
FROM: Rolland Graham
Mountain Outin’ Tours, Inc.
(949) 837-9061
info@mountainoutin.com
DATE: 6 October, 2016
RE: Comments/observations for recent group travel
Train #3 (29 Sept), 4 (8 Sept), 50 (10 Sept), 