Chi riéng diéu nay ciing da dé Nikos
bat tay xay dung mdot khach san gia dinh khi 6ng bat dau tao ra mot
diém dén cho cac cap doi, vGi phong cach nghé thuat va thiét ké chiét
trung cua rieng minh.

“Co 18 do 1a dinh ménh”, 6ng tram tw. “Cha t6i la mot bac si san
khoa va me t6i la ni* ho sinh. N6i theo nghia den thi ching t6i s6ng
trong bénh vién, do do, toi 16n 1én cung voi nhitng dwa tré so sinh.
Nhung vi toi khong két hon va khong c6 con cai, dé6 khong phai la y
dinh ban dau cta t6i”.

Khach san bat dau nhw mdt nha nghi cho gia dinh. Trén thuc té,
no la “mot can nha gé nho” bi pha di dé nhwong ché cho khach san khi
gia dinh nhan ra rang ho cé thé tan dung dong khach du lich dén hon
dao nay. “Nhung n6 van & dé trong khoang 10 nam cho dén khi t6i
hoan thanh viéc hoc va tiép quan ng6i nha”.

Nikos theo hoc khoa hoc chinh tri - va 6ng van rat vui vé chia sé
quan diém ca nhan vé cac van dé hién tai cia Hy Lap - nhung lai phat
hién ra ban than cé nang khiéu véi trang tri noi that va nganh dich vu
khach san. “T6i s& hitu nhitng gu tham my kha ky la”, ong dua, “do
dé, nhitng thiét ké phan nao phan anh tinh cach cta t6i”.

Khach san dugc stta chita vao nam 2006 bai kién tric su kiém
nha thiét ké Elisa Manolas, ngudi da tao nén vé twong phan giita
nhitng bitc twong trang toat bén ngoai véi cac chi tiét kham day mau
sac, nhitng bitc twong son song dong két hgp nodi that bang go teak
dugc thiét ké rieng dén tir Bali. Tat ca cac mon do trang tri va diém
nhan khac la con lai déu thudc vé Nikos, ngudi ludn danh tinh yéu dac
biét cho nhitng chiéc ghé xinh xan. Khach san c6 mot khoang san rong
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rop béng mat va mot ho boi - ciing véi khu vue riéng c6 giam sat danh
cho tré em - dugc bao quanh béi nhitng tham cé xanh diu mat.

“Luc dau, t6i da bat ngo khi nhin thdy du khach véi tré em,
nhung t6i thich nghi”, Nikos cho biét. Ong da tao ra mét san choi
dwgc cham nom béi mot nhan vién trong tré vao budi chiéu, do dd, cac
cap doi co thém thoi gian the gidan. Noi chinh xac hon thi c6 1€ day la
khach san “danh cho cac bac phu huynh” hon la “khach san gia dinh”.

Moi thtt déu dugc thiét ké theo cach dé cac ong bé ba me tré c6
thé tan hwdng mot ky nghi an nhan va khong cang thang. Nhitng moén
ngon dia phuong (va pasta cho tré em) luon c6 san su6t ngay. Dich vu
hoan hao; doi ngti nhan viéen trung thanh. Nikos thtra nhan minh la mot
ong sép hoi khat khe. “Moi thit déu phéi qua t6i, va toi thich lam moi
viéc theo mot cach nhat dinh. Do d6, t6i thwong thué nhitng nhan vién
chua tirng lam viéc trong Iinh vuc nay va sau do ren gitia ho theo cach
ctia minh. Muc dich chinh la dé khach cam thdy rang khong c6 gi phai
lo 1ang qua mitc. Néu dira tré non 6i trén khu vie san chung, khong ai
phén ng thai qua. Chung t6i chi mim cuwoi va don dep”.

Két qua la khach san hdp dan mot nhém khach hang cu thé: do
tudi tr 30 dén 40, khong am hiéu lam vé nghé thuat nhung hau hét déu
khong c6 gang t6 vé. Tinh ban m@i ndy sinh khi bon tré choi dua cung
nhau trong bé boi. Khi dém xu6ng, nguwdi 16n ngdi nham nhap ly rosé
trén san hién trong khi dam tré dua gion gitta bay meo. Khi mot trong
sO0 ching té ra budéng binh hay gian di¥, cac bac phu huynh ngéi do
mim cuwoi do luwgng. “Thoi gian nay, toi thuwong khuyén khach dirng
dat phong néu ho khéng c6 con cai”, Nikos cho biét. “T6i la ngudi gac
cong. Toi dich than x ly moi yéu cau dat phong qua email hoac dién
thoai. Do do, t6i c6 thé nhe nhang khuyén nha khach néu doan dugc
rang ho sé khong vui khi dén khach san cta t6i”.

Ong khong min ma véi nhém déi twong tudi thanh thidu nién -
chang cé gi bat ngo vdi nhitng dia tré trén 10 tudi hodc nhém tré co
xu hwéng “tiép quan noi nao d6 va gitt cho riéng ching”. “Nhém
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khach hang tiéu biéu cua toi la cac cdp vg chong di cung mot tré nhé”,
Nikos cho biét.

Nho sy truyén miéng tuyét voi dé, ong “khong phdi chi mot dong
nao” cho hoat dong tiép thi. Ong c6 tai khoan Instagram, “nhung chi
dé cho vui” mac du 6ng khong danh gia thap tdm quan trong cuta
TripAdvisor. “Mudi nam trwdc, trang nay c6 tam anh hwdng rat 16n, va
chuing t6i van dé mat dén né. Nhung gio noé trd nén qua 16n. Tham chi
c6 nguwoi con yéu cau duwge giam gia vi ho la khach thuwong xuyén
danh gia tren TripAdvisor”.

Trén thuc té, Nikos c6 dwgc long trung thanh ctia khach hang
thong qua sy ti€p xuic gitta con ngwdi véi nhau. Khi trd lai noi nay lan
tht hai, chung t6i dugc chao don nhvw nhitng nguoi ban cili, bgi cac
nhan vién nhé ro ching t6i 1a ai. Bi quyét t6i thuwgng ctia khach san gia
dinh 1a n6 khién ban cdm thady minh nhw thanh vién trong gia dinh dé.

DIEM NHAN CUA HANH TRINH

Cum ttr “khach san boutique” duwgc cho la thudc vé ong cha hop dém
ky cwu Steve Rubell, ngwoi da cung doi tac Ian Schrager ra mat khach
san Morgans tai New York vao nam 1984.

V6i nhitng can phong c6 kich c& nhé - va mot ngan sach kiém ton, bo
doi dy da dau tu va thiét ké cac chi tiét trang tri.

Khong du kha nang cho quang cao, bo doi da tan dung stc anh hudng
cta nhitng khach hang ngbi sao cling nhu tinh thoi thwgng va khi chat
ma khéch san cé dugc tir nhitng con nguwdi noi tiéng do.

“Thé hé boutique” - nhitng cap doi trwdng thanh cung véi cac khach
san phong cach, c6 khi chat riéng - khong mudn ha cdp xuéng nhirng
khu nghi dudng na na nhau khi ho sinh con dé cai. Biéu nay dan dén
s phat trién ctia nhitng khach san boutique “danh cho cac bac phu
huynh”.
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e Cac bac phu huynh la nhitng khach hang trung thanh ma ban c6 thé
lay long bang nhitng lan twong tac truc tiép va thong qua doi ngli nhan
vién biét cach dam bdao rang ca phu huynh lan con cai ctia ho déu cé

dugc mot ky nghi yén binh.
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11
CANH TRANH TREN BAU TROI

“Nhiéu givong hon, nhiéu khong gian hon, thuong xuyén hon.”

Cé mot thoi diém trong khodng thap nién 1980 khi, nhw nguoi ta
van thwong noéi, quang cdo & Anh that sy hay hon cac chwong trinh
truyén hinh. Cu thé, dé la vao thang 5 nam 1983, khi Saatchi &
Saatchi ra mat diém dén “Manhattan” cho hang hang khong British
Airways.

Chiu anh huweng ré rét phong cach cua Spielberg*, noi dung
quang cao hién thi cac nhan vién tram khong lwu dang hwéng dan mot
vat thé tréng nhu chiéc tau khong gian khong 16 chuan bi ha canh. Khi
ha hoc mém theo doi - phan chiéu hinh anh nhitng nguwdi dang theo
doi trén man hinh tivi - chiing ta nhan ra rang vat thé la UFO d6 thuc
ra la hon ddao Manhattan. Tiép dén la dong chit: “Mo6i nam, ching t6i
dwa s6 hanh khach vugt Pai Tay Dwong nhiéu hon so véi tong dan so
cua Manhattan”.

Noi dung quang cao ciling kinh dién nhuw chinh cau chuyén cua
hang: vao thoi diém do, hang hang khong sap pha san nay dang mat
300 triéu bang Anh mo6i nam va bi budc phai cat giam 26.000 nhéan su.
Chinh phu dwéi thoi Margaret Thatcher da ban hanh sac 1énh rang
hang hang khong quoc gia cia Anh quoc phdi dwgce tw hitu héa va chi
dinh Sir John King (vé sau la Lord King) - mot doanh nhan ty than da
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giau lén tr linh vyc co khi - lam cha tich, véi nhiém vu dwa British
Airways tr@ lai thoi hoang kim cua no.

Nhu noi dung trén tap chi Campaign, Sir John “can mot kiéu
quang cao giup khong chi khoi phuc sy t tin cia thanh pho va théi
thic nhan vién ma con dwa hanh khach tré lai ghé ngéi. Vdi
Manhattan, 6ng da dat dwgc diéu d6.” (www.campaignlive.co.uk,

online archive). Bill Muirhead, nguoi quan ly tai khoan cua British
Airways tai Saatchi & Saatchi vao thoi diém do, cho biét: “British
Airways 6 trong tinh huong t6i té dén mitc ching t6i khéng dam trung
ra hinh dnh ctia mdy bay hay d6i ngli nhan vién. Khi t6i nhin thay thuc
trang, toc gay cua t6i dung hét 1én”.

Va dé chac chan khong phdi quang cdo cudi cung cua British
Airways. Vao nam 1989, Saatchi & Saatchi tiép quan man hinh nhé
véi mot diém dén tham chi con tham vong hon nhiéu. Bugce quay &
Utah, doan quang cédo thé hién mot dam dong vdi trang phuc da mau
dang di chuyén trén mot canh dong mudi rong 16n dé tao thanh hinh
mot khuén mat khong 16, dwoc nhin thdy tir trén cao. “Mo6i nam”,
giong ké cat lén, “hang hang khéng yéu thich cua thé giéi da mang 24
triéu ngwoi dén véi nhau”. Khuén mat d6 lam c chi “nhay mat”. Di
nhién, hiéu &ng trén c6 thé dugce tao ra bang cong nghé moé phong hinh
anh CGI, nhung hang ngan chi tiét khac trén “Khudn mat” déu la that.
Am nhac - phéng tac tir ban Flower Duet ctia v& Lakmé vé6i sy tham
gia dién xudt cua Léo Delibes - dd duwgc stt dung trong nhiéu ndi dung
quang cdo tiép sau d6 va van dwgc nghe trén cac chuyén bay cua
British Airways hién nay - m6t vi du vé xay dung thuwong hiéu bang
am thanh.

Cac nha sang lap cua Saatchi & Saatchi - Maurice va Charles -
van gitt quan hé vdi British Airways trong 23 nam, tham chi sau khi
ho tach khéi hang quing cdo dau tién va thanh 1ap mot hang khac
mang tén M&C Saatchi. Mot trong nhitng nhan vién sang tao cua
M&C phu trach tai khoadn cta British Airways & giai doan chuyén giao
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thién nién ky la Matt Eastwood - hién la giam doc sang tao toan cau
cta J Walter Thompson. “Céng viéc dau tién ma t6i lam cho tai khoan
khach hang dé la vao nam 2000, khi British Airways da ra mat loai
ghé-girong dau tién & khoang thwong gia. British Airways dan dau thi
trrong trong khoang 18 thang dén 2 nam truwdc khi cac hang bay khac
birng tinh va lap mot cho ngo6i méi trong cabin cia ho. Chién dich cta
chuing t6i vao thoi diém dé xoay quanh y twdng ‘Nhiéu giwong hon,
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nhiéu khong gian hon, thuwong xuyén hon’”.

Vao luc nay, cic hanh khach hang kinh t€ da quen véi thuyc té
rang ho & vi tri rat thap trong danh sach wu tién danh cho khach
thwong gia va hang nhat. Hang ghé kinh té cang tré nén go b6 va phi
nhan tinh, trong khi hanh khach hang thwong gia dugc quyén tiép can
cong nghé chd ng6i mai nhat, c6 nhiéu lwa chon vé hinh thitc giai tri,
chat lvgng bita an to6t hon va nhiéu nhan vién phuc vu hon. Trén mot
s0 hang hang khong, hanh khach hang nhat con dwgc st dung phong
suite mini khép kin. Khong cé gi khién ngudi ta néi long ghen ti bang
viéc phai dat con cai lé budc qua khoang hang thwong gia dé dén cho
ng6i moi goi ¢ hang kinh té.

Vao thoi diém Eastwood thuc hién chién dich quang céo do, uy
tin cda British Airways da kha vitng vang, mét phan la nhd vao no luc
cta Saatchi, nhung thinh thodng van mac phai sai lam ngé ngan trong
hoat dong tiép thi. BDang nhé nhat trong s6 do la khi hang cho son lai
du6i may bay vao nam 1997 véi hinh 14 cd cta cac quoc gia khac
nhau, hay “cdc hinh anh thé gi6i”, thay thé cho la co Lién hiép Anh.
That khé dé tim thdy nguwdi nao khong ghét chién lwgc tai xay dyng
thwong hiéu tri gia 60 triéu bang Anh nay, bao gom ca Thu twéng lic
bay gid la Margaret Thatcher, ngwoi da mia mai lay khan tay pha l1én
dubi ctia mot mau may bay 747 khi cac mau thiét ké mdi dugc trung
bay tai hoi nghi Dang bao tha dién ra trong cung nam. Cudi cung, vao
nam 2001, 14 cd Anh da xuat hién trd lai trén dudi may bay. (“British
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Airways restores Union flag design to all tailfins”, The Daily
Telegraph, ngay 11 thang 5 nam 2001).

Eastwood nh@ lai: “Khi ho dwa ra quyét dinh quay tré lai 14 co
ctli, van con d6 chit ac cam tit nhitng hanh khach nguwoi Anh, nhung
toi cho rang d6 khong phai la suy nghi chung ctia hanh khach & cac
nwdc khac. Ho vitng vang vé tai chinh va van st dung nhitng chiéc
Concorde, do d6, moi thit van kha on. Thit thach thue sw chi xuat hién
vao cudi nam do6 - ngay 11 thang 9”.

Hang quang cdo va khach hang vira t6 chitc mot cudc hop dé ban
vé cach diéu chinh chién lwgc tiép thi cia hang hang khong cho thé
gidi so dang ngay cang phat trién, thé nhung, vu tan cong khung bo
ngay 11 thang 9 da khép lai nhitng ké hoach d6 chi sau mot dém:

Hoat dong kinh doanh ctia ho nhw roi xuéng vach ndi. Ho néi véi chiing t6i, “Chung t6i rat
muon céac ban la hang quang cdo cia minh nhung ching t6i sé khong quang cdo trong mot
thoi gian. Chung t6i tham chi khong biét chac dugc rang minh c6 du kha nang thanh toan
trong 18 thang. Chung t6i hoan toan thong cam néu ban khong mudn hgp tac nita”. Di nhién
la ching t6i van hgp tac. Va trén thyc té, tai hoa lai gidng xuong mot lan nita khi may bay cta
hang hang khong American Airlines roi tai Rockaway, New York vao thang 11 nam dé.

Chung t6i ti hdi lam cach nao dé thuyét phuc khach hang bay trd lai.

Nhitng tai nan trén da dé lai hau qua kéo dai rat lau sau do, khi
cong dong kinh doanh bat dau st dung Skype va cac cong nghé khac
dé t6 chitc cac cudc hop tryc tuyén. Noi tom lai, moi ngwdi nhan ra
rang ho khong can bay. “Do d6, chiing t6i phdi ddam bao vGi hanh
khach trong khi thuyét phuc ho rang nhitng cudc hop mat doi mat truc
tiép van hiéu qua hon”, Eastwood cho biét. “Trong tam cua tiép thi la
‘dwa moi ngwoi dén bén nhau’”.

Céch tiép can do6 dugc tém tat bang diém “T6t hon la nén c6 mat
¢ do” ti* nam 2002. Mot doanh nhan nguwdi My lanh lung tir choi
nhitng 10i chao mdi qua thw va dién thoai, nhung lai nong nhiét chao
dén mot nhom ngudi ua vao van phong cua minh. Trong mot quang
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cao sau do, hanh khach dang trén dwong dén san bay va buéc 1én may
bay, xen gitta cudc hanh trinh la cac thanh vien cua dan nhac dang
choi ban Flower Duet. “Y twdng & day la khi dit vé cho chuyén bay
British Airways, ban sé lu6n cam thay an tam va thodi mai tham chi
trwdc khi dén san bay”.

To6i héi Eastwood - nguwdi da hgp tac véi nhiéu hang hang khong
khac bén canh British Airways - liéu c6 dé thuyét phuc cac hang hang
khong vugt ra khoi pham vi quang cdo truyén thong gom hinh énh
nhitng cabin thodi mai va cac tiép vién mim cuoi?

“Kho day bdi vi moi hang hang khong déu ty hao vé cabin va doi
ngii tiép vién cua minh, va tat cad ho déu ndi véi ban rang cabin va doi
ngii tiép vién cda ho la t6t nhat. Xét vé khia canh doi ngii tiép vién,
cach doé chi cé tac dung néu ban thuc sy sé hitu mot y twéng rd rang,
giong nhu Singapore Airlines v4i hinh anh ‘Singapore Girl’. Di nhién,
nhitng gi co gai dy dai dién 1a nganh cong nghiép du lich chau A”.

“Singapore Girl” da phat trién ttr lan xuat hién dau tién vao nam
1972, khi nha thiét ké thoi trang nguwoi Phap Pierre Balmain thiét ké
dong phuc ctia c6 ay - mot sw pha cach thoi thwgng trén bo “sarong
kebaya” truyén thong. Gid day, duong nhw c6 qua nhiéu 16i cdo budc
vé su phan biét gidi tinh d6 nhung nit tiép vién hang khong Singapore
Airlines da tré thanh mot logo song.

Eastwood cho rang ndi dung quang cdo cho hang hang khong sé
dat dugc hiéu qua cao nhat khi dich vu va sy thodi mai dwoc gan véi
mot y twong 16n lao hon. “Khi toi lam viéc cho Qantas, dinh vi cta
hang la ‘Tinh than cia nwdc e’ (The spirit of Australia), thit tom gon
dwgc quan diém chung va cach séng cho hanh khach cling nhu tao
muc dich lam viéc cho phi hanh doan”.

Mot trong nhitng chién dich yéu thich cia Eastwood trong giai
doan lam viéc vdi British Airways da tap trung vao dich vu giwvong
ngt Club World “sleeper”. Poan qudng cdo trén truyén hinh thé hién
hinh dnh mot doanh nhan leo 1én giwdng gitta thanh pho New York va
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sau do thitc day, tinh tdo va day nang lwong trén cung chiéc giwdong ay
ngay gitta thanh phé Luan Don:

Chtng t6i thuce sy da dung canh that - ngay nay, ban c6 thé lam né trong phan hau ky.
Chién dich quang cdo trén bao in la hinh anh chiéc giwong tai nhiéu diém dén biéu twgng khac
nhau trén khap thé gigi. Chién dich d6 néi cho ban biét moi thit can biét vé nhitng lgi ich ma
ban c6 dugc, nhung n6 khong trung ra san pham thyc sy. British Airways rat thong minh khi

hiéu dugc gia tri ctia viéc mo ta bang hinh anh.

Eastwood néi rang, it nhat la trong giai doan do 6ng phu trach,
British Airways luon c6 dudng 16i tiép thi ding dan. “Ho khong bao
gio tim cach lam nhitng viéc ngu ngoc hay thiéu sang su6t, ho ludn ton
trong khan gid cia minh. T6i da tirng thdy mot hang hang khong khac
thtt &p dung mo6 hinh mau s6 chung nhoé nhat, nhung British Airways
chwa bao gio lam diéu do”.

Ngoai su c6 son lai du6i may bay, c6 mot nhan t6 khac khién cho
British Airways thuc sy mat di kha nang chéng choi cia minh. Nhan
t0 do 6 tén la Virgin Atlantic.

VIRGIN VA “NHUNG TRO BAN”

Trudc khi duwge Richard Branson bién déi, Virgin Atlantic khéi
dau vai tén goi British Atlantic Airways. Nhin lai, dwdng nhw thuwong
hiéu nay bat nguon tt* mét ké hoach cé phan ky la cia mot luat sw
nguwoi My va mot ciru phi cong Laker Airways (xem Chwong 12 -Bay
cang nhiéu cang ré) nham cung cap dich vu hang khong gia ré gitta
Luan P6n va quan dao Falkland vao nam 1982, ngay sau khi cudc
chién Falkland két thc.

Luat sv Randolph Fields - ciing la mot tay choi poker cé tiéng -
dwa ra y twdng trén va tiép can phi cong Alan Hellary, ngudi ltic nay
cling dang c6 y nghi twong tw. Thé nhung, ho nhanh chéng budc phai
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tir bé dé xuat Falklands bdi vi dwong bang tai Cang Stanley qua ngan.
Sau dé, ho chuyén huéng dén dich vu tiém nang gitta Gatwick va JFK
& New York, nhung British Airways va Caledonia da chan dwong dé
gianh quyeén khai thac. Cudi cung, ho dugc cap phép cho tuyén duong
dén Newark, New Jersey. Vi sy canh tranh ctia cac hang bay xuyén
Pai Tay Duwong, ddy sé la mot thwong vu dat gia hon nhiéu, vi vay ho
can cac nguon von ho trg. D6 1a khi Richard Branson xuét hién, 6ng
dong y ho trg tai chinh va chang bao lau sau mua lai toan bg hoat dong
kinh doanh dé. (“Virgin Atlantic History”, www.aireview.com).

Giong nhw nhiéu nha tién phong ma ban da gdp trong nhitng
trang sach nay, Branson ciing la mot bac thay quang cdo. Vira la doanh
nhan, tay lai thuyén buém, nguwdi diéu khién khinh khi cau kiém nha
tir thién - 6ng chinh 1a dai dién tiéu biéu cho dinh nghia vé mot “tay
choi thtt thiét”. Theo trang web Virgin, viéc Branson budc chan vao
kinh doanh hang khéng la diéu gan nhw hién nhién bgi niém dam mé
ctia 6ng doi vai linh viee nay: me cua 6ng ting la nit ti€p vién hang
khong, cdu cua ong twng lai chiéc Spitfires (“Why did Richard
Branson start an airline?”, Virgin.com).

Khi Virgin Atlantic ky niém 30 nam thanh lap vao nam 2014,
Branson ké lai cau chuyén ctia minh. Nhw da ké trén The Telegraph,
tat ca bat dau khi 6ng tim cach gap “mot nguwdi phu nit dep” dang doi
ong trén quan dao Virgin thudc Anh:

Hang hang khong American Airlines quyét dinh bé roi tat ca hanh khach trén mot chuyén
bay dém tir Puerto Rico dén quan dao Virgin thuoc Anh. Do d6, t6i da ra phia sau san bay,
thué mét chiéc may bay, mugn mét tdm bién va viét 1én d6 “Virgin Air, 39$ moi nguwoi”. To6i
di mot vong quanh nhitng vi khach bi bo roi va lay day cho ngoi trén may bay. Khi chiing t6i
ha canh, mot hanh khach da néi: “Virgin Airways khong dén no6i nao - hay cing c6 chat lvgng
dich vu va cau c6 thé kinh doanh dwgc roi day”. Du luc d6 toi da cudi 16n nhung 6ng ay c6 y

ding.
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“30 years of fun, flying and competition”, The Daily Telegraph, ngay 21 thang 6 nam
2014.

Pa bay rat nhiéu trong khi diéu hanh Virgin Records, Branson
cam thay rang dich vu trong nganh hang khong van con “kinh khing”
v6i “cho ng6i khong thoai mai, thiéu cac loai hinh gidi tri, nhan vién
tho 16 va thitc an d& té... T6i nghi néu Virgin c6 mot hang hang
khong, ching t6i c6 thé mang niém wvui trd lai cho hanh trinh bay va
khoi phuc lai thoi vang son cua n6. Do do, toi goi cho Boeing va noi
muon mua mot chiéc may bay 747 cii”.

Chiéc mdy bay do6 dugc cho la chiéc 747-200, doi tén thanh
Maiden Voyager, bat dau chuyén bay dau tién cta Virgin Atlantic vao
ngay 22 thang 6 nam 1984. Branson md ta chuyén bay d6 nhuv “mét
bita tiéc tung birng dén mitc hau hét moi ngwdi cé mat trén may bay
déu khong thé nhé ndi nd”.

Vi hinh anh tao bao va phi hanh doan trong trang phuc mau do
rue rd, Virgin thue si la mot lan gié mai. Branson viét:

Chting t6i st dung cac ky nang trong nganh gidi tri va chuyén ching thanh ky nang trong
nganh hang khong. Diéu nay dong nghia v4i nhitng quan bar stand-up trong khoang Upper
Class, dwa don bang xe limousine, va thai d6 phuc vu khé lan caa Virgin. Chiing t6i bat dau
1én ké hoach cho twong lai, trién khai nhitng video hwéng dan an toan bay rat 1au trude khi cac
hang hang khong khac &p dung. Niém khao khat cdi tién va lam moi thi theo cach khéc biét

lubn la tam diém hoat dong cua Virgin Atlantic.

Hinh anh nguoi hung cua Branson da phat huy tac dung - ong
thira nhan rang ong da cha y dat minh ra “tredc va trong tam cuda hoat
dong tiép thi, tao ra mot nhan vat cta cong ching”.

British Airways ghi nh& diéu nay. Vao nam 1991, khi Virgin
cing co vi tri cia san bay Heathrow va tr@ thanh do6i tha canh tranh
trie tiép, British Airways bat dau hanh dong. Pay la sy khéi dau cua
chién dich mang tén “choi ban” véi Virgin. Hang hang khong cuia
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Branson khang dinh rang British Airways dang an cap hanh khach, tan
cong vao hé thong may tinh va ro ri nhitng cau chuyén gay bat lgi cho
Virgin v6&i bao chi. Khi bi Branson chinh thitc chi mat, British
Airways da phu nhan nhitng 16i budc toi do.

Va r6i hang nay mac phdi mot sai lam. T¢ tuan bao cua British
Airways - BA News - dang mot cau chuyén néi rang Virgin da bia ra
nhitng 10i budc toi dé gdy chu y. Branson dam don kién Lord King va
British Airways vé t0i phi bang.

The Guardian ké tiép cau chuyén: “British Airways phdn phao
nhung doi mat vdi kha nang that bai cao, va sau dé budc phai thira
nhan rang c6 co sd cho nhitng 16i budc tdi ctia Virgin”. (“Row over
dirty tricks led to a decade of hostility”, ngay 2 thang 8 nam 2007).

British Airways thtta nhan tai Toa an t6i cao rang nhan vién cta
hang da tham gia vao “cac hanh dong tai ti€ng” nhu cat xén tai liéu, an
cap hanh khach va tim céach bia dat nhitng cau chuyén “thu dich va
gdy mat uy tin” vé Virgin. British Airways xin 16i “chan thanh va cai
md” dong thoi béi thwong mdt khoan tién 500.000 bang Anh ma
Branson da chia cho cac nhan vién ctia minh va goi n6 la “tién thuwéng
British Airways”. Va mot khoan 110.000 bang Anh khac dwgc trao
cho Virgin Atlantic. Tuy nhién, mo6i quan hé gitta hai hang hang khong
van khong dugc cai thién cho dén nam 2000, khi Branson gap Rod
Eddington, Giam doc diéu hanh md&i cua British I Airways “dé thao
luan vé mot théa thuan hoa binh”.

Khéng nhitng khong mang lai 1gi ich gi cho khé chu, nguoc lai,
“nhitng trdo ban” trén cang cung cd hinh anh cua Virgin nhv mot ké
chiéu duwéi day qua cam dam dieng 1én chéng lai cac quy tac.

Po6i voi Matt Eastwood, nguwoi bat dau lam viéc cho British
Airways sau khi sy c6 trén khép lai, Virgin luén la “mot thwong hiéu
day thach thic”:
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Ho da ty minh xay dyng hinh dnh rang “chung t6i la hang hang khong hop thoi va tha vi
c6 thé thay thé cho hang British Airways cii ky”. Va diéu d6 6n, vi n6 ciling giong nhu kiéu
tranh luan gitta thwong hiéu khach san W v@i thwong hiéu Westin. T6i c6 cam giac rang khach
thwong gia cam thay thoai mai véi dich vu tinh té cda British Airways - ho khong mudn
nhitng tht bong bay, nhu thé dang buwdc vao sanh cua khach san boutique vdi den chép nhay
va tiéng nhac 6n ao. Trong tam tri cda t6i, Virgin hdp dan doi twong khach du lich giai tri
nhiéu hon. Trén thyc t€, hang nay da phan nao tiét ché va trd nén thanh lich hon ké tr thoi
diém do.

Ngoai su lién két hinh dnh cua Virgin vdi hinh dnh cua chinh Richard Branson, hang da
thyc hién nhitng buwdc tiép thi thong minh. Vao nam 2013, hang nay da quan sat ky khach
hang va khong c6 gi ngac nhién khi quyét dinh rang ho la “nhitng nguwai doc lap - tién phong
va c6 tinh than mao hiém”. Trong mot chién dich quang cdo gom doi ngili phi hanh doan vai
cac k¥ nang gan nhw siéu anh hung, hang da dinh vi chinh minh la “Flying in the face of
ordinary” (Tam dich nghia: “Pi ngugc lai nhitng th binh thudng”). Sau d6, hang dwa cach
tiép can nay 1én mang xa hoi va dwa ra nhitng vi du trong doi thuong, chang han nhw mot birc
anh dang trén Instagram vé mot cong nhan xay dung tai san bay dang cong mot nit tiép vién
hang khong vugt qua duwong bang dé mang banh cupcake dén cho nhitng hanh khéch bi bao
tuyét co lap. Moi thit ma hang hang khong nay thyc hién déu dugc nang tam dé cting c6 hinh
anh cua mét nguwdi quan sat nhiét thanh. (“How Virgin Atlantic’s Marketing Nails 1t?”,

www.inc.com, ngay 12 thang 4 nam 2013).

Virgin da trai qua nhiéu bién dong va thw thach su6t nhitng nam
thang hoat dong, vdi lgi nhuan tang giam thit thwong nam nay qua
nam khac. Vao nam 1999, Virgin Group ban ra 49% c6 phan cho
Singapore Airlines. Chin nam sau, Singapore tim cach ban di Virgin -
nguwoi mua hoa ra la Delta Airlines trong mot thwong vu cudi cing
cling dugc chot ha vao thang 6 nam 2013.

Vao nam 2015, bat ké méi quan hé hgp tac véi hang hang khong
thd cyu Delta, Virgin van tir choi rii bé hinh anh cua mot thwong hiéu
chéng lai cac quy tac. Trong cudc phong van véi Skift.com, Giam doc
diéu hanh Craign Kreeger cua Virgin Atlantic vui vé thira nhan rang
thwong hiéu “khong thuc sy thay déi su6t 30 nam qua”. (“Virgin
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Atlantic CEO on Building a Lasting Airline”, ngay 4 thang 8 nam
2015).

Ong b6 sung: “Ching t6i muén tré thanh hang hang khong duwoc
khach hang yéu thich nhat va chiing t6i sé dat dwgc diéu dé nho dat
khach hang lam trong tam trong moi hoat dong cua minh”.

YEU TO SAN BAY

Cho du trai nghiém ca nhan cua ban v6i Virgin Atlantic la gi,
hang hang khong nay cling xitng dang dugc khen nggi khi gidi thiéu
mot thuwong hiéu dot pha, mGi mé vao mot nganh cong nghiép ngay
cang gia coi. Vao cud6i nam 2015, cong ty thiét ké Teague bat dau tréu
choc cac vi lanh dao hang khong bang tin titc vé mot hang hang khong
mdi cai tién c6 tén Poppi, cung cap dich vu du lich hang khong twong
tw nhw cach Uber dang lam v&i mat dat. Co 1é ho da thd phao nhe
nhom khi Poppi hoan toan la mot cai tén gia twong.

Thé nhung, y twéng sang tao cua Teague khién ta cAm twéng rang
nhitng thit twong tv sém muon cling sé xuat hién. Trong tam cta Poppi
la mot &ng dung di dong cho phép ban dé dang dat vé hoac thay doi
cho ngo6i. Buong nhién né ciing cung cap cac thong bao theo thoi gian
thue vé so cong, gio 1én may bay va thoi gian cham tré. Trén may bay,
ngan dyng hanh ly phia trén dau sé duwgc thay thé bang nhitng ngan
moéng hon chi da cho cho 4o khoac va may tinh xach tay; hanh ly da
duwgc dua di trwde ca khi ban roi nha, nhung dwgce gan thé RFID dé
ban c6 thé theo ddi qua ¢ng dung di dong.

Céac thwong hiéu bat dau tai trg, tang qua va nhiéu wu dai khac
cho nhitng hanh khach ng6i & nhitng chiéc ghé giita von bi hat hui,
trong khi may ban hang sé thay thé cho nhitng chiéc xe nwéc day doc
16i di. Nhitng b6 phim giai tri da dat dén “tam rap hat” chi danh riéng
cho chinh ho, v6i man hinh 16n hon va hé thong anh sang xem phim
thyee thu.
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Tat ca déu rat quyén rii va dang khen nggi. Nhin chung, cac hang
hang khong déu nang cap cac hoat dong giai tri ky thuat sd - nhiéu
hang con st dung mang xa hoi nhw mot phwong cach quy gia dé git
lién lac vGi hanh khach va nhanh chong hoi dap cac 16i phan nan.

D1 nhién, mot trong nhitng yéu t6 khién cho du lich hang khong
trd nén it hao nhodng hon chinh la san bay. Khu mua sam hién dai va
cac nha hang duogc thiét ké doc ddo duwong nhw khéng dua sitc xoa diu
noi kho cta hanh khach giita nhitng khong gian rong 16n, xa la va
nhitng day nguwdi néi dudi nhau chd ¢ quay check-in va cong hai quan.

MO0t bai bao trén International New York Times thé hién no6i hoai
niém vé thap nién 1970, thoi diém “khi ban c6 thé hit thuéec ¢ moi
noi, thong tha di qua ctta hdi quan va 6m tam biét nguwdi than ¢ cong
tredc khi 1én may bay”. Tac gia Chris Holbrook da tuyét vong tim
kiém mot san bay khong c6 “hé thong den... sang hon ca dan anh sang
cho tran dau dém cua mua giai World Series” va “bau khong khi 6n ao
- khong biét bao nhiéu lan do6i cong 1én may bay, nhitng cudc goi tén
hanh khach lan cudi, nhitng tin titc néng hoi trén kénh CNN - khién
cho ban gan nhw khong thé thu gian duwgc”. Tuy nhién, 6ng thira nhan
rang cac kién tric s da doi mat véi “mdot cong viéc gan nhw bat kha
thi” khi phdi tim cach “tao ra mot khong gian nghé thuat, dong thoi
van da khong gian cho dwong truyén thang (tim ngam), tram kiém
soat an ninh va buong diéu khién”. (“Airports: for everyone but the
passenger”, ngay 9 thang 4 nam 2016).

Cling vao nam do6, Aéroports de Paris, don vi quan ly hai san bay
16n cta Paris - Roissy Charles de Gaulle va Orly - da dau tw 12 triéu
euro dé tai xay dung thuwong hiéu véi mot logo hién dai va mot cai tén
m&i: Paris Aéroport. Bi kem la dich vu khach hang dugc nang cap véi
dan xe buyt méi c6 Wi-fi va cam két gidm thoi gian xép hang tai cong
héi quan xudéng con 10 phit moi hanh khach.

Mot khia canh tha vi ctia dy 4n nay la doan video tryc tuyén mo
ta san bay nhv mot khong gian cta nhitng cau chuyén, thuong la lang
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man. Khi mot cdp doi dang 6m nhau & doan cudi video, man hinh hién
1én dong chit: Paris vous aime - Paris yéu ban. Giong nhu viéc gan két
hinh anh san bay vd&i nhiéu gia tri tich cic xoay quanh chinh thwong
hiéu Paris - am thwc, van hoa, thoi trang! - doan phim né Iyc lam diéu
gi d6 tham vong hon nhiéu: tao ra cho san bay mot linh hon.

DIEM NHAN CUA HANH TRINH

Vao thap nién 1980, hang British Airways nhiéu rac r6i da danh bong
hinh &nh thwong hiéu ctia minh bang mot quang cdo dac sac phac hoa
chan dung mot hang hang khéng yéu nwdc va thong nhat.

Sau sy kién 11/9, hang ddm bao vd&i hanh khach bang cach goi nhac vé
sy thodi mai va an toan ma mot hang hang khong 16n, giau kinh
nghiém c6 thé mang lai.

Hang hang khong Virgin Atlantic cua Richard Branson tw dinh vi la
d6i tha cta British Airways. S6i néi, hgp thdi va hoan toan bung no,
Virgin Atlantic chinh la khach san boutique ctia nganh hang khong.
Quéng cao hang khong chi dat hiéu qua khi thong diép vé su thodi mai
va chat lwvgng dich vu dwoc gan két véi mot 1y twdng 16n lao hon.
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12
BAY CANG NHIEU CANG RE

“Viéc mua moét chiéc vé mdy bay sé don gian nhu mua vé tau héa.”

