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MAKING THECRYSTAI.
DIFFERENCE
An inlerviewwilh fhe Coptoin, Holel Direcfor
ond CruiseDireclorof CRYSTAT
SYMPHONY
By RichordH. Wogner

rystalCruis€sis uniqueamongcruiselines in
severalways. It is a companythat operateswith
only two ships. Ye! it is pan of the world's
largestshippingcompary. It is Japanese-owned
but the
shipsale gearedtowardthe Americanmarket. Perhaps
most imporlantly, it is the only line lhat is ofr€ring sixstar plus luxury serviceon large (i.e., greaterthan
50,000ton) ships.
The Crystal fleet consists of CRYSTAL
SERENITY(68,870g.r-t.)and the CRYSTALSYMPHONY(5l, 044g.rt.) For a time,the line alsooperatedthe CRYSTAL HARMONY (49,904g.rt) but that
ship was h6nsfenedto sistercompanyAkura Cruises
whereshenow operates
as theAKURA II. While not
as large as the mega-cnriseshipsthat h6vecome onto
the market,they are still quite sizeable. But with pass€ngercapacitiesof only 1, I 00 and 960 respectiv€ly,
the two ships have very favorable passengerspace
rationsand passengerto crew rations.
Unlike maly contemporarycruise lines,
Crystal doesnot baseits shipsin a pon andthen repeat
the sameitineraryeachweek. Instead,
while the ships
may stay in a regionfor a monthor more,the itin€rari€s
vary widely and the ships move alound the glob€.
This, ofcou$e r€quiresthe shipsto transverseall types
ofseasin all typesofweather "Theshipsarevery stable, very good actually. The shapeof this ship her€
comparedto mary of them [in the indusfy] is mor€
streamlined shap€, not so wide, more sleek to go
thrcugh the waves," observed Captain Jon Okland,
masterof the SYN-tr)HONY
While SYMPHONYcando upto 23 knots,rhe
speedthe ship does during a cruise generally ralges
from l7 to 20 knots depending upon the itinemry.

"Comingfrom Norfolk to here[New York] it was l4 or
15. FromBostonto Newport,it will be a higherspeed
again- - thatwill requiremorethan20. lt is very differentfrom port to port. Wehavesix main enginesald
we can run with 2. 3. 4. 5 or 6 but it is best economically when we have 3 today with the oil prices rather
high. With threeengineswe do 17 knots. Then,the
shipridesbeautifully,
no vibration,no nothing,likeyou
arealongsidethedock. Roughseait is beftertoo."
The ships' global itinerariespose logistical
challenges as well.
Herbert K. Doppler,
SYMPHONY'SHotel Direcror explained:"We do
worldwidecruisingso it is notthissevendayin andout
of Miami. It isa bit mor€challenging.
ltisabigpan
in our opemtionto figureout how to supplythe ship
a&und the world. However,having said that we have
beenall aroundfor a few yea.rs.Wehavea very experiencedteam togetherwith a good supportunit in t s
Angles in our head office. Over the yea$, we have
worked it our nicely. We know by now whereto buy
whatand whatto takeon where. Planningis the key
therc."
The fact that Crystal is owned by Nippon
YusenKaisha(NYK), lhe Japaneseshippinggian!
helpsas well. "Our ownersopemteabout800 cargo
shipsso we are beftersupportedthan someofthe la€er cnris€lines.Also, Crystalhasa very good r€putation.
So, whatevercity we go to, we are tredtedvery well.
Thereis no saying'youonly havetwo ships,we ar€not
interested.' lt is actually the opposite. The sarnegoes
for the venders. We are associatedwith many good
companies
out there," Dopplersaid.
WhileNYK ownsandsupportslhe cruiseline,
it does not attempt to micro-managethe operation.

"Theydon'tget involvedin theday
to day opemtion. They only get
involvedin the strategicdecisions.
It is run by Crystal CruisesLos
Angles."