Trong so0 nhitng hang hang khong gia ré tién phong, Sir Freddie
Laker 1a nguwdi ma t6i yéu thich nhat. Mot con nguwdi hao sang, boc
trirc voi mai toc lwa thira nhwng xodén tit, ma thoi bay gio thwong duoc
gidu dudi chiéc mli panama rong vanh, 6ng s& hitu lan da rdm nang
cta ngwoi chi thich danh nhitng ngay cudi tuan trén chiéc du thuyén
ctia minh. Thé nhung, Freddie khong phai 1a mot triéu phi hang khong
binh thvong.

Laker c6 tinh cdam v@i may bay theo cach ma ngudi ta danh tinh
cam cho loai ngya; ong la m6t ngwoi huan luyén mday bay (aircraft
whisperer)*. Nhuw da chi ra trong cudn tiéu s& Fly Me, I’'m Freddie
(1980) ctia Roger Edlin va Berry Ritchie, Laker la “m0t trong so it ong
cha hang khong c6 kha nang lam moi viéc, tt nhan dinh tinh phitc tap
trong mot thwong vu may bay tri gia nhiéu triéu do cho dén sita chita
nhitng chiéc may bay ctia ho”.

Trudc khi chiéc Skytrain cia Laker chinh thitc cdt canh vao nam
1977, that khé dén kinh ngac dé tim thdy dugc mot chuyén bay gia ré,
nhat l1a khi ban mu6n vugt Dai Tay Dwong. Hau hét khach du lich déu
di lai trén nhitng chuyén bay thué bao nhw mot phan ctia hanh trinh
tron goi. Do do, ho thwong st dung nhitng hang bay nhu Court Line,
noi c6 moéi quan hé céng sinh véi hang 1 hanh Anh Clarksons
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Holidays - don vi chuyén dwa du khach ngwoi Anh dén cac diém nghi
mat Dia Trung Hai.

Xét theo nhiéu khia canh, Court Line chinh la mot hang hang
khong gia ré dién hinh, véi dong phuc tiép vién dwgc nha thiét ké thoi
trang Mary Quant thyc hién va doi mdy bay ctia hang déu dugc son
tong mau pastel sang sua. Pac biét, dich vu cta Court Line chinh la vi
du dé ban hinh dung vé nhitng bién phap cat gidam chi phi khac nghiét
nham bién khai niém bay gia ré thanh hién thuc. Court Line tién
phong trong phong cach “dich vu sau ghé”, nghia la cac bita an - bao
gom salad hoac sandwich ngudi dung trong nhitng chiéc khay c6 nap
day - dugc dé ¢ ngan nhé phia sau ghé. Nho vay, hang hang khong
nay c6 thé bo di gian bép ¢ phia dudi may bay va nhét thém mét vai
cho ngo6i nita. (“Travel: Pioneering airlines set standards that today’s
carriers could only exceed”, The Independent, ngay 1 thang 5 nam
1999).

Mot hang hang khong gia ré khac la Loftleidir ctia Iceland, hién
van con hoat dong vitng manh. Hang khang dinh vi tri ctia minh trong
lich stt nganh hang khéng khi ra mat chuyén bay gia ré dau tién xuyén
DPai Tay Duong, tit New York dén Luxembourg (dwgc xem la “trai tim
ctia chau Au”), vao ndm 1955. Vao cu6i thap nién 1960, nhd pho bién
v6i sinh vién, hang dugc biét dén nhu “hang hang khong hippie”.
(“Lich st cta chung t6i”, www.loftleidir.com).

Trong thdi gian do, cling nhuw hién nay, cac tiéu chuan du lich
hang khong dugc giam sat boi IATA, International Air Transport
Association, t6 chitc dai dién cho cac hdang hang khong 16n trén thé
gigi. Mot trong nhitng nhiém vu chinh cta t6 chic nay - néu ban hoéi
nhitng nguwoi nhu Freddie Laker - 1a bao vé cac thanh vien hung manh
nhat cta no, nhitng hang hang khong thudc nha nwéc quan ly nhw
British Airways, bang cach quy dinh gia vé t6i thiéu chinh thitc. Do
do, 1& duong nhién, n6 di ngugce lai sy canh tranh vé gia va cac bién
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phap kinh doanh dot pha cua cac hang hang khong doc lap nhu Laker
Airways.

Mot trong nhitng quy dinh ngé ngan cua IATA la cac chuyén bay
xuyen Pai Tay Duwong chi dugc cho thué véi gia ré bai “cac nhém
dong hé” - cac cau lac bd cd vua, cac hoi lam vwon, v.v. Khong can
noéi, caic nhém dong hé gia bat dau xuat hién va nhanh chéng né ro cho
dén khi IATA thu héi lai quy dinh trén vao dau thap nién 1970 dé tng
ho cho quy dinh Advanced Booking Charter (ABC), cho phép hanh
khach mua vé gia ré néu dang ky truéc bon tuan.

b6 1a diém khai dau nhung van khong da cho Freddie Laker.
“Ong ly giai rdng tat ca cac khach du lich dong hé déu s dung
phuwong tién van chuyén gia ré dé di chuyén tir diém nay dén diém
khac. Ho khong can nhitng thu tuc rwedm ra nhw dat vé trude, dat
phong khach san treéce hay tham chi cac bita an. Viéc mua vé may bay
sé don gian nhw mua vé tau hoa. Néu chuyén bay da da khach, moi
nguoi chi can dgi dén chuyén tiép theo”.

Laker duva ra mot cong thirc cho hang hang khong gia ré ctia minh
vao nam 1971. Céc doi tht cia 6ng da lam moi cach dé ngan can diéu
do trd thanh hién thyc.

SU THANH BAI CUA SKYTRAIN

Khi Thé chién th II vira bung n6, chang ky sw 19 tu6i Freddie
Laker da gia nhap Air Transport Auxiliary, tén goi my miéu cho to6
chitc Ancient & Tattered Aviators, bdi no6 la noi tri ngu cua nhitng phi
cong ma Khong lyc Hoang gia Anh (RAF) cho la khong du tiéu chuan
dé bay. “T6 chitc nay c6 ba phi cong mot tay va nhiéu phu nit”, Eglin
& Ritchie viét. Nhiém vu ctia né la cung cap may bay va tiép té cho
RAF. Chinh tai noi nay, Freddie da hoc 1ai may bay va cudi cung tré
thanh k¥ s may bay.
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Thé nhung, chinh sy kién sau cudc chién - Cau khong van Berlin
(Berlin Airlift) - mé&i tao nén mot Freddie Laker thuc thu. Ong lam k¥
sw cho British European Airways va London Aero Motor Service
trong mot thoi gian ngan, nhung cong viéc phu khién 6ng thich thd
hon ca 1a mua ban thiét bi dv thira sau chién tranh. Ong ban nhitng
chiéc xe tdi son mau ran ri cho nhitng ai muén sé hitu ching, va
nhitng chiéc radio may bay cho hang British South American Airways.
Vao nam 1947, 6ng bién cong viéc nay thanh mot doanh nghiép mang
tén Aviation Traders, c6 tru sé tai Southend Airport. Freddie dé mat
dén 12 chiéc may bay Halton - phién ban dan dung ctia chiéc may bay
rai bom Halifax - dang dugc British Overseas Airways Corporation
(BOAC) ban ddu gia. Ong wdc tinh ching tri gia khoang 42.000 bang
Anh. Mttc von cta Laker vao thoi diém do6 la khoang 4.000 bang Anh.
Trong lan uéng rwgu vGi nguwdi ban giau c6 Bobby Sanderson, ong
tinh cd nhac dén khoan thiéu hut 16n nay. Nghi rang Laker sé c6 mot
twong lai twoi sang phia tredc, Sanderson da ky ngay mot tdm séc cho
Laker trong quan rwgu. Freddie sé c6 dugce nhitng chi€éc mdy bay cta
minh.

Thé r6i Lién X6 phong téa Berlin. Nhitng ai hay doc sach tinh
bao déu biét, Berlin thdi hau chién - thyc chat 1a mét hon déo bi c6 1ap
bén trong khu vie bi phe Lién X6 chiém dong - bi phan chia thanh cac
khu viyc chiém déng, v6i ba nwéc phuwong Tay gom Hoa Ky, Vuong
quoc Anh va Phap chia nhau Tay Berlin, trong khi quan Lién X6 kiém
soat Pong Berlin. Vao thang 6 nam 1948, trong no lwc budc quan
dong minh rut khoi noi nay, quan Lién X6 da bao vay Berlin va phong
tda cac tuyén dwong bo, duong sat va dwong song. Cac nguon cung
tng lwong thue va nwéc uong déu bi ngan chan.

Quyét dinh dugc dwa ra la van chuyén hang tiép té bang may bay
hang héa véi gia thuyét rang quan Lién X0 sé khong dam ban ha may
bay phi quan sy dang phuc vu muc dich nhan dao. May man la gia
thuyét d6 da ding. RAF chi c6 thé ho trg mot s6 lwgng may bay nhat
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dinh, do d6 can c6 sy ho trg cta cac hang hang khong thwong mai.
Chinh phu dong y thanh toan cho thoi gian bay cling nhu phi van
chuyén. Mot trong nhitng cong ty tw nhan dau tién tham gia vao chién
dich cau khong van nay la Bond Air Services (t6i khong bia dau a!),
nhwng cong ty nay can c6 thém may bay - nhitng chiéc may bay cua
Freddie Laker. O dinh diém caa chién dich kéo dai mot nam nay,
“Freddie phu trdch bao dwdng 12 chiéc may bay cho Bond Air
Services va hoat dong vdi vai tro don vi cung ¢ng dich vu va phu kién
cho nhiéu may bay trong khodng hon 90 may bay phuc vu cho chién
dich cau khéong van dan sy nay”.

Vi truc gidac nhay bén, Freddie da trién khai mot phwong cach
kinh doanh hiéu qua cho chinh minh sau nay. Ong chi giao thiép vé&i
“nhitng nguwoi tram lang va diém tinh, lam nén cho ban chat so6i néi
cta Freddie” va sau do truyén nang lwgng ctia 6ng dé tao dong lyc cho
ho. “Ong gay cam hitng cho ho bing sy nhiét thanh cta ban than va
thuyét phuc ho bang kha nang thuc té cia minh, do do, ho tham gia
dam trach cac dy an v6i mot tinh than khong ché vao dau dugc”.

Thanh cong cta chién dich Berlin tdo bao d6 da dat nén méng
cho nhiéu chién dich mao hiém khac trong linh virc hang khong, bao
gom ca thoi gian ti€p quan vi tri giam doéc diéu hanh cta British
United Airlines. Thé nhung, chac chan rang, sém muon gi Freddie
cling mudn tén minh xuat hién trén than may bay.

Ong ra mit Laker Airways vao nim 1966 trong vai tro “hing
hang khéng hop dong cho cac ky nghi tron géi”. Theo bao cdo cua
Eglin va Ritchie, sttc quyén rii von c6 ctia 6ng da truyén dén phi hanh
doan va d6i ngii tiép vién hang khéng. N6 ciling cé tac dung vdi ca
hanh khach. “Trong mua dau tién, 6ng da dich than tham gia trén cac
chuyén bay, ng6i lan vdi hanh khach va tw hao ké véi ho vé sy chi y
dén ting chi tiét cha minh”. Mdt nam sau, vao nam 1973, ong diéu
hanh chuyén bay ABC dau tién trén thé gidi, gitta Manchester va
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Toronto. Thé nhung, 6ng van néng long mudn dwa chiéc Skytrain ctia
minh di vao hoat dong.

Théi quan liéu va nhitng am muwu gay cham tré cho viéc ra mat
dich vu do co6 thé 1dp day cac trang trong cudn sach nay - va qua ding
la nhw vay. Truwong thién tiéu thuyét nay bat dau vao nam 1971 khi Air
Transport Licensing Board (ATLB) tir choi don xin cung cap dich vu
hang khong gia ré giita London va New York ctia Laker. Ong phan
khang va gianh chién thang. Sau d6, vao cu6i nam 1972, ATLB dwgc
thay thé bdi Co quan Hang khong Dan dung (Civil Aviation
Authority) méi. Laker dugc yéu cau phai ndp don xin lai tir dau. Ong
da lam va gianh chién thang.

Thé nhung, trede khi 6ng kip xtc tién cong viéc, chinh pha thude
Pang lao dong cua Anh - duéi sttc ép cua cac hang hang khong 16n
dang chiu dnh hwéng do lam phat gia nhién liéu trong sudt cudoc khing
hodng nang lwgng toan cau - da tré mat va thu héi gidy phép cta 6ng
vao ngay 9 thang 7 nam 1975. Khong nan long, Freddie kién 1én Toa
cap cao cta Anh va gianh chién thang.

Sau mot vai thang tram khéac, bao gom ca sy can thiép tich cuc
ctia Tong thong MY Jimmy Carter, chuyén bay Skytrain dau tién chinh
thitc cdt canh tir Gatwick vao ngay 29 thang 9 nam 1977. Vao thoi
diém do, Laker da danh bai nhitng d6i thu ma 6ng goi l1a “sau anh 16n”
dang van hanh tuyén London va New York - bao gom TWA, Pan Am,
British Airways, Air India, Iran Air va El Al - va ké bao ké trung
thanh cta ho IATA. Khong chi c6 vay, hanh khach da xép hang dai
(theo ding nghia den) ting ho ong. Nhiéu lan ditng trudc tda va bao
chi, Laker da khang dinh rang ong dau tranh dé tao ra nhitng chuyén
bay cho “nhitng con nguwoi bi lang quén” - nhitng cong nhan binh
thuwong c6 thu nhap thap va phai cham lo cho cé gia dinh.

“Cudc chién 5 nam cta Laker dé dwgc cap phép cho hanh trinh
cta Skytrain da dwgc quang cao mién phi tri gia hang triéu d6”, Eglin
va Ritchie quan sat. Lé duong nhién, nhitng 6ng 16n cua IATA sé
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khong dé yén cho Laker, va ho nhanh chéng cung cap cho ngoi gia ré
trén cac chuyén bay ctia minh nham muc dich chung 1a bép nghet
Skytrain ngay khi mdi ra doi. Bang “4m muu hgp sic phan coéng
Skytrain”, Eglin va Ritchie viét, ho da roi ngay vao tay cta Freddie,
cang khién “nhiéu ngudi tin rang IATA that sy la mot to chitc xau xa
con Laker chinh la hién than cta Thanh Christopher”.

Skytrain duy tri mitc gia thap bang cach ban vé tai cho, st dung
dong may bay DC-10 than rong, tinh phi cac bita an va, theo Eglin va
Ritchie, trd lvong thap cho nhan vién; mac du rdé rang nhiéu nhan vién
da chdp nhan diéu nay nhv mét phan trong st ménh dan cha héa du
lich hang khong cua Laker.

Ban dau, moi thit dién ra nhw mo, khi Skytrain b6 sung thém
nhiéu tuyén bay va tiép tuc hanh trinh dén Los Angeles. Nhung roi tai
hoa ap dén: vao ngay 5 thang 2 nam 1982, Laker Airlines pha sén.

Co nhiéu nguyén nhan cho sy sup dé dé. Laker da vay muwon qua
nhiéu - véi mitc 1ai suat cao - dé mua dan may bay than rong ctuia ong,
mot ndc cO sai 1am da phan tac dung va khién 6ng phai lanh hau qua
ndng né. Khi mot chiéc may bay DC-10 than rong cia hang American
Airlines bi roi & Chicago O’Hare vao nam 1979, toan bo doi may bay
twong tw cia Freddie phai dirng hoat dong tam thdi cho cudc diéu tra
vé kha nang bay ctia mau mdy bay nay. Va khi hau qua cta cudc suy
thodi vao dau thap nién 1980 bat dau phat huy tac dung, “nhitng con
nguoi bi lang quén” cta Freddie m@i cam nhan dugce sy cang thang do
trén thu nhap cua minh.

Nhuwng c6 1€ quan trong hon ca la cac hang hang khong 16n van
tiép tuc ap dung chinh sach gidm manh gia vé dé canh tranh véi gia vé
cta Skytrain, cho du diéu d6 c6 anh hwdng xau dén lgi nhuan cua ho.
Ho da 1ap luan rang tui tién ctia ho sau hon cta Laker. Ho chi viéc
ngoi cho cho Skytrain that bai.

Thé nhung, hang hang khong Laker Airlines da dé lai mot di san
dang ké. Sttc dnh hwéng ctia n6 c6 thé nhin thdy & cdc hang hang
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khong khac, mot vai trong s6 do c6 Virgin Airlines, easyjet va
Ryanair. Skytrain “da canh bao cong chung - va cac chinh tri gia -
khap thé gi6i” rang chinh cac rao can trong canh tranh va sy ap gia
cta cac thanh vién IATA da khién cho gia vé may bay luén & mitc cao.
Freddie Laker da chitng minh duwgc sy can thiét cua cac hang hang
khong gia ré.

TAI KHEO LEO CUA NGUOI MY

Vao nam 2013, mdt bitc dnh vé mot nguwdi dan 6ng doi mi cao
boi xudt hién trén tap chi Fortune, nguoi nay dang tyw r6t cho minh
mot vai bourbon tai van phong lam viéc ¢ Dallas. Nguoi dan ong do la
Herb Kelleher, va bai viét di kém mo ta 6ng la “nha sang 1ap hay udng
Wild Turkey 101, hit thu6c lién hoi ctia hang Southwest Airlines” ma
ong thanh Iap tt 40 nam trude. (“Southwest’s Herb Kelleher: Still
crazy over these years”, ngay 14 thang Giéng nam 2013).

Pang sau hinh anh phac hoa sac sdo d6 la mot ngwoi dan 6ng,
giong nhu Freddie Laker, hiéu rang diém mau chdt dé phat trién van
hoéa doanh nghiép vitng manh la thué ding nguwoi va sau dé khoi
nguon cam hitng cho ho. Ong néi véi phéng vién Jennifer Reingold
cua Fortune:

Mot s6 ngudi sé néi: “A, day khong phai 1a chién luge”, bai vi ho thich tir “chién lugc”.
Ban biét do, né nghe c6 vé quan trong, giong nhw Stragetic Air Command... Néu khong nham
thi t6i cho rang Tolstoy da néi: “Lam cach nao ma Napoleon budc ra ban cong va huy dong
toan bd quan doi Phép lidu minh tién vao nwéc Nga?”. Toi dap: “A, lidu chién lwgc dé c6 phai
la tham vong dé vuwong ctia 6ng ay? Nhung diéu gi khién cho quan doi hanh dong nhuw thé?

Van héa”. Varai t6i néi: “Chinh hanh dong d6 cta quan doi da dinh hinh nén van héa”.

Thé nhung, Kelleher khong phai la 6ng cht hang hang khong gia
ré dau tién ctia My thay thé cac dich vu truyén théng bang mdt nén
van héa vitng manh. Khi 1én ké hoach cho dich vu md&i cia minh vao
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cudi thap nién 1960, ong da ghi nh¢ thwong hiéu gan nhu trung tén
nhung khong con ton tai - Pacific Southwest Airlines, hay PSA.

Pacific Southwest Airlines bat dau vao nam 1949 bdi moét cuu
huan luyén vién d6i bay twr thoi Thé chién thi II tén Ken Friedkin. Ban
dau, hoat dong nay von dugc thiét ké dé gia tang thu nhap ti* truong
day bay ma@i cua 6ng & San Diego.

NO Iyc trién khai dich vu tir San Diego dén El Centro tai mién
Nam California da thit bai, nhung hang du lich da khuyén Friedkin
thi nghiém mdt chuyén bay tuan dén San Francisco.

“Toan by hoat dong d6 dién ra rat nhip nhang”, trang web ban
chinh thitc ctia PSA nh¢ lai. “Cac phi c6ng chuan bi hanh trang, cac
tiép vién hang khong lau don may bay, va khi mua dong dén, moi
nguwoi déu cung nhau lap dat cac hé thong pha bang”. Vi nhiéu hanh
khach la thuy thu va hai quan tiv cac can ctt lan can, hang dugc goi
bang biét danh Hang hang khdong cho “thiy thu ngheo” (PSA-
history.org). Hanh khéach phai duwgc doi dai an can va hanh ly thét lac
phai duwgc x Iy nhanh chéng; hang khong dt kha nang déi pho vai
nhitng khach hang cau kinh, hay cac khoan tién boi thwong.

PSA chat vat budc vao thoi dai may bay phan lwc, mac du
Friedkin qua doi vao nam 1962. Béng nghiép ctia 6ng (dong thoi la
huan luyén bay) J Floyd “Andy” Andrews tiép nhan sit ménh va dua
hang hang khong dén buc vinh quang. Duwéi sy lanh dao cia Andy,
hang khoac 1én minh phong cach sic s& goi nhé dén nhitng chiéc ao
Hawaii ddc trung cda Friedkin. Cudi thap nién 1960 la thoi ky vang
son ciia PSA khi hinh anh nhitng nu cwdi dugce son trén miii may bay -
ban dau duwgc dung cho mot budi chup hinh - da phan anh khau hiéu
cta hang “Hang hang khong than thién cta thé gigi”. Kha giong vGi
Virgin sau nay, hang xay dung cho minh mét thai do va tinh cach dé
nhan biét, mot cach dinh vi “tha vi” dé c6 duwgc long trung thanh cta
khach hang. Lénh bai bé quy dinh hang khong nam 1978 - d& bé nhiéu
gi¢i han ¢ nhitng tuyén duong cu thé ma cac hang hang khong dugc
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phép phuc vu - da tao diéu kién cho hang mé rong pham vi ra khéi
California dé t6i cac diém dén xa hon khap nwéc M. Thuong hiéu
PSA thu vi theo cach khac la nay chi bién mat vao nam 1988 khi hang
sap nhap v6i doi thu USAir.

Thé nhung, tinh than ctia hang van song mai dudi cai tén gan
giong Southwest Airlines. Ngay tir dau, Herb Kelleher da a4p dung thai
d6 lac quan va doi ngli phi hanh doan bat mat cia PSA. Cudi cung,
Southwest khong chi virgt qua nguoi ho hang xa x6i ctia minh ma con
tré nén tai giéi va uy tin hon rat nhiéu. Ngay nay, phi hanh doan cua
hang dwoc biét dén vdi khiéu hai hwéc - YouTube chita day nhitng
thong bao hai huéc va tham chi cd mét vai bai hat trén chuyén bay - va
hang hang khong thuwong co tén trong danh sach nhitng cong ty dang
nguong mo nhat thé gigi trén tap chi Fortune. Hang cling noi tiéng vaGi
chinh sach khong bao gio sa thai nhan viéen, cho du la tam thoi, bdi vi
ludn chu trong dén con nguoi.

So v@i dan anh day dan kinh nghiém Southwest, jetBlue la mot
thuwong hiéu non tré, dwgc David Neeleman thanh 1ap vao nam 1999.
Chién lwgc cua jetBlue 1a khién cho trdi nghiém bay gia ré tr@ nén
thodi mai hon, va tham chi c6 phan cao cap védi cho ngoi boc da, cho
dudi chan, thitc an nhe mién phi va - lan dau tién trong nganh hang
khong - 24 kénh truyén hinh vé tinh tryc ti€p tai moi cho ngéi ma
khach hang khéng phai tra thém bat ky chi phi nao. (“Our company -
history”, www.jetblue.com).

Quyét tdm cua hang la cung cip nhitng chuyén bay gia ré trong
khi van dam bao cung cap dich vu khach hang chat lwgng cao dé co
thé canh tranh v6i cac hang hang khong tiéu chuan ciing nhw cac doi
tha gia ré khac. Han nhién la jetBlue da day cho cac hang hang khong
khac cia Anh mot vai bai hoc dang gia.

SU KIEN CUONG CUA NGUOI ANH
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Hanh khach it nhiéu c6 thé nhan biét dugc cac yéu té6 cau thanh
mo hinh hang khong gia ré. Ching bao gém dich vu mét hang ghé, st
dung cac san bay “thit cap” vd&i mitc phi ha canh thap hon, nhan vién
dam trach nhiéu vi tri - nhan vién kiém tra vé ctia ban tai cong 1én may
bay sé la ngwoi phuc vu ban mén sandwich trén chuyén bay - cho ngoi
khong bat ra sau va tinh phi bé sung cho hanh ly ky gtti, cac bita an
nhe trén may bay... va bat c thit gi ma cac hang nay c6 thé tranh
dwge. Cac hang hang khong gia ré cling “han ché” chi phi nhién liéu
bang cach mua vdi s6 lwong 16n khi gia thap, va yéu cau diéu chinh
thiét ké trén may bay dé thém nhiéu cho ng6i hon bén trong va giam
lyc can bén ngoai.

Di nhién, Internet da lam thay d6i moi thit. M6t khi hanh khach
c6 thé mua vé, dang ky hanh ly va tham chi check-in tric tuyén, toan
bd quy trinh Iya chon cho ng6i trén may bay va cat canh déu duwgc hé
thong hoa - trong khi d6, phwong phap mua vé true tiép cé thé giip
cac hang cat gidm chi phi lién quan dén cac dai ly du lich.

Mot trong nhitng don vi hwéng loi chinh ti sy thay do6i nay la
Ryanair, hang hang khong gia ré noi tiéng véi it dich vu nhat trong tat
ca. Pugc thanh 13p vao nam 1984 bgi mot nhém doanh nhan nguoi
Ireland, bao gom Tony Ryan, nha sang 1ap cong ty cho thué may bay
Guinness Peat Aviation, Ryanair bat dau khai thac cac chuyén bay
gitta san bay Waterford va Gatwick dé canh tranh vd&i British Airways
va Aer Lingus, vé sau b0 sung thém tuyén Dublin-Luton vao nam
1986.

B0 6c thién tai that sy dang sau dich vu vat-tan-xwong nay la
giam doc diéu hanh Michael O’Leary, nguwdi da tham nhuan bai hoc
ctia Southwest. Vao nam 1990, “Bat chuwdc md hinh vé mday bay gia ré
cta Southwest Airlines, hang dwgc ra mat trg lai... nhw mot hang hang
khong gia ré dau tién ctia chdu Au”. Nhitng cdi tién cta hiang bao gom
“nhitng chuyén bay tan suat cao, chuyén sang kiéu doi may bay don
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[va] cat giam d6 uéng mién phi cling nhw nhitng bita dn dat dé trén
may bay”. (“History of Ryanair”, www.ryanair.com).

Vao ndm 1992, Lién hiép chau Au thay d6i diéu 18 cia nganh
hang khong, cho phép cac hang hang khong chau Au ting dang ké s6
chuyén bay c6 dinh khap khu vic nay - mot co hoi ma Ryanair da nam
bat.

Ryanair ra mat trang web vao nam 2000. Chin nam sau, hang nay
da cung cdp cac quay check-in: hanh khach c6 thé thyc hién moi thu
tuc tryc tuyén trir viéc ky gti hanh ly. Thinh thodng, m6 hinh gié siéu
ré cia Ryanair cling bi ché nhao nhuwng hang van vui vé dwa ra nhitng
tuyén bo gdy soc dé kich dong dam dong. Vao thai diém khi hang san
sang loai bo cdc quay check-in, O’Leary c6 nhac dén trong mot bai
phong van trén BBC rang hang dang nghi dén viéc tinh phi 1 bang
Anh cho méi hanh khach di vé sinh trong sudt chuyén bay. Vé sau,
ong thtra nhan rang y twéng dé khong kha thi va di ngugc lai quy dinh
ctia Lién hiép chau Au. (“Spend a penny, pay a pound with Ryanair”,
Guardian, ngay 27 thang 2 nam 2009).

Ryanair ap dung phuong phap khong dich vu cho cac chuwong
trinh khuyén mai, v6i cac ndi dung quang cao den trang tu san xuat da
gay tranh cai: chién dich quang cdo nam 2012 véi hinh anh céc tiép
vién hang khong médc ndi y dwéi dong chit “Gia vé & doi ngii tiép vién
néng bong” (Red hot fares & crew) la mot trong nhiéu ndi dung khién
Cuc quan ly Tiéu chuan Quang cdo ndi gian.

Thé nhung, kiéu dich vu vat-tdn-xwong cta hang ciling dong
nghia v&i chat lwgng trdi nghiém kém - cung vGi doi ngli nhan vién
thiéu kién nhan va dé cau gat - va hanh khach bat dau roi bo. Bé chude
16i, hdng da ra mat chién dich cai thién chat lwgng nhw cho ngb6i dugc
dang ky trwdc, cho phép hanh khach mang theo hanh ly xach tay thw
hai, va “cho phép d6i ngii nhan vién tuyén dau linh hoat x ly nhitng
vi pham nhé, chang han nhv kich ¢& hanh ly. Lgi nhuan bat dau gia
tang, mac du gia nhién liéu gidam ciing gép phan vao sy thanh céng dé.
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(“Fewe rules, less hassle, more profit - how being nice paid off at
Ryanair”, The Guardian, ngay 30 thang 5 nam 2015).

Trén thue té, hang hang khong nay van thua kém so v6i mét hang
hang khong gia ré khac cia Anh. Nhiéu hang hang khong gia ré xuat
hién va bién mat, nhwng doi thu that sy cia Ryanair van luén la
easyjet. Nha sang 1ap Stelios Haji-Ioannou la mét nhan vat c6 tam
nhin 16n nhv cach cta Laker va Branson. Cha cua ong la ong trum van
tai dao Sip Hy Lap, ngudi da giip ong khéi nghiép kinh doanh. Ong ra
mat easyjet vao nam 1995 & tudi 28, van hanh mot vai chi€c may bay
Boeing 737-200 tir Luton London dén Glasgow va Edinburgh. Trong
vong vai nam, 6ng da mé rong dén Amsterdam, Barcelona va Nice.

Ong noéi v6i t& The Telegraph: “V6i sb tién hd trg caa cha, toi co
tam nhin va quyét tdm dén Luton dé bién n6 thanh hién thyc. Toi da &
ding noi vao ding thoi diém. Chau Au chi mé rong bau troi mot
lan... néu khong tim cach bat dau moét hang hang khong ldac nay, ban
sé khong thé kiém duogc tién va viéc kinh doanh sé that bai”. (“Stelios:
‘I ditched my Porsche when I started easyjet. I’ve had a Smart Car
ever since’”, ngay 29 thang 7 nam 2009).

Mot lan nita, easyjet 4p dung mo hinh ctia Southwest, mac du da
b6 sung thém cac diém nhan doc ddo, dang chu y la hinh &nh mau cam
ruc rd cda thwong hiéu. Ban than nhitng chiéc may bay da dong vai tro
nhw nhitng tdm bién quang cado, vai s6 dién thoai ctia hang hang khong
(vé sau la dia chi trang web ctia hang) dugc in dam trén cad hai bén
than mdy bay. Dén nam 1999 thi xuat hién Airline, mot bd phim tai
liéu trén truyén hinh noi vé easyjet, khang dinh vi tri vitng chac cta
hang trong van hoa dai chung tai Anh. Easyjet dugc dwa lén san chitng
khoan London Stock Exchange vao nam 2000 va hai nam sau da mua
lai mot hang hang khong gia ré khac - Go - von dugce British Airways
ra mat.

Su6t nhiéu nam, easyjet bé qua mot s6 bién phap cat giam chi phi
truyén thong. Giong nhw Ryanair, ban dau, hang nay khong cung cap
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cho ngoi theo chi dinh - két qua la xay ra su chen lan ti do & cong 1én
mdy bay - nhung diéu d6 da dugc thay doi vao nam 2012, cho phép
hanh khach tra thém mot khoan phi dé chon cho ngoi cé cho dudi chan
rong hon hodc & phia dau may bay. Hang ciing khai thac hanh trinh
xuat phat tir cdc san bay chinh nhw London Gatwick va Charles de
Gaulle tai Paris. Duwé6i sy lanh dao day tinh cach tan ctia Giam doc
diéu hanh Carolyn McCall, nguwdi gia nhap vao nam 2010, hang da thu
hat dwge nhitng hanh khach thvong xuyéen hang thuvong gia nho cung
cap dich vu ding gio va gia vé linh hoat, cho phép hanh khach dat lai
vé sau khi da dat xong. McCall cling tap trung vao cong tac dao tao
nhan vién, thanh 1ap hoc vién ndi bd nham khuyén khich doi ngii phi
hanh doan tré nén thng minh, hiéu qua va trén hét la than thién hon:
[Nang cao mitc do hai long cua hanh khach chinh la trong tam hoat
dong cua easyjet”, theo Financial Times (“Easyjet blazes trail on
customer service”, ngay 23 thang 12 nam 2013).

Dbiéu dé khong c6 nghia la Ryanair hay easyjet c6 quyeén lwa
chon, sy xa xi d6 hién nam trong tay hanh khach. FlyBe, Wizz,
Vueling, jet2.com, Air FEuropa,... trang web Flylc.com
(www.flylc.com) liét ké danh sach khong dwéi 32 hang hang khong
gia ré dang phuc vu chi riéng thi truong chau Au. Ngay truée khi toi
hoan tat chwong nay, mot phong vién Telegraph co6 thé bay khdp thé
gidi trén 10 hang hang khong gia ré, tir easyjet dén Norwegian. Toan
bd chi phi cho hanh trinh khit h6i ma nguwdi dé phai tiéu ton chwa t6i
2.000 do-la M§. (“Around the world by budget airline: 10 flights,
£1,653 - here’s how to do it”, ngay 8 thang 4 nam 2016).

Vung troi da hoan toan thay do6i ké tiw thdp nién 1970. Han
Freddie Laker sé rat vui khi nhin thdy rang phuong tién di chuyén
dwong hang khong - du khong phai Itic nao cling thoai mai - da trd nén
dé tiép can vGi moi nguwoi. Ngay nay, tit ca chung ta déu dé dang tr@
thanh mot hanh khach tren khong.
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DIEM NHAN CUA HANH TRINH

Southwest Airlines tai My va Skytrain tai Anh da ching t6 vao thap
nién 1970 rang nhu cau du lich hang khong gia ré 1a c6 that.

Southwest Airlines, PSA va Laker Airways thé hién mot van héa
manh mé, mot hinh anh tha vi - ¢6 phan di ngwoc truyén thong - va
mot dich vu than thién gitt chan khach hang.

Tai Anh, Ryanair va easyjet xuat hién vao thap nién 1990 nham tan
dung ludt diéu chinh cac quy dinh hang khong va, ngay sau do, la cudc
cach mang Internet.

Theo danh sach cua T6 chitc Hang khong Dan dung Quoc té ICAO
(International Civil Aviation Organization), hién c6 200 hang hang
khong khap thé gidi duoc liét ké 1a hang hang khong “gia ré”.
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13
LASTMINUTE VA KY NGUYEN
DOT-COM

“Noi ban dén sé la chinh ban.”

Gi6ng nhv nhiéu nguwdi cung thé hé véi minh, lan dau tién toi dat
tour du lich tryc tuyén la trén Lastminute.com. Han nhién t6i biét rang
c6 nhiéu cach dat tour du lich hon so véi viéc tim dén mot dai 1y du
lich gan nha. Mot s6 ban da kiém dwgc nhitng ky nghi gia ré théng qua
Teletext, kénh dich vu thong tin c6 thé ti€p can qua man hinh TV cua
ban, nhuwng khi Lastminute xudt hién, nhitng lwa chon khac tr@ thanh
lich si. Trang thong tin dot-com mdi do trong thoi thugng va cling
“nghich nggm” hon bat ky ké hoach du lich nao khéac; nhiéu ky nghi
cu6i tuan lang man hon ky nghi trang mat.

Pugc ra mat bdi hai nha doanh nghiép non tré Brent Hoberman
va Martha Lane Fox vao nam 1998, Lastminute gép phan tao nén “su
bung nd hién twgng dot-com” day manh mé nhung ciing khong kém
phan bi dat vao cudi thap nién 1990, vGi v6 s6 doanh nghiép nuéng
hang triéu doé tién mat vao cong nghé dé roi vo tan nhw bong bong xa
phong khi niém tin vao gia tri c6 phiéu cong nghé khéng con nita.

Lastminute la mot trong s6 it don vi song sét. Co 1€, cac nha sang
lap cua n6 thong minh hon - hodc it vgi va hon so voi nhitng nguoi
cung thoi. Tot nghiép Oxford, céd hai toat 1én vé ty tin, ngdy tho trong
sang: Hoberman 29 tudi, Lane Fox chi mdi 25. “Néu khi d6 da biét
nhitng gi ma minh biét lic nay, c6 1é ching t6i da khong lam dwoc”,
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Hoberman nhin nhan. “Nhung cac cong ty khdi nghiép c6 mot sirc
manh ghé gém. Ban ludn cho rang chi nhitng cong ty 16n mdi lam
duwoc nhitng gi ban dang lam, nhung nhw cach Bill Gates ndi, ho céc
quan tam, ho khéng chdp nhan rdi ro”, (www.startups.co.uk, ngay 15
thang 8 nam 2007).

Lastminute.com xudt phat t* mot y twéng don gidn: giam tai
nhitng mén hang sap-tén-kho. Néi theo ngon ngit cia The Guardian -
trong do cay but Victor Keegan da khéo léo chon Lastminute la mot
trong nhitng cau chuyén thanh cong dién hinh cia ky nguyén bung no
cong nghé dot-com - trang nay ban:

... chuoi hang héa va dich vu nhw phong khach san va céac ky nghi cho nhitng ngwoi mua
vao phtit choét... Trong khi hau hét cac trang web khdi nghiép déu ban san pham ctia cac cong
ty khac, Lastminute lai chd trong vao viéc ban nhitng mén hang ton kho khong ai them quan
tam hodc sap bién mat - chang han nhw nhitng can phong trong sé dugc lap day vao ngay hém
sau néu khong dugc st dung ngay hom nay. Cach lam do tao ra mdt kiéu nhu cau cé that méi
doi vdi nhitng san pham thuwong sé bi 1ang quén néu khong ai nhac dén.

“We’ve only just begun”, The Guardian,

ngay 27 thang Giéng nam 2000.

Céac nha sang lap cta trang nay gap nhau khi ho con 1a c6 van
quan ly cho Spectrum Strategy. Hoberman nghi ra y tuwdng cho
Lastminute b&i anh n6i: “T6i chinh la mot trong sé nhitng nguwdi hay
dat phong khach san vao phut chét trong dém the Sau”. (“Lastminute
wonders”, Marketing, ngay 3 thang 3 nam 2000). Vao thoi diém do,
Lane Fox chuyén sang cong viéc khac nhung Hoberman da thuyét
phuc c6 ay bé viéc va cung nhau khéi nghiép. Co ay ludn yéu thich du
lich; that ra khi con tré, c6 luén ao wéc tré thanh mot chu khach san.
“T6i trdi qua hang gio choi cac tro choi ‘khach san’ va yéu cau cha me
minh check-in vao ‘phong’ cua ho (phong khach trong nha ching
t6i)”, Lane Fox chia sé vGi The Independent. (“My Secret Life: Martha
Lane Fox”, ngay 5 thang 7 nam 2008).
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Lastminute nam bat dwoc ban chat thoat ly, dam mé lac thi von
c6 cua du lich va nhan rong n6 1én. M6t trong nhitng diém doc dao cta
trang nay la nut “sép dang nhin”, giip nhanh chéng chuyén trang chu
Lastminute thanh mdt man hinh nhw thé ban dang lam viéc vé&i hinh
anh céc do thi va bang biéu thong ké. Ngoai ra, Lane Fox cling gtti cac
newsletter di dom dén ngudi st dung thuwong xuyén. Bo doi nay biét
dwgc khach hang cua ho - theo nhiéu cach, ho ciling tirng 1a khach
hang.

“Bang cach tan dung sic manh cta Internet dé két noi nguwdi mua
va nguoi ban, ching toi c6 thé gia tang gia tri cho ca hai”, Hoberman
chia sé trén bai viét ctia Startups.co.uk. “T6i nghi rang ching t6i mang
cai tinh than “hay lam di” vao thé gigi kinh doanh va rang diéu dé cé
thé dem lai niém vui... Ching t6i chi ra rang ban c6 thé ra mat mot
thwong hiéu tiéu dung tir con s6 0 va rang Internet sé cho phép ban
lam diéu d6 mot cach rat nhanh chéng”.

B0 doi da huy dong dwgc 600.000 bang Anh von dau tw dé duy
tri hoat dong va sau d6 lam viéc cat lyc: “Lam viéc 14 tiéng moi ngay
vdi tinh than kién dinh bén bi. Pwoc biét Lane Fox da goi cho Alitalia
150 1an trwdce khi dugc hen gap”, theo Marketing. Gigi truyén thong
dé mat dén ho - vé dién trai va dam nguwdi cia Hoberman cung nhitng
lon téc vang duyén dang cua Lane Fox - va hao hitc muén duwgc nghe
cau chuyén cua ho, theo cach cta hg. Vao nam 2000, hoat dong kinh
doanh van chwa c6 lai nhung ho da hoan toan chinh phuc dugc gidi
truyén thong va Thanh pho. Budc tiép theo 1a ban c6 phiéu ra cong
chiing - n6i mot cach chinh xéc thi day la hanh dong dién ra vao phit
chot, chi trwde khi bong bong cong nghé vo tung.

Lastminute.com chao ban c6 phiéu lan dau trén san giao dich
chitng khoan London vao ngay 14 thang 3 nam 2000, vGi gia tri dat
hon nita ty bang Anh. Gia c6 phiéu bat dau dugc giao dich @ mic 380
xu (pence) va dong ctra ¢ muc 487,5. Tuy nhién, chi trong vong vai
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tuan sau, c6 phiéu cong nghé bat dau gidam manh nhuwng Lastminute
van vitng vang chong choi lai con bao dé.

Tiép theo la giai doan m@ rong nhanh chong khi Lastminute mua
lai 14 cong ty trong vong 3 nam. Nghe c6 vé khinh suat nhung nhw
Hoberman giai thich, cach d6 cho phép Lastminute cé dwoc sy ho trg
can thiét dé bao vé ban than trwdc cac déi thu nhw Expedia. Ngay ca
khi gid c6 phiéu cta Lastminute lao doc xudng duwgi 1 bang Anh,
twong lai cua né van da sang sia dé cac nha dau tw tru lai. “T6i that
ngac nhién khi nhiéu nguwdi nghi rang cong ty chiing t6i dang lam an
bét bat, tuy nhién, chiing t6i da 1én ké hoach trudc va van con khoan
tién mat la 50 triéu bang Anh”, Hoberman chia sé vGi Startups.co.uk.
“T6i cho rang do6 la phan khé khan cua viéc diéu hanh mot cong ty co
phan héa”.

Vao thang 7 nam 2005, Lastminute dwgc ban cho Sabre
Holdings, cha s@ hitu cua trang du lich trye tuyén Travelocity véi gia
577 triéu bang Anh. N6 van duy tri hinh anh thwong hiéu manh va
khong phu thudc vao nhitng chuyén bay gia ré - viéc thu mua doé cho
phép thvong hiéu c6 dugc hoat dong kinh doanh khach san va cho
thué xe. Sabre da diéu chinh va xtc tién ké hoach thong linh du lich
tryc tuyén thong qua Travelocity tai My va Lastminute tai chau Au.
Thé nhung cudi cung, thwong hiéu da gap that bai tredc sw xuat hién
ctia Expedia va Booking.com ma t6i sé nhac dén & phan tiép theo.

Vao thang 3 nam 2015, Sabre ban Lastminute cho Bravofly
Rumbo Group - mot hang cé tru sé tai Thuy Si - noi s& hitu nhiéu dich
vu booking va tim kiém du lich vGi gia 120 triéu d6-la My. Fabio
Cannavale - chu tich tap doan - da mo ta Lastminute nhu mot “thvong
hiéu biéu twgng”. Thé nhung, thwong hiéu dy da mat di tinh khan hiém
ctia minh trong thé gidi du lich tryc tuyén canh tranh khoc liét. Trong
khi do, Hoberman va Lane Fox da vuon xa, m@ rong tai nang cua ho
dén nhiéu dy an kinh doanh va cong dong. That khé pha nhan rang ho
la nhitng ngudi c6 tam nhin tién phong.
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Nhv noi dung trén tap chi Marketing vao nam 2000, Hoberman
mo ta tam nhin vé twong lai gan cua anh: “Vao lic 7 gid sang, chuéng
dién thoai cta ban rung 1én va ching t6i dang tang ban phiéu giam gia
25% cho nha hang Y l4n cin, sau d6 1a mot vé nhac kich, vi chung toi
biét ban vira trd vé tir Y va dang cam thdy nhé noi d6”.

Khi dit liéu dugce két hgp véi cong nghé di dong, moi thit sé thay
doi.

NGUON GOC CUA DU LICH KY NGUYEN SO

Nhung ching ta hay quay ngugc thoi gian mot chut, mong ban
hay kién nhan cung t6i, bdi vi cong nghé va du lich da gan bé véi
nhau rat lau tredc khi Internet xudt hién. Ban da nghe dén tén goi
“Sabre” r6i va n6 cyc ky quan trong.

Vao thoi diém khi Pan Am ra mat hé thong dat vé dién t
PANAMAC tién phong (xem Chwong 8), cac hang khac ciling lam
theo. Trén thyc té, hé thong dau tién c6 tén goi Reservec (Reservations
Electronically Controlled) da dwoc Trans Cana Airlines phoi hgp véi
Pai hoc Toronto va Ferranti Systems phat trién vao cudi thap nién
1950.

Tiép ngay sau d6 la hé thong ban ty dong Semi-Automated
Business-Related Environment (SABRE - cai tén ma t6i nhac cac ban
lwu y) ctia hang hang khong American Airlines dugc sang tao v6i IBM
va trién khai vao ndam 1961. Delta ciing tiép buéc vGi hé thong dat vé
Deltamatic vao nam 1964, va hang United v6i Apollo vao nam 1971.
Hai huwéc 14, mac du Juan Trippe tuyén bo rang du lich dai ching sé c6
nhiéu tac dong to 16n dén thé gidi hon viéc phat minh ra bom nguyén
t, nhung hau hét cac hé thong nay déu bat nguén tir cong nghé quan
st Hoa Ky, dwgc phat trién dé tinh todn dwong bay cua tén ltra dan
dao. Chang bao lau sau, cac hang du lich khap thé gi¢i déu dugc trang
bi cong két néi vdi cac tram diéu khién trung tdm va cho phép ho dat
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vé mdy bay ngay titc thi. Amadeus - mdt d6i tha dén tit chau Au dwogc
lién minh c4c hing hang khong chau Au thanh 1ap - xuét hién vao nim
1987. Cac lién minh hang khong khac da tao ra Galieo va Worldspan
vao dau thap nién 1990.

Vay lam cach nao cac khach san tan dung dvgc co hoi nay? Tén
thwong hiéu cha chét can nhé & day la Pegasus, dwgc John Davis
thanh 1ap vao nam 1989. Vao thoi diém do, Davis la Giam doc diéu
hanh ctia mdt tap doan gom 15 chudi khach san. Ong sang ché ra mot
cong nghé cé kha nang két néi danh sach s6 phong con trong & cac
chudi khach san cia minh v&i hé thong dat vé cia cac hang hang
khong. Chang bao lau sau, 6ng bat dau ban cong nghé dé cho cac
chuoi khach san khac bén ngoai tap doan ctia minh.

Truwdc dé6 mot thoi gian, nhitng hé thong phan phoi toan cau nay
cling dang xt ly khong chi cac hang hang khong va cac chuoi khach
san ma con ca dich vu cho thué xe, t6 chitc cac tour du lich va du
thuyén. Nhitng hé thong ay van la nén méng cho toan bo kién tric ctia
nganh du lich.

Khi moi nguwoi bat dau nhan ra rang Internet sé cach mang héa
hanh vi tim kiém va mua hang hoa, dich vu ctia ngudi tiéu dung, rd
rang, du lich la linh virc muc tiéu dé nhan thay. Sabre Holdings - chu
s@ hitu ctia hé thong dat vé may bay - ra mat Travelocity.com vao nam
1996, tao ra mot dinh nghia méi cho khai niém “khach du lich salon”
khi cho phép nguoi tiéu dung tiép can truc tiép cac lich trinh va gia vé
may bay ctia Sabre, cling nhuv cho phép ho thanh toan vé, dat phong
khach san, thué xe va mua cac ky nghi tron goi.

Ciling trong nam dé, Microsoft ra mat Expedia, két n6i cac hé
thong phan phoi toan cau véi nhau va dat chiing vao tay ngudi tiéu
dung. Han vai nguwdi con nhd rang Microsoft da tao ra thwong hiéu
nay, dugc chinh thic khéi dong vao nam 2000. Ké tir do, Expedia da
mua lai nhiéu trang du lich truc tuyén, bao gom Travelocity vao thang
Giéng nam 2015.
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Expedia cling mua lai mot trang dat cho true tuyén khac vao nam
2015: Orbitz, von duwgc mot nhom cac hang hang khong My (bao gom
Continental, Delta, Northwest, United va American) ra mat vao nam
2001 dé canh tranh véi Expedia va Travelocity. Vao giai doan 1én ké
hoach, Orbitz c6 tén ma la T2, twgng trung cho “Travelocity
Terminator” (Ké huy diét Travelocity). (“The definitive oral history of
online travel”, www.medium.com, ngay 4 thang 6 nam 2015).

Mot trong nhitng chién dich quang cdo ctia Expedia la theo
hwéng soi sang dudi géc do tam ly cua du lich gidi tri. Khau hiéu
“Travel yourself interesting” (Tam dich nghia: “Hay di dé tr¢ thanh
nguoi thu vi”), va y twdng rang khi tré vé nha sau ky nghi cung véi
nhitng hinh anh, giai thoai va cau chuyén ly thy, trong chitng myc nao
dé, ban trd thanh nguwdi ndi tiéng va duwgc ban bé ngwdng mo. Nhitng
nhan vat “chiéu dugi” dac trung - ¢6 gai miim mim tai phong tap gym,
nhan vién tap vu & phim truong, nhan vién van phong lwoi biéng -
bién thanh nhitng hinh mau hap dan khi ho khoe nhitng bitc hinh chup
duwgc trong ky nghi, thu hut dam doéng va tdéa sang hon cac doi thu
“ndng ky” khac. Noi cach khac, chung ta di du lich khong chi vi muc
dich trdi nghiém ma con dé duwgc khoe khoang vé né.

Hoda ra doi thu canh tranh bén bi nhét cia Expedia trong thé gidi
du lich tryc tuyén la Priceline.com, do Jay Scott Walker - ngudi duoc
mo td nhw “nha sang ché” - thanh 1ap vao nam 1997. Cum ttr do cé vé
16i thoi nhung doi vai Walker, né lai hoan toan thich hgp. Nha sang
1ap ctia phong nghién cttu va phat trién Walker Digital tai Stamford,
Connecticut da cé tén trén hon 450 bang sang ché da va dang cho cap
phép tai M¥ ciling nhuw qudc té. (“Meet Jay”, www.walkerdigital.com).

Sinh ra tai Queens, New York, Walker la con trai cia mot nha dau
tw bat dong san kiém nha v6 dich bai 14 Bridge - mot sy két hgp khong
qua té néu xét ve tinh canh tranh trong kinh doanh. “Cha me cta 6ng
déu khuyén khich 6ng don nhan rii ro”, theo thong tin tir bai viét trén
tap chi Forbes. “Ong da 1am theo. O tudi 1én 9, Walker bit dau mot t&

https://thuviensach.vn


http://www.medium.com/

bdo. Nam lén 10, 6ng tw minh du lich d&n chau Au. Tai trai hé vao
nam 13 tu6i, 6ng mua keo v@i so lwong 16n va ban lai véi gia thap hon
so vOi muc gia cua trai he. “To6i la mot ké buon chg den”, ong cuoi
néi. “Toi phuc vu khach hang. Téi chi muén vugt qua thé doc quyén”.
(“An Edison for a new age?”, ngay 17 thang 5 nam 1999).

Céach tu duy twong tw kiéu nay cling chinh la kim chi nam cua
Priceline, cho phép nguwoi str dung “ty dinh gia” mot chiéc vé may bay.
Ban dwa ra mitc gia cho chuyén bay dén dia diém ma ban lwa chon, va
néu hang hang khong c6 mot chd ngbi con trong, ho sé chap nhan dée
nghi cua ban. Biém bat 1gi la cac diéu kién di kém - thgi gian chuyén
bay, cac diém dirng (kiéu nhuw qua canh) - sé khéng dwoc tiét 10 cho
dén khi ban thanh toan xong, do do6, ban khong thé tra lai vé. Nhiéu
khach du lich san sang chap nhan cudc chaoi dé. Véi cuwu ngoi sao Star
Trek Wiliam Shatner trong vai tro nguwoi phat ngon cua thwong hiéu -
rot cudc thi ai cé6 thé di xa hon thuyén trwéng Kirk* co chi? -
Priceline da tré thanh mot hién tugng.

Ngay nay, Priceline Group s& hitu nhiéu trang du lich. Vao nam
2005, hang mua lai mét trang dang ky 16n trong linh vy du lich s6:
Booking.com. Trang nay cé nguon goc tr Ha Lan v&i muc dich thanh
1ap ban dau la cong ty khai nghiép trong linh vire Internet dia phuwong
c6 tén goi Bookings.nl. Vao nam 2015, Booking.com gat hai nhiéu
thanh cong dén mitc Lién minh chdu Au di xem né 1a modt trong
nhitng cong ty Internet st dung “quyén han qua mirc trén linh vuc thi
treong ctia minh”. (“EU warns of ‘point of no return’ if Internet firms
are not regulated soon”, The Guardian, ngay 24 thang 4 nam 2015).

Quang cao cua trang nay tap trung vao sy khé khan cta viéc tim
kiém mot ky nghi hoan hdo. Cac quang céo trén truyén hinh thé hién
hinh anh khach du lich dat chan dén mot dia diém nao d6 va nhan ra
rang né chinh la thién dwong ha gi¢i ma ho ao wéc dé roi cam than
thot 1én “Booking dot YEAH!” (cach néi hai nghia nay nhan vé vai 10i
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chi trich nhuwng d6i v6i hau hét nhitng ngudi trwdng thanh binh
thwong, ching kha hai hwdc). Priceline cling s& hitu cong cu tim kiém
du lich day quyén lyc la Kayak ma hang mua lai vao nam 2013.

Co 1é khong co6 gi bat ngo khi Google - con quai vat trong s6 cac
cong cu tim kiém - bwdc vao linh vie du lich nay. Piéu d6 xdy ra vao
thang 9 nam 2011 véi chién dich ra mat Google Flights, chi vai thang
sau khi tiéu toén 700 triéu do-la My cho phan mém ITA chuyén tim
kiém gia ca va gia vé may bay. Mot trong nhitng 1gi ich caa Google
Flights la nguoi st dung khong can phéi nhap mot diém dén cu thé khi
tim kiém - ho chi don gian tim nhitng th¢ san c6 phu hgp véi thoi gian
va ngan sach ctia minh.

Tat ca déu vach ra con dwong hwéng tdi mot dang thire tim kiém
du lich theo tryc giac va tinh té hon.

CUOQC CHIEN GIANH KHACH HANG TRUC
TUYEN

Ngay nay, thi truong du lich trgc tuyén duwgc chia thanh ba phan
khiic: cac cong cu tim kiém “meta” nhw Kayak hay Skyscanner; cac
hang du lich tryc tuyén (hay con goi la OTA trong thuat ngit nganh)
nhw Expedia; va di nhién khong thé thiéu dat cho truc tuyén véi cac
khach san hodc hang hang khong. Vay phan khiic nao phé bién véi
nguoi tiéu dung nhat?

Kevin May, dong sang lap trang tin ti¢c nganh du lich Tnooz, cho
biét:

Thoéng thudng, tai chau Au va My, khoang 40% hoat dong du lich giai tri dugc ding ky
trire tuyén. 60% con lai van dang ky qua céc tong dai hodc dai ly du lich truyén thong. Cong
nghé s6 hda banh truvéng - né da bién doi toan bo nganh du lich - nhuwng khong dén mitc nhw

hau hét moi nguwdi van nghi. Cac dai 1y du lich van phuc vu hang triéu khach hang moi nam -
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va cu thé 1a ho dwa hang triéu du khach tir cac quéc gia Bic Au dén ving Dia Trung Hai vao

moOi mua he.

Pang ky du lich trie tuyén khong phdi 1a mot hién twgng thé hién
si cach biét thé hé, ong noi thém. “Viéc dang ky qua thiét bi di dong
c6 thé gdy anh huwdng dén nhitng ngudi tré tudi lic nay, nhung trén
thire té, né van phu thudc vao nhitng yéu t6 dem lai si thoai mai cho
nguoi tieu dung. Hoat dong dang ky truc tuyén da xuat hién trong
khoang 20 nam, do dd, nhitng van dé vé tinh quen thudc truwdc day
khong con ton tai nita”.

Vi kha nang nhoi nhét cac chuyén bay va phong khach san dé
tao ra nhitng ky nghi tron goéi, cac dai ly du lich tric tuyén cé thé
khién nhiéu thit dién ra theo y minh cho dén khi cong nghé bang thong
rong xuat hién vao gitta thap nién 2000. Khi do6, tdc do truy cap web
nhanh hon wu tién cho sy xuat hién cia nhitng céng cu so sanh gia.
“Ching da lam t6t vai tro tu tiép thi chinh minh mot cach khong thién
vi: ‘Chung t6i chi n6i cho ban biét cac mitc giad’. Pay la cach dam bao
do6i vGi nhitng ngudi tiéu dung dang trong giai doan cat giam chi tiéu”.

Thé nhung, ké tir d6, Booking.com da tré thanh tén tudi dang tin
cdy. Nguoi tieu dung nhan thay n6é nhanh va tién - nhuwng cac nha quan
1y khach san lai c6 mdi quan hé yéu-ghét vGi trang nay. Mot diém bat
lgi hién nhién d6i v&i cac nha quén ly khach san trén cac trang dang
ky true tuyén la ho bi han ché kha nang twong tac véi khach hang - va
khong c6 bat ky thong tin lién lac nao trwdc ngay nhan phong. “Day
khong chi la van dé xay dwng moi quan hé véi khach hang ma con anh
huwéng truc tiép dén hiéu qua kinh t&€”, May cho biét. “Cac khach san
thich ‘ban thém’ mot s6 géi phu khac cho khach khi ho dat phong -
chang han bita t6i tai nha hang ngay khi nhan phong, cac goéi spa, cac
chuyén du ngoan/tham quan... Ho c6 thé kiém dwgc nhiéu tién hon twr
nhitng goi phu ma ho chao ban ngoai phong khach san”.

https://thuviensach.vn



Han ldc nay ban da nhan ra rang muc dich chu yéu ctia cudc cach
mang so la day cac khach san va hang hang khong xuéng vai tro nha
cung ng; mac du sé hitu ndi dung chao ban nhung ho lai mat kha
nang lién lac v@i khach hang. Ngay nay, ho dang hao hirc xay dung lai
moi quan hé d6. Vao nam 2016, Hilton ra mat chién dich quang cao
toan cau khuyén khich khach hang dat phong truc ti€p véi khach san
qua dong chit “Stop clicking around” (Tam dich nghia: “Dtng nhap
chudt khap noi”). Bong thoi, tdp doan nay da nang cap chuwong trinh
khach hang than thiét nham dam bao cac thanh vién nhan dwgc nhiéu
wu dai hon khi dat phong truc tiép vai thuwong hiéu.

Céc khach san cling khong muén phu thudc vao nhitng trang nhw
Booking.com béi vi khodn hoa héng ma ho phdi trd - @ mitrc 20% tuy
vao quy mo va vi tri ctia khach san. Thé nhwng, cac khach san nho lai
thita nhan rang ho khong thé ton tai néu khong c6 sy ho trg cta trang
dang ky trén.

May cho biét:

Mot nha quan ly khach san néi véi t6i rang anh ay do dy va khong mudn dwa khach san
cta minh 1én Booking.com sudt nhiéu nam bédi vi anh dy cam thdy rang ban than khong c6
kha nang chi trd khoan tién hoa hong cho trang nay, va anh dy khong mu6én mat quyén kiém
soat moi quan hé cia minh vGi khach hang. Nhung c6é nhitng thoi diém, lwgng khach dat
phong duéi 30%, titc chi ngang véi mitc dong cira. Sau khi thit nghiém véi Booking.com, s6
lwong dat phong tang dén 85% trong mua thap diém. Ban khong mudn tra hoa hong cho

Booking.com nhung né gitp ban ldp day cac phong trong.

Mot van dé khac ma cac khach san dang phai d6i mat 1a cach ho
duwgc xép hang trén cac két qua tim kiém. Viéc mot khach san xuat
hién trén man hinh trang cha ctia ngudi tiéu dung - & ngay dau hodc vé
phia cudi (thwong la khong dwoc nhin thay) két qua tim kiém - phu
thudc vao nhiéu yéu td, bao gom s6 lugng tién hoa hong ma khach san
dé6 tra cho trang cung cap thong tin, cac danh gia cia khach hang va
tham chi & ca chat lwgng hinh anh. Viéc xuat hién ¢ nhitng vi tri dau
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c6 y nghia quan trong hon nhiéu khi khach hang ngay cang thich truy
cap tw thiét bi di dong - v6i man hinh nhoé hon so v6i may tinh. (“How
Booking Sites Influence Which Hotels You Pick”, The Wall Street
Journal, ngay 17 thang Gieng nam 2016).

Van dé phan phoi - trung cac phong khach san va cho ngoi trén
may bay ra treéc mat khach hang - dong vai tro trung tam trong nganh
cong nghiép du lich. “Chién lwgc phan bo nay thich day hoat dong tiép
thi; vé ban chat, ching lién két v&i nhau”, May khang dinh. “Néu ban
la nha quan ly khach san, chién lwgc phan phéi cia ban sé dwa trén ty
1é s6 phong trong ma ban sé chao ban qua Booking.com, mitc ty 1€ ban
sé ban qua mot hé thong phan phoi toan cau, mirc ty 1€ ban sé ban truc
tiép...”.

Ong ciing nhic dén “bed banks”, mot cum tir rat dang ghét &m
chi cac trang dai ly chuyén cung cap cho khach hang ca nhan hoac tap
thé co hoi tiép can dir liéu vé cac phong khach san gia ré, thwong thao
mitc gia dac biét véi nha cung cap phong khach san. Bed bank chinh
la mot kénh dang ky khac ma md6t chuyén gia phan phoi cé thé can
nhac.

“Khi dd, cac nha chién lwgc phan phoi sé néi vGi to ti€ép thi:
‘Chung ta dy kién dat dugc s6 lwgng X triee ti€p trong nam nay, diéu
d6 c6 nghia la cac ban can phai trich 30% ngan sach tiép thi dé chi tra
cho mo6i ci click vao ndi dung quang cao trén Google (pay-per-
click)’.”

DPoi vbi cac khach san dang no lyc tai xay dwng thwong hiéu va
thu hat lwgng khach dat phong tryc ti€p sau nhiéu nam hoat dong
thdng qua cac trang ban hang truc tuyén, ho can phai dau tw that nhiéu
vao hoat dong tiép thi.

Co6 nhiéu cach dé cac nha quan ly khach san c6 thé gianh lai
quyén kiém soat s6 phan ctia minh. Mot phwong phap phan phoi da
kénh c6 vé la lwa chon hiéu qua thay vi chi phu thudc vao mét nén
tang don 1é. Nhu da noi, cac khach san nho hodc khach san doc 1ap co
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thé nhan ra rang mot nén tang ngach, nhw Mr & Mrs Smith hay
DesignHotels, sé gitp tim ra dung doi twong khach hang.

Mot khi du khach da dén nhan phong, cac nha quan ly khach san
c6 thé ty do phat trién moi quan hé vdi ho, tir dich vu ca nhan hoéa cho
dén don gian nhw hoi dia chi email cta khach (th thuong bi cac trang
dang ky tryc tuyén gidu di) trudc khi khach roi khoi khach san. Véi
cach lam do6, nha quén ly khach san c6 thé thuyét phuc dwgc khach
hang khéng chi quay trd lai ma con dat phong truc tiép vGi khach san.
Khi d6, mot trang web hap dan, dwoc toi wu héa cho thiét bi di dong sé
tré thanh cong cu can thiét, di kém cac chwong trinh giam gia va wu
dai khac cho nhitng ngwoi dang ky truc tiép. Mot cach tiép can ma
ching t6i da nhac dén la chién lwgc phong cach song - bién mot y
twong khach san thanh mdt thwong hiéu truyén cam hing cho nguoi
tiéu dung. D6i vdi nhitng khach san khéng cé nhiéu ngan sach quang
cdo, su hién dién cé kiém soat trén cac mang xa hoi cling hitu ich.
Chung ta sé di sau vao chi tiét vé diéu nay & chuong tiép theo.

Vao lic nay, ching ta quay tré lai v6i khach hang, nhitng doi
twgng ma ta thdy thwong hay béi réi khi ditng trwdc qua nhiéu lwa
chon ma ho khong biét tin vao dau khi dang ky ky nghi tiép theo cta
minh.

CONG CU TIM KIEM TRUYEN CAM HUNG

biéu dang bat ngd la trong mot thoi gian dai, cac trang du lich
khong tao ra nguon cam hitng nao. Ho rat gioi cung cap nhitng can
phong khach san va nhitng chuyén bay gia ré nhwng thuong dwa vao
gia dinh rdng khach hang da biét vé thoi gian, noi chén ma ho muon
dén. Khia canh “mo mong” - mot yéu to rat quan trong trong linh vuyc
du lich - lai gan nhu bi bo qua trong thé gigi so lanh 1€o.

Theo thoi gian, diéu d6 da thay déi. Vao thang 5 nam 2010,
Kayak ra mat cong cu Kayak Explore, mot dich vu dva trén ban d6
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cho phép ngudi st dung tim kiém cac chuyén bay gia ré ma khong can
dwa ra thoi gian, san bay hay diém dén cu thé. Va vao nam 2013, hang
hang khong Tay Ban Nha Iberia dd ra mat “céng cu tim kiém truyén
cam hing” dé giip khach hang gan két s thich ctia ho v6i nhitng
diém dén tiém nang. Cong cu do6 xuat hién vdi mot khau hiéu hop thai:
“Noi ban dén sé la chinh ban”. Nguwoi st dung c6 thé kéo cac biéu
twong (icons) dai dién cho cac hoat dong, mén an va tham chi phong
cach an madc (so-mi vdi quan boi) vao thanh cong cu tim kiém truée
khi nhan chudt dé xem ban do nhitng diém dén thu hit ho. Mot cudc
tim kiém nhanh cho ra két qua kha that vong: ro rang, khong c6 diém
dén nao vao thoi diém d6 danh cho nguwdi mac 4o so-mi, thich an ca,
thich kham phd va thich bién. May man thay, t6i da nghe noi vé San
Francisco trugc do.

No6i vé San Francisco, vao nam 2015, Hipmunk - mét trang du
lich c6 tru s& tai thanh pho nay - thong bao rang cong cu “Discover”
ctia nb, ban dau chi danh cho thiét bi di dong, sé cho phép khach du
lich tim kiém theo chu dé: bai bién, trugt tuyét, lang man, phiéu luwu...
(“Hipmunk Redesigns Mobile App and Adds Inspirational Travel
Search Feature”, Reuters, ngay 5 thang 11 nam 2015).

Cong ty tim kiém Phocuswright dy doan vao nam 2012 rang cong
cu “tim kiém truyén cam hitng” sé la twong lai cia nganh du lich truc
tuyén. Piéu nay c6 dugce nhd vao lwong thoi gian ma nguwdi st dung
bé ra dé can nhac mot quyét dinh cho ky nghi sap tGi caa ho: “Khach
du lich bo ra hang tuan dé can nhac cac lwa chon cho ky nghi va
thwong dat cho truede nhiéu thang... Chang han nhw tai My, trung binh
mot du khach sé danh ra 21 ngay lwa chon mot diém dén va xac nhan
lya chon do6 trong khodng 87 ngay truéc ngay khaoi hanh”. Sau do, vi
khach nay sé trdi qua 17 ngay tim kiém cac chuyén bay va phong
khach san (thwong dién ra giita cac hoat dong thuong ngay) trude khi
tién hanh dat cho. (Empowering Inspiration: The future of travel
search, do Carroll Rheem nghién ctru va thuc hién).
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Giong nhu céac linh vue tiéu dung khac, “chén thanh” trong linh
vure du lich trie tuyén la kha nang két ndi cac Iwa chon dén nguwoi tiéu
dung trén co s& tryc tiép, dva trén thdi quen cta ho. “Cudi cung... cac
chwong trinh sé dan ‘hoc’ dugce tr mot hanh vi ca nhan”, theo bao cao
cta Phocuswright. “Khi ai do tién hanh tim kiém lan thi¢ 5, két qua sé
c6 lién quan hon nhiéu so véi lan dau. Cé6 1é két qua sé khong khdp
tuyét doi; nhung it ra, cach phan khiic vi mo nay gidp cac cong ty
phan tich dugc hanh vi tiéu dung va cung cap cac két qua ngay cang
hoan thién hon”.

Thé nhung, dang ngac nhién la ly thuyét don gian nay rat kho ap
dung vao thyec tién, nhw Phocuswright thira nhan, “cha yéu la vi khach
hang c6 xu hwéng rat dé thay doi”. Ciling theo bao cdo d6: “Vo s6 yéu
to tinh hudng, chang han nhw ban dong hanh, ly do thywc hién chuyén
di va sy thay doi vé diéu kién tai chinh, c6 thé tac dong 1én dén ndi
dung tim kiém ctia mot ngwoi. Vugt ra khdi nhitng thay doéi tw nhién
trén, du lich thwong gan lién véi khat khao dwgce trai nghiém/nhin thay
diéu gi d6 hoan toan mGi mé”.

Vao cudi ngay, nhitng gi con lai chinh la con ngudi, va sw lang
man cda hanh trinh du lich. “Péi véi hau hét khach du lich, cac ky
nghi qua méi la dé ho phai tuan theo mot cong thirc truyén thong nao
do”.

DIEM NHAN CUA HANH TRINH

Viéc cac hang hang khong tao ra cac hé thong dat cho dién ti 1a budc
di dau tién trong qua trinh ma vé sau da tach roi khach hang ra khéi
nha cung cap.

Nhitng hé thong nay da phat trién thanh cac hé théng phan phoi 16n
toan cau, cho phép cac dai ly du lich tién hanh dang ky nhitng chuyén
di khac nhau chi bang mét ct cham tay.
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 Internet da dat cong nghé nay vao tay ngwoi tiéu dung, tao ra vo so dai
ly du lich tryc tuyén va cong cu tim kiém “meta” tap trung vao loai
hinh du lich gia ré.

e Sy mo ho cta thi trudng tryc tuyén da khién mot s6 nguoi tieu dung
quay trd lai véi cac dai ly du lich truyén thong; cac khach du lich khac
cling khéng muén tir bo s twong tac v6i con nguoi.

e Trong khi d6, cac nha cung cap bat dau cudc chién giam thiéu sitc anh
hwéng cua cac don vi trung gian va gianh lai quyén kiém soat dé tiép
xUc trye tiép voi nguwdi tieu dung.
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14
THIET BI DI PONG VA MANG XA
HOI

“Nhitng cdn phong trong la con dc méng cua nha quadn ly khdch san.”

Né’u tirng bi mac ket gitta mot cudc dinh cong dwong sat cia Phap,
han ban c6 thé nhan thay ro 1gi ich caa viéc dat phong khach san qua
dién thoai di dong. Mot vai nam trudc, toi dang trén duong tw Paris
dén Cannes, diém dung chan & gitta la Marseille. Thé nhung,
Marseille 1a noi xa nhat t6i dén dwogc ldc d6. VGi tam trang vira hao
hitng vira dé phong, mot cong nhan dwong sat ndi vdi toi rang sé
khong c6 tau hoa dén Cannes cho dén tan ngay mai.

T6i nhan vai té vé thd o (sdng & Phap 15 nam sé day ban cach
lam diéu do6). Toi biét rang hoat dong dinh cong da dugc 1én ké hoach
cho ngay hom do; t6i cdm thady may man rang minh da roi khoi Paris.
Van dé duy nhat la Iic d6 da 5 gio chiéu va t6i khong c6 cho nao dé
qua dem.

That ra diéu nay khong cé gi ghé gém, nhat la & thé ky 21. Toi
tim dén mot nha hang nhé gan dé va moc dién thoai ra. Vai tuan truwdc,
toi da tai mot wng dung mang téen HotelTonight v&i chitc nang kha
ding vdi tén goi cta né: wng dung nay cung cidp danh sach nhitng
phong khach san gia ré dugc cap nhat vao buoi chiéu moi ngay. Trong
vong vai gidy, toi da tim thay 5 khach san gan khu bén cang cii - khu
bén cang dep nhat Marseille - v4i nhitng can phong gia ré hién cé. T6i
dat mot phong, cat dién thoai vao tudi va bat taxi dén dé. Vai gio sau,
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t0i dang ngbi an mén ca rascasse vGi sot riz a la provencale trén ban
cong cua mot nha hang nhin ra nhitng anh dén nhdp nhdy cta bén
cang.

HotelTonight c6 1€ 1a cong ty khdi nghiép dau tién cung cap dich
vu két ndi gitta cac &¢ng dung di dong, khach du lich va khach san c6
phong trong. “Nhitng can phong trong la con 4&c méng ctia nha quan ly
khach san”, The Economist chi ra, mo ta HotelTonight nhu “don vi
tién phong” trong thi trwdng du lich di dong. Vao thoi diém dang tai
bai viét trén, thoi quen dich than tim dén mot khach san nao do6 va dat
phong tai cho van chwa pho bién, “nhitng cong dan ky thuat s6 toan
cau” van la thiéu s6. Theo bai viét trén, nhitng nguwdi dva vao ng
dung thwong roi vao tinh huong kho khan. “Hai phan ba s6 nguoi st
dung HotelTonight... hodc la da qua mét, qua say, hoac khong thé vé
nha do di lai bat tién. Khoang 60% cho biét ho thitc day vao sang hém
sau va cam thdy minh khong can dén mot can phong khach san”.
(“Touch here for a bed”, ngay 3 thang 2 nam 2013).

Ung dung d6 dwgc Sam Shank, Jared Simon va Chris Bailey ra
mat vao nam 2010. Shank da tirng lam viéc trong Iinh vuc du lich. Sau
no lwc ban dau theo dudi con dwong sw nghiép hao nhoang ma & doé
anh c6 gang gép mat trong canh phim kinh di ctia Hollywood dé roi
phat hién ra rang cong viéc chu yéu cua minh la “di buwu dién, giat la
va pha ca phé”, anh bat dau bi hap dan béi nganh c6ng nghiép dot-
com méi noi tai Thung liing Silicon. Cong viéc kinh doanh ddc lap
dau tién la TravePost, m6t mang xa hoi cho phép moi ngudi chia sé
cac trai nghiém du lich caa ho. “Thé nhung, ching t6i nhan ra rang
day khong phai la hoat dong kinh doanh tét bai vi khéng c6 quang cao
xoay quanh cac cau chuyén du lich... Ching t6i nhanh chéng chuyén
sang moO hinh nhan xét vé khach san va cach d6 da ching té thanh
cong”. (“Sam Shank: From horror films to hotels”, BBC News, ngay 8
thang 12 nam 2014).
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Sau khi ban TravelPost dwoc “vai triéu d6”, Shank bat dau dé mat
dén linh vue du lich gia ré. Khodnh khac 16e sang cia Shank xuat hién
vao mot budi tdi khi anh dang xem TV. “T6i nhan ra rang minh lu6n
nhin vao dién thoai... Do do, t6i vao app store dé tim xem c6 gi trong
muc du lich, va & d6 khong c6 gi thua vi. T6i thay la bai vi dat phong
khach san la mot Iinh vye sinh 1gi nhat caa thwong mai dién ti, va lic
do6 toi nghi rang cac ng dung sé la nén tang may tinh twong lai cta
thé gidi”.