The companyfocuseson
the Americanmaiket. According
to Mr Doppler:'Nationality-wise
we are doing about 85 percent
American and about 15 percent
internationaland we are happy
with that.. The UK is a growing
market and we are there already.
However,our prime market will
remainthe UnitedStates."
ln general,Crystal attracts
two groups, one somewhatolder
thanthe other."The typical passenger, in the older grcup is the experienced traveler. They have been
to mostplacesin theworldalready
during their professionsllife. For that groupthe ship is
very importantas a destination. The youngerpeople- everybodytalks aboutthe baby boomersandwe have
them too - - for them it is a cambinationh\reen destination, wh€re lhey want to go to, which part of the
world, and, of course,the time of the year comesinto
the picture. But, haviry saidlhat lie ship is I destination that is very importa.ntto themas well. They like to
cruise with the best and recently, lcrystal] has been
voted againnumberone by Traveland Leisureandalso
with CondeNast and lhat is impo ant with the baby
boomen. They go by rating and things like that when
they chooseships. I think we tie right in with the Fouf
Seasonsand the futz carfton. Anyonewho would tale
a five starhotel vacotionon lard or evena four starplus
would b€ attractedto a Crystal ship as well."
The questionthen becomeshow doesCrystal
consistentlyachievethes€hiSh ratings? "It is a combinationofvarious things. First ofall, you haveto main[ain your hardwareiD tie bestpossibleway. meaning
the ship itself, the rooms and the restaunnt etc.
Equally important, ifnot more importanCyou haveto
conlinuouslyfocuson your softwarewhichis our crew
membe$whetherthey arc waite$, stewardesses,
chefs
etc. lThird] you nesd to maintain your ofrerings that
you havein the ship and at the sametime improveand
focuson quality ofwhat we do."
With regard to the lardware," CRYSTAL
SYMPHOI.IY went into servicein 1995. However,it
doesnot follow that sheis a 1990svenue. "Every two
years we go into drydock and last year was a hectic
one," Capt4inOrland commented.
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CRYSTAL
SYMPHONY
Mr. Doppler added:"Fi$t of all, in your opemtions, things start to get wom and you cannot replace
that on the run, as we say. Numbertwo was in the public rooms, especiallyon Deck 6, we had a lounge that
v,rassort of locked in that we wantedto open up into a
bigger loungewhich we did. we adde-da rcw location
up ther€- - a nightclub,a designatednightclub. Thirdly,
the mostmoneywent into the [state]rcoms. We wanted
to havea morc contemporarylook in our rcoms,a more
modernlook. The ship cameout in 1995so it was probably plannedin 1993. We wantedto follow somenew
trendsaadthat is why we changedlhe look ofthe roorns,
the fumiture."
Tuming to the "software,"CaptainOrlaDdsaid:
"I haveto saythat on theseshipswe havefantasticclew
and we ale able to keep them for a long, long time.
They are fanrasticfor r€memberingnamesand everything. wlen the guestscome onboard,they sayrwelcomeaboard.' They know lhe guests'naftes snd that is
somethingthe guestsappEciate very much and they
know whatthe guestslike andknow what the guestslik€
to drink, they know what the guests like to eat.
Attention to small details.attentionto details."
Mr. Doppler continued, 'Friendliness is very
important to us. Today many lhings arc expectedor
takenas standardso in orderto achievea constant'wov/r
for the guestsyou can r€ally do this with extraordinary
friendliness, extraordindryquality of entertainmentas
well as exhaordinaryfood."
"Thereare many companiesout therc that have

CaptainJon Okland
greathardware,
somehaveevennewerships,but I think
Crystalis very fortunatein the peoplethalwe haveand
we have focusedon lhat. It is really lhe sofiware. We
arebetterlhanmoslofour competitors
whenit comeslo
friendliness
of service. Whenwe ask our guestswhat
they like the mostaboutCrystal,theyalwayssay:'We
like your staff.' I do lhink food and enlertainment
we
you
a.e a nicheabovethe industrytoo. Bul
can only
achievethat if you havethe right peopleworkingfor
you."