Shank va cac dong nghiép cua anh cho rang nhitng trang du lich
nhw Expedia va Lastminute xudt hién cung véi cac ng dung gan nhw
tredc khi ho cé co hdi ra mat trang cda rieng minh, nhung dé khong
phai la van dé. “Véi tting dung cua ching t6i, ban c6 thé dat cho khach
san nhanh hon gap 50 lan so vGi cac trang khac... N6 chi mat 10
gidy”. Nhu phéng vién Matthew Wall cia BBC News cho biét, cac
khach san rit vui dugc cé co hoi chao ban nhitng can phong trong cta
ho nhanh nhat c6 thé, tham chi v&i mic gia gidm rat nhiéu. “Dé chinh
la m6 hinh Lastminute.com nhuwng trong thoi dai két noi dién thoai di
dong”.

NHUNG KHACH DU LICH PUQC TRAO
QUYEN

Mot khi moi ngwoi bat dau st dung cac tng dung cho moi viéc,
tir goi Uber cho dén tim kiém cac nha hang ngon lan can, cau chuyén
tinh gitta nganh du lich va dién thoai thong minh bat dau tré nén néng
bong. Vao nam 2015, Expedia - di nhién luc do chi la mot ¢ng dung -
da tién hanh mot cudc khdo sat mang tén “The Mobilized Travel
Consumer”. Két qua cho thdy “ngudi tiéu dung & Anh va My danh
nhiéu thoi gian (30% va 22% theo thit ty twong ng) trén cac thiét bi
di dong tr nam nay dén nam khac, véi thoi gian trén mdy tinh ban
ngay cang giam”. Mac du “phan 16n” ngudi tiéu dung & hai quéc gia
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nay van tim kiém va dat cho du lich théng qua may tinh ban, cudc
khao sat cho biét rang 21% hién da lam diéu d6 qua dién thoai va may
tinh bang.

Khong c6 gi bat ngd khi nghién cttu chi ra rang nguoi tiéu dung
“di lai” gitta cac thiét bi suot trong ngay, st dung may tinh ban dé 1én
ké hoach du lich sudt thoi gian trong ngay - thwong la tai ngi lam viéc
- nhung lai chuyén sang dién thoai hodc mdy tinh bang vao ban dém.
“Hoat dong nghién cttu va giao dich vé du lich tir cac thiét bi di dong
c6 xu hudng dién ra s6i noi nhat vao ban dém, tir 6 gio chiéu dén ntra
dém tai ca Anh va My... Diéu nay c6 nghia la cac chuyén gia tiép thi
muon chuyén déi noi dung thong diép cua ho theo dién bién trong
ngay, dwa ra 10i kéu goi hanh dong hap dan hodc khuyén khich chot
lenh dat phong vao ban dem”.

No6i cach khac, cac khach san va nha cung cdp can dam bao rang
cac thong diép tiép thi cia ho “phan ng nhanh va tich cuc”, thich tng
véi moi truong ma ching xuat hién. “Trong sé cdc quang cdo lién
quan dén du lich phuc vu moi thang trén may tinh ban, khoang 500
trieu duoc xem trén cac man hinh c6 kich thwéc nho hon 75% so v6i
kich thw6éc man hinh may tinh ban”. (“The Mobilized Travel
Consumer”, white paper, Expedia Media Solutions, 2015).

Thiét bi di dong 1a mot san choi quan trong, twong tw nhw mang
xa hoi. Bat ky nén tdng nao ma khach du lich c6 thé chia sé cau
chuyén va hinh anh cta ho déu c6 tiém nang tiép thi. Di nhién, ga
khong 16 & day la TripAdvisor, da phat trién tir mot trang nhan xét do
nguoi st dung tao ra - theo ngdon ngtr cua no - thanh “trang du lich 16n
nhat thé gidi”.

Do k¥ s phan mém Steve Kaufer sang 1ap vao nam 2000, trang
nay c6 muc dich ban dau la tong hgp cac nhan xét ti nhitng nguon
“chinh théng” nhw cac cdm nang hwéng dan du lich hodc tap chi du
lich. Thé nhung, khi Kaufer va nhom ctia minh trao cho ngudi st dung
co hoi dwgce dang nhan xét cta chinh ho, cong lii chinh thitc mé ra.
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Xét ¢ mat tich cuc nhat, TripAdvisor tao ra sy doi trong hiéu qua
v6i nhitng hinh dnh béng bay ma cac khach san va khu nghi dudng
dang trén cac dn pham quang cdo hay trang web cia ho. D6i v4i moi
tuyén bo thai qua déu c6 mot nha binh luan TripAdvisor san sang dwa
ra quan diém nhg chiéc dién thoai thong minh ctia ho. D6 la mot
thwong hiéu truyén thong méi, dwoc nudi duwong bdi mang lwdi gom
cac nha béo du lich 1a cong dan khap thé gidi.

Khi TripAdvisor phat trién, cac nha quan 1y khach san da hinh
thanh moi quan hé khong ré rang vdi trang nay, cdm gidc rang né co
kha nang anh hwéng dén sy thanh bai cta viéc kinh doanh ctia minh
bat ké thyc té rang né cé it quyen kiém soat cac danh gia ctia nguoi
dung. Nguoi ta khang dinh rang c6 nhitng danh gia gida ma cac nha
quan ly khach san “cai” vao dé co 1gi cho khach san caa ho, hodc co
ca nhitng danh gia tiéu cyc vé cac khach san doi tha.

Trén trang web ctia minh, TripAdvisor phan phao rang né c6 han
“mot doi bdo vé ndi dung” géom 300 nhan vién khap bdy quoc gia,
cling nhu mot “quy trinh phat hién gian 1an”. Tuy nhién, v&i 315 triéu
nguwoi st dung moéi thang, trang nay phai thira nhan rang van c6 mét so
danh gia gia xuat hién: “Chung t6i dau tw nhiéu thoi gian, cong sic va
tién bac dé nhan dién va ngan chan cac hoat dong gian lan trén trang
ctia minh. Tuy nhién, v&i hon 80 danh gia moi phut, 24 gio moi ngay,
ching t6i nhan thitc dwgc rang minh van dé lot mot so6 danh gia gia
trong mot khodng thoi gian nhat dinh”. (www.tripadvisor.com,
“Content Integrity Policy”).

That vay, vao nam 2011, Cuc quan ly Tiéu chuan Quang céo cta
Anh khang dinh rang phién ban TripAdvisor tai nwéc nay khong da tw
cach dé “khang dinh hay ham y rang tit ca cac danh gia xuat hién trén
trang cua minh déu dén tir khach du lich c6 that, hoac trung thyc hoac
dang tin cdy”. TripAdvisor bé di ndi dung trén nhung khang dinh rang
Cuc quan ly Tiéu chuan Quang cao cua Anh da “nhin nhan theo huéng
qua mady moc” vé noi dung tiép thi cia minh. Trang nay bo sung, sau
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khi da chinh stta: “Chung t6i biét rang nguwoi st dung tiép can
TripAdvisor theo hiéu biét thong thwong, va dwa ra quyét dinh c6 can
nhac dya trén y kién ctia nhiéu nguwdi. Néu cdm nhan rang trang cua
ching t6i khong phan anh ding trai nghiém cua ho, han ho da khong
quay lai”. (“TripAdvisor banned from claiming its reviews are real”,
www.telegraph.co.uk, ngay 1 thang 2 nam 2012).

TripAdvisor da giao cho cac nha quan ly khach san mot nhiém vu
khac - gidi han thiét hai, hodc it nhat l1a kiém soat cac tin nhan. Mot so
nha quan ly da st dung trang nay dé nhan dién cdc moi ban tam cta
khach hang va cai thién dich vu cia minh. S6 khéac thi cay dang hon.
Trong mot cudc phéng van vao nam 2013, nha sang 1ap Steve Kaufer
cho biét: “Nhitng gi ban nhin thay trén bao thwong la mot nha quan ly
khach san khong vui vi mot danh gia t6i. Diéu dé khong c6 gi mdi -
cac khach san luon nhan dugce nhitng 161 phan nan - chi khac la gio
day chiing dwgc dé & ché do cong khai. Tat ca dién ra dwdi danh nghia
cta si minh bach va ching t6i nghi rang minh da lam rat t6t cong viéc
phuc vu nganh du lich khi tao ra mot san choi binh dang bang gia tri
va dich vu khach hang”.

D6 1a cau chuyén quen thudc vé viéc trao quyén cho ngudi tiéu
dung trong ky nguyén Internet. Kaufer n6i thém: “Néu phuc vu t6i,
ban sé ¢ cudi bang xép hang. [Cac nha quén ly khach san] nén doc céac
danh gia, lang nghe nhitng gi nguwdoi khac n6i vé minh, khac phuc cac
van dé va no lyc dé trd nén t6t hon. Néu nhan dwge danh gia t6t hon,
ho sé tang hang va cung c6 duwgc hoat dong kinh doanh ctia minh.
Cach lam dé co6 tac dung”. (“Interview: TripAdvisor founder Steve
Kaufer, www.telegraph.co.uk, ngay 2 thang 4 nam 2013).

Sau khi dwgce dé ché Expedia mua lai vao nam 2005, TripAdvisor
da tach ra thanh mét doanh nghiép riéng vao nam 2011. Vao thdi diém
dién ra cudoc phong van néu trén, gia tri thi treong ctia n6 da tang gap
doi 1én 7,5 triéu do-la My.
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TripAdvisor tiép tuc phat trién manh mé dén mic chinh quy mo
16n do da lam giam strc anh hwong ctia n6. Nhw nha quan ly khach san
Nikos Tsepetis da néi trong Chuwong 10, TripAdvistor hién dang ganh
vac sttc nang cta mot kénh truyén théng chinh thong, véi qua nhiéu
danh gia dén mc ban khong biét nén tin vao dau. Trén thyc té, nguoi
ta thich kiéu “truyén miéng” than mat hon.

CACH TOA SANG TREN MANG XA HOI

Mot vai thang trwde khi bat dau viét cudn sach nay, toi dwgc mai
noi chuyeén tai Georgia (¢ Caucasus, khong phai ¢ My). Do do, mot
budi t6i dau thang 12, t6i thdy minh dang ding check-in ¢ mot khach
san boutique md&i kha dé thwong cé tén Rooms in Thilisi. Nhin w6t
qua sanh khach san, t6i thay c6 mot cay théng 1ap lanh & goc sanh va
day ké sach xép day nhitng cudn sach bia mém da duwgc doc dén son
ca gdy ma toi khong thé khong budc téi nhin. Khi 1én dén phong cuia
minh, t6i chup ngay mot tdm hinh chiéc bon tam c6 chan kiéu c6 va
ban viét véi chiéc dién thoai quay so6 tir thap nién 1950. Trén dwong
xuong nha hang dung bita t6i, t6i nhan thdy mdt phong cach thiét ké
chiét trung Mid-century két hop giita ndi that kifu My va Bic Au.
Khap cac bitc twong 1a nhitng tdc pham nghé thuat ban dia. Sau khi rut
dién thoai ra khéi tii dén lan th 5 trong vong 30 phut, toi ty nha:
“Khach san nay duoc thiét ké dé “séng ao” trén Instagram”.

Cac kénh xa hdi nhw Instagram va nhiéu “ngwoi anh em” khac
cta né nhw Facebook, Twitter, Pinterest va Snapchat, cng vdi tat ca
nhitng kénh md&i xuat hién ké tir Iic toi viét cau nay - da mang dén cho
cac thwong hiéu co hoi dugc tiép can ngudi tieu dung di dong, va
nganh cong nghiép du lich da kip thoi tan dung chung. Instagram -
mang xa hoi cho phép ngudi dung dang nhitng hinh anh quyén ri khoi
nguon cam hing cho khach du lich - duwgc st dung v6i hiéu qua cu
thé. Marriott (#travelbrilliantly), Hyatt (“Welcome to your daily dose
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of travel inspiration” #Hyatt), InterContinental (#InterContinentalLife)
va Thomas Cook (“tag your best holiday shots with “ThomasCook™)
la mot vai trong s6 nhitng thwong hiéu da “tan dung” duwgc nén tang
dé. Nhiéu khach san nho hon va cac don vi t6 chitc tour cling da nam
bat tiém nang do6. Di nhién, bi quyét ¢ day la khong chi chia sé hinh
anh ctia chinh ban ma con khuyén khich khach hang chia sé hinh anh
cta ho kém hashtag ctia ban. Cach lam do6 khién khach hang cam thay
minh la thanh vién ctia mot hoi - mot chién thuat tiép thi khong bao
gio 10i thoi.

Charlie Scott, nha dong sang lap hang It hanh Trufflepig (xem
Chwong 15), tin rang Instagram ap dung phwong phap tiép thi du lich
vira truyén thong vira dwong dai. “Cach ma ngudi ta ‘ban’ du lich, dac
biét la kiéu du lich tuy bién (theo yéu cau riéng ctia khach) va du lich
trai nghiém, thwong theo hwéng hinh anh, va ching ta thiy phuwong
cach tryc tuyén dé xudt hién ngay cang nhiéu”, Charlie Scott chia sé.
Tuy nhién, anh canh bao rang mot hinh anh khéng chi don thuan la
mot hinh anh - phong cach cta bitc hinh dé (do phan giai, trang den,
da qua chinh stra hay chwa) sé phan anh gia tri thwong hiéu cua ban.
“Cach ban chyup mot bitc anh vé Hong Kong chang han sé noi lén
nhiéu diéu vé cach ban ti€p can noi d6 trong vai tro nguwoi to chic
tour”.

RO rang, mot chién lwgce truyén thong xa hoi tap trung nhiéu vao
viéc xay dung thwong hiéu hon so véi viéc nhanh chéng lap day cac
phong trong. Thé nhung, mang xa hoi cling gilp tao ra kiéu “truyén
miéng” trén thé gidi do va gdy anh hwdng theo cach chwa tirng cé
trudc day. Cac Instagrammer ndi tiéng nhat c6 hang ngan nguoi theo
doi, do dd, ngay ca mot khach san nho ciing nhan thiy rang nhitng birc
hinh vé phong tam tuyét voi hay khu vieon xinh xan ctia minh tiép can
dwgc mot lwgng khach hang tiém nang khap toan cau.

Trong khi d6, nhitng khach san hodc t6 chitc twrong tdc manh mé -
hodc thvong trung hinh anh cua minh - trén mang xa hoi sé xay dung
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dworc sy tin nhiém cua khach hang bdi vi nguwoi ham mo ho sé doi theo
ho. Ban dé thay thién cdm v@i ca mot cong ty du lich 16n nhat néu
cong ty d6 cung cap cho ban ndi dung tuyét voi moi ngay trén chiéc
dién thoai di dong ctia minh. Hinh anh thodng qua ctia mot bé boi vo
cuc tuyét dep & Penang ciing da khién ban phan chan sudt ca ngay.
Tham chi ban c6 thé bat dau tw héi lam cach nao dé duwoc boi 16i trong
bé boi d6 cang sGm cang tot.

Mot tdp doan 16n nhw Hyatt rat xem trong chién lwgc truyén
thong xa hoi ctia minh, va n6 c6 du kha nang dé lam diéu do. That vay,
vao nam 2013, thwong hiéu nay ra mat “Control Room” - mt nhom
dich vu xa hogi v&i nhiém vu twong tac voi khach hang “¢ muc sau
hon”. Trén thuc té€, bén canh cac nhiém vu khac, nhém dich vu xa hoi
nay c6 nhiém vu kiém soat cac danh gia tich cwc vé Hyatt va hoi dap:
tr mot chai champagne duwgc dwa dén tan phong ctia khach cho dén
viéc nang cap phong. (“Inside Hyatt’s revamped social media
strategy”, www.digiday.com, ngay 11 thang 7 nam 2014). Nhom nay

c6 thé chon huwéng di cia minh thong qua hé sinh thai phirc tap cta
mang xa hoi, tir viéc dang nhitng doan video trén YouTube cho dén
cap nhat hinh anh, sy kién va cac wu dai ddc biét trén trang Facebook.

Twong tw, vao nam 2016, Marriott dwgc mo ta nhv “thien tai”
trong mot cudc khao sat cia hang tv van thwong hiéu My L2 cho cac
tinh nang twong tdc di dong cua thwong hiéu nay, bao gém trang
microsite Travel Brilliantly - cho phép khach dang ndi dung cua riéng
ho - cling nhu cac tng dung di dong, trang web va tap chi tryc tuyén
Marriott Traveler. Marriott tham chi con c6 mot Content Studio riéng
chuyén san xuat cac video chat lwvgng cao cho YouTube, chang han cac
cudc phong van v6i nhitng dau bép caa chinh thuwong hiéu va nhitng
khach du lich ngoi sao. (“Digital 1Q Index: Luxury Hotels 2016,
www.[.2inc.com).

Mac du khong cé di ngan sach cho mét nén tang noi dung riéng,
cac khach san boutique van c6 lgi thé dang ngac nhién trong ky
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nguyén s0. Nhitng khach san c6 phong cach khac la nhv Rooms in
Thilisti, ludn c6 du cac chi tiét dwgc nhitng tin do Instagram yéu thich,
va ching ciing tién di chuyén. Mot nha quan ly, gidm doc tiép thi hay
chu s@ hitu co6 thé cung di quanh khach san, chao héi khach va cung
chup nhitng bitc dnh than thién dé dang Ién mang xa hoi. Suy cho
cung, ban chi mat vai gidy dé cap nhat Facebook hodc Pinterest qua
thiét bi di dong. Trong thé gidi nay, mot khach san nhé vdi nha quan
ly am hiéu mang xa hoi c6 thé tang lwgng “like” ngang bang v&i mot
thwong hiéu 1on.

Mitc do twong tac tiép theo la giita cac dich vu tin nhan di dong
nhue WhatsApp, Facebook Messenger va tham chi ¢ng dung da ci
SMS ma nhiéu ngudi trong ching ta dang st dung thay cho email dé
gitt lién lac véi thé gigi. Mot thwong hiéu du lich cho phép thiét 1ap
moi quan hé véi khach hang thong qua cac dich vu nay c6 thé tra 16i
cac cau hoi, gidi quyét khiéu nai, hwéng dan va lam vui long khach
hang theo cach khién vai tro cia tong dai tw van trd nén rat thira thai.

Bat c thit gi dwa nha cung cap dén gan hon véi khach hang déu
duwgc chao dén. Rét cudc, du lich chi dugce thwe hién bdi cac cong ty
cung cap dich vu - cac hang t6 chitc tour, cac hang hang khong, khach
san - va dich vu thda dang nhat sé duwgc cung cap bdi nhitng con nguoi
am ap, thng minh va day hiéu biét.

DIEM NHAN CUA HANH TRINH

Cac cong ty du lich da s6m tao ra sy két noi giita dién thoai thong
minh v&i nguoi tieu dung “da dugc di dong hoa”.

HotelTonight la &ng dung dau tién cho phép khach du lich dat mot can
phong gidm gia tai noi ho dén.

Ciing giong nhw nhiéu linh vie khéac, ky nguyén so dat quyén luc vao
tay nguoi tiéu dung. Minh chitng hung hon nhat 1a TripAdvisor, noi
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bién khach Iwu tra tai khach san (va thwe khach tai nha hang) thanh
“nhitng nha bao” cua nganh cong nghiép khach san.

Nganh du lich da bi “gdy ong dap lwng 6ng” khi hinh thanh méi quan
hé gan giii v&i nguoi tiéu dung qua cac nén tang mang xa hoi va cac
tng dung tin nhan.

Mang xa héi khong gitip 14p day cac phong trong mot cach nhanh
chéng nhwng né gitp xay dung cac thwong hiéu, ti€p can nhitng nguoi
anh hwdng va duy tri long trung thanh caa khach hang.
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15
NHUNG PAILY PAC BIET

“Két n6i moi nguoi voi nhitng diéu ho yéu thich.”

Véo nam 16 tudi, cudi cung, toi cling duwgc cha me cho phép di du
lich nwéc ngoai vdi cau ban than Tim. RO rang la ching t6i khong co
nhiéu tién, nhuwng mot dai 1y du lich da tim cho ching t6i cho & ré
trong mot tuan tai khu nghi dudng bai bién Lido di Jesolo ctia nuwéc Y.
Du chuing t6i phai di lai bang xe ngwa nhwng c6 cam twdng nhw do la
viéc sang chanh nhat ma ching t6i tirng lam. Chuing t6i danh thoi gian
thudng thitc nhitng tach cappuccino, nam phoi nang, va no luwc quyén
ril cac thiéu nit Y du hau nhw lic ndo ciing that bai. D& linh hoi chuit
van héa noi day, ching t6i da dang ky mot chuyén di trong ngay dén
Venice dé roi bat ngd nhan ra rang n6 khong hé xa la, ma phai néi la
nhw mot thé gidi hoan toan khac.

Vao ngay cudi cung, ching t6i biét duge rang cong ty xe ngwa da
pha sén. Duong nhu khong ai biét chac rang ching t6i sé vé nha bang
cach nao hay véi ai. Dién thoai di dong va Internet lic d6 van con
thudc vé twong lai. Vi da trd phong khach san nén toan bo hanh khach
di xe ngwa nhw chiing t6i déu vat va & san hién, uéng thém vai tach
cappuccino nita. Ngwoi quan ly khach san néi véi ching t6i rang 6ng
ay da goi dai ly du lich & Anh, nhung hién gio chwa nhan dwgc hoi
dap. Chac chan la ho sé khong boé roi ching toi chit?

Cubi cung, khi man dém budng xudng, mot chiéc xe ngwa thay
thé xuat hién. T6i khong thé nhd hét moi chi tiét ngay hom dé hay
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tham chi tén cong ty xe ngwa, nhung t6i 10 m& y thitc dwgce s bat 1gi
cta viéc thyc hién chuyén qua mot don vi trung gian. Ké tir dé, toi hau
nhu ty 1én ké hoach cho cac chuyén di caa minh.

Céac dai 1y du lich va cac don vi t6 chic tour da gap nhiéu kho
khan trong ky nguyén s6. Cac don vi td6 chitc tour c6 vé it bi anh
huwéng hon bédi vi ho ludn c6 thé cung cap cac trai nghiém mdéi mé dya
trén dich vy, v6i sy hién dién cu thé. Thé nhung, cac dai ly du lich -
goi chung la cac don vi ban 1é va trung gian - phai chéat vat duy tri cho
ding cia minh trong mot thé gidi noi ban cé thé dat vé may bay va dat
phong khach san chi bang vai ci nhap chudt (hay vai cai cham trén
dién thoai).

Tuy vay, ho van dang chién dau. Mot s6 da dong mat trdc clra
hang nhung cting c6 sy hién dién trén thé gigi do, st dung cac ng
dung va mang xa hoi dé xay dueng moi quan hé véi khach hang. Kha
nang tiép can cac dir liéu qua cong cu mang xa hdi cling giip ho thau
hiéu dwoc théi quen va mong mudn du lich cia ngwoi tiéu dung. SO
khac, nhw ching ta da biét tir Thomas Cook, tap trung vao tinh quen
thudc cta thwong hiéu va cdi thién dich vu khach hang dé thu hut hoac
gitt chan khach hang.

“Céc dai ly du lich thong minh dang phat trién dé dap wng tot hon
nhu cau ngay cang gia tang cta khach du lich ngay nay”, theo mot bai
viét trén Skift.com vao dau nam 2016. “Lo s@ bi danh dong nhuw mot
kénh ban hang nao do, nhitng dai ly nay ngay cang chu trong vao cac
trai nghiém tir dau dén cudi cua khach hang, cé vai tro vira nhw nhan
vién concierge*, vira nhu chuyén gia tw van va ban tam giao. Ho nhan
manh vao viéc xdy dyng cac moi quan hé lau dai”. (“Smart travel
agents adopt the concierge mindset”, www.skift.com, ngay 26 thang
Giéng nam 2016).

Bai viét cho rang cac dai ly du lich can phdi tré thanh “nhitng c6
van tin cdy”, ludn hién dién trén cac kénh so6. “Khach du lich c6 thé dé
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dang nhan tin hodc goi c6 van cua minh dé gidi quyét mot van dé nao
dé trong sudt chuyén di. Ho tham chi cé thé nhan tin trén Snapchat,
WhatsApp va Facebook cho nhiéu khach hang khi da tr¢ thanh mot
phan quan trong trong cudc song hang ngay ctia khach hang”.

Pong thoi, nhitng 10i truyén miéng ctia cac khach hang ca nhan
trén mang xa hdi c6 thé gitp cdi thién trdi nghiém chung. “Khi mot
cap doi chia sé hinh dnh du lich cta ho trén Instagram tai mot dia diém
nao do6 & Rotterdam hoac Seville, binh luan dau tién c6 thé dén tw
nguoi tw van cia ho vdi ndi dung giGi thiéu nhitng nha hang tot nhat
hoac nhitng diém dén lan can hap dan nhung it ngwoi biét”.

Theo Skift, cac dai ly st dung dit lieu theo cach khac véi cac linh
vuc khac. “Cac linh vuce du lich tap trung nhv khach san, hang hang
khong va tau du lich (cruises) tap hgp dit liéu ‘chiéu doc’ dwya trén cac
hoat dong twong tac don 1é gitta thwong hiéu va khach du lich. Cac dai
1y can phai ap dung céach tiép can rong md hon, thu thap dir liéu “chiéu
ngang” dé nam duogc tit ca cac thoi quen du lich tr cac chuyén bay,
phong khach san va phuong tién di lai trong pham vi mot diém dén”.

Thé nhung, cac cudc doi thoai, ca trie tuyén lan ngoai tuyén, déu
la cudc san lung kho bau that sy d6i vdi cac dai ly du lich. “Céc cudc
doi thoai sdu va cac ban tém tat sau chuyén di sé mang dén cho do6i
ngil tw van mot 1gi thé ma cac trang dang ky tryc tuyén khong thé sao
chép dugc”, Skift quan sat.

Mot phan vi ly do nay, nhiéu dai 1y du lich dang cudng lai ap luc
phai déng cac ctra hang (vat ly) dé hoat dong tryc tuyén. Tai MY,
Liberty Travel tiép tuc md& nhiéu ctta hang (vat ly) méi. Dean Smith,
chu tich cua Flight Centre USA - cha s& httu thuwong hiéu Liberty
Travel - da chia sé vai Skift:

Mac du c6 mot xu hwéng rat 16n trén thi truong hién nay la dong ctra civa hang va cat giam
chi phi bang cach hoat dong truc tuyén, nhwng né gay anh hwdng dén mic khach hang khong

biét liéu thwong hiéu d6 c6 con ton tai hay khong du trén thye chat van cung cap dich vu.
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Ching t6i muén mot bién quang cao cho thwong hiéu cia minh. Hau hét cac cudc khdo sat caa
ching t6i van dién ra qua email hodc dién thoai... [Thé nhung] néu ching t6i c6 bién quang
cdo, moi ngudi sé nhin thay, nhan biét va cong nhan thwong hiéu cta ching toi.

“Bricks and mortar travel agents are still important, says Flight Centre’s president”,

www.skift.com, ngay 8 thang Giéng nam 2016.

Khéach hang, dac biét doi véi cac ky nghi gia dinh hodc cac
chuyén di mot 1an trong doi nhu tuan trang mat, van muén nhan dwgc
101 khuyén tw cac chuyén gia la nguoi that (khong phai qua mang ao).
Du lich la Iinh vyc rat kho dé quyét dinh sao cho ding - va khach du
lich hién dai ngay cang doi hoi cao. B9 la ly do vi sao thinh thoang ho
van tim dén cac nha té chitc tour chuyén nghiép.

THE GIOI TREN HAI BANH

MGt s6 don vi td chitc tour van khoi ggi cam giac than quen gan
nhv gia dinh vGi khach hang cua ho. T6i do rang Butterfield &
Robinson (B&R) la mot trong s6 d6. Ké tit nam 1966, cong ty da
“song cham lai dé nhin ngam thé gi¢i”. Hang nay chuyén t6 chitc cac
hanh trinh dap xe va di bo theo chwong trinh tron goi va theo yéu cau
rieng. C6 tru so tai Toronto, Canada, hang da dugc doc gia cua tap chi
Travel & Leisure binh chon la nha t6 chitc tour tot nhat thé gigi. Khi ra
mat, hang da tao ra m6t danh muc ky nghi nang dong cao cap.

To6i da c6 dip tro chuyén véi nha dong sang lap thuwong hiéu
George Butterfield khi thwong hiéu nay ky niém 50 nam thanh 1ap.
“Tét ca nhitng thit nay bat dau khi t6i con la mot luat sw tré tudi”, 6ng
noéi. “Cung vdi nguoi ban than la Sidney Robinson va em gai ctia cau
ay - Martha, ngudi vé sau tréd thanh vo t6i, ching t6i da nghi ra y
twéng t6 chitc cac hanh trinh 16n khip chau Au cho sinh vién vao mua
hé. Y twéng & day la thyc hién mot chuyén phiéu lwu dong thdi tao ra
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gi d6 c6 y nghia. Vi mot so ly do, cac gido su thira nhan rang ho khong
gidi viéc ho téng nhitng ngudi tré tudi di khdp chau Au!”.

Y twéng trén duogc trién khai trong vai nim, va sudt thoi gian ay,
cac bac phu huynh thwong xuyén nhan xét: “Viéc nay that tuyét voi,
nhung khi nao thi anh sé t6 chitc thi gi dé cho ching t6i?”.

Vao nam 1972, chung toi da thw lam “thw gi d6”: “Po la mot
hanh trinh dap xe khdp nwéc Ao va Bavaria”, Butterfield hoi twdng.
“Chung toi in va phat 30.000 t0 quang cao. Va chung toi khong co
duwoc mot khach hang nao”.

That dé hiéu khi ho van tiép tuc tht nghiém mot thoi gian. Sau
do, vao nam 1980, ho dat “mot quang cao nho” cho hanh trinh dap xe
khap Burgundy trén Toronto Globe & Mail. “Chung t6i lap day cho
trong trong vong 24 gio”, Butterfield cho biét. “Toi nghi thoi co da tdi
cho y twéng d6”. Moi ngudi ngay cang nhan thitc dwgc tdm quan trong
cta viéc séng tich cuc. “Toi chwa bao gio thue sy hinh dung vé doi
twgng khach hang cu thé trong dau; téi chi nghi rang cach tuyét voi
nhat dé nhin ngam thé gidi la trén chiéc xe dap. B6 1a mot toc do hoan
hdo, nam & gitra hoat dong di bo va lai xe”.

Nam tiép theo, ho t6 chitc ba chuyén hanh trinh. Va nam tiép sau
do, con so 1én dén 15. Roi nam sau dé nita 1a hon 30.

“Trong 5 nam, ching t6i da phat trién tir 1 chuyén moéi nam dén
70 chuyén. Khong ai khac lam dwgc diéu nay, do do, mot khi bao chi
My da chu y, ching toi c6 dugc mot lwgng khach hang 16n”.

“Nguoi My yéu cac chuyén di cda ching tdi. N6 cho ho cam giac
khoe manh hon so véi lai xe, ho duwgc & ngoai troi va két noi véi
nhitng gi dang dién ra quanh ho”.

Va bdi vi nhitng khach du lich nay cam thdy “séng dong va tinh
tdo” hon nhiéu, nhw 16i cha Butterfield, cac nha cung cap nhw nha
hang va khach san bat dau hwéng ng nhiét tinh hon. Tiép dai khach
hang cia B&R khong phai la nhiém vy ma la mot niém vui, niém hanh
phuc.
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“Chung t6i la cong ty dau tién cham dén khai niém cac hanh trinh
ngoai troi chat lvgng cao. Khong qua xa hoa nhung cao cép, tinh té”.
Trong muwoi nam dau, ho da lam chu toan bo thi treong. “Nhung vao
nam 2000, c6 dén mot hay tham chi vai tram déi tha canh tranh”.

Tuy nhién, Butterfield & Robinson c6 hai yéu t6 c6t 16i: mot di
san vitng chac va mot co s@ dir liéu khach hang trung thanh. “Bat ké
san pham cna ban t6t dén mitc nao, rat khé dé xay dung mot thwong
hiéu tr con s6 0 trong mat thi tredng dang phat trién. Chung t6i c6 qua
nhiéu thdc ép ngay tir dau béi vi do 1a mot y twdng mdi mé”. Ngay
nay, B&R chi don gian la mot cai tén tham khdo. “Chung t6i c6 mot
do6i ngti gom 70 nhan vién va cac chuyén di khap thé gigi”.

Cong ty nay hién khong con quang cdo. Hoat dong truyén thong
dién ra qua céac bai viét trén bdo, truyén miéng, mot trang web chin
chu va mot cudn catalog cao cap thwong nién. “Cudn catalog do la mot
tuyén ngdn chat lwgng”, Butterfield cho biét. “Khi nhin thay vé dep
ctia cudn catalog, ban sé 1ap titc hinh dung ra cong sitc ma ching t6i
dau tu cho nhitng chuyén di ctia minh”.

Trén thye t€, 6ng no6i “sy ti mi” 1a m6t trong nhitng kim chi nam
cho thanh cong cua cong ty. “Chung t6i 1én ké hoach truéc moi viéc.
Cho du da thyc hién khoang 200 chuyén di khap Burgundy trong suot
10 nam qua, ching t6i van ctt doi ngli nhan vién dén do trudc dé
chuan bj”.

Piéu nay la hoan toan cong bang - khi phai trd dén 7.000 do-la
My¥ cho ky nghi cia minh, ban khéng mong muén bét ky sai sét nao.
Nhung ban cting khong mong dgi mot trai nghiém tron goéi dong nhat,
do do, cac khach hang ctia B&R khong bat budc phai di theo nhom
dong nguoi. Mot khi da c6 dugc ban d6 16 trinh moi ngay, khach du
lich c6 thé thyc hién chuyén di theo toc d6 cua riéng minh, gap go
nhitng ngudi dong hanh khac trong bita t6i. Nhitng chiéc xe tdi tam
trung luén san sang ho trg trong truong hop khach gap sw c6 trén
duong.
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Butterfield nhan thdy rang cac chuyén di dugc thiét ké theo yéu
cau riéng cling dang ngay cang tré nén pho bién. B&R bat dau két hgp
viéc 1én ké hoach cac hanh trinh va dat cho khach san, nhung sau dé
sé tao diéu kién dé khach du lich ty kham pha. Hay vé hinh thitc la
nhw vay, nhung trén thie t€, cong ty van co dai dién tai cho dé ho trg
khach khi can. D6 1a mot hinh thitc du lich dwgc nhac dén theo huwéng
c6 phan ché bai la “phiéu lvu mém” (soft adventure), nhung suw két
hop gitta thir thach va sy tién nghi thodi mai la mét kiéu du lich hap
dan.

Butterfield phai d6i mat vdi cac doi tha canh tranh & cho no cho
kia nhung chac chan 6ng ay khong mat tinh than. “T6i khong mudn la
thuwong hiéu 16n nhat nhung t6i muodn la thwong hiéu t6t nhat. Va chac
chan chung t6i dang dan dau cudc choi”.

SAN NAM TRUFFLE VOI CAC CHUYEN GIA

Vao nam 2003, Charlie Scott nhan thay rang mac du dich vu truc
tuyén dang “bung nd” trong thé gidi du lich nhung né khong phai lic
nao ciing giuap ich cho moi nguwoi. “Ho chim trong vo van lwa chon”,
ong ndi. “Néu dugc yéu cau tim mot khach san tot nhat tai Iceland,
ban c6 thé 1én mang va thyc hién viéc dé chi trong vong vai phut.
Nhung néu dugc yéu cau tim mot hwéng dan vién am hiéu va gioi ké
chuyén tai Reykjavik, c6 1€ ban sé mat thém thoi gian va van chwa biét
chéac dugc rang minh c6 tim ding ngwdi hay khong”.

Trufflepig - cong ty do Scott thanh l1ap cung v&i hai dong nghiép -
c6 thé gitp ban tim ding ngwdi can tim.

Scott c6 quen biét George Butterfield va la cwu hoc vién cua
Butterfield & Robinson. Ong c6 vai diém chung v&i Juan Trippe, nha
sang lap Pan Am, khi chon du lich thay cho linh viic ngan hang. “Sau
khi ra trvong tai Canada, toi suyt trd thanh mot nhan vién ngan hang
dau tu”, 6ng ké. “Nhung sau mot cudc phong van, téi tw nhu: Thdt sy
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la minh sé chdng vui thich gi néu dugc nhdn vao lam”. Do dé, thay vi
lam ngan hang, t6i bat dau lam nhan vién trong xe cho mot khach san
& Vancouver trong khi danh dum tién dé di du lich”.

Theo 161 goi y cia mot nguwoi ban, ong lién lac vGi Butterfield &
Robinson, va vao mua thu nam 1994, 6ng bat dau huéng dan cac hanh
trinh dap xe tai Phap. D6 la sy khéi dau cho cudc séng du muc ma
trong do, ong sé phu trach hwéng dan cac hanh trinh dap xe vao mua
hé, trugt tuyét vao mua dong, va thay mat B&R thuyc hién cac chuyén
khao sat tai Morocco va An D6. “T6i hoan toan lin ngup trong 16i
song khac thuwong nay. Mat khi da hoat dong trong linh vye du lich, t6i
biét rang minh khong thé lam nhitng thit ma ngudi ta van hay goi la
‘binh thwdng’, nhung doi vdi téi la ‘nham chan’”.

Vao nam 2003, Scott nhan ra mot nhu cau dang gia tang cho thw
ma 6ng mo ta 1a “du lich hoan toan tlty bién” (pure custom travel). “O
giai doan dy, hau hét cac cong ty du lich van chd yéu dya vao cac
chuyén di tap thé theo lich trinh. Phan tuy bién riéng chi chiém khoang
15% hay 20% hoat dong kinh doanh cta ho. Trong khi do, khi noi
chuyén véi khach hang, t0i thwong nghe, “Chuong trinh nghe thu vi
ddy nhung t6i khong thé di vao thang Sau” hay “Diém dén tuyét voi
qua nhung t6i khong muén di cung nhitng ngwoi minh khéng quen
biét”.

Va thé la Trufflepig - mot cong ty du lich thuan bespoke - ra doi.
“Y twéng & day 1a ching t6i sé gitip khach hang tim thdy nhitng diéu
tuyét diéu ma ho kho c6 co hoi lam dugc”.

Scott va cac nha dong sang lap di khap noi, tim hiéu vé cac diém
dén va sau d6 “vé co ban la ngoi dgi chudng dién thoai reo”. Khong co
yéu cau nao giong vdi yéu cau nao. “Co6 ngwoi néi: “To6i mudn dén
New Zealand dé ngam chim, va t6i cling thich hiking va am thuc’. Va
dwa trén hiéu biét cia minh, ching t6i sé tao ra mdt chuyén di cho ho”.

Trufflepig tw goi minh la “cong ty 1én ké hoach cho chuyén di”
b&i vi né khong phai 1a hang t6 chic tour hay dai ly du lich. “Chiing
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toi cling c6 mot vai bai gidi thiéu trén bdo, con hau hét 1a qua truyén
miéng va khach hang thuong xuyén”, Scott cho biét. “Ching t6i muon
phat trién m6i quan hé véi con nguoi”.

Ong mb ta nhitng yéu t6 chinh trong kinh doanh nhv “kién thitc
va dich vu”. “Chuing t6i khong cé khach san, khong c6 tau thuyén,
khong c6 san pham hitu hinh - thi ching t6i c6 la bi quyét va kha
nang thuwc hién né. Thit ma ban hoan toan khong thé tim thdy trén
Internet chinh la kha nang gan két moi quan tam, s@ thich cta ban véi
cac yéu té lam nén chuyén di”.

Scott tin rang moi ngwdi san sang chi tra cho kién thitc chuyén
mon doé; qua that, Trufflepig da gidi thiéu mot “mikc phi 1én ké hoach”
bén canh cac yéu t6 cau thanh nhitng ky nghi ctia ho. Mitc phi d6 dwoc
quyét dinh béi thoi gian va do phic tap cta chuyén di. “D6 la cach
nhac nhd khach hang rang kiéu dich vu ma ching t6i cung cap di kem
vOi mot mic phi khong nho”.

Scott tin rang mic phi do6 c6 thé trd thanh yéu to séng con doi vai
cac hang t6 chic du lich trong bbi canh mitc hoa héng ngay cang giam
tl* cac nha cung cap truyén thong nhw khach san va cac hang hang
khong. Ong néi thém: “Nhuwng nhin chung, moi ngudi déu hidu dwoc.
Mot khach hang tirng noi véi chiing t6i: ‘Cac anh biét vi sao t6i chon
cac anh chi?? Béi vi tdi khong muén 1ang phi mot ngdy nghi nao’. O
day, van dé khong phai la tién, ma la dam bao rang ky nghi kéo dai hai
tuan cua khach hang sé dién ra hoan hao, khong lang phi m6t ngay
nao. Chung t6i c6 thé dam bdo diéu do”.

Scott cho rang, néu hoat dong nhu mot hang tw van du lich dac
biét, phuc vu nhom khach hang véi kha nang chi tra twv 20.000 do-la
My trd 1én cho moi chuyén di, ban tham chi khong can dén mang xa
hoi hay mot trang web:

Tat ca nhitng gi can c6 dé xay dung mét cong ty la mot vai mo6i quan hé khach hang tot

dep. Tuy nhién, néu mudn xay dyng mot thwong hiéu, ban can phai hién dién tryc tuyén va
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lam that ding cach. Loai ngon ngit, hinh anh, thiét ké ma ban st dung - tit ca nhitng thit d6 co6
y nghia v0 cung quan trong. Tai Trufflepig, ching t6i danh nhiéu thoi gian dé nghi cach
chuyén tai thong diép dé. Biéu ching t6i tam dac khi xay dung thwong hiéu la mot céi tén that

si’ két noi.

Scott ban lai c¢6 phan ctia minh tai Trufflepig cho cac déi tac vao
nam 2014, mot phan ly do la vi 6ng rat néng long mudn duwoc di du
lich cung véi gia dinh va tim kiém xem “c6 gi tiép theo”. Vao thoi
diém t6i viét cudén sach nay, 6ng ay dang lam viéc nhw mot ¢6 van du
lich doc lap dudi thuvong hiéu Ditoui:

Diéu ma t6i muén tim hiéu la lam cach nao dé cung cap loai dich vu ma chiing t6i da lam &
Trufflepig dén doi twgng khach hang thudc thi treong tam trung. Muc dich cia doi téi la
khong nhat thiét phai dwa nhitng nguoi giau c6 di nghi mat. T6i rat vui dugc gidi thiéu ai do
dén khach san tot nhat tai Paris, nhung cling nong 1ong mudn dwa moi nguwdi dén nhitng quan
tapas tuyét voi nhat @ Barcelona noi ho c6 thé chi tiéu khong qua 10 dong. Diéu t6i ty hao la

két n6i moi ngwdi dén vdi nhitng thit ho yéu thich.

NUOI DUONG LOAI HINH DU LICH KHAM
PHA VAN HOA

“T6i da thue hién mot chuyén di dén Paris”, Florian Wupperfeld,
nha sang 1dp Leading Culture Destinations (LCD), cho biét. “Mot
chuyén safari nghé thuat”.

Co6 1&, dong chir d6 da néi 1én dugc tinh khac biét cia cong ty cua
Wupperfeld. Hau hét du khach khi dén tham céac thanh phé déu danh
ra mot hodc hai budi chiéu ghé qua cac bdo tang hoac phong trung
bay, nhung doi vdi nhitng nguwoi kham pha van hoa cia LCD, dé6 la
muc dich chinh ctia chuyén di. Té chitc cé tru sé tai Luan DBon nay
dugc thiét ké - theo 16i cia Wupperfeld - danh cho “nhitng khach du
lich xem nghé thuat va van hoa nhw mot phan thiét yéu trong phong
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cach song cta ho”. Trong mot chirtng muc nao dé, day chinh la sy tri
an cua thé ky 21 danh cho long mong moéi kham pha van héa da théi
thic nhitng L khach Vi dai dau tién trong lich st.

Va nhitng vi khach du lich nay qua that l1a rat vi dai: trong chuyén
di Paris cia Wupperfeld, mot nhém gém 12 nguwoi da & tai nhitng can
phong khach san do nha mot Margiela trang tri, dwgc di tham phong
trung bay Louis Vuitton phia trén ctta hiéu cua hang & Champs-
Elysées, dugc trai nghiém khong gian riéng cua cac nha swu tam nghé
thuat xuat chung, dwoc thir do riéng tai cac ctra hiéu thoi trang hién dai
va dung bita tai nhitng nha hang tién phong nhat thanh pho.

Wupperfeld theo hoc nganh san xuat phim tai UCLA truéc khi
cong viéc DJ bat ngd dwa ong dén vdi linh ve tiép thi. Khi Mercedes
ra mat mau xe Smart vao nam 1997, 6ng da tham gia thwc hién mot
CD tong hop dat trong ngan dung gang tay ctia 200.000 chiéc xe dau
tien cua thuong hiéu nay. (“A musical journey from Russian ballet and
French move soundtracks to electronic jazz and salsa”). Ti€p sau do,
ong ho tr¢ BMW phat trién mot chién lwge van héa: “Ho tham chi
nhan ra tredc cd Mercedes rang Cong thitc 1 (Formula One), ‘cong
sudt’ va tat ca nhitng yéu t6 khac ctia n6, chi hap dan nam gigi, khong
hdp dan nit gi6i. Nhung van héa lai c6é tac dung véi ca hai gigi”.
Chinh diéu d6 da dan t6i du an hgp tac cda thwong hiéu vdéi hoi cho
nghé thuat Frieze tai Luan P6n va nhiéu sang kién khac.

Sau do, ong lam viéc trong bay nam va@i Soho House Group -mot
chudi cau lac bo thanh vién danh riéng cho nhitng nganh céng nghiép
sang tao - noi ong dam trach vai tro gidm doc sang tao va truyén
thong. Muc dich cta cong viéc do la dam bao long trung thanh va sy
két ndi cta cac thanh vién, truc tiép va ca thong qua cac nén tang xa
hoi, mot trang web va mot tap chi. Ong con ra méit cong Berlin (Berlin
outpost) cua Soho House v6i ly do “bdi vi toi la nguoi Buc trong
nhom”.
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Dy an tiép theo ctia 6ng la CultureLabel.com, mot ctta hang tryc

29

tuyén chuyén ban cac moén dé “duwgc ap 4” tir cac cita hang qua tang
cta nhitng phong tranh va bdo tang uy tin. Khong phéi cdc mén doé luvu
niém, 6ng nhan manh, ma la cac vat dung, thiét ké trang sic doc
quyén va hoa van phién ban gi¢i han. “Trong cac cita hang qua tang
chi c6 20 san pham xuat ching, con lai déu la tht bo di”, dng giai
thich. “Trang cua ching t6i chi mang dén cho ban nhitng th tuyét
VOi”.

Sau khi ban dugc doanh nghiép do vao nam 2014, ong sang lap
cac cudc hoi nghi REMIX, két noi cac cong ty cong nghé véi cac giam
doc bao tang. “Hau hét cac giam doc bdo tang déu cho rang viéc tiéu
dung cac san pham van héa thwong dién ra theo kiéu mua vé vao bao
tang va xem mot budi trinh dién nao do, nhung ngay nay, 90% hoat
dong ay dién ra trén thiét bi di dong va truc tuyén”. REMIX giip cac
bao tang va cac hoc viéen khai thac dugce 1gi ich trr sy giao thoa gitta
cong nghé va nghé thuat”.

Leading Culture Destination da dét nén nhitng loai sgi khac nhau
t nhitng trdi nghiém khac biét nay. “Thyc té 1a cac bdo tang dang
chuyén d6i tir noi dién ra nhitng chuyén tham quan van héa thuan tiy
thanh cac trung tam xa hi (social hubs). Do do, tai Paris, ban khong
can phai dén Palais de Tokyo (khong gian nghé thuat dwong dai) chi
dé xem mot budi trinh dién, ban c6 thé dén dé dé an trua hodc an toi”.

Mot vi du khac la Bao tang Nghée thuat Whitney (Whitney
Museum of American Art) tai New York, dwgc tai ra mat tai mot dia
diém mgi vao thang 5 nam 2015. La sdn pham cua kién trtic su siéu
sao ngudi Y Renzo Piano, cong trinh d6 - trong nhuw mot chiéc tau ché
hang bi mac can - toa lac tai Quan Meatpacking va xuat hién vGi dong
hashtag riéng: #NewWhitney. Hashtag nay xuat hién trong hon 6.000
bitc dnh dang trén Instagram trong bon ngay dau ra mat. Bén trong bao
tang, nhitng du khach muoén chup anh bang dién thoai sé khong bi bao
vé ngan can ma ngugc lai con dugce tich cyc khuyén khich - diéu do6
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bién ho thanh d6i ngli quan hé céng ching cia bdo tang. Ban c6 thé
lang thang trong ctta hiéu sach thoang dang, dung bita trwa tai nha
hang thoi thwgng (c6 tén 1a Untitled) hay sam cho minh chiéc tdi xach
Whitney do Max Mara thiét ké. Trang Curbed.com goi n6 la “bao tang
gidi twong tac xa hoi nhat tr trwdc dén nay” (ngay 4 thang 5 nam
2015). “Thuc ra y twdng ‘ghé ctra hang qua tang truwdc khi vé’ khong
con ap dung duoc nita”, Wupperfeld cho biét:

N6 dang dién ra theo kiéu “di vao qua nha hang va ghé khong gian trién 1am ro6i vé”. Hanh
trinh cua khach hang da thay doi. Ngoai ra, nhiéu quoc gia dang dau tu vao bao tang béi vi ho
nhin thdy van héa la mot trong nhitng cong cu chinh xdy dung hinh dnh quoc gia - tw
Singapore dén Abu Dhabi - va t6i cho rang nhitng gi ma Leading Hotels of the World dang

lam ciing c6 thé dwgc ap dung véi Leading Culture Destinations.

LCD la sy pha tron giira tap chi online, cAim nang du lich phong
cach Michelin dén thé gigi cua nhitng trung tdm van héa hap dan nhat
thé gigi, va cong ty du lich chuyén ban nhitng trai nghiém déc dao.
Mot vi du dién hinh la chuyén road trip* dén Marfa, Texas. Cac cap
doi bay tdi Los Angeles, noi ho nhan chia khoéa ctia chiéc Mustang va
lai dén Marfa, thanh phd noéi tiéng vdi nhitng phong trung bay nghé
thuat. Di cung vdi ho 1a mot nhiép anh gia hang dau, ngudi phu trach
ghi lai hinh anh ctia chuyén di va in ra 12 bitc anh c6 chit ky. Chuyén
di va nhitng hinh anh kinh dién d6 sé c6 gia 49.000 do-la My.

“Pay la mot nganh kinh doanh du lich xa xi. Nhitng gi toi lam
khong phai la thoi trang cao cap ma la van héa cao cap”.

Cung vGi nhitng hoat dong trén, Wupperfeld da ra mat giai
thwéng LCD Awards, dugc thiét ké dé “soi sang” nhitng diém dén van
héa hang dau cua thé gidi, nhitng noi can thu hut khach du lich va
nguon tai trg. “Hay xem Bdao tang nghé thuat Aspen & Colorado - mot
noi tuyét voi, nhung phan nao dang chét chim trong nhitng tap chi
kién tric dep dé& ma khong thu hit duge sw chu y ctia cac kénh chinh
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thong. D6 1a bdi vi cac bién tdp vién khong dwa né vao trong diém,
hodc bdi vi cac khach san trd nhiéu tién hon. Chinh pha nhiéu nwéc
dang dau tuw ca gia tai vao nhitng bao tang nay, nhung ho can phai kich
hoat chung”.

Theo Wupperfeld, khach hang tham gia cac chuyén di cia LCD
déu thong qua hinh thitc truyén miéng. Nhd vao nhitng nam thang lam
viéc cho Soho House, 6ng c6 quan hé xa hoi rong rai:

Néu ban héi nha thiét ké thoi trang Haider Ackermann, nguwdi ma toi quen biét, rang khach
dat may nhitng chiéc vay haute couture ctia 6ng dy dén tir dau, ong dy cling sé tra 19i rang n6
dén tir truyén miéng. Do la cau tra 10i hgp ly vi né thudc thi tredng ngach, chi danh cho mot
nhom khéach hang rat gi¢i han. Giong nhw cac hanh trinh cta t6i, moi thit déu dwgc chuan bi ti
mi. D€ tim thdy nhitng vién ngoc that sy, ban phai rat am hiéu. Khi thuc hién chuyén safari
nghé thuat dau tién tai Paris v6i 12 khach hang, t6i da lam viéc véi hai nguwdi khac trede doé 5
tudan dé dam bao rang chuyén di ba ngay sé dién ra hoan hao. D6 chinh la thit ma khach hang

cua toi tra tién dé cé dugc.

Nhitng go6i qua dat san trong phong khach san khi khach budc
vao phong, nhitng chiéc xe c6 san ngudi lai, nhithg phong an riéng tai
nhitng nha hang cao cdp nhat noi dau bép xuat hién dé chao thyc
khach - do6 la nhitng th vuot xa stc twdng twong cua loai hinh du lich
dai ching. Trong mot thé gidi ma moi nguwdi co thé di dén bat ¢ noi
nao, khach du lich sé san sang tra tién cho nhirng trai nghiém md&i mé,
doc dao va chua ai phat hién ra.

DIEM NHAN CUA HANH TRINH

Cac dai ly du lich da d6i mat véi nhiéu kho khan trong ky nguyén so,
nhung ho cé ba lgi thé riéng: hinh anh quen thudc, sy tiép xtc gitta
con nguoi voi nhau va dit liéu.
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Ho c6 thé st dung dit liéu “theo hang ngang” dé quyét dinh thoéi quen
du lich gitta cAc nhém khach hang cu thé.

Nhiéu hdang da dong cira cac ctra hang vat ly dé hoat dong trure tuyén,
xdy dung moi quan hé khach hang thong qua mang xa hoi.

Thé nhung, cac hang khac da hanh dong theo huwéng ngwoc lai khi ap
dung cach tiép can dva trén dich vu ca nhan hoa.

Trong thé gidi s6, kha nang chuyén mon cia con nguwoi la thit tai san
c6 gia tri. Khach hang ludn tim dén nhitng don vi t6 chitc tour doc
quyeén va cac cong ty 1én ké hoach cho cac chuyén di bespoke véi kién
thitc va sw am hiéu vé nhitng diém dén.

Phi dich vu c6 thé 1a phan quan trong trong mot moi trwedng 1gi nhuan
ngay cang suy giam. Thé nhung, dich vu dé phai rd rang véi khach
hang.
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16
THE GIOI GIUA HAI TRANG BiA

“Mot cuén cam nang du lich t6t van la khodn dadu tu xitng dang.”

M@t nha hang trén bai bién & Goa, mién nam An D6. That ra nha
hang 1a mot tir qua 16n doéi véi né - day la mét tip l1éu, nhw thé dugc
moc ra tir cat va dugc két thanh tiv nhitng tdn co kho va nhitng manh
g0 troi dat. Chu nha hang, néu nhu ¢6 ai thie sy s¢ hitu mot noi nhw
thé, dang ndu moén ca ri ca - ca thu vua, ca chim, thinh thoang c6 ca
tom - trong mot cai chdo 16n trén chiéc 16 thong ra phia sau. Bia Cold
Kingfisher va Coca-Cola dwgc dé cung nhau bén trong mdét chiéc
thung da dang tan ra nhanh chong. Chung toi da dugc canh bao khong
uodng nuwdc khoang bai vi nhitng chai nuwdc thinh thoang duwgc lam day
bang nuwéc voi, c6 thé gay dau bung.

Tuy nhién, d6 la mot sy chuan bi tuyét voi. Ching t6i lan xuéng
gifta nhitng con séng 16n vé6 bd & An Po Dwong, nim twa dau trén
chiéc khan tam, tit chdi nhitng 16i chao m&i mua thdm tha cong, twgng
Ganesh va xoa boép tir nhitng nguwdi ban hang rong. Va roi, khi da san
sang, chung t6i cuon khan tam lai va tim cho minh mét cho trén bang
ghé go da son dé dung bita trua.

L6p go xam caa chiéc ban triede mat t6i da in hinh vai dau tron
mo nhat tir hoi am chdy xudng chai bia cua t6i. Bén canh ching la mot
cuon sach bia mém quan géc, lem ludc dau tay dinh dau mé& va hoi co
mui cia kem chong nang. Cudn sach c6 twva The Rough Guide to India
(Tam dich: Cdm nang du lich An D5).
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Di nhién 1a c6 nhiéu cuén cdm nang du lich khac nita. Trong s6
do, Lonely Planet 1a mot thwong hiéu 16n hon va ndi tiéng hon. Nhung
do6i vai mot thé hé khach du lich ngudi Anh, Rough Guides van la cam
nang du lich ctia chiing t6i. Ching t6i cam thdy nhw thé ching dugc
viét riéng cho chiing t6i, nhitng nguwdi nhw chiing t6i.

Va di nhién, ching tirng la vay.

CONG CU CHO KHACH DU LICH

Vao dau thé ky 19, cam nang du lich trdi qua qua trinh phat trién
t* nhitng cuén nhat ky du lich xinh xan chita dung cac ggi y va 1oi
khuyén thanh nhitng hwéng dan thyc té. Mariana Starke, ngudi ma t6i
c6 nhic dén tir chuong dau tién, da gitip du khach dén Phap va Y khi
ho dang vat 1on v6i cac mén an la, chd ¢ va tham chi nhitng tha tuc
gidy t0 rac roi bang mét phuwong cach gon gang va mot hé thong danh
gia hitu ich dya trén cadc dau cham than thay cho cac ngoi sao. Cudn
sach cta ba duwgc xudt ban bdi John Murray, ngudi vé sau tiép tuc san
xuat mot loat cam nang hwéng dan du lich dang tin cay.

Co6 mot tén thwong hiéu ban dau ma cé 1é ban doc da biét la
Baedeker, tir cu6n tiéu thuyét nam 1908 ctia EM Forster (va bo phim
chuyén thé ndi tiéng nam 1985 cuia Merchant-Ivory) mang tén A
Room With A View, trong d6 Lucy Honeychurch thdy minh “dang &
Santa Croce ma khong c6 Baedeker”.

Karl Baedeker la mot nhan vat quyén Iyc trong nganh xuat ban
Dirc thudc thé hé thit ba. Ong bét dau xudt ban nhitng cuén cdm nang
du lich sau khi mua lai mét hang nho von tirtng xuat ban thanh cong
cudn cam nang du lich dén Rhine c6 tén From Mainz to Cologne. Van
dang ¢ do tudi doi muoi, Baedeker da khao khat tim hiéu vé van hoa
va trai nghiém: dugce biét, 6ng thong thao 10 ngdn ngit. Ong gidi thidu
mot phién ban cé chinh sira va thay doéi thiét ké cia cuén cam nang
Rhine vao nam 1835. Tiép sau do6 la nhitng cuén cam nang hwéng dan
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du lich dén Ha Lan, Bi va Thuy Si, tat ca déu dugc nguoi st dung
khen ngoi bai 16i khuyén chinh xac va nhitng tdim ban dé dep mat.

Hoc hoi tv John Murray, Baedeker da xuat ban nhitng cuén cam
nang du lich cia minh mot cach sang trong v6i 16p da do va duong
vien ma vang. Ong ciing ap dung hé théng sao cia Murray cho phan
danh gia cua nguoi st dung. DBé c6 dugc thong tin chi tiét, ong da dich
than nghién cttu cho moéi an pham: nguwdi ta tirng nhin thdy ong dat
dong xu trén moi 20 bac thang trén dwong lén ting mai cua nha tho
16n & Milan dé cé dugc con s6 chinh x4c vé so bac thang & d6. Va du
ngay nay that kho hinh dung ai d6 sé luon mang theo bén minh nhitng
cuon sach cong kénh, nang trich nhw thé nhuwng ching ta can nhé rang
nhitng du khach giau c6 s& hitu nhitng cuén sach dy ciing tirng du lich
vdi vai chiéc reong do s6 dung day quan do va vat dung ca nhan.

Baedeker qua doi ¢ tudi 57, nhung da kip c6 ba nguwdi con trai va
ca ba déu lam viéc trong ctung linh virc. Nguwoi con trai ca, Ernst, da tai
xuat ban cudén cdm nang Rhine bang tiéng Anh. Nhitng cuén cam nang
khac cling s6m dwgc dich sang tiéng Anh, cang lam rang danh tén tudi
ctia Baedeker. Phién ban tiéng Anh d6 vé sau da khién nhiéu ngudi hoi
tiéc khi Birc quoc xa st dung ching dé chon cac dia diém ném bom
(du danh dong do6 cta Pirc quéc xa duge cho la nham muc dich tra thu
hanh dong ném bom Liibeck va nhitng thanh pho lau doi khac tai Bic
cua Khong lyc Hoang gia Anh). Do do, Exeter, Bath, Norwich, York
va Canterbury da hirng chiu nhitng tran can quét, dugc goi chung la
“Nhirng tran can quét Baedeker” vao mua xuan nam 1942.

biéu nay duwong nhuv khong dnh huwéng may dén danh thanh cia
Baedeker. Nhitng cuén cam nang du lich ctia Baedeker van thudc s&
hitu ctia gia dinh cho dén khi Eva Baedeker qua doi vao nam 1984.
Nhitng cudn sach cii ctia nha Baedeker van la moén do swu tam gia tri,
va nha xuat ban Pitc MairDumont hién xuat ban nhitng cuén cdm
nang du lich hoan toan m@i dudi danh nghia Baedeker. (“Baedeker is
back”, www.telegraph.co.uk, ngay 22 thang 12 nam 2007).
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Nhitng cuén cam nang du lich cia Karl Baedeker, va ca tén
thwong hiéu cia 6ng, thanh cong va lan téa dén mitc 6ng dugc nhé
dén nhu “cha dé cuaa du lich hién dai”.

SANG TRANG

Chuyén ké rang Mark Ellingham mu6n tim mt cuén cam nang
huwéng dan vé Hy Lap nhwng khong tim thdy an pham nao thich hop.
Do d6, 6ng ngdi xudng viét cudén cam nang dau tién Rough Guide vao
nam 1981. Nhu chinh 6ng thira nhan, chuyén cé phan phitc tap hon
mot chut.

“Sw that la tdi dang tim viéc va khong tim thdy mot cong viéc
nao”, éng cho biét.

Sau khi bi BBC ttr chdi, t6i quyét dinh thir viét cdc cdm nang huéng dan du lich. T6i nhan
thay c6 mot khoang trong 16n trén thi treong: vao thoi diém do, Lonely Planet chi n6i vé chau
A, va tét ca cac cuén cam nang hudng dan khac déu kha cii k§ va gan nhu chi toan néi vé My.
Duong nhu van con mot thé gigi song hanh nao dé noi nguoi Phap ddi mil n6i va mat ao ké

soc. T6i nghi rang minh biét khé ro vé Hy Lap nén c6 vé nhu n6 la diém khai dau t6t.

Poi vai Ellingham, du lich la “hoa nhap véi nguoi dan dia
phwong”, cling nhu coi trong lich st va van hda ctia dat niéc ma minh
dang tham viéng. “Vao thoi diém do, t6i cho rang nhitng doi twong
dang doc nhitng gi ching t6i viét déu khong co tién - ma cé 1é ding
vao thoi diém dé. Nhung vai nam sau, ching to6i nhan ra rang moi
nguoi thudc moi tang 16p déu dang st dung nhitng cudn sach do bai vi
goc nhin duong dai ctia ching, cho nén chung to6i bat dau mé rong noi
dung”.

Cong bang ma noi nhitng cuon cam nang dé da phan anh ding
thure t€ cua xa hoi lic bay gio: “Diéu nay rat diung truedc khi xuat hién
nhitng chuyén bay gia ré. Khach du lich tiét kiém chi phi sé st dung
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tau hoa hodc xe ngwa, trong khi s6 khac sé bay v6i mitc phi kha dat
dé. Hau hét moi nguwoi déu khong chi di nghi vao nhitng ngay cubi
tuan, mot khi dén dwgc noi can dén, ban sé & lai do6 trong hai hoac ba
tuan”.

Sau cu6n cam nang hwéng dan dén Hy Lap la nhitng cudén cam
nang huéng dan dén Tay Ban Nha va B6 Dao Nha. Thém nhiéu cu6n
sach nita nhanh chéng dwgc thyc hién, va Ellingham bong thady minh
dang ngoi gitta ma4t tda soan nhon nhip & Bac Luan Bon. “Vé co ban,
né da hoan toan phat trién nhw mét hoat dong kinh doanh, véi 1gi thé
la tat ca nhitng ngwdi van hanh cong viéc ay déu khéi dau véi tu cach
nguoi viét”. Diéu nay dugc thé hién ro & do dé doc, dé hiéu cta noi
dung va kién thitc chuyén sau vé nghé thuat va kién tric; ban thuc sy
c6 thé ngbi xuébng mot géc quan café va budc vao thé gidgi cia mot
cuon Rough Guide.

Doi v6i nguoi st dung, that cong bang khi néi rang Rough Guide
da tr@ thanh tht gi do nhu sy sung bai. Cho nén, khong co gi ngac
nhién khi mot chwong trinh truyén hinh Rough Guide da xuat hién sau
dé. Chuwong trinh dwoc thwe hién béi Janet Street-Porter, nha san xuat
truyén hinh tién phong, nguwoi ditng sau chwong trinh ndi tiéng danh
cho gidi tré Network 7. Vao nam 1987, ndi dung gidi thiéu cua
Ellingham vé mot chwong trinh du lich méi da nam trén ban lam viéc
cta Janet khi ba vira dugc b6 nhiém lam truédng ban chwong trinh tudi
tré ctia dai BBC2. Tai thoi diém do, cac chuwong trinh phat séng du
lich cia Anh van gap nhiéu kho khan trong thap nién 1970, véi nhitng
xuwéng ngon vién co lan da rAm nang véi do tudi nhat dinh dang nham
nhi Campari tai nhitng vi tri an toan; muc dich cta ho la hwdng tdi cac
nha té chitc ky nghi, khong phai khach du lich.

Phién ban truyén hinh cta Street-Porter danh cho Rough Guide la
hinh dnh mot ly cocktail Molotov trong mot khung canh dm ap, duéi
st dan dat cia Magenta Devine, mot ciu dai dién truyén thong cho
mot ban nhac rock, cung vdi giong noi mugt ma cua phong vien nguoi
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An P§ Sankha Guha. Du dang & Amsterdam hay Viét Nam, Devine
déu khoac 1én minh nhitng b6 canh 1ong lay va deo kinh ram, trong khi
Guha van duy tri hinh mau quyén rii von c6. Pugc vi nhw Mr. Steed va
Mrs. Peel* cta nganh du lich, ca hai da hwéng dan mot thé hé vé cach
chiém ngudng thé gidi. Lé di nhién, tat cd nhitng diéu nay c6 tac dong
tich cuc dén chinh nhitng cuén cam nang huwéng dan du lich dé.

Ban dau, nhitng cudn sach nay dwgc Routledge xudt ban, nhung
khi quyét dinh ban ching di, nha xuat ban budc phai tham khao y kién
cta Ellingham. “T6i c6 mot diéu khoan trong hgp dong rang nhitng
cudn sach khéng duwge ban di ma khéng cé sy dong y cuia t6i. Do dé,
t0i vay muwgn mot so tién va mua cong ty do”.

Nha xuét ban Penguin dam trach viéc phat hanh, va da mua 50%
c6 phan cia c6ng ty vao nam 1995. “Chung t6i cdm thay rang dé tré
thanh mGt tén tudi toan cau va canh tranh v&i Lonely Planet, chiing toi
can phdi tré thanh thanh vién ctia mot t6 chitc 16n hon. Ngoai ra,
nhitng ai tirng viét sach cho chiing t6i déu dwgc nhan mot khoan tién”.

Vao thoi diém do, Rough Guides da mé rong ra khéi pham vi du
lich dé hwéng dan doc gia dén thé gigi cua am nhac va nhac c6 dién.
“Thé nhuwng, cuén cam nang ban chay nhat cta ching t6i lai 1a cuén
The Rough Guide to the Internet”, Ellingham cuwdi 16n. “Cu6n sach do
duoc ban 4,5 triéu ban”.

Ban than Ellingham cting phan khich véi nhitng trién vong cta
mang luwGi Internet va da tién hanh mot giao dich vdi tap chi cong
nghé Wired. “Chung t6i ap G ké hoach xuat ban céac trich doan tw
nhitng cuén cam nang du lich d6 lén mang va kiém tién bang cach ban
cac duong dan (links) dén cac khach san”, 6ng hoi twéng. Y tuwéng dé
that bai. “Chung t6i hanh dong qua sém. Cho du Wired c6 tru sé tai
San Francisco, nhung chi c6 khodang nam khach san cé dugc trang
web tir t€. Chung t6i kiém dwgc mot khodn vira phai ti banner quéng
cdo, nhung cudi cung, Wired quyét dinh tap trung vao cong nghé”.
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Ngay nay, Ellingham thtra nhan rang Rough Guide “chwa bao gio
thuc sy gay kho khan” cho Internet, nhung ong cting khong tin thwong
hiéu nao khéac c6 thé lam dwogc. “Nguai ta khong san long tra tién cho
cac noi dung. Toi tin rang hau hét cac cong ty hwéng dan du lich déu
dang chi lam phan ntra cong suat so véi thoi ky dinh cao cta ho”.

Penguin mua lai c6 phan con lai ctia cong ty vao nam 2002 va
Ellingham roi khéi nganh xuat ban vao nam 2007 “sau 25 nam thang
tram”. C6 mot chit mia mai la 6ng ay lai bat dau quan tdm dén sy phat
trién cua du lich hang khéng - cht yéu do sy xuat hién ctia cac hang
hang khong gia ré - va da hgp tac vdi Tony Wheeler, nha dong sang
1ap Lonely Planet, dé nang cao nhan thitc vé tam anh huwéng cta du
lich d6i véi méi treong, st dung khau hiéu “Fly less and stay longer”
(Tam dich nghia: “Bay it hon, Ivu tra dai hon™).

Vé mat logic, Ellingham va Wheeler 1a doi tha cda nhau, va lich
st phat trién cia ca hai thuwong hiéu cé nhiéu diém twong dong. Hién
thudc s& hitu cuia NC2 Media va van dugc xem la nha xuat ban cam
nang du lich 16n nhat thé gidi, Lonely Planet kh&i nghiép trén ban an
trong bép cua nha Maureen va Tony Wheeler. “Gap nhau trén chiéc
ghé dai & Regent’s Park va két hon mot nam sau d6”, vao nam 1972,
cip doi bit dau chuyén trang mat khip chau Au va chau A roi dén Uc.
V6i cdm hitng tr chinh trai nghiém cta ban than, ho da ngo6i xudng va
viét cudn Across Asia on the Cheap v&i nhitng trang viét dugc kep
bang dap ghim va ban cho nhitng ngwdi ban. Trong vong mot tuan, ho
da ban dwogc 1.500 ban, va roi bong nhién ho tré thanh nha xuat ban.
(“About Lonely Planet”, lonelyplanet.com). Cai tén “Lonely Planet”
bat nguon twr 101 bai hat bi nghe nham: tir ding la “lovely planet” trong
bai hat mang ten Space Captain do Joe Cocker thu am. Hai nam sau,
hanh trinh thit hai cta cap doi nay da dan dén sy xuat hién cua cuén
Southeast Asia on A Shoestring.

Loat sach cam nang du lich nay mé& rong khi cap doéi khuyén
khich khach du lich dwa ra y twdng viét sach hodac nhitng cuén cam

https://thuviensach.vn



nang hoan chinh dé xuat ban. Pay la nhitng viéc rat thyc té, phu hop
v6i xu hwéng van héa hippie cta thap nién 1970. Thé nhung, twong tw
nhv Rough Guide, chang bao lau sau, nhitng cuén sach d6 con bao
gom nhiéu ndi dung khéc, van la hinh anh lwa chon nhung da mat di
tinh nguyén ban cua n6. Vao nam 2007, khi BBC Worldwide mua lai
75% c6 phan cta cong ty Uc ndy, Lonely Planet di trd thanh
“Microsoft ctia nganh xudt ban du lich” theo 10i ctia mot phéng vién
lic do6. (“Journey’s end for the guidebook gurus?”, The Guardian,
ngay 7 thang 10 nam 2007). Tap chi Lonely Planet dwgc ra mat vao
nam 2010, gép phan lam nén sy phd bién rong khap ctia thwong hiéu
nay.

Di nhién, tat ca cac cuén cam nang du lich déu cé thé bi chi trich
vi da tao ra nhitng thé gidi song hanh bén trong chinh nhitng quéc gia
duwgc nhac dén: mot danh sach cac diém tham quan, tiém café va nha
hang ma ngudi st dung cdm thay can phai kham pha, khién cho nhitng
diém dén khac bi ra ria. Nhitng li* khach tdo bao hon cé Ié sé thich
nhitng cudc cham tran (vui vé), nhitng kham pha md&i mé va nhitng
cudc gap bat ngd. Hodc ngay nay, ho muon tham gia vao cadc mang xa
h6i dé tim kiém 10i khuyén gan hon véi sé thich cia ho. Vé khia canh
dé, nhitng cudon cam nang du lich da mat di sitc anh hwéng doi véi gia
tri kinh té ctia cac nha cung cap trong linh virc khach san.

Pau tién, trdi nghiém BBC cua Lonely Planet dwong nhu cho
thdy rdng cam nang du lich cé thé phét trién nd r6 trong ky nguyén so.
Vao nam 2011, khi BBC mua phan con lai ctia cong ty tr gia dinh
Wheeler, mang ky thuat s6 ctua Lonely Planet da bao gom mot trang
web véi 8,5 triéu ngwoi st dung va 140 tng dung cho nhiéu diém dén
khac nhau. Thé nhung, sy sut gidm doanh s6 bao in, nhitng thay doi
quyét liét trong cach ngudi tiéu dung van hanh thé gidi - “cudc cach
mang xa hoi di dong” - sy gia ting gia tri ctia dong do-la Uc va cudc
suy thodi toan cau, tat cd bat dau phat huy tac dung. Vao nam 2013,
BBC ban thuwong hiéu Lonely Planet cho NC2 Media - cong ty truyén
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thong thudc s@ hitu ctia 6ng trum thudc 14 kiém ty phi ngwoi My Brad
Kelly - v6i gia 51,5 triéu bang Anh (khoang 77,8 trieu do-la My) -
thap hon gan 80 triéu bang Anh so vé6i gia ma BBC da trd cho cong ty
Uc.