WheredoesCrystalfind the rightpeople?"We
havea recruitingofticein Oslo,Norwayandtheydo the
hiring ofall our European
staff We work closelywith
our ownersin \[YK and they havea trainingcenlerin
Manilain the Philippineswhereour Asiancrewcomes
from. We haveworkedwith our .ecruitingagencies
since'Day One'when Crystalwas founded. So,they
know what we want and we know how to deal with
them. Thesedays.the key elementis thatyou haveto
operateglobally. Therearen'tenoughpeopleoul there
that you can restrict yours€lf to two or three counlries.
Wereallyhadto openit up to a wide mngeofcountries
andthat is whatwe do."
Accordingto CruiseDirector Scott Pete$on:
"They createda culture right from the beginning at
Crystalwhich recognizes
that everysinglepersonthat
worksonboardis a valuableasset.So.theyreallypul a
hugeemphasison lookinSafter the crew and making
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sureth6t their comfortlevelsare
taken ca.e of, which then puts
them in the frameof mind where
they would just give exceptional
serviceto the guests,"
"There is so much
more training done lhan ever
beforefor peoplebeforethey even
get on the ship to male surelhat
they understandwhat the expectations are, There is continuous
trainingthat takesplaceout here
now and it is not just yorr safety
saining il is how you can look
after the guestsbetter And as we
say here,you are eithersomeone
who seryesa guest or someone
who seryessomeone
who seryesa
guest."
"Youcanonly re-caeate
conditions]so muchin
[shipboard
any so-calld schoolenvironment.A lot of timesit is
trial by fire. Whenyou havethathands-on
[exp€rience]
inthe actualareathatyou aregoingtobeworkingin and
you understand
the limitationsmaybeofyour little section,I lhink you aregoingto graspit a lot fasler When
theyseepeoplemodelthosebasicsand leadthem,that
is why it reallypaysofrin the end."
amountofpeoplecome
"Wehavea tremendous
on in a position.Theygetto knowthe Crystalway,they
get to know the Crystal ship and we always lry to hire
from within. Any kind ofjob alwaysgelspostedon the
shipso that p€oplealreadyassimilated
into lhe Crystal
culture[can]moveup intoanotherpositionthattheyare
interested
in."
Once the right people have treen found and
tmined,theystill will not performin a luxurystylewithout therightmanagement
style. "l think it is very much
teamwork.Wesit downanddiscussthingsabouthowto
makethingsbetter,"CaptainOrlandexplained.
"Ever)'thingis pul into makinga better,greater
guestexperience."
addsPeterson.
"ln the old daysa lot
oftimesyou couldnlgetthecaplain.thechiefengineer.
the hoteldireclorandthecruisedirectorandeveryHy
logetherto pull on the samerope- - theyall haddifrerent agenda.[At Crystal,]everybodypulls on the same
rope.ri
Having a motivated.friendly staff and good
facilitiesby thems€lves
arenot enoughlo makea cruise
a luxuryexpeience.As Mr Dopplernotedearlier,there
mustalsobe onboardoflerinesthat area cul abovethe
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norm. "We dealwith a very welleducatedkind of clientelewith a
certainlevel of income. Whenwe
talk about the entertainment,
we
don'tonly talk aboutshows.A very
big focus is also our enrichment
program.We bring out somehigh
caliberlecturers. The educational
part.the leamingis a big partin our
productaswell. Ifyou wouldcompare it with the premiummarket
cruise.it might not be so important
there. Themajorityofthe clientele
is therelo havefun- They like to
have fun here as well bu! at the
sametime,they sortof like to take
somethingwith them. So, we do
focuson thatas well." Mr. Doppler
said.
"ln general,[guests]do not
want to be lecturedto like they
werein a schoolhallor a university
but they do want to be stimulated,"continuesPeterson.