Vao thoi diém do, Daniel Houghton, vi giam doc diéu hanh v6
cung tré tudi, chi mdi 24 tudi, cia NC2 Media tuyén bé:

Thtr thach va hiva hen dat ra cho chiing t6i 1a két hgp cong ty thong tin va cam nang du lich
16n nhat thé gidi véi tiem nang vo han ctia cong nghé s6 thé ky 21... Néu c6 thé lam dugc
diéu nay, va t6i tin rang minh lam dwgc, ching t6i c6 thé kién thiét mot doanh nghiép luon
trung thanh véi nhitng thi lam nén sy vi dai cua Lonely Planet treéc day, dong thoi phat trién
dé no trd nén vi dai hon trong twwong lai.

“US buyer for BBC’s book unit on travel”, The New York Times, ngay 19 thang 3 nam
2013.

Cat gidam nhan sy va tiép sau d6 la tai co cau té chitc. Thé nhung,
ngoai tin tirc rang thwong hiéu da chuyén dia diém van phong chinh dé
thue hién nhitng thay déi mdi tai nha may regu cii cia Melbourne -
noi khong gian dwgc chia thanh cac “khu vire” ggi nhac dén thanh pho
New York, ring nhiét déi cua Borneo, nhitng khung canh hoang so
cta Iceland va kién tric truyén thong Nhat Ban - Lonely Planet hoan
toan khong dwa ra mot thong diép nao. Piéu nay co6 thé khang dinh
cho 16i canh bao cua Mark Ellingham rang cam nang du lich van chat
vat tim duong bang qua khu rirtng ram ky thuat s6.

Trong khi d6, mot vai nam sau khi hop tac véi curu doi tha caa
minh, Ellingham van c6 niém tin vitng chac vao kiéu du lich c6 y
thitc: “Néu du lich tai chau Au, hdy di bing tau héa”, 6ng néi.

Thoi gian nay, 6ng va vg la Natania diéu hanh mot cong ty xuat
ban nho khéc - Sort of Books. Cong ty nay von dugc thanh 1ap dé xuat
ban mét cuén sach du lich theo kiéu ty truyén ctia mét ngwdi ban tén
la Chris Stewart. Driving Over Lemons: An optimist in Andalusia bat

https://thuviensach.vn



ngo trd thanh cudn sach ban chay va tao nén buéc dot pha cho ca tac
gia lan nha xuat ban.

Ellingham ciing van danh tinh cdm cho nhitng cuén cam nang du
lich trong phién ban in. “M0t cuén cam nang hwéng dan t6t van c6 gia
tri vé kinh té. Néu n6 dwa ban dén mot nha hang it nguwoi biét hodc
mot bita t6i ma ban sé khong bao gio quén, so tién 12,99 bang Anh do
hoan toan xirng dang”.

DIEM NHAN CUA HANH TRINH

Nhitng cudén cdm nang du lich dau tién la nhitng cau chuyén phiéu
lang dwoc viét bai nhitng cay bt ky curu, tir Michel de Montaigne dén
Robert Louis Stevenson.

Khi Grand Tour khai sac vao thé ky 18, nhitng cuén cam nang du lich
bat dau di kém nhitng 161 khuyén va ggi y thuc té.

Vao thé ky 19, nha xudt ban ngwoi Bic Karl Baedeker tré thanh tén
tudi c6 anh hwdéng trong linh virc xudt ban cam nang du lich.

Nhitng cuén cam nang du lich thé ky 20 cta cac nha xuat ban My giup
khach du lich cdm thay an tdm hon khi di ra nwéc ngoai, nhung chiing
van c6 nhitng han ché nhat dinh. Vao nam 1972, hai It khach qua cam
la Tony va Maureen Wheeler da ngbi xudng viét cuén cidm nang
Lonely Planet dau tién, mot phién ban thay thé cho kiéu tan gau théng
thvong.

Gan mot thap ky sau, tai Anh, Tony Ellingham ra mat Rough Guides,
bd sach da khoi nguon cam hitng cho mot thé hé khach du lich tam
trung va mét chwong trinh truyén hinh vinh danh ching.

Doanh s06 ctia bao in syt gidm trong ky nguyén s6, mac du cac thuong
hiéu 1én van dang chién dau trén mat tran Internet va ndi dung so.
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17
SU XUAT HIEN CUA “POSHTEL”

“C6 mot kiéu khdch hang ma chting ta thdm chi con khong biét dén
ngoai kia.”

Khi dang hoc lwét séng tai Bali, Josh Wyatt da nghi ra mot ké

hoach. Nhitng lic khong cuGi trén nhitng con séng, Wyatt lam viéc
cho mét cong ty dau tv ctia Luan Bon c6 tén goi Patron Capital, noi
chuyén tim kiém co hoi dau tw trong linh viec khach san. Wyatt xin
nghi “khong lwong” dé du lich va suy ngam. Khi tr@ lai Patron, anh
chia sé y twong 16n cia minh. “Nhu da noi, hdy nhin xem, hostel*
dwong nhu la phan khic thyc sy tha vi lic nay, va chua c6 ai khai thac

29

no-.

Pung lic do, co mot cong ty ten Generator Hostels dwgc chao
ban. Pugc thanh 1ap vao nam 1999, cong ty c6 hai van phong - tai
Luan Don va Berlin - va thudc sd hitu gia dinh. Vao nam 2007, véi su
thic giuc cia Wyatt, Patron mua lai cong ty nay va bat dau phat trién
n6é thanh mot chudi khach san chdu A va 1a mot thuong hiéu nhat
quan, v6i Wyatt lam giam doc chién lwgc. (“The Generator game”,
Boutique Hotelier, thang 2 nam 2015).

Trong nhiéu nam, cac youth hostel da tré thanh diém dirng chan
cho nhitng du khach tré tu6i bi “chay tdi”. Thé nhung, chiing van thu
hiat va thodi mai nhw doanh trai quan doi ma khong can dén ky luat
hay nha an tap thé. Generator va mot s6 chudi hostel khac cung cap
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dich vu duva trén bau khong khi chan hoa, than thién cta cac hostel ban
dau - cling nhuw cdc can phong gia ré - nhung thoa man nhu cau cta
khach du lich thugc thé hé millennial (va nhitng doi twong c6 cung suy
nghi) & tiéu chuan cao hon nhiéu, chang han nhw mién phi Wi-fi, mét
quay bar nhon nhip, mot khong gian sanh tao cdm gidc nhw can ho cta
dan du muc, nhitng can phong riéng tw va tham chi c6 ca phong tam
riéng. Khong con canh phai ldn 16i cam khan tam di tit phong riéng
dén nha tam dé r6i phat hién ra rang tit cd cac phong déu cé nguoi
dung, hay phai budc vao can phong day nwdc trén san khi dén luwot si
dung. Chao ming ban dén véi “poshtel” - mot hostel mang phong
cach quyén ri.

Mot vai thwong hiéu “poshtel” noi tiéng khac bén canh Generator
la Meininger va Freehand. Cac poshtel cta Freehand tai Chicago va
Miami s& hitu phong cach thiét ké rat riéng - sanh cta Freehand
Chicago ggi cdm giac cua thd dan chau MY, vé6i kiéu hoa van tuoi
sang va tham chi c6 ca nhitng c6t go cao khac cac biéu twgng vat to -
quay bar va céc tién ich nhuw hé boi, ban ping pong. Du khach c6 thé
str dung tat ca cac tién ich do6 véi gia khoang 30 do-la My/dém néu ho
san long dung chung phong véi du khach khac. Nhitng can phong
riéng co6 gia thap hon mat chit so vdi gia cta khach san tiéu chuan.

Meininger 1a cong ty ctia Piic v6i chudi hostel khdp chau Au, bét
dau tai Berlin vao nam 1999. “Nhitng tdm rém ctta dugc ba khau tay,
va cac nha sang lap da phat trién mot y twdng tuyét voi: khach san
Meininger ctia hg sé mang dén cho du khach nhiéu hon mic ctia mot
hostel nhung véi gia ré hon khach san”, theo ngi dung trén trang web
cua thwong hiéu. Thuwong hiéu dugce dinh vi nhe “can nha thanh thi
cua du khach”. (“How it began”, www.meininger-hotels.com).

Khi tiép quan Generator, Josh Wyatt biét minh muon gi: ong
mugn sach giai tri playbook cua cac khach san boutique va tao ra nét
ddc trung, s tha vi khac thuong va trai nghiém véi mic gia ré. Vao
thoi diém dién ra bai phéng van vGi Boutique Hotelier, chudi hostel
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ndy da mé rong dén 11 dia diém khdp chau Au. Vé mit thiét ké,
giwvong ngu va buong tam déu giong nhau & tit cad cac hostel cung
thwong hiéu, do dé, khach thwong xuyén biét duwgc rang “ho sé c6 trai
nghiém giong nhau”; nhung Generator danh dau sy hién dién cda
minh & mat tién va nhitng khu virc dong nguwdi. “Moi cong trinh déu
doc dao, duoc thiét ké cha yéu dé tao ra mot san pham cho ca khach
du lich lan ngwdi dan dia phuwong”.

KET NOI VOI BO LAC

Dbiém thu vi ¢ day la Wyatt - cling nhw nhiéu nha doanh nghiép
khac trong linh vyc ngach “poshtel” - budc chan vao mot thi truong
ma ho gan nhw khong biét rang da ton tai, hodc it ra la bang tryc giac
chit khong chu dong hwéng t6i. Ho la nhitng ké du muc cong nghé so,
thwong lam viéc trong nganh cong nghé hodc sang tao, nhitng tén tudi
han da xuat hién dau dé trong nhitng trang sach nay. N6i tom lai, ho la
mot bd lac. Thwdong thi ho sé tim kiém mot can phong don trong mot
khach san c6 bau khong khi thodng dang va chan hoa. Qua la mot
cudc tim kiém khong hé dé dang trong thi truong khach san chinh
thong, hay tin toi di.

“Pung vay, doi twong muc tiéu cda ching toi la khach du lich,
khéach du lich bui tu6i tir 18-35, nhwng c6 cé gia dinh va nhan vién van
phong - chang han nhu m6t nha thiét ké do hoa tré tu6i dén thanh pho
nay dé du hoi thao”, Wyatt chia sé trong cudc phéong van trén. “Po la
doi twgng khach hang ma chiing to6i tham chi khéng biét c6 ton tai trén
thi truong cia minh, nhung gid thi ching t6i da biét”.

Sv pha tron tha vi gitta khach du lich tré tu6i, gi¢i doanh nhan va
sang tao da tao nén bau khoéng khi thoi thwong ma Generator da hoc
duwgc cach tiép can. Thwong hiéu “kich hoat cac khong gian cia minh”
bang cac budi ndi chuyén, cac bita tiéc ra mat va cac budi trinh dién
thoi trang. Khi ra mat mét hostel méi tai Stockholm vao nam 2016,
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thwong hiéu nay da cha dong danh do6i 22 phong nghi dé tao thém
khong gian sy kién.
Wyatt cho biét:

Chi nghi dén cach lam nay théi cling da hoan toan bat ngd doi vdi ching t6i, bai vi khi bat
dau xem xét cac hostel sang tao hoac cac trai nghiém mang phong cach thiét ké, chiing t6i
thure sy chwa bao gio nghi rang cac doanh nghiép sé tim dén khong gian cua hostel dé t6 chirc
su kién cua ho... Thé nhung, d6 la cau chuyén c6 that hién nay. Cac cong ty nhw Uber va
Urban Outfitters tim dén ching t6i dé t6 chitc mét sy kién hay maét budi tiép dai tai Generator.

“Generator Hostels” leaders explain the rise of hostels for business travellers”,

www.skift.com, ngay 29 thang 2 nam 2016.

Nhu cau t6 chitc s kién tai cac poshtel c6 kha nang ngay cang
pho bién, nhat 1a khi khach du lich thudc thé hé millennial dang chiu
anh huwdng béi nén kinh té chia sé - ma chiing ta sé chitng kién & phan
sau. Cac hostel theo dinh huéng thiét ké can ding doi twgng khach
hang dé hop thitc héa bau khong khi thoi thwgng ctia chiing, va so tién
gidam gia do sé dugc bu lai bang nguén thu tir cac khong gian t6é chirc
sy kién cho khach hang doanh nghiép.

Trong bat ky tredng hop nao, Wyatt tin rang hau hét cac khach
san chinh thong dang lang phi tién ctia vao nhitng tién ich ma nhiéu
khach hang chang quan tdm. Anh néi véi Skift: “Ly do khién chiing
t0i c6 thé tinh gia phong ré hon so vdi phong khach san 1a vi khi buéc
vao hostel, ban khong c6 nguwoi xach hanh ly. Ban khong c6 dich vu
concierge. Ngoai ra, ching t6i con cat giam 10 diém tiép xdc khac.
ROi ban di vao phong... cac can phong dugc tinh gidn dén mic thiét
thye va that thoai mai, nhung khong du thira”.

Wyatt liét ké ra rang, trong mot can phong khach san truyén
thong, c6 dén 10 thit ma ban khong bao gid cham tay t&i. Han ban da
nhan ra mét vai trong s6 dé: ban la, bt bi, gidy viét thw, mi trum dau
khi tdm, xi danh giay... D6 la chwa ké 3% nhitng thit trong quay bar
mini. “Viéc d6 doi héi nhan vién don phong phéi kiém tra va béo
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quan... T6i khong noi rang do la thiét ké t6i. N6 chi don gian la mot
can phong chtta dung nhitng thit ma khach hang khong st dung. Bo
chinh la nhitng thit budc chu s@ hitu va nha quan ly khach san tang gia
phong”.

Thé nhung, didy mdi 1a van dé: nhiéu khach du lich tré tudi phat
hién ra rang ho khong nhitng khong can dén ban la va xi danh giay, ma
ho thue sy van song tot ma khong can dén mot can phong khach san.
Trén thuc t€, ho thich & tai nha cua ai do.

DIEM NHAN CUA HANH TRINH

Khach du lich tré tu6i ngay nay can c6 wi-fi mién phi, khong khi quan
bar nhon nhip, va mot sanh thoi thuwgng dé ho cé thé str dung cac thiét
bi di dong.

“Poshtel” két hgp nhitng can phong gia ré mang tinh than thiét ké va
c6 du cac tién ich néu trén.

Céac cht sd hitu poshtel loai bé mdt so tién nghi cii ky khong can thiét
cta khach san truyén thoéng - liéu ban cé that sy can dén dich vu
concierge, mot nhan vién khuan vac va mot chiéc ban la - dé cung cap
nhitng can phong vtra thiét thyc vira thoai mai.

Cac thvong hiéu poshtel nhw Generator da dwa bau khong khi thoi
thwong cia minh vao dich vu td chitc sy kién cho nhitng thwong hiéu
muon cong hwéng tir phong cach doc dao cia khong gian su kién.
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18
AIRBNB VA NEN KINH TE CHIA
SE

“Song tai bat ci¥ noi ndo trén thé gidi, du chi mot dém.”

Téi gdp Jonathan Mildenhall, giam doc ti€p thi cua Airbnb, trong
nhitng boi canh hao nhodng dén nyc cuwdi. Ca hai ching t6i déu tham
dy budi quang céao lién hoan phim Cannes, va to6i vira mé&i tGi diém
hen sau khi xem nit dién vién Gwyneth Paltrow néi vé thwong hiéu
phong cach song Goop ctia c6 dy véi mot nhém khach nho trong
nganh tiép thi. Budi gidi thiéu ay dién ra trén khoang san thirgng nhin
ra bai bién. Nir dién vién kiém doanh nhan nay ngoi trén mot chiéc
ghé cao vdi mai téc nhe bay trong gié gitta khung canh bién phia sau.
T6i da ngd sé& nghe ai d6 ho to “CAT”.

Cuoc gdp voi Mildenhall cling mang chut hoi hwdng nghé thuat,
dién ra trong can hg Airbnb dugc é-kip cua anh chuan bi san. D6 la
mot can phong xinh dep véi tran cao, mai duc, san go parquet di cung
ndi that mang phong cdch hoa quyén giita xwa va nay. Vé sau,
Mildenhall tiét 16 rang Gwyneth cling dang & tai mot can ho Airbnb
trong sudt thdi gian lam viéc tai Cannes. Ca hai la nhitng vi du tiéu
biéu cho mot trong nhitng thir thach tiép thi ctia cong ty Airbnb: thuyét
phuc khach hang tiém nang rang trang web cta hang khong chi danh
cho khéch du lich gia ré ma con thich hgp v&i moi thi hiéu va moi kha
nang tai chinh. Airbnb da than trong phat di thong diép rang cac ngoi
sa0 hang dau nhu Mariah Carey, Beyoncé va ngbdi sao béng da
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Neymar déu da & tai nhitng can hd sang trong duwoc liét ké trén trang
web cua cong ty.

Néu noi rang Airbnb da lam thay d6i manh mé nganh cong
nghiép du lich 1a mot tuyén b6 chwa chinh xac. Vé madt ly thuyét,
Airbnb ap dung phuong phap don gian: do la mot thi truong truc
tuyén cho phép moi nguwdi cho thué ngdi nha ctia chinh minh, mot
phan hodc toan bo, dé khach du lich st dung trong khodng thdi gian
ngan. Trén thuc té, ké ti khi ra mat vao nam 2008, Airbnb da lam thay
do6i cach tu duy vé du lich cia moi nguwdi va thu hat dwgc hang triéu
du khach tr cadc can phong khach san truyén thong. M6t phong vién
mang du lich cho biét: “Néu mdt nha quan ly khach san néi véi ban
rang ho khong lo ngai vé Airbnb, nghia la ho dang n6i doi”.

Cong ty c6 buwdc khdi dau khiém ton véi tén goi AirBed &
Breakfast khi hai nha thiét ké cong nghiép Brian Chesky va Joe
Gebbia nhan ra rang ho cé thé gidm dwgc mdét nira tién thué can gac
mai ¢ San Francisco khi cho khach du lich thué lai phong khach va
ngu trén nhitng chiéc giwvong bom hoi. Ching kién sy khan hiém
phong khach san trong thanh phd su6t thoi gian dién ra HoOi nghi
thwong nién caa Hiép hoi nhitng nha thiét ké cong nghiép tai Hoa Ky,
ho da cho dang mot bai quang cdo trén trang thiét ké Core77 vdi noi
dung nhu sau:

Vé “mot cho ¢ vai gia phai chang thay thé cho can phong khach san trong thanh ph”, hay
twong twong ban thitc day trong ngdi nha cia mot ngwoi lam viéc trong nganh thiét ké, hoan
toan tinh tdo sau giac ngu trén chiéc dém bom hoi, tro chuyén véi nhau vé nhitng sy kién sap
dién ra trong ngay trong khi dung mén Pop Tarts va OJ... Va d6 la ly do cho sy ra doi cta
AirBed & Breakfast, noi “khach” duwgc thwong thite bita an ndu tai nha (khong nhat thiét phai
la mén Pop Tarts, nhung chiing t6i cling khong ddm bao gi hon) va vi chd nha la dan thiét ké
biét rd moi ngdéc ngach caa thanh pho.

“AirBed & Breakfast for Connecting ‘07°, www.core77.com,

ngay 10 thang 10 nam 2007.
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Nhan thdy minh dang dan than vao céng viéc nghiém tic, Chesky
va Gebbia - v&i sy ho trg caa bén thi ba la kién tric sw ky thuat
Nathan Blecharczyk - da chinh thitc ra mat trang web
AirBedandbreakfast.com vao thang 10 nam 2008, rit gon xuong thanh
Airbnb vao mua xuan nam ti€p theo. Vao thoi diém t6i viét cudon sach
nay, bai bao goc c6 thé van con hién dién tryc tuyén - ngoai trir lic
nay né dugc dan thong qua mot dich vu 16n ctia Airbnb, véi hai triéu
lwgt dang ky cho thué va con s6 d6 van dang gia tang.

Airbnb da phat trién thanh mot trong nhitng thuwong hiéu vugt xa
khoi muc dich ban dau dé danh dau vé mot sy dich chuyén trong xa
héi - trong trwedong hgp nay la sy 1én ngdi cia mot thé hé di dong tw
chu va linh hoat. Mildenhall nhac dén Airbnb nhw “mdt siéu thwong
hiéu phat trién dya trén cong dong”. Véi phong thai nhe nhang, céi
md, anh no6i vé thuwong hiéu Airbnb bang nhiét huyét lan téa. Va khéng
phai lic nao anh ciing cdm thay nhuw thé.

Mildenhall nhan dugc cudc goi tir Airbnb khi dang lam viéc cho
hang Coca-Cola vdi tw cach “pho chu tich cap cao phu trach tiép thi va
sang tao”, nghia la ho trg phat trién cac chién lwgc tiép thi khap t6 hgp
thuwong hiéu cua Coca-Cola. Noi cach khac, dé la mot trong nhivng
cong viéc tot nhat thé gigi trong linh v tiép thi. Va anh da tuy no luc
dat dén vi tri ay: nhw dich than Mildenhall chia sé, anh khong phai la
mot quan ly tiép thi truyén thong cia M¥. Trén thuc t€, anh la nguoi
Anh, da mau, 16n lén ¢ khu cv xa Leeds cung v6i ngwoi me don than.
Sau khi t6t nghiép Pai hoc bach khoa Manchester (gio la Manchester
Metropolitan University), anh tré thanh ct* nhan thuéc nhom dan toc
thiéu s6 dau tién (thuc ra la sinh vién tot nghiép bach khoa dau tién)
tai McCann Erickson & Luan Don. Trong su6t giai doan dau cua su
nghiép, anh da chuyén tir cong ty truyén thong nay dén cong ty truyén
thong khac & Anh; ngay treéc khi dau quan cho Coca-Cola, anh la
tredng bo phan chién lwgce cho cong ty sang tao doc lap Mother.
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Sau bdy nam lam viéc cho Coca-Cola, viéc nhday sang mot cong
ty khdi nghiép chuyén cho thué nhitng can hg nghi dudng khong phai
la mot nwdc co hap dan. Thé nhung, anh c6 da quan tam dé bay dén
San Francisco gap Chesky.

“Tai thoi diém do6, du rat to mo nhung to6i khong nghi rdng minh
muon lam viéc tai Airbnb”, anh thi nhan:

To6i da lam viéc tai Coca-Cola, va Coca-Cola biét rang diéu thyc sy giup bao vé dugc tai
san cua mot thwong hiéu la sw xuat sac trong hoat dong tiép thi, ké chuyén va kha nang sang
tao. Coca-Cola dé cao nhitng yéu t6 nay, ho nhin nhan ching nhw mot lgi thé canh tranh. T6i
la trwdng bo phan tiép thi cho khu viec Bac My, thi treong 16n nhat cda hang, do dé, t6i co
tiéng noi quan trong, c6 mot doi ngli hung hau va nhitng két qua dang ty hao. Khi nhin vao
Thung liing Silicon, t6i nhan thdy doé la noi tao ra nhitng cong cu tuyét voi c6 kha nang can
thiép vao cach két ndi, sang tao, chia sé, tro chuyén va hoc hoi ctia moi ngwdi, nhung chwa
bao gio' quan tdm dén viéc xay dung thuwong hiéu, ngoai trir Apple. M6i khi mét thiwong hiéu
manh xuat hién, kéo theo sau dé la hang tram thwong hiéu khac bién mat, bi nu6t chirng béi
nhitng thit 16n hon tiép theo. Ban gan nhw c¢6 thé goi Thung liing Silicon la bai tha ma cua cac

thvong hiéu.

Do do, it ra la anh da mang mdt thai do hoai nghi khi ngoi doi
dién véi Brian Chesky:

T6i ndi v6i cau ay: “Nay Brian, treedc khi cau phong van t6i, t6i mudn hoi cau mét vai cau
héi - bai vi that long ma noi, cau tra 10i ctia cdu sé quyét dinh no lyc cua téi trong cuéc phong
van nay”. T6i giai thich véi cau ay rang minh khong quan tam liéu day la cu6c phéng van
tuyén Giam doc tiép thi hay xuat phat tr muc dich phat trién doanh s6. T6i chi quan tam dén
xay dung cac thwong hiéu van hoéa: nhitng thwong hiéu thyc sy c6 y nghia nao do, nhitng

thwong hiéu c6 muc dich. Vay, cau dy da cam thay thé nao?

Mildenhall nh¢ lai rang Chesky da hit mot hoi that sau va roéi noéi
trong nita gio. “Dd 1a mot kiéu doc thoai kéo dai 30 phit vé tam nhin
cta cau ay vé Airbnb, tdm nhin vé cong dong, tam nhin vé tinh sang
tao - va thanh that ma néi thi chi sau bay phtit, t6i da quyét dinh sé lam
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viéc cho cau ay. Hién nay, cong viéc cua toi la hiéu dwgc suy nghi cia
cau ay va bién tdm nhin d6 thanh mét cau chuyén vé thuwong hiéu dugc
nhan biét toan cau”.

Mildenhall tin rang Airbnb sé la mot thwong hiéu dinh hinh thé
hé, nhu cach Coca-Cola da lam trong thap nien 1980, Nike trong thap
nién 1990 va Apple trong dau thap nién 2000. “Ca ba nha sang lap déu
muon dat dugc diéu dé cho Airbnb, nhung ho cling muén né trd thanh
mot cong ty da thé hé; ho hy vong rang con cai cia ho sé lam viéc &
dé. Cho nén, ho khong quan tdm dén viéc tré thanh mét trong nhitng
cong ty cua Thung liing Silicon chi troi ddy vai nam réi bién mat”.

Mildenhall cting bi hdp dan bdi khai niém rang Airbnb c6 thé
thay do6i cudc séng bang cach gidi thiéu moi ngwdi dén véi nhitng nén
van héa méi theo cach than mat nhat, d& ho cam thdy nhu dang &
trong chinh ngoi nha cua minh. “Chung toi la mot doanh nghiép va
cling la mot cdng dong, noi nudi dudng niém tin va tinh nhan van cao

23

Cca .

Nhitng ai da titng theo doi chwong trinh truyén hinh Silicon
Valley déu quen thudc véi 16i tw duy ctia mot 6ng trum cong nghé,
nguoi luon tin rang cong nghé ctia minh sé bién thé gidgi thanh mot noi
tot dep hon, nhwng Mildenhall lai hién dién nhw mot ké ngoai dao. Va
diéu quan trong la d6i vGi ban giam doc, anh con cé kha nang thuyét
phuc nguoi khac.

THUOC VE BAT CU NOI NAO

Mot trong nhitng quéng cao Airbnb yéu thich cta t6i la cau
chuyén song dong tir nam 2014. Chuyén bat dau & Berlin, vao thoi
diém Birc tvong duge dyng 1én, noi hai ngwoi linh canh gac nhin nhau
tir hai phia cta thanh pho bi chia cat su6t nhiéu nam. Cudi cung, nguoi
linh & phan phia Tay roi khéi Berlin dén ng6i nha mdi & Copenhagen,
nhing ky rc vé Bitc twong d6 van tiép tuc am anh 6ng. Nhiéu nam
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sau, con gai cia 6ng thuyét phuc 6ng quay trd lai tham mot Berlin
thong nhat, noi ho thué mot can ho Airbnb. Khi cd hai dén nhan chia
khoéa can nha, nguwdi linh nam xwa bat ngd dwgc chao don bdi chinh
nguoi linh canh gac & phan phia Bong khi ay. Chia kh6a m@ ctta can
ho lai tré thanh chiéc chia khoéa gidi phong tv do cho nguwoi dan ong
thoat khdi qua kht ctia minh. “Hay thudc vé bat ct noi nao”, la dong
chit cu6i cung ctia doan quang cdo.

Ngay tir dau, chiing ta duwgc biét rang noi dung dwa trén mdot cau
chuyén c6 that nén t6i da héi Mildenhall vé diéu dé.

“That tuyét, phai khong nao?”, anh dy néi:

Hai con ngudi nay trdi qua nhiéu nam chia sting vao nhau. T6i dugc nghe cau chuyén doé
ngay sau khi dén Airbnb, nhw mét giai thoai. T6i néi, “Dgi da, con ai khac biét vé cau chuyén
nay? Sao ching ta khong lam gi v&i n6?”. Cudc néi chuyén dién ra vao thang 6 nam 2014 - va
that may man bat ngg, thang 11 nam 2014 la ky niém 25 nam ngay Bic twong sup d6. Mot
trong nhitng diéu tuyét voi khi lam viéc cho Airbnb la cong dong ctia chiing t6i cling chira day

nhi*ng cau chuyén.

Thé nhung, cong viéc dau tién cia Mildenhall khi tiép quan vi tri
ctia minh la gitp céng ty ra mat logo mdi, cha yéu dinh hinh thuong
hiéu vé6i ngudi tiu ding chau A, nhitng ngudi cé thé khong hiéu dugc
tr Airbnb duwéi dang font chit “bubble script” khac biét ctia n6:

Da c6 mot dy an nhac dén biéu twgng gan két toan cau nay trude khi toi dén, va logo méi
chinh 1a két qua tir dy an d6. Cho nén, vao ngay dau tién Brian Chesky da néi véi t6i: “Chiing
ta sé ra mat logo nay trong bdy tuan nita va ching ta can mot chién dich hoan chinh - va
chiing ta can anh nghi ra cach trién khai n6”. Cau ay ciing mudn dam bdo rang logo méi dugc
cong dong st dung va diéu chinh cho phu hgp dé ho 6 thé tao ra phién ban cta riéng ho - mot
van dé vira mang tinh k¥ thuat vira thuoc nhan hiéu dang ky. Con t6i dén tir Coca-Cola, noi

ludén bao vé nhan hiéu dang ky.
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Nhw ban con nhd, logo dy da gay tranh cdi - mot so nguwoi tho 16
tham chi so sanh né véi am dao. “N6 gay ra cudc tranh cai 16n nhat
trong lich st ctia Airbnb cho dén tan ngay nay. Cong dong sang tao va
cong dong thiét ké cho rang n6 c6 tinh biéu twgng, nhung mang xa hoi
tranh cdi liéu né thyc sy dai dién cho diéu gi”. Vé phan minh, anh
mim cwoi véi anh mat tinh nghich: “Mot s6 ngwdi nhin n6 va nghi vé
phu ni¥, s6 khac nhin né va nghi vé dan 6ng. Con t6i nhin né va nghi
vé loai nguoi!”.

Mildenhall chi ra rang, déi v6i mot cong ty phat trién dwa vao
quan hé xa hdi, cudc tranh cai d6 khong phdi la van dé. “Vao ngay ra
mat, chiing t6i chuan bi san mét phong truyén thong xa hoi véi 18 nha
thiét ké, tac gid va nhiép anh gia, tat ca déu twong tac véi binh luan
trén mang xa hoi, va twong tac theo cach nhu thé ho la thanh vién ctia
cong dong, khong phai ctia van hoa doanh nghiép. Vi xuat than nghé
nghiép ctia minh, t6i cAm thay hoi cang thang va khong biét cé thé dan
than dén mic nao vao cudc tro chuyén nay, nhung Brian tran an:
“Purng lo, hdy that sy dan than vao né - t6i muén cudc tro chuyén nay
kéo dai mot tuan”. B6 chinh 1a yéu té6 quyét dinh bdi vi moi nguoi
nhan thady rang ching t6i khong né tranh van dé: néu cong dong cua
ching t6i muon noéi vé logo theo cach hai hwéc, khiéu khich, ching t6i
sé tao diéu kién dé ho lam diéu d6”.

Anh nhan thay rang thwong hiéu nay c6 lich st duwong dau véi
“nhitng sy that khong vui”. Vao nam 2014, c6 500.000 can nha duwgc
cho thué trén trang web ctia Airbnb - van la mot con s6 khong 16 so
v6i khdi dau khiém ton cta thwong hiéu, nhung van khong sanh dwgc
v6i nhitng gi ma no tré thanh - vdy ma né van dwgc nhin nhan nhw
mot ké ngoai ria ctia nganh khach san. Va roi Mildenhall xuét hién:

O giai doan d6, viéc & trong nha mét ngudi xa la van bi xem nhuw hanh vi ky quic. Mot s6
ngudi van hoi hoang véi y nghi d6. Cho nén, chiing t6i da ng6i xuéng va quyét dinh rang néu
khong doi mat vdi sy that khong vui do, n6 sé deo bam ta sudt. Vi 1é do, dong chit mé dau cua

chién dich quang cao da thi treong dau tién trén truyén hinh - noi méi vi khach nit dang néi
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1én suy nghi ctia chinh minh - c6 ndi dung: Ngudi la than mén, lan dau khi t6i dat phong cho
chuyén di nay, ban bé cta t6i da nghi rang t6i bi dién. Sao cau phai & trong nha ngwoi khac?
T6i van cho rang dé6 1a mét trong nhitng dong chit khiéu khich nhét trong quang cao. Ching

t0i that sy mudn moi ngudi thdo luan vé viéc liéu hanh vi ay c6 ky qudc hay khong.

Mildenhall cho biét chién dich d6é dat dugc thanh cong dang ké.
“N6 tac dong ro dén lwu lwgng truy cap trang web, so lwgng dat phong
va s0 can nha m@i. Trong vong mot nam, ching t6i da tang gap doi
quy mo hoat dong va thwong hiéu dwgc khach hang nhan biét & mic
rat cao. Gio day, chung toi da tré thanh mot phan ctia nganh du lich”.

PUNG CHI DEN DO, HAY SONG O PO

Cong bang khi noi rang, déi véi khach du lich thudc thé hé
millennial - va ca vGi khach gia dinh dang gia tang - viéc thué mot can
ho Airbnb da tr¢ thanh théi quen mdi. Sy tang trudng nhanh chong
clia nén tang nay da dat chinh quyén thanh pho vao trang thai bao
dong va tao ra mot nén kinh té xam (grey economy) ma ho da phai
chat vat tim cach gidi quyét. Bao chi chita day nhitng cau chuyén vé
cac doanh nhan mua thém hai, ba can nha ntta dé cho thué trén
Airbnb. Tai Paris - thanh phd phé bién nhat ctia nén tdng nay - Airbnb
vi pham cac quy dinh vé thué cho dén khi thwong hiéu nay dong y thu
thué ttv chu nha va chuyén ching cho chinh quyén thanh phé. Cac giai
phap twong ty da dwgc ap dung tai nhiéu thanh phd khac. Ngoai ra,
Airbnb con c6 mot hang muc phu véi dich vu concierge va don phong
cho cha nha va khach tro. Qua béng tuyét dang lan va n6 sé khong
dirng lai - nhung cong ty da ap dung 16i di ngoai giao than trong dé doi
pho véi chinh quyén thanh pho.

“Phuwong phap cua ching t6i la 1am viéc vdi chinh quyén thanh
pho, khap noi trén thé gi¢i”, Mildenhall cho biét:
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D6 1a hoat dong quén ly thwong xuyén, bdi vi hau nhw moi thanh phd déu c6 mot vi tri
khac trén Airbnb va béi canh ciing luén thay d6i. Mot s6 noi chao don ching t6i vi ho hiéu
duwgc nhitng gi chiing t6i lam cho cong dan cua ho va cho nén kinh té€ dia phwong; so khac ap
dung cac diéu luat c6 tir 200 nam trude vai nhitng diéu khoan rat ha khac vé nha dat va thué,
nhung ho muodn thich nghi véi thé gigi ma@i nén ching t6i can doi thoai. Cudi ciing, moi ngwoi
& Airbnb va cdng dong cta chung t6i tin rang cac cong dan sé nhan dugc 1gi ich tich cuc bai
vi chiing t6i cho phép moi nguwdi c6 dwge nhitng trdi nghiém thyc té€ cia mot thanh pho, kham

phé cac ngd ngach khac nhau va mang tién dén cho nén kinh té dia phuwong.

MGt diéu van con gy tranh cdi la m6t s6 cha nha trén Airbnb bi
budc toi phan biét chung tdc. Trang web cua Airbnb cho phép chu nha
“sang loc” khach, dwong nhu dé xac dinh liéu can hd va vat dung ctia
ho c6 dugc an toan. Pau tién, mot quan diém dinh kién dwgc khoi ra
nho cac binh luan day phan n6 trén mang xa hoi, nhung né tré nén ro
rang hon khi mot nghién cttu do Harvard Business School phat hanh
vao dau nam 2016 cho rang “khach cé tén My goc Phi rd rang” co it
kha nang dwoc chu nha don nhan so véi “khach cé tén goc da trang rd
rang” khoang 16%. (“More Airbnb customers are complaining about
racism”, The Economist, ngay 27 thang 6 nam 2016).

Vao thang 7 cung nam, Giam doc diéu hanh Brian Chesky phan
h6i bang mot bai viét trén blog ctia trang web noi rang cong ty da “tro
chuyén céi mé hon vé viéc phan biét chung tdc va dinh kién trén nén
tang cua chdng t6i, va hién dang no lwc dé ngan chan diéu dé”.
Chesky cho biét thém rang anh ay dang phoi hgp véi Laura Murphy,
cru nhan vien cua Lién doan Ty do Dan s¢ My va Eric Holder, cyu
cong t0 vién Lién bang ctia My “xem xét moi khia canh cta nén tang
Airbnb” va “ho trg thiét 1ap chinh sach chong phan biét chung toc &
tam quoc té”.

Tat nhién, ban than Mildenhall ciing kinh khiép v&i nhitng binh
luan phan biét chung toc. “Nhitng gi thach thitc he tw twdng ctia cong
ty, tinh nhan van cua cong dong, tinh hgp phap cua hoat dong kinh

https://thuviensach.vn



doanh, ching t6i déu nhin nhan bang mot thai do rat nghiém tic”, anh
cho biét.

Airbnb da quang ba y twdng “céi mo” tren noi dung quang cao
ctia minh. Theo do, viéc thué mét trong nhitng can ho caa Airbnb la dé
trdi nghiém thé gigi theo cach chan that va khai sang hon. Vao thoi
diém toi gap Mildenhall, dong cudi trén chién dich quing cdo cuia
thwong hiéu nay la “Ping chi dén do, hay séng tai d6” (Don’t go
there, live there). Trong phan m@ dau cia doan quang cdo trén truyén
hinh, c6 mot chiéc gay selfie, gan nhw la biéu twong cta nhitng gi
khong ding vé du lich.

“Du lich hién tai that kinh khung”, Mildenhall khang dinh:

Dong nguoi 1 lwet di thanh tirng doan khap cac thanh pho, tat ca déu dén tham cung vién
bédo tang, cung nha twéng niém va r6i an uéng & nhitng nha hang giong nhau. Ho khong dén
cac nha hang dia phvong, ho khong st dung cac loai hinh kinh doanh cua dia phuvong, ho
khong gdp g& cac nghé nhan dia phwong - ho khéng that sy c6 dwge mot trdi nghiém dia
phuong. D6 1a sy cang thang ma ching t6i dang mudn loai bé lic nay. Du lich hién dai dang
v@ vun, va sao phai lam khach tai mot noi ban cé thé song thuc sy? Ching t6i tin rang chung
toi 1a thwong hiéu duy nhat c6 kha nang mang lai trai nghiém dé mot cach chan that. Ban sé &
trong mot ngoi nha, ban c6 mét nguwdi tiép don la dan ban dia, c6 mot quan ca phé dia phuwong,
mot nha hang dia phwong,... tit ca nhitng gi ching t6i lam la giip khach du lich ¢ dwgc trai

nghiém giong hét ngwoi dan ban dia.

Giong nhu nhiéu chién dich trwéc ctia hang, chién dich do duoc
chi nhanh Los Angeles cua hang quang céo toan cau TBWA thyc hién.
Mildenhall néi rang anh da lién lac v&i mot s6 hang quang cdo “tiéu
biéu” khi chuyén dén Airbnb nhwng bi tir chéi; ho khong tin rang
thwong hiéu so khai nay cé da ngan sach hay cam két dé tao ra nhitng
quang cdo chat lwgng. “Gio thi di nhién nhiéu hang dang goi cho
ching t6i no6i rang ‘O, cac anh that nghiém tic. Cac anh cé nguon lyc
va ho trg. Liéu chung t6i c6 thé lam cho cac anh khong?’. Di nhién la
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khong, TBWA da tin twéng vao ching t6i va tin twdng vao toi, va dén
gio ho van la don vi lam t6t nhat”.

Mot ngay nao do, ai dé sé tién hanh mot cudc khdo sat vé s6
lwgng y twdng dwoc sinh ra trén nhitng chiéc xe dang nhich tirng chut
mot gitta gio' cao diém. “Dtng chi dén do, hay & lai d6” 1a mot vi du
tiéu biéu. Mildenhall né6i rang anh da ngoi cung Brian Chesky & hang
ghé sau cia mot chiéc xe tai Thuwgng Hai khi ca hai dang khdo sat thi
treong Trung Quoc. Mildenhall néi rang éng da nhan ra géc nhin cho
chién dich quang cdo ¢ Trung Qudc la “du lich nhw ngwoi ban dia”.
Pé dap lai, Chesky héi Mildenhall rang anh da song ¢ bao nhiéu noi.
“Nam”, Mildenhall trd 16i. Va roi Chesky hoi anh da du lich dén bao
nhiéu qudc gia. “To6i khéng biét, khoang chitng 60?” Chesky dap:
“That x4du ho khi anh da dén 60 qudc gia nhung lai ndi rang minh chi
song & nam noi. Toi nghi rang v6i Airbnb, bdi vi dac tinh nha & va
cong dong ban x1* cuia ching ta, ching ta cé thé cam két v&i moi
nguwoi rang ho c6 thé song & bat cit noi nao trén thé gidi cho du chi
mot dém”.

Mildenhall néi rang anh ay lap titc rit dién thoai ra va nhan tin
cho hang quang cdo. “Tai thich cau nay - ching ta sé lam gi v&i n6?”.

Két qua la mot chién dich quang cdo chita dung nhitng hinh anh
twong phan gitta mot bén la nhitng tuyén xe buyt du lich v&i huwéng
dan vién va mét bén la nhitng con ngwoi dang ndu nwéng va thw gian
trong “ngdi nha” magi cta ho trwde khi tw tin tha bo khap cac con
dwong trong thanh ph6é nhw mot nguwdi ban xu.

DU LICH VI MUC PICH “BLEISURE”*

Mac du gan nhw hoan toan dat duwgc muc tiéu vuot ra khéi thi
treong trong diém la khach du lich thudc thé hé millennial dé di vao
phan khic gia dinh - va déng thoi dang trén dwong tham nhap vao
phan khic hang sang - Airbnb van phai n6 lyc & phan khic du lich
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cong vu. Thé nhung, Mildenhall tin rang tat ca cac tin hiéu déu kha
quan.

“To6i nghi rang nhitng 1 khach c6 don nhét thé gidi chinh la
nhitng nguoi di du lich cong vu”, anh néi. “Béi vi ho khong thuc sy &
tai nhitng noi cho phép ho két noi v6i cong dong dia phwong”.

Tuy nhién, nhitng noi ho & cho phép ho stt dung dich vu la quan
ao va bita sang buffet kip thdi dé kip tham dy mot cudc hop - do la
nhitng tién nghi khong tim thay & Airbnb.

“Chung t6i dang no6 Iiyc xac nhan mot s6 dia diém ‘phu hgp cho
du lich cong vu’”, Mildenhall dap lai. “Ching phai c6 tat ca nhitng
tién nghi va dich vu dap tng nhu cau titc thi cho khach du lich thudc
dién cong tac”. Cac tién ich d6 bao gom dich vu nhan phong sudt 24
gig, dam bao cho & danh riéng cho khach, dich vu giat la quan ao,
khong gian lam viéc va di nhién khong thé thiéu Wi-fi téc do cao.
Ngoai ra, Airbnb da ky két véi cac hang dich vu du lich thuwong gia
nhw American Express va Carlson Wagonlit dé ho trg hgp nhat cac
dich vu can thiét vao cho . “Chung t6i cling dang chitng kién sy tang
trrdng manh mé & thi treong ‘bleisure’ du toi chang thich tén goi d6”.

Nhu ban cé thé doan dugc, day chinh 1a hinh thitc du lich “céng
tac/gii tri” - nhitng ngwoi di cong tac nhung chi y chon ngay dén vao
cu6i tuan dé ho c6 thé tan hwéng vai ngay nghi cudi tuan ¢ dé.

“Moi nguoi ngay cang tinh toan ti mi hon vé cach thic du lich
cua ho; do do, ho khong phai ¢ tréen duwong thuwong xuyén bdi vi ho
danh thoi gian cho cac trai nghiém van hoa. Bo6 la vung tang trudng
16n trong du lich va la co hoi cho ching t6i. R6t cudc, sao chi dén lam
viéc khi ban c6 thé song & d6?”

TRUOC VA SAU AIRBNB
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Lich st sé cho thdy c6 hai giai doan trong nganh du lich truéc va
sau Airbnb. R6 rang, cac can ho cho thué da ton tai tredc khi Airbnb
xuat hién, nhung sy céi tién cta Airbnb la nham muc dich tao diéu
kién cho cha nha kiém tién tit nhitng can phong von sé bi bé trong néu
khong dugc quang ba. Viéc do6 cling doi héi mot tinh than mao hiém
nhat dinh. Ong t6 cong nghé s6 trong linh vire d6 1a Couchsurfing, mot
dich vu du lich do 1ap trinh vién may tinh Casey Fenton tao ra.

Fenton nghi dén y twéng nay khi 1én ké hoach cho chuyén di dén
Iceland vao nam 1999. Anh ay xoay x& mua dwgc mot chiéc vé may
bay gia ré nhuwng nghi dén viéc phdi ¢ trong mot khach san khién anh
x6t tién. Do dé, anh dy da gri mot email dén 1.500 sinh vién - nhw
mot kiéu thw rac - hoi rang liéu 6 ai trong s6 ho san sang cho anh ay @
nho du chi ndm trén ghé sofa. “Két qua la m6t mang lw6i nhitng nguoi
ban méi da cho anh ay thay thé nao la tha d6é Reykjavik ‘dich thuc’.
Sau nhi*tng ngay cudi tuan tan huwéng van hoa ban dia, Fenton trd vé
v&i cai nhin khac (coi thwong) doi véi kiéu trai nghiém du lich truyén
thong”. (“How Couchsurfing got its start, and landed VC millions”,
Enterepreneur, ngay 9 thang 12 nam 2011).

V6i cdm hitng do, Fenton bat dau phat trién trang web ctia minh,
dwgce ra mat vao nam 2004 nhw mot trang phi 1gi nhuan duoc tai trg
qua hinh thitc quyén gop, vdi sit ménh thay doi thé gidi giong nhu st
ménh cua Airbnb: tao ra nhitng trdi nghiém “dia phwong” va két noi
moi nguwdi khap toan cau. That thi vi la trong mot cudc phong van vai
The New Yorker, Fenton tiét 10 dong co kinh dién cho nhitng chuyén di
cua minh. “La mot cau bé 16n lén & Brownfield, Maine, anh tré nén
phan khich véi y nghi vé y chi ty do, nudi hy vong rang mot ngay nao
doé, anh sé c6 du diéu kién dé thoat khoi thi tran qué nha va kham pha
thé gi¢i”. Fenton noi v4i nguwdi phéng van rang, gan nhuw ngay khi vira
tot nghiép pho théng trung hoc, anh da bat dau “mua nhitng chiéc vé
c6 thé dwa anh dén nhitng noi cang xa cang tot”. (“You’re welcome”,
The New Yorker, ngay 16 thang 4 nam 2012).
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Co6 1é ¢ day c6 mot bai hoc danh cho cac bac phu huynh: néu ban
muon con cai cua minh tr@ thanh ngwoi kham pha thé gidi, hay dam
bao rang chiing 16n 1én tai mot noi nham chan. Pwoc sdng trong moi
trrong hap dan qua sém, chiing sé kho roi di dugc.

Couchsurfing van la t6 chitc phi lgi nhuan cho dén nam 2011 khi
cac yéu cau veé thué - va ca viéc thiéu nguon tién ho trg - budc né phai
nop don xin trd thanh cong ty hang B (B-Corporation), mot loai chirng
nhan duwgc té chite phi lgi nhuan mang tén B Lab cap cho nhitng cong
ty c6 “nhiém vu thudc trach nhiém xa hoi”. Mot s6 cong ty thudc cong
dong nay da lén tiéng phan nan vé diéu nay nhwng ban khong thé van
hanh mot doanh nghiép bang khong khi cho du la vi muc dich phi lgi
nhuan vdi trach nhiém xa hoi. Ngay nay, CouchSurhng hoat dong nhw
mot cong ty c6 1gi nhuan v6i mot cong dong gom 12 triéu thanh vién.

Bai viét trén t0 The New Yorker cling nhac dén Servas - mot
mang lwéi rat hap dan dugce thanh 1ap vao nam 1949 va “thuwong dugc
xem nhu dién dan trao doi sém nhat ctia nganh du lich”. Theo noi
dung bai viét, Servas dwgc thanh 1ap “nhw mot phwong tién xic tién
tinh than hoa hgp toan thé gi¢i”. T6 chitc nay van ton tai, v6i khodng
135.000 thanh vién, va chi can click chudt vao trang web Servas sé
cho ra théng tin vé cau chuyén lich st cia nd. Tén goi ban dau cua
Servas la “Peacebuilders”, dugc Bob Luitweiler, mot nguoi My tw
ch6i nhap ngii da khéi xwdng cung nhitng ngwdi ban. Theo ndi dung
trén trang web, “ho quan tam sau sac dén hoa binh thé gigi va no luc
ngan ngtta tham hoa nhu Thé chién thit 1T bang moi cach”. “Muc dich
cta ho la hoat dong tich cuc vi hoa binh... va thiét 1ap mot hé thong
du lich - 1am viéc - hoc tap cho phép moi ngudi tir cac quoc gia co thé
dén tham ngo6i nha cta nhau. Pé dat dwgc cac muc tiéu trén, ho da
thanh 1ap mot mang lwdi gom nhitng nguwdi cé cung chi huwdng va san
sang cung cap cho & mién phi cho ai c6 suy nghi giong minh”. (“Who
we are”, www.servas.org). Duwong nhw Couchsurfing va Airbnb da
danh bai thé hé 6ng ba ctia minh.
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Cam thay bi de doa bdi nén kinh té chia sé, cac tap doan khach
san dang hoc héi tr m6 hinh dé. Ho thiét ké nhitng khu vic sanh tao
cam giac nhw phong khach va moi phong khach san déu mang dén mot
trdi nghiém riéng. Cac nghé si, nha thiét ké va tham chi dau bép dia
phuwong dwoc tham gia dé tang cam gidc gan giii, chan that cua cudc
song ban dia.

Trong mot dién bién khéac, cac trang web da bat dau c6 cac ng
dung cho phép du khach di dén mot thanh pho dé “dung bira v6i mot
nguwoi dia phwong” - dén nha nguwoi do dé thwdng thic biva t6i ngon
lanh ndu tai nha - thay vi mat tirng do6 thoi gian ngoi @ mot nha hang
thong thuwong. VizEat, Eat With, MyTable,... gidng nhu tit cd nhitng
buodi tiéc hoanh trang khac, nén kinh té chia sé da vao tan can bép cua
tirng nha.

Jonathan Mildenhall ctia Airbnb khéng hé ngac nhién vé diéu do:

Nhu cau d6i v6i céc trai nghiém ca nhan la cé that, khong chi trong nganh du lich ma con
trong ca cac quan bar, nha hang, bao tang,... Nhitng trai nghiém - thay vi cda cai vat chat - da
tré thanh mot chuan myc mdi cho thanh cong. Khai niém s@ hitu mot cay but dat tién, mot
chiéc dong ho hiéu, mat chiéc siéu xe... dwong nhw khong con dong diéu vai tw duy ma cu thé
¢ day la cta khach hang thugc thé hé millennial. Ho khong mudn trdi nghiém mot thanh pho
tuyét voi nhu Barcelona trong mot khach san noi chang cé chiit nguyén ban va cé tinh nao.
Ching ta dang chitng kién su chuyén dich tir qua trinh tiéu chuan héa san pham dén cac trai

nghiém riéng tw, ca nhan - va diéu dé chi c6 1gi cho khach du lich chi¢ chang hai gi.

DIEM NHAN CUA HANH TRINH

Airbnb dwgc khéi dau vao nam 2007 khi hai ngwdi ban cung phong tai
San Francisco nhan ra rang ho c6 thé gidam dwgc mot phan tién thué
can ho gac mai cia minh bang cach cho thué lai khong gian phong
khach - va mét vai chiéc givdong bom hoi - trong su6t thoi gian dién ra
cac cudc hoi thao tai thanh pho.
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Neén tang do6 dat dwgc buwdc phat trién dot pha vao nam 2014 khi ra mat
chién dich quang cdo da thi truong dau tién trén truyén hinh, “Hay
thudc vé bat c noi nao”. S6 lwgng can nha dang ky cho thué trén nén
tang nay da tang gap doi trong vong mot nam.

Airbnb ty dinh vi ban than nhw mot thwong hiéu huwéng téi nhitng diéu
tot dep vi kha nang két ndi khach du lich v6i cong dong ban xit va cho
phép ho trai nghiém cac nén van héa khac nhau theo cach chan that va
gan giii hon.

Thé nhung, diéu dé cling tao ra mot nén kinh té xam va mot hang muc
nho gom nhitng nha doanh nghiép ctiing nu6i dudng thanh céng do.
Nganh cong nghiép du lich néi chung da ghi nhan sy xuat hién cta
Airbnb. Cac tap doan khach san da gidi thieu cac mo hinh twong ty va
bat dau tao ra “céc trdi nghiém doc dao” cho khach du lich.

Trong khi do, “nén kinh té chia sé” da di chuyén vao cac phan khic
ngach cda nganh du lich nhw am thyc - véi nhiéu trang cho phép du
khach dung btra tai nha ctia ngwoi dan ban xu.
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DU LICH CO Y THUC LA CACH
DUY NHAT

“Ban tay huy diét cua khach du lich.”

Du lich la thit dang khao khéat nhung gdy hai mot cach khong can

thiét. C6 nhitng khoanh khic, & An Do hay Zanzibar, trong khi trao
nhitng vién keo citng va bt viét ré tién cho cac em hoc sinh, hay cho
tién ngwoi an xin, toi da tw haéi liéu minh thwe sy dang lam gi ¢ nhitng
noi nay va hanh dong cia ban than sé giy tdc dong gi dén nhitng
nguwoi dan noi day. Va cam giac toi 16i ay khong la gi so véi lwvgng khi
thdi ma chuyén bay mang t6i dén do da de lai.

Theo bao cao cta Air Transport Action Group (ATAG), nganh
cong nghiép hang khong gop phan gay ra 2% khi thai hiéu tng nha
kinh toan cau moéi nam, hay 781 triéu tan khi CO2 (www.atag.org).
Mot s6 hang hang khong cung cap cho hanh khach cac chuwong trinh
dén bu carbon, va vao thoi diém to6i viét nhitng dong nay, ho dang
chuan bi cho mot thoa thuan han ché khi thai toan nganh vao nam
2020 theo cac diéu khoan trao doi gitta chinh pht cac nwdc, cac hang
hang khéng va cac t6 chitc méi treong. Thé nhung, ATAG dy doan
rang théa thudn 4y sé tiéu ton ctia nganh hang khéng 1,3 ngan ty do
khi budc phai mua sam 12.000 chiéc mdy bay tiét kiém nhién liéu.

Nhu ban da biét, nhitng li* khach ky cru nhw Mark Ellingham va
Tony Wheeler - hai nha sang lap nhitng cuoén cam nang du lich vo
cung noi tiéng - da bat dau ty chat van hanh vi cia minh truéce tinh
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trang bién doi khi hau. Theo T6 chitc Du lich Thé gi¢i (UNWTO), hon
1,1 ty khach du lich di chuyén khap thé gi¢i méi nam (UNWTO
Tourism Highlights 2015, e-unwto.org). Nhu mdt bai viét trén The
Guardian da chi ra mot vai nam trudc, “vé hoang so vang lang khong
phai la tht ma hau hét khach du lich tim thdy & diém dén cta ho”.
(“Wanderlust and the environment: can we afford to keep travelling?”,
The Guardian, ngay 6 thang 10 nam 2014).

Nhitng gi ho tim thdy - bén canh cac du khach khac - 1a “ban tay
hay diét cua nhitng vi khach viéng tham truedc d6”. Bai viét con bo
sung “nganh du lich chiu trdch nhiém cho 1/3 s6 rac thai trén ving
bién Caribe”. Khap noi trén thé gigi, cac bai bién déu bi tan pha, hang
dong rac thai do ra bién, nguwoi dan dia phwong bi tha héa, phu nit va
tré em bi lam dung cho nhu cau tinh duc caa khach du lich. Khi do,
cau hoi dat ra vé sy khong minh bach trong quéan ly nguon tién thu
dwoc t du lich.

Liéu ching ta c6 nén du lich dén Indonesia noi dang dinh liu vao
mot cudc chién dam mau vé ma tdy? Hay du lich dén Myanmar
(Burma), noi da c6 nhitng buwéc tién dang ké nhung cach thitc quan ly
noi theo 10i cta t6 chitc Tourism Concern la van “nghiéng vé phia
quan doi”. (“Responsible travel in Myanmar”, www.tourismconcern.
org.uk, ngay 13 thang 2 nam 2015).

Trén thue t€, Tourism Concern - t6 chitrc da dwgc nhac dén trong
phan dau vé tau du lich - la m6t ngudn thong tin dang tin cay vdi
nhitng can nhac vé mat dao ditc cia mot chuyén di. To chie tw thién
nay dugc thanh 13p vao nam 1988 nham thuc day du lich huéng tdi
“trai nghiém tich cuc, cong bang va dao ditc doi vdi ca du khach lan
con ngwoi va noi chén ma ho ghé tham”. Hoat dong doc lap va hoan
toan khong chiu sy dnh hwéng cta nganh du lich, t6 chitc nay cung
cap bao céo dinh ky trén trang web ctia minh ciing nhw cdm nang
hwéng dan Ethical Travel Guide. Pay la mot nguon thong tin dac biét

https://thuviensach.vn


http://www.tourismconcern/

hitu ich vi that khé biét duoc liéu mot don vi to chie tour c6 that su 1a
“dao dirc” hay chi st dung khai niém dé nhw mot cong cu tiép thi.

Va r6i c6 nhitng khach du lich mu6én lam viéc t6t nhung hanh
dong thure té lai hoan toan doi lap.

DU LICH TINH NGUYEN

Mot trong nhitng cdu chuyén khai sang nhat vé mdt chuyén di
tinh nguyeén (hay mot ky nghi “co tac dong tich cwe” hay “du lich tinh
nguyén”) la vé mot phu nit tré tu6i dén Tanzania dé xay trwong. Cac
tinh nguyén vién bat dau cong viéc vao sang sém moi ngay, thinh
thodng buéng ra mot vai nhan xét miét thi vé nguwdi dia phwong, nhitng
ngudoi chi biét ngu sudt ngay. Nhung vao cudi chuyén di, nguwdi phu niv
do6 phat hién ra mét diéu vira mia mai vira dau long. Méi ngay, sau khi
nhém cua co6 xay xong mot bic twong va roi di, ngwoi dan dia phuong
sé dén pha nat né. Va ro6i ho xdy lai bitc twong do, nhung 1an nay la
theo cach rat thanh thao.

Giai thoai dugc dang trén trang web World Travel Guide do
thuéc vé Mark Watson, giam doc diéu hanh ctia Tourism Concern. N6
xudt hién trong mot bai viét cta Jack Palfrey, nguwdi luon cho rang
cong viéc tinh nguyén da tré nén pho bién “nhd bao gom chuwong trinh
gap-year* kiéu mau va dugc xem nhw mot diém sang trong ho so ca
nhan”. Theo Palfrey, d6 ciling chinh la yéu cau d6i véi cac diém dén
ma hang tram t6 chitc thwong mai da nghi ra, cac khoan phi di thang
vao tdi caa ho trong khi ho “ctr cac tinh nguyén vién dén nhitng vi tri
cong viéc da nhiém va khong thoa dang”. (“Does voluntourism do
more harm than good?”, www.worldtravelguide.net, truy cap vao ngay
16 thang 9 nam 2016).

Tourism Concern chi ra rang “nhiéu céng viéc tinh nguyén do céac
nha hoat dong thwong mai cung cap chi hon cac ky nghi dat tién mot
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chuit” va cho biét thém rang “nhiéu tinh nguyén vién da dat ly twéng
khong ding cho, nhan thitc sai 1éch vé hanh vi, thai do va ky vong phi
thue t€ vé nhitng gi ma ho c6 thé mang dén cho céng dong dia
phuong”.

T6 chiéc nay cho rang, tot hon hét, cac tinh nguyén vién nén tham
gia cong viéc tinh nguyén cho céac t6 chitc hgp phép tai qué nha, “noi
ho sé dugce dao tao, ho trg va gidm sat ma khong can phai tra tién cho
don vi t6 chitc tour dé c6 dwgce dac quyén do”.

Du lich tinh nguyén gay ra mot s6 hau qua rat nghiém trong. Ban
c6 thé dé dang tim thay trén Internet nhitng cau chuyén nhw céc trai
mo coi gid dugc thanh 1ap ¢ Campuchia dé lam noi hoat dong cho céac
tinh nguyén vién bj cac t6 chitc phi lgi nhuan gia mao ltra ddo. Cha me
cta bon tré hodc sé duwgce thuyét phuc rang con cai cua ho sé c6 cudc
song t6t hon tai mot trong nhitng t6 chitc nay, hodac bi mua chudc.
Theo bao cdo cua Telegraph vao nam 2014: Vé6i dan s6 100.000
nguoi, thanh phd Siem Reap ctia Campuchia hién c6 khoang 35 trai tré
mo cbi. Va theo nhém tinh nguyén Orphanages No..., 75% s0 tré em
dang song tai cac trai m6 c6i cia Campuchia khong phdi la tré mo6
coi”. (“Gap years: voluntourism - who are you helping?”, The Daily
Telegraph, ngay 14 thang 8 nam 2014).

Di nhién, van c6 nhitng t6 chitc tinh nguyén phi lgi nhuan hop
phap, chdang han nhw People And Places, hoat dong tir nam 2005 va
dao tao nhan vién véi nhitng k¥ nang cu thé - gido vién, y ta, nha hoat
dong xa hdi - dé phu hgp v6i cac dy an. Nha dong sang lap Sallie
Grayson dwa ra mot quy tac hitu ich dé nhan biét liéu sy dong gop cta
ban cé hitu dung hay hop véi tiéu chuan dao dic chung khong. “Céc
tinh nguyén vién nén ty hoéi chinh minh: ‘Minh cé k¥ nang dé lam viéc
nay khong... Liéu t6i c6 dwgc phép dén 6m mot dira bé tai mot trai mo
coi & qué hrong cia minh khong?’ Va ching ta biét cau tra 16i 1a gi...
Sao ching ta duwgc phép xem cac cong dong nghéo khé nhw san choi
cua minh?”.
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Tourism Concern cling cung cap mot s6 ggi y cho cac tinh
nguyén vién twong lai, budc ho phai tim hiéu k§ hon vé t6 chitc ma ho
sé tham gia tinh nguyén (tw thién, phi chinh pht, sinh 1gi?), ho so ghi
chép cua t6 chitc d6 tai cong dong dia phwong ciling nhw cac danh gia
doc lap vé tinh hgp phap ctia nd. Tourism Concern cho rang céc tinh
nguyén vién nén lién hé vai cac tinh nguyén vien trudc do qua mang
xa hoi dé tim hiéu ve trai nghiém thwc té caa ho.

Nhitng ai mong mudn dwgc dén mot vung dat xa xo6i va dao giéng
cling can phai ty van dong co cua chinh minh. C4 nhan t6i cho rang
sttc hap dan cda du lich tinh nguyén nam & chinh nhitng gi né mang
lai cho ngwdi tinh nguyén hon la cho cong dong dwgc nhac dén. Cudi
cung, giong nhw hau hét cac loai hinh du lich, muc tiéu co ban la phai
cam thay vui.

DU LICH AO

Vay ching ta c6 thé lam gi dé thoa con them khét du lich caa
minh trong khi van giam thiéu tac dong dén moi treong? Mot trong
nhitng goi y la lung 1a du lich do. Néu cac hang du lich nhw Thomas
Cook c6 thé st dung kinh thue té do (VR headset) dé khach hang trai
nghiém mét diém dén, vay sao phai mat cong lén may bay? Di nhién,
mot trai nghiém do khéng thé nao sanh dwgc vdi viéc tryc ti€p ngii
cac loai gia vi cua khu chg Khan el-Khalili & Cairo, hay thudng thirc
cac loai hai san tuwoi tai m6ét nha hang nhé nhin ra bién & Crete; thé
nhung, du lich do c6 thé gitp bao vé mot s6 diém dén dang c6 nguy co
bi tan pha cta thé gigi, chang han nhuv quan ddo Galapagos, hay khu
bao ton quoc gia Maasai Mara.

MGt t0 chitc c6 tén goi YouVisit cung cdp cac trai nghiém do mac
du nha sang 1dp Abi Mandelbaum cho rang cach lam ay chu yéu “cho
moi ngwdi xem qua va hiéu dwgc nhitng gi ho sé trai nghiém khi thyc
sy dén d6”. Van dé nam & chit “xem qua” nay. Cudi cung, mot trai
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nghiém ao c6 thé khuyén khich khach du lich dang ky tham gia hanh
trinh that. YouVisit phat hién ra rang “13% s6 nguoi trai nghiém hanh
trinh 4o VR sé cé du quan tdm dé thyc hién buéc tiép theo la 1én ké
hoach cho mot chuyén di that”. (“How virtual tourism will enhance
real-world travel”, www.mashable.com, ngay 22 thang 4 nam 2016).

Va r6i c6 mot lwa chon thay thé. Sy that 1a, ching ta khéng can
phai bay dén noi nao d6 dé trdi nghiém van hoa. Tai cac thanh pho
16n, ban c6 thé don xe buyt dén cac diém van hoéa. Tai Luan Don, ban
c6 thé tim thdy cac nét dac trung ctia Trung Qudc, ctia vung Caribe,
An D6, Pakistan, Trung Pong,... New York c6 Chinatown va Little
Italy. Paris ciing c6 khu Chinatown, va mot vai diém vé van hda chau
Phi. Vugt ra khéi khong gian thanh phd, toi tin rang, cho du séng &
dau, ban van dé dang tim thay nhiéu diém dén truyén cam hitng bang
mot vai chuyén tau héa.

Di nhién, chiing ta muon bay di day di do, nhung thinh thoang,
mot staycation (mot ky nghi tai qué nha hodc gan nha) sé khéng t6n
qua nhiéu céng sitc. Néu ching ta mudn du lich theo hwdng y nghia va
c6 trach nhiém, lya chon t6t nhat la khdm pha nhitng dia diém gan
nha.

DIEM NHAN CUA HANH TRINH

Du lich tac dong tiéu cuwc dén moi treong - it nhat la trong sudt chuyén
bay vi du lich hang khéng gép phan gay ra 2% lwgng khi théi hiéu (tng
nha kinh toan cau moi nam.

Nhitng diém dén xinh dep tirng khong thé tiép can hién dang tran ngap
khach du lich, nhitng ngudi gay on ao, xa rac, tiéu thu qua mirc va bat
kinh d6i véi van hoa ban dia.

Khach du lich muén “lam viéc tot” thong qua hinh thitc tinh nguyén
cling dang bi khai thac va truc 1gi bai cac t6 chitc gia mao.
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e Nhitng ai mudn du lich c6 muc dich va y nghia nén tham khao y kién
ctia cac to6 chitc nhw Tourism Concern, cat gidam cac chuyén bay va -
néu c6 thé - thue hién cac ky nghi trong nuwéc.
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GIOI HAN CUOI CUNG

“Tau vii tru la thir khéng dé dang.”

Sa mac Mojave, ngay 31 thang 10 ndam 2014. Ngay sau 10 gio

sang, van phong canh sat trudng Hat Kern nhan dugc mot cudc goi:
mot chiéc may bay da gap nan cach thanh phé Mojave 20 dam vé phia
dong nam. Qua hinh anh chup lai nhitng manh v@ ti trén khéng, phan
con lai cta chiéc may bay trong nhw mot chd chim trang bi gay canh
gitta sa mac ménh méng. Ngoai trir thue té rang n6 khong hoan toan la
mot chiéc mdy bay: né la mot con tau vii tru do cong ty Scaled
Composites lap rdp cho hang Virgin Galactic theo y twéng du lich
khong gian cta Richard Branson.

Thiét ké cua SpaceShipTwo dira trén mau thiét ké cua chiéc truedc
do, SpaceShipOne ma Scaled Composites da gianh chién thang trong
mot cudc thi tau vii tru mang tén Ansari X Prize vao nam 2004 (do hai
doanh nhan la Amir va Anousheh tai trg). Dy an doat giai do da dugc
mot ty phu nita 1a Paul Allen, nha dong sang lap Microsoft, tai trg.
Ngay sau do, Virgin Galactic cua Branson da trd thanh khach hang 16n
cua Scaled Composites.

Vao bubi sdng xdy ra tai nan, tau vii tru SpaceShipTwo roi khéi
Mojave Air va Space Port Iic 9h18 sang, cit canh tir chiéc may bay
16n hon la WhiteKnightTwo (may bay c6 nhiém vu nang do tau vii
tru). O d6 cao 50.000 feet (khodng hon 15.000 mét), SpaceShipTwo
tach roi khoi tau me WhiteKnightTwo va phong lén.
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Chi khoang 60 dén 90 gidy sau d6, tham hoa xdy ra.

Stuart Witt, gidam doc san bay vii tru cho biét: “T6i biét c6 gi do
khong 6n. Toi khong biét do 1a gi. Ban dau, né khong rd rang”. Tin
hiéu radio bado c6 sy bat thuong. “Va chiung t6i cho doi”. (“Virgin
Galactic’s SpaceShipTwo crashes in new setback for commercial
spaceflight”, The New York Times, ngay 31 thang 10 nam 2014).

Bén trong mdy bay, moi thi dién ra rat nhanh. Dau tién, chiéc tau
vii tru tang toc dit doi va phi céng Peter Siebold cdm nhan lyc dwoc
lvc G manh. Tiép dén, “mét tiéng nd 16n” vang lén va roi cabin bi
giam ap. O phia sau, anh nghe thdy am thanh gidng nhu tiéng gidy bi
xé toac trong gié “ma anh tin rang d6 chinh la am thanh cta nhitng
manh cabin dang v& ra”. Dot nhién, anh thdy minh bén ngoai may bay
va “dang & do cao l6n, trén tang swong mu (above the haze layer)”.
Lic nay van con dinh vao ghé ngoi, anh thao khéa day that lung va
vao vi tri roi ty do. Sau do thi anh bat tinh. “Viéc tiép theo anh con
nhd 1a mot ‘cu bat dot ngot’ khi du khan cap bung ra va anh cam giac
nhw thé minh da nga”. Chiéc du khan cap da mé tw dong. Anh néi véi
doi diéu tra rang chi€c du ma ra “mot cach lich sy chit khong tho 16”.
(“A detailed account of Pete Siebold’s survival in the SpaceShipTwo
crash”, www.parabolicarc.com).

Peter Siebold song sot sau tai nan. Phi cong phu Michael Alsbury
thiét mang. Toan b0 chi tiét vé vu tai nan d6 khong dwoc tiét 10 cho
dén tdm thang sau, khi Ban An toan Giao thong Qudc gia (NTSB) tai
My¥ dua ra két luan vé cudc diéu tra. NTSB xac dinh nguyén nhén tai
nan la do “phi cong phu da trién khai sém bd phan canh gap cua chiéc
tau vi tru”. (Thong cao bao chi caa NTSB, ngay 28 thang 7 nam
2015).

Vay diéu do6 cé nghia la gi? Hay twéng twong SpaceShipTwo khéi
dong dong co va bay thang 1én vii tru. Ngay trudc khi dat dén do an
toan dé ha canh, phan canh gdp ctia né bi xoay theo chiéu thang ding
hay “bi quay ngtta”, hoi giong dudi ctia con chim cong véi muc dich
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lam cham va duy tri t6c d6 6n dinh. Thao tac nay dugc cho la chi thuc
hién tai thoi diém khi 4p suat khi quyén gidm hon. Thay vao do, doi
diéu tra phat hién ra rang phi cong phu da trién khai thao tac do qua
sém, khién con tau nit v& dudi tac dong ctia nhiéu dong xung quanh.

Thé nhung, bdo cdo ctia NTSB cling cho biét rang Scaled
Composites khong “can nhac va cé bién phap bao vé thich hgp” truwéc
mot tinh huong phan doan sai nhu thé. “Chu tich NTSB Christopher A
Hart nhan manh rang viéc can nhac vé yéu t6 con nguoi (thit da khong
duwgc dé cao trong thiét ké), kha nang danh gia do an toan va van hanh
hé thong canh gdp cia SpaceShipTwo c6 y nghia v6 cung quan trong
d6i v6i chuyén bay cé ngudi 1ai vao vii tru nham giam thiéu hau qua
tiém an do 16i cia con nguwdi”. (Thong cao bao chi cia NTSB, ngay 28
thang 7 nam 2015).

Tham chi gitta dong ngdn ngang hau tham hoa, dwong nhw Virgin
van khong tir bd y dinh tau vii tru. Tai mot cudc hop bao sau tham
kich, Tong giam doc George Whitesides ctia Virgin Galactic da phat
biéu véi giong run run: “Tau vii tru la thi khong dé dang... va hom
nay la mot ngay t6i t€”. Nhung 6ng ndéi thém: “Xét theo nhiéu I8,
twong lai sé phu thudc vao nhitng ngay nhw hom nay, nhung ching t6i
tin rdng ching ta chiu on nhitng ngwoi dang van hanh, cling nhw
nhitng ngudi da va dang lam viéc vat va dé tao ra nhitng phuwong tién
nay, dé hiéu va hwéng vé phia tredc”. (“Will Virgin SpaceShipTwo
crash set back space tourism?”, www.bbc.com/news, ngay 31 thang 10
nam 2014).

Richard Branson, nha sang l1ap Virgin, cling dwa ra mot noi dung

twong tw. “Trong qua trinh kiém tra cac gigi han trong kha nang cua
con nguwoi va cong nghe, chung toi sé phai ding trén vai nhitng ga
khong 16. Ngay hom qua, ching t6i da khong lam dwoc diéu do.
Ching t6i sé danh gia tinh hinh cu thé cta tai nan vita qua va quyét
tam rut ra bai hoc tir d6 dé cung sat canh hwéng tGi twong lai”. (“Space
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community united to learn from tragedy, then move forward”,
www.virgin.com, ngay 1 thang 11 nam 2014).

Chua day hai ndm sau, vao ngay 19 thang 2 nam 2016, tai budi
hop bdo & xwdng mdy bay tai Mojave Space Port, Virgin ra mat chiéc
SpaceShipTwo m&i vGi tén goi Unity. Trong so6 cac tinh nang ky thuat
tién tién so véi chiéc tién nhiém, “hé thong canh gap” chi dwogc kich
hoat trong cac diéu kién t6i wu. Dich than Richard Branson ngoi bén
trong chiéc Land Rover dé kéo con tau vii tru ra khoi tdim rém che
khong 16. Liéu Branson c6 phai la bac thay quang cdo? Hay Branson
la cau hoc tro hiéu ky, khat khao trai nghiém nhitng moén do choi méi
nhat? Hay Branson don thuan la mét nha khai pha khong mét moi,
khong ngitng pha v& cac gigi han? C6 1€ la tat cd nhitng ly do trén.
Nhung cé mét diéu chac chan rang: Branson khong don doc trong
cudc dua cham tay tdi nganh du lich khong gian.