"They love the *orld affairs, 6nd they love if we ar€
taveling a region,theylovethe historyofthe r€gionso
it puts things in perpective. So, that is the beautyof
what we are ableto ofrer"
"Recently, we had Mary Maitlin and James
Carvel on. A lot of people might think Jamescarvel
might not matchour audiencebecauseperhapsouI audienceis a little more conservativebut he fits in so well
becausehe is so accessible.And fhen Mary sort ofplays
off of him and so the guestsget both sidesof the coin
and get a chanceto seelhe peoplethat they seeon TV
They get the chancato have dinner with them or have
lunch with them o. just s€e them walking around. I
think that is a real tkill lor our guestslhat our enrichmentpersonnel.
our entertainers.
everybodyis so accessible."
"The golf, again,that fits right into our demographics. The guesls,a lot ofthem b€longto top country clubsor loveto playgolf. Webringsomeofthe top
PCA pros in the nationon the ship. I had one this summer who, a few yearsago,was nsmedas one ofthe lop
100 pros in the ndtion. You give peopleacc€ssto people like that. It is really extraordinary. Thesear€ pros
that work with the pros that you watch on television.
Whenyou havethat kind of access,there is nothing better ifyou are a golfenthusiast. lt isjust an opportunity
to glesn some information from somebodyis rubbing
elbowswith the gEatestin the world."
Crystal hasalso rec€ivedpmisefor the comput-
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HotelDircctorHefte?tDoppler
er class€sthat fonn part of its enrichmentprogram." 0tl
is a hugeassetfor us becausepeoplewant to stay in contact with the world and becaus€particularly for our
older guests,it is not what they were brought up with.
They like to be brought into this wo.ld of computers.
For someoflhem, it is the first chancethey havegotten
to sende-mailortosurfthenet. Wehavegot somereally top notchinstluctolsandwe rEcognizethat it is a r@lly importantpiec€oflhe puzle."
"We have five production shows,which in an
ll-day cruise,is a lot. [In SYMPHO].IY'SI
Calaxy
t oungeyou are right on top of the performers. So,you
can'tcheaton the costuftes,for exsmple. You havegot
to make$rc that it is top, top quality costumingb€cause
otherwis€thegrestswill se€[theflaws]. Theyarereally quite elaborate,spectacularshows."
"We get nameguestenter|iners but we also get
peoplewho arc well thoughtof in their field who maybe
are not well known. It is not like you seethem on TV
all the time. But we will get Broadwayperformers,we
will get Vegasp€rformers,you'll get the Neil Sedakas
and p€oplelike that occasionallybut our main focus is
not so much having a nameout here but on having a
good performerand giving the peoplea good performWhile Crystal'scruisesare highly-rared,the line
reco8nizes
h calnot sit on ils laurcls."The premium
marketlcruise lines have]becomemuchstronger.They
hadto raisetheirlevelofproductandtheydid. Youcan
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get a nice cruisewith a good
levelof quality in the four slar
range. [That placesPressu]eon
Crystal to improvel because
you pay quite a bit more on
Crystal than in the premium
market. We want our gueststo
feel that it was worth spending
a few extra dollars, I think
there is pressurebut being
Crystal Cruises,we haveimplemented numerous new things
and we are constantlyaddingto
theamenities,
we areconstantly
updatingthem and we ar€ constantly finding new p.oducts.
We only buy top quality, top
premium,top labelsfor people
to buy or for whateverwe offet
on the ship,high quality,which
is importantto justiry that differencein price. I think Crystal
is very good at that. Weop€Ete at the highestlevel."
However, change has to be carefully managed.
crystal hasone of the highestpercenrages
of repeatpassengeGin the cruiseindustry. "They area loyal goup and
we havemanagedto satis& them over the years. That is
why they keep coming back. We want to do that in the
y€alsto comeaswell - - lhey ar€very imponantto us. We
are and always will maintain someof our successfirltraditional festur€slhat we havein our prcduct. However,at
the sametime, in orderto atEactnew clienteleandmaybe
even a little young€r goup, you have to upgrad€your
prodlct andwhen I saythat I meansoliwareand hardware
and offers and that is \rhal we havedone. We really want
both."
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C ise Director Scoll Peterson
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