CUOQC DUA DU LICH KHONG GIAN MOI

Xét vé s6 luwgng hanh khach, nwéc Nga dang gianh chién thang
trong cudc choi du lich khong gian. Nudc nay da dwa vi khach tra tién
dau tién vao vi tru vao nam 2001 khi Dennis Tito, mdt ky su nguoi
My rét giau c6, da trd 20 triéu do-la My dé dugc dén tham Tram Vi
tru Quéc t& (International Space Station). Ong khéi hanh vao ngay 28
thang 4 trén phi thuyén Soyuz, mac du chuyén di do m6t cong ty cua
MY tén la Space Adventures ditng ra to chirc.

Co tru sd tai Virginia, Space Adventures duwgc Eric C Anderson,
mot thién tai todn hoc luén am anh véi y twéng vé mot chuyén bay vao
vii tru ti khi con la mot diva tré, dong sang lap vao nam 1998. Vé sau,
ong theo hoc nganh ky thuat hang khong tai Pai hoc Virginia, va dong
thdi van doi theo nhitng vi sao. Vao nam 1995, 6ng la mot trong vai
sinh vién tot nghiép dugc chon tham gia vao chwong trinh mua hé cta
Hoc vién Hang khong Vi tru NASA. Sau do, ong trd thanh ky su
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tredng va phu trach phat trién kinh doanh cho hang phan mém hang
khong Analytical Graphics, dong thdi “dam trach nhiéu vi tri nghién
cdtu va ¢6 van khic nhau cho NASA”. (www.
spaceadvantures.com/about us). Cung v6i viéc t6 chitc hang tram
chuyén bay khong trong lwgng, Space Adventures da dwa 8 hanh
khach dén Tram Vi tru Quoc té.

Mudi nam sau ngay tr@ thanh hanh khach vii tru dau tién cta thé
gigi, Dennis Tito nh¢ lai trdi nghiém cua minh. Giong nhw Anderson,
nguoi da bién gidc mo ctia 6ng thanh hién thwe, Dennis Tito cling dam
meé vi tru tir khi con tré. Va mac du tré nén giau c6 trong linh vuc tai
chinh nhung ong da ting lam viéc voi tw cach ky su tai Phong thi
nghiém sitc day phan lyc cia NASA. Vao nam 2000, khi tron 60, ong
nghi hodc “lic nay hodc sé khéng bao gid” 1a thoi diém phu hgp cho
mot chuyén bay vao vii tru. Du phia Nga dong y dé ong tham gia vao
chuyén bay ctia Soyuz nhung cac dong nghiép cii cia 6ng & NASA
khuyén ong tir bé y dinh béi ho cho rang thoi gian dao tao sé khong
du. Tito cho rang tudi tac cia minh ciing la van dé trong do.

“Néu ban gia di, con dau tim, dot quy, bat ctt thi gi cling c6 thé
xdy ra”, ong noi trén trang web Space.com. “Va ho sé lam gi, dwa mot
hai cét trg vé Trai dat v? P6 han la viéc lam dang xau ho, va cling dau
dén, déi vGi ho”. (“First space tourist: how a US billionaire bought a
ticket to orbit”, www.space.com, ngay 27 thang 4 nam 2011).

No6i tém lai, Tito da thyc hién chuyén di ctia minh, tan huéng 6
ngay trén tram vii tru va an toan tré vé mat dat tai Kazakhstan. Khong
can noéi, 6ng hoan toan hai long véi trai nghiém doé. “biéu ma toi rit ra
dugce tir trdi nghiém do la cdm giac song tron ven, rang nhitng thit con
lai t6i lam trong cudc song nay déu la phan thuéng”.

Trong cudc noi chuyéen voi Space.com, Tom Shelley, chu tich
Space Adventures, tin rang chuyén bay cuta Tito khién cho loai hinh du
lich khong gian tré nén kha thi. “D6 1a cdt moc thyce sy dau tién va
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chitng minh véi nhiéu ngwoi rang du hanh Ién vii tru la nhu cau c6 that
d6i véi cac cong dan”.

Vay céac don vi tham hiém khong gian thwong mai khac 1a nhitng
ai? Han ban da nghe dén SpaceX, tén viét tat cia Space Exploration
Technologies Corporation dvgc thanh 1ap vao nam 2002 bdi Elon
Musk, mét trong nhitng doanh nhan ditng sau hé thong thanh toan
PayPal kiém tdng giam doc cua cong ty xe dién tién phong Tesla
Motors. Muc tiéu cht yéu cua Musk khong phdi la dwa du khach bay
vao vil tru ma la phét trién nhitng chiéc phi thuyén tai st dung nham
giam thiéu chi phi cta cac chuyén bay vao vii tru. Vao nam 2006,
hang nay gianh dugc hgp dong cia NASA dé van chuyén hang héa
vao Tram Vi tru Quoc té. Cho du la thé, ban sé rat vui khi biét rang dy
an ctia Musk bat nguon tir mot gidc mo: gidc mo do bo 1én sao Héa.
Ong da nhiéu 1an néi vé tham vong d6 ctia minh. Tai cudc hdi thao &
California, vao mua hé nam 2016, 6ng “gidi thich rang con dudng
hwéng t6i Hanh tinh do va cac diém dén khac trong hé mat troi sé
dwgc ma ra véi sy phat trién ctia cong nghé tén Ita tai st dung, béi vi
nhiéu nguoi sé c6 co hoi dat chan 1én vii tru khi chi phi du lich giam
xuong”. (“Elon Musk charts path to colonizing Mars within a decade”,
www.observer.com, ngay 6 thang 7 nam 2016).

Ké hoach ctia Musk bi chitng lai vao ngay 1 thang 9 cung nam
khi tén Itra SpaceX phat n6 ngay tai bé phong. Khong cé ai bi thwong
nhung hanh 1y mang theo - mot vé tinh lién lac thudc sé hitu cua Israel
- da bi pha huay, va gidgi truyén thong cho rang, bat ké “thanh tich vé
tinh an toan” ctia cong ty nhung tai nan d6 da dat ra nhiéu nghi van vé
toc do phat trién nhanh chéng ctia cong ty nay “khi dwa ra mitc phi
thap hon va day nhanh qua trinh ra mat” dé chao ban cho nhitng khach
hang muén dwa vé tinh cia ho lén vii tru. (“SpaceX explosion
reverberates across space, satellite and telecom industries”, The New
York Times, ngay 4 thang 9 nam 2016).
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Mot thanh viéen khac trong cudc choi vii tru nay la Jeff Bezos, nha
sang lap Amazon.com, vOi duy an Blue Origin tap trung vao cac
chuyén bay dwdi quy dao cho khach du lich. Hanh khach sé ng6i bén
trong mot cai kén c6 tén New Shephard va dugc dwa vao vii tru bang
mot phi thuyén - phuong tién sau dé sé tach roi ra va quay trd lai Trai
dat. Theo trang web cta Blue Origin, chiéc kén nay sé mang dén cho
hanh khach “tam nhin v0 song” vé vii tru va trai diat nho “nhitng
khung ctta s6 16n chwa tirng cé trong lich st du lich khong gian”.
Hanh khach sé trdi nghiém cam giac phi trong lwong cho dén khi c6
tin hiéu yéu cau ho quay trd lai cho ngoi va that day an toan. Khi do,
chiéc kén sé quay trd lai bau khi quyén va roi nhe xudng Trai dit qua
hé thong dong co day va du khan cap.

Thé nhung, d6 chwa phai la tat ca: tam nhin caa Blue Origin la
dwa “hang triéu nguwdi dén song va lam viéc trong khong gian vii tru”.
Noi dy sé sém trd nén dong duc.

Pirng quén cac khach san vii tru. Robert Bigelow dang no luc tao
ra chung. Vi ty phd ngwoi My - sinh ra va I6n lén ¢ Las Vegas,
Nevada, v6i dang vé ctia mot tay cao boi day dan swong gié - da s&
hitu mot chudi khach san mang tén Budget Suites of America. Ong
con la nha sang 1ap cta Bigelow Aerospace va la nguwdi cé niém tin
vitng chac vao sy song & cac thé gidi khac. Thé nhung, truedc khi di xa
dén chirng ay, 6ng muon loai ngwdi dwge ném trdi cudc song trong
khong gian vi tru.

Mo hinh cua Bigelow la mot module cé thé bom hoi, giong nhw
mot cai kén khong 16 mang tén Bigelow Expandable Activity Module,
hay con goi la BEAM. Trén thuc t€, hinh dang né 6n hon nhiéu so véi
tén goi va dugc thiét ké dwa trén cong nghé NASA. Dudi trang thai xi
hoi, né c6 kich c@ cia mét chiéc ta lanh, c6 thé dé dang dwa vao bén
trong chiéc SpaceX. Khi dén Tram Vi tru Quoc té, “mot canh tay ro6-
bot sé viron vao bén trong khong gian SpaceX Dragon va kéo BEAM
ra ngoai, dinh né vao mot module c6 dinh tén Tranquility cia Tram
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Vi tru Quoc té. Cac phi hanh gia sé ra 1énh bom khi nén vao bén trong
BEAM?”. (“Can billionaire Robert Bigelow create a life for humans in
space?”, Popular Science, ngay 8 thang 4 nam 2016). Khong khi sé
bién BEAM thanh m6t khong gian hinh khdi c6 kich ¢& bang mot can
léu cho 8 nguwdi hay mot can hd studio & Manhattan”. Di nhién la
khong gian nay sé dugc lam bang chat liéu chong lai cac manh v& bay
trong vii tru va “cac vi thién thach” - nhitng thit c6 thé lam hong ky
nghi trong khong gian cia ban néu nhitng gi xdy ra trong bd phim
Gravity nam 2013 la c6 that.

Theo ly thuyét, mot vai module trong s6 nay - hay cac phién ban
phttc tap hon cta ching - cé thé dugc két noi v6i nhau dé tao thanh
mot tram khong gian noi, hay tham chi mot can c trén bé mat mat
trang. Dich than Bigelow néi vd&i Popular Science rang BEAM la
“budc di dau tién... hwdéng tGi viéc dwa con ngudi 1én song trén bé mat
ctia hé mit tring”. Ong nhan manh ring dv an ctia minh “khéng phai
la hanh dong bot phat va ca cac ké hoach 1én madt trang cua ching toi
cling vay”.

Bai viét chi ra rang cac 6ng trum khach san thwong nhin thay co
hoi dau tw & nhitng noi it ngd nhat, “va khong c6 noi nao hip dan
Bigelow bang mat trang”. Co 1€, dng chinh 1a mot Conrad Hilton trong
nganh hang khong vii tru.

THIET KE KHONG GIAN VU TRU

Khi NASA thiét ké cac trang phuc dau tién cho phi hanh gia, t6i
tin chac rang yéu t6 tham my khong phai la wu tién hang dau. NASA
khong phai ké dém dang. Thé nhung, trong linh vuc du lich khong
gian, vé ngoai duong nhw c6 y nghia quan trong. Nha thiét ké ngwoi
Phap Philippe Starck la “gidm doc c6 van nghé thuat” cho Virgin
Galactic ngay tir dau va da dwa ra mot s6 mau thiét ké ban dau cho
trang phuc khéng gian, cling nhu cung véi Louis Vuitton thiét ké mau
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“va-li khong gian”. Cac mau trang phuc dugc ra mat tai mot cudc trién
lam danh riéng cho du lich khong gian tai ctra hang flagship caa Louis
Vuitton & Champs-Elysées vao nam 2007. (“Take me to your
designer”, The New York Times, ngay 10 thang 5 nam 2007).

Ngay nay, cac chuyén bay cta Virgin Galactic dugc trién khai tr
tram khong gian Spaceport America, cling la bai d6 ctia SpaceX. Pugc
hoan thanh vao nam 2012, tram khong gian nay c6 vi tri gan lién vGi
biéu twgng tinh cd: sa mac Journada del Muerto (“Route of the dead
man”) & New Mexico, cach do khong xa la mot noi co tén goi Truth
hay Consequences. Ké ttr thoi diém dwgc thanh 1ap va hoat dong dudi
st ho trg mot lan cna chinh phu, nhung dat mitc doanh thu thap hon so
v0i ky vong do su sinh sau dé muodn cuaa linh vyc du lich hang khong
vii try, tram khong gian Spaceport America da vadp phai nhiéu tranh
cai, tham chi con bi kéu goi ban di. Nhwng qua trinh phat trién da dang
phuc vu cac chuyén tham quan cé hwéng dan, cac budi quay phim va
st dung duong bang lam duwong dua cho cac cudc dua xe da giup tram
khong gian c6 d ngudn lyc tai chinh dé ty nudi séng minh.

Virgin Galactic cling s@ hitu mot duwong bay véi téen goi khong
pho trvong Gateway to Space tai tram nay. Cong trinh thap tang
nhung khoi nguén cdm hitng nay duwgc hang Foster & Partners cua
Anh thiét ké: n6 trong nhu mot con buédm la dau trén nén sa mac. Thé
con cac trang phuc cho phi hanh gia? Vao thang Gieng nam 2016,
Virgin Galactic thong bado rang thwong hiéu thoi trang Y-3 - mot dw an
hop tac gitta Adidas va nha thiét ké nguwdi Nhat Yohji Yamamoto - sé
thiét ké “toan bg trang phuc” cho hanh khach va nhan vién mat dat.
Du sao thi du lich khéng gian van phai that phong cach.

Thit 16i cho t6i la chu dé du lich khong gian quéa xa la dén mitc
that kho dé viét vé n6 mot cach hét long. Nhung nhw ndi dung cta
doan md& dau chuwong nay, day roé rang la mét hanh trinh day nguy
hiém. Ngon ngit quang cdo duwgc cac cong ty du lich khong gian st
dung dwa y twdng nay vé khoang cach an toan, vGi no lwc dam bao véi
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doi twgng khach hang siéu giau rang ho c6 “nhitng pham chat can
thiét” - linh hén cua cac phi hanh gia. Nhw nhitng dong quang céo trén
trang web Blue Origin: “Khi da vugt qua Puong Karman di vao vii
try, ban sé nhan dugc doi canh phi hanh gia... Ban cling sé dugc gia
nhdp mang lwdi doc quyén danh cho cac cyu thanh vién Blue Origin -
mot cong dong gom cac nha tién phong di vao vii tru cda thoi hién
dai”.

DPung vay, du lich khong gian la thit khong dé dang - va ban c6
thé hoai nghi kha nang bién n6 thanh mét diém du lich hap dan. Ban
tham chi c6 thé thidy ghé tém vdi y nghi rang cac ty phu xay dyng cac
phi thuyén nhw mét tro choi. Thé nhung, diéu gi sé xay ra khi moéi cai
tién cong nghé chi nam trong tay cac ky suw, cac nha khoa hoc? Néu
vay thi c6 1€ gio nay, ching ta van con ditng trén bo va doi mat nhin ra
bién khoi xa xam. To6i tin rang c6 mdt moi lién hé tryc tiép gilra
Georges Nagelmackers ctia Orient Express, Isambard Kingdom Brunel
cua tau hoi nwéc Great Western, Juan Trippe cua Pan Am va nhitng
tén tudi nhu Richard Branson va Elon Musk. Bong co caa ho khong
chi don thuan la co hdi kinh doanh - cé nhiéu cach kiém tién don gian
hon nhiéu. Ho 1a nhitng ké méng mo muo6n nhin thdy ban than cé thé
dat dén nhitng giGi han nao.

Vii tru la gidi han cudi cung ctia nganh du lich. Cho dén khi ai dé
phat minh ra c6 may thoi gian.

DIEM NHAN CUA HANH TRINH

Du lich khéng gian bat dau hinh thanh vao nam 2001 khi t6 chic caa
My c6 tén Space Adventures thyc hien mot giao dich tri gia 20 triéu
do-la My véi Nga dé dwa mot cong dan 1én Tram Vi tru Quoc té trén
phi thuyén Soyuz.
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Elon Musk cua Tesla, Jeff Bezos ctia Amazon va Richard Branson cua
Virgin da ra mat cac dv an tau vii tru thwong mai.

Pdc biét, Virgin Galactic cia Richard Branson la thwong hiéu duwoc
biét dén nhiéu nhat.

Ngoén nglt quang cao cua du lich khong gian néi rang hanh khach sé
buéc vao hanh trinh kham pha khong gian vii tru - bang cach bién ho
thanh phi hanh gia v6i mot tam vé, hita hen bién giac ma thoi tho au
cua ho thanh hién thuec.

Bat ké nhitng khé khan va bi kich, dwong nhw cac nha tién phong
trong nganh du lich khong gian chwa bao gio c6 y dinh tir bo muc tieu
cudi cung cua ho; sitc hap dan cua khong gian duong nhw da danh bai
moi ly 1é hay m6i ban tam thyrc té.

Céac chuyén bay thwong mai thwong xuyén vao vii tru danh cho hanh
khach tré tién va cd mdt khach san trén khong gian sap tré thanh hién
thue.
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PHAN KET

“M0ot trang mang co thé theo doi théi quen ctia ban nhung né sé
khéng bao gio biét duoc ban la ai.”

“HSn loan” la t* ma ngwdi ban m@i Jerome noi vaGi toi khi t6i yéu
cau anh ay tom tat nganh du lich duwong dai. “Nhung d6 la sy hon loan
ma toi cé thé hwdng 1gi”.

Jerome Balandraud diéu hanh mét hang du lich nho mang tén Les
Planeteurs tai khu Batignolles quyén rii ctia Paris. Khu nay s@ hitu tat
ca nhitng gi ban muo6n tr mot khu phd dac trung ctia Paris: nhitng con
dwong cdy xanh yén tinh, nhitng toa nha bang da voi véi 6 cira go va
ban cong khung sat tuyét dep, nhitng quan café xinh xan va nhitng nha
hang bistro dong duc khach ra vao - tham chi c6 ca cong vién vdi ao
tha vit va mot vong quay ngua go.

Toi tinh co phat hién ra Les Planeteurs chi vai tuan truedc khi
chuan bi nhitng cong doan hoan thién cudi cung cho cuén sach nay.
Khi dang di dao trén pho, t6i chot nhin thidy mot khoang san rong
tredc mot cita hiéu mau xam than c6 logo hinh thap Eiffel v4i hinh
cau bao quanh, chiéc xe vespa mau do twoi dung bén ngoai va co6 thé
nhan thdy bén trong la ndi thdt mang phong cach Mid-century
Modern*. Cho nén, toi da budc vao va gap Jerome. Vai ngay sau, toi
trd lai phong van anh cho nhitng trang sach nay.

Anh dich thi 1a mét chuyén gia du lich van nang, bat dau tai mot

tong dai dang ky cho mot mang lwdi cac dai ly du lich, sau dé diéu
hanh co s& nhwgng quyén cia Thomas Cook tai Paris trong 10 nam
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nhung nhin thdy mot co hoi trong ky nguyén s6. “Khi con lam viéc véi
thwong hiéu Thomas Cook, hinh thitc kinh doanh nhwgng quyén do
cho phép t6i linh hoat, cé thé dap tng nhu cau ctia khach hang, thay vi
bat ho phai chap nhan céac dich vu theo tiéu chuan. Cubi cung, toi c6
dwge mot mang lwdi khach hang trung thanh, nhd do, téi nhan ra rang
minh c6 thé tao ra thit gi d6 cho riéng minh”.

Anh chi ra rang trong khi mot s6 khach du lich hai long véi mot
ky nghi giong hét nhuw td roi quang cdo va s6 khac tim thay dwoc
nhitng gi can tim trén Internet thi khoang 1/3 khach du lich - mot con
s0 dang ké - lai muon dwgc tw van tryc tiép va yéu cau cac chuyén di
bespoke (dwgc thiét ké theo yéu cau riéng). “Vd&i cung mirc gia nhw
mitc gia cia moét dai 1y du lich truyén thong, trén thuc té, t6i co thé
cung cap dich vu concierge. T6i cé vai chiéc dién thoai di dong va toi
lu6n san sang ho trg moi ngwoi”.

Jerome nhin thdy Internet nhv mot sudi nguon y twdng. “Thong
tin ton tai trén Internet nhung duwéi dang tho, gidng nhw nhitng vién
kim cwong tho chwa qua mai gitia. Va c6 qué nhiéu thong tin; nhiéu
nguoi khong c6 da thoi gian dé lwdt qua tat cd. Va bdi vi la nha diéu
hanh tour dwogc cdp phép, toi cdé quyén tiép can nhitng trang dang ky
chuyén nganh ma ngudi binh thuwong khong thé tiép can dugc. Toi thu
thap thong tin ché nay mot it, cho kia mot it ro6i két hgp chiing thanh
mot ky nghi ma khach hang mong muén”.

Anh néi rang thuat toan khong thé nao thay thé dwgc mé6i quan hé
ca nhan gitta ngudi vdi nguwoi. “Mot trang web cé thé theo doi thoi
quen ctia ban nhung n6 sé khong bao gio biét ban la ai. Toi biét tirng
khach hang cia minh: gia dinh ho, gu tham m¥y cta ho, nhitng noi ho
thich dén. M6t khach san nho v? Chuyén nhd. M6t can ho uw? Khong
thanh van deé. T6i sé thiét ké cho ho mot chuyén di hoan hao”.

Anh phac hoa mot kiéu so sanh v@i cac buéc tién cong nghé
trong thé gigi am nhac. “Co thoi diém khi ban can dén hai hay ba thiét
bi synthesizer khac nhau va mot s6 nhac cu khéac nita dé tao ra mot bai
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hat. Nhung gio thi ban c6 thé lam diéu d6 chi v6i mot phan mém, trén
may tinh xach tay. Piéu do6 ciling twong ty nhw cach toi thiét ké mot
chuyén di cho khach hang”.

Ban dau, Jerome diéu hanh cong viéc tai nha, nhung sau d6 anh
nhan ra rang minh can phai c6 mot ctra hang vat ly:

“Diéu mia mai nhat vé ky nguyén s6 la n6 khién con ngwoi khat khao dugc nhin thay thi
gi do cu thé, c6 that, thit ma ho cé thé tin twdng. D6i khi, ho phai trd hang ngan euro cho mot
chuyén di ma dén hon mot nam sau mdi xdy ra. Nhiéu nguwdi da c6 nhitng trai nghiém toi té
tredc do. Cho nén, ho can phai c6 long tin & ban. Bén canh dd, t6i muén lam viéc trd lai & mot
khu pho, noi t6i 6 thé lam quen va hiéu moi nguwdi. Mot phan khach hang cta t6i dén tir khu

pho nay. Ho di qua va ghé vo, ding nhw cach anh da lam.”

Jerome thtra nhan rang dang ky tryc tuyén thuwong ré hon so véi
viéc st dung céac dich vu cta anh, nhung khach hang chap nhan diéu
do6. “Ro rang, nhiéu nguwdi van mudn mdc ca, dé la thude tinh caa con
ngwoi. Nhung néu san long bé ra ca ngan euro thay vi vai tram euro,
ban sé c6 ngwoi dé dat cau hoéi, nguwoi sé danh thoi gian thiét ké nén
mot hanh trinh chi cho riéng ban”.

T6i nhan thdy ro rang Jerome da thanh cong trong viéc xay dung
hé théng nhan dang thwong hiéu, tir logo thong minh cho dén cac moén
do trang tri cia Nhat trén nhitng ké trung bay & ctta hang va chiéc may
tro choi Arcade c6 dién & goc phong. “Nhung tat ca nhitng thit nay
déu thuce sy la con nguwdi t6i”, anh bay té. “Anh dang nhin vao ca tinh
cta toi day. Toi khong thé nao san sinh ra n6 trén quy mé cong nghiép
duwoc”.

Mot trong nhitng diéu khién t6i bat ngd khi tim kiém thong tin
cho cu6n sach nay - ban c6 thé cho rang t6i ngdy tho cting duwgc - la
trong hau hét cac khia canh cta hoat dong kinh doanh I hanh, tat ca
déu chi tim cach lap day cang nhiéu cho trong cang t6t: cac phong
khach san, cac can ho, cac cho ng6i trén may bay, cac cabin trén tau
du lich,... Giéng nhu nganh céng nghiép thoi trang st dung thw
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thwong duwge goi la “gidc mo” - mot sw pha tron mo ho giita vé huy
hoang, su tv khang dinh va dia vi - dé lam tang gia tri cho nhitng bo
swu tap trang phuc va phu kién, nganh cong nghiép du lich va khach
san st dung sitc hdp dan cua sy thw gian, kham pha va phiéu lwu dé
thu hut khach hang.

Jerome noi: “Nganh cong nghiép du lich va khach san trong ky
nguyén s6 da trd thanh mot thé gidi noi nguwoi ta dung da moi tha
doan dé canh tranh nhau, tao ra sw hon loan gay phuong hai cho khach
hang va khién ho khong biét tin vao dau”.

Jerome tin rang bién phap duy nhat nam & cac ca nhan déc dao
vOi kha nang tao ra nhitng hanh trinh dang nhd.

TINH UU VIET CUA “TRAI NGHIEM”

Néu ban th tim kiém mot tv duge st dung thuwong xuyén nhat
trong cudn sach nay, “trai nghiém” sé xuat hién gan dau bang. Mot s6
chuyén gia du lich néi véi téi vé “nén kinh té trai nghiém” - va ho tin
rang n6 tham chi sé trd nén ngay cang quan trong hon déi véi doanh
nghiép cta ho trong twong lai.

That vay, nganh cong nghiép xa xi va thoi trang - noi st dung cac
gia tri vo hinh dé ban san pham hitu hinh - dang lo lang vé sy canh
tranh do6. Phat biéu tai mot cudc hoi thao & Thwgng Hai, Shaun Rein,
nha sang 1ap cua China Market Research Group, lwu y rang viéc chi
tieu cho hang xa xi gitta nhitng nguoi tiéu dung Trung Quoc dang dich
chuyén tir sdn pham sang trai nghiém. “Sy xa xi kiéu méi khong phai
la mua mot chiéc tdi hang hiéu ma la boi 16i cung céa heo, di hiking
trén nui, kham pha nhitng ving dat xa x6i, va sau do chia sé nhitng
hinh anh trén dién thoai cia ban”. (“Is fashion ready for the
experience economy?”, The Business of Fashion, ngay 5 thang 3 nam
2016).
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Nhv da néi trén, “trai nghiém” duwong nhv la thi dwoc tao ra -
hodc dwgc phat kién - bdi nhitng nguwdi giong nhw Jerome & Les
Planeteurs. Cac dai ly du lich dang tranh nhau tai dinh vi ban than nhw
mot “noi lau” gom hwéng dan, tw van va dich vu concierge. Thé
nhwng, “big data” (dir liéu 16n) ludn c6 san va ngay cang dugc cac
thwong hiéu du lich stt dung dé theo doi hanh vi ctia ching ta, nhan
dién y thich ctia moi nguwoi va dwa ra nhitng dich vu bespoke. Khi
chung ta dang tham gia mot cudc hanh trinh, dién thoai cua chung ta
biét chinh xac ta dang & dau - va tham chi cac thwong hiéu du lich ma
ta stt dung & moi chang duwong ciing biét dugc diéu d6. Nhw vay cé ron
nguwoi khong? Hay n6 la mét 1gi thé? Hay cho t6i biét vao lan tGi, khi
ban vira dén cong hédi quan va nhan dugc tin nhan tir khach san rang
ban c6 mu6n dwgce don mién phi khong.

Su doi khat trai nghiéem da gay ra tinh trang xao tron trong linh
vure khach san. Co thé nhan thay rang cac tap doan khach san 16n nhin
nhan vé Airbnb va nén kinh té chia sé mot cach rat nghiém tac. Khi
khach du lich gidi tri va tham chi khach du lich cong vu thdy chan
ngan voéi kiéu trang tri “rdp khuén”, cac ong 16n khach san bat dau
phan tng bang nhitng thiét ké riéng biét va dich vu da dang hon. Nhw
chuing ta da thay, ho ciing phan phdo tredc cac dai 1y du lich true tuyén
bang cach thuwdng cho nhitng khach hang nao dang ky truc ti€p qua
trang web riéng ctia ho. Trong khi dé, sw két hgp gilta quang céo va
giai tri thanh “ndi dung c6 thwong hiéu” (branded content) da khuyén
khich ho thtt nghiém vé&i nhitng video cdm dong trurc tuyén: mot trai
nghiém duwgc thé hién nhw mot cau chuyén. Cac kénh truyén thong xa
héi va cac dich vu tin nhan da trao cho ho co hoi tro chuyén tryc tiép
v6i khach hang dé xay dung moi quan hé sau sac hon. Nhitng khach
san “co két n6i” da trang bi mdy tinh bang va cac ng dung trong
phong nghi noi khach cé thé sir dung cho moi muc dich, tir diéu khién
nhiét do trong phong cho dén yéu cau dich vu phong.
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Nhiéu hdang hang khong dwong nhu cling tut hau tridc xu huéng
trdi nghiém. Cac san bay - mac du ho khong thé lam dwgc gi nhiéu v6i
nhitng ddy xép hang dai vo tdn & cong hai quan - da no lyc xoa diu
than kinh ctia khach du lich bang cac co héi mua sam va am thuc,
cling nhu cac tién nghi vui choi, giai tri, spa. Thé nhung, trai nghiém
bay, nhat la hang kinh t€, van phai chat vat ngoi 1én mitc trén trung
binh va thwong khién hanh khach thay khéon kho. Tt nam 1999, mot t6
chitc mang tén Skytrax da xép hang cac hang hang khong trén thé gidi,
v&i hé thong danh gia tiv 1 dén 5 sao dya trén y kién phan hoi ctia hanh
khach. Vao thoi diém toi viét nhitng dong nay, chi tam trong s6 hon
280 hang hang khong duwgc xép hang 5 sao - tham khdao
www.airlineequality.com dé biét thém chi tiét - do dé, thinh thodng, ta
can phai thit thach dé ho lam t6t hon. Dich vu chét lwgng, ché ngoi
thodi mai, thyc don phong phu va hé théng gidi tri da dang suot
chuyén bay dwong nhw la chia khéa dé mé canh civa trai tim ctia hanh
khach - va gan day la kha nang két n6i qua thiét bi di dong - ham y

rang van con nhiéu diéu can cai tién.

La mot nguwoi thuong xuyén bi 16i kéo bdi nhitng 16i hita khong
dang tin cay vé du lich, hanh trinh bay la khodnh khac ma t6i thuwong
xuyén ao wdc rang minh dwgc ¢ nha. Thé nhung, t6i chang bao gio rit
ra duwgc bai hoc kinh nghiem.

NIEM THOI THUC PUQC GIAI THOAT

Giong nhu man “thua dep” ctia Pan Am, tam nhin lac quan cua
nha sang lap Juan Trippe vé twong lai hau hét déu khong thé thanh
hién thyc. Néu ban con nh@, Trippe tin rang du lich dai chidng sé c6 tac
dong tich cyc dén nhan loai, rang khach du lich “day hiéu ky, nhiét
huyét va thién chi, nhitng ngwoi c6 thé lang thang khap nam chau bon
bé” sé gap g& “trong tinh bang hitu va hiéu vé nhitng con ngudi thudc
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cac quoc gia va dan toc khac”. Cac nha tién phong khac trong nganh
cling co hy vong twong tu.

Du lich nwéc ngoai ngay nay dé dang hon so vdéi trude kia.
Khéch du lich cé thé mua duwgc vé may bay gia ré, dat phong khach
san, thué xe - tit ca déu thong qua dién thoai di dong, chi sau hai
ngum ca phé ma khong can phai roi khdi ch6 ngo6i cia minh. Chung ta
c6 thé dam chim trong cac nén van hoa khac, ném thi nhitng mén an
xa la, tdn mat nhin thay nhiéu diéu chi trong ky nghi cudi tuan ma cac
vi 1t khéach vi dai ngay xwa phéai mat nhiéu thang méi lam dwoc.

Liéu tat ca nhitng diéu dé cé khién ching ta tréd nén céi mé hon
vOi tu cach con nguwoi? Hay nhin quanh ta. Hay bat kénh tin tic 1én.

Cac quoc gia dang xau xé lan nhau, dau dau ciing thay bat dong
quan diém, xung dot ton gido. Chién tranh da day lan song nguoi ti
nan lén cao dén dinh diém budc ho phdi tim cach chay tron. Nhin
chung, cach phéan tng ctia ching ta la tang cuwong cac bién phap siét
chat kiém soat dwong bién gigi. Liéu c6 phai du lich dai chiing da bién
tat ca ching ta thanh nhitng céng dan toan cau day vi tha va cdi mé?

Hau nhuv khong. Diéu dé khién toi di dén két luan rang ngwoi co
nhdn quan that sy vé nganh du lich, dong thdi cling la mot trong
nhitng nhan vat dau tién: Thomas Cook, méi 1a ngwdi c6 nhan thic
ding dan nhat. Ong ay hiéu rdng, d6i voi rat nhieu ngudi trong chiing
ta, muc dich thyc su cia du lich gidi tri 1a dé tw xao lang chinh minh.
Dé bo lai nhitng lo toan thwdng nhat phia sau, dé pha vd théi quen
thwong ngay, dé dwgc chiém ngudong mot khung canh khac, khoac 1én
minh m&t nhan dién méi mé. Ching ta c6 thé khong tré thanh nhitng
con nguoi tot hon nhung tré thanh nhitng phién ban méi mé hon cua
chinh minh. Ram nang, thw gian, man nguyén - ty do.

Toi sé khong tim cach di qua xa vao lanh dia cua triét gia Alain
de Botton, nguwdi da xem xét vé sO phan tng vé mat cam xuc vdéi du
lich trong cudn sach thi vi cia 6ng The Art of Travel (2002) - nhung
quan diém cda 6ng veé sitc manh ctia &n pham quang cdo du lich duwong
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nhu 6 lién quan tai thoi diém nay. Ong mo ta ring, giita nhitng ngdy
dong gia rét, ong bi quyén rii bai hinh anh “nhitng hang dira... trén bai
cat 6m sat mit nuéc bién mau lam ngoc”. Ong ghi chd: “Béng thi? tryc
cam den t6i cia minh, nhitng nguwdi lam nén cac to roi quang cdo nay
da hinh dung dwoc rang doc gia sé dé dang trd thanh moi ngon trudc
nhitng birc hinh ma ho trung ra - nhitng thit c6 kha nang xuc pham tri
thong minh va di nguwgc lai v6i nhitng khai niém veé ty do y chi: nhitng
hinh dnh qua phé truvong vé hang dira, bau trdi trong xanh va bai cat
trang”.

Thomas Cook la ngudi dau tién sit dung sitc hap dan cta nhitng
t0 roi quang cado - va cac phién ban ay van con dugc dang trén trang
web va mang xa hdi cua nhiéu thuwong hiéu khach san va du lich, cting
nhu trong mot s6 hinh dnh chin chu hon ctia Airbnb. Niém thdi thic
duoc chinh stra va lam dep cho cac trai nghiém du lich da dugc chinh
tay khach du lich tao ra - ho dang nhitng birc hinh tuyét dep, da dugc
chinh stra that hao nhoang vé ky nghi cia minh trén cac mang xa hoi.
Luodn c6 khia canh khoe khoang trong du lich - mot cau chuyén thu vi
dé ké & quan rwou hay trong mot bita tiéc t6i - nhung gio day, ching ta
khoe khoang mot cach tic thoi.

De Botton du lich dén Barbados va kham pha ra rang c6 rat nhiéu
thit khac ngoai mot hinh anh tiéu biéu cua noi do; trén thuc té, co rat
nhiéu diéu bat tién va khong vui. Ngay ca khi da yén vi & mot bai bién
thién dwong, ong van khong thoat khoi chitng viém hong va nhitng lo
lang lién quan dén cong viéc. Ban khong thé nao thoat khéi chinh
minh, hay nhv cach 6ng néi: “T6i da vo tinh mang theo phién ban cua
chinh minh dén hon déo ay”.

Tuy nhién, niém thoi thic gidi thoat ludbn manh mé. N6 1ap day
hang ngan cho ngoi trén cac chuyén bay moi ngay, mang lai hang ty
d6 doanh thu va tao v6 s6 cong an viéc lam. Tham chi nhitng khach du
lich theo kiéu cong tac, nhitng nguwdi ludén c6 san cong nghé trong tay,
tht cho phép ho tién hanh nhitng cudc hop qudc té tryc tuyén tir van
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phong cia minh, van tim c6 dé dén tan noi. Mot man hinh khong thé
nao thay thé duwgc cai bat tay, do la thit ho sé n6i véi ban ma téi cho
rang c6 1é la ding. Thé nhung, d6 1a mot sy thay thé nghéo nan khéng
kém cho mot bita an xa la tai mot nha hang cach xa nha. Cac khach du
lich cong vu c6 thé trong nghiém nghi béi kiéu an mdc ding muc
nhung trong suy nghi cua ho, téi tin rdng, nhiéu ngwoi trong s6 ho la
nhitng tdm hon phiéu lwu thuce sy.

Chung ta sé tiép tuc lén dwong, di khap thé gigi, nhung ching ta
sé khong bao gio cam thay hoan toan man nguyén, va moi lan khi trd
vé bon birc twong riéng ctia minh, chiing ta lai mudén c6 thém nhiéu
chuyén di khac nira.

Qua la ton kém cho chiing ta, nhung lai la tin vui cho nganh cong
nghiép du lich.
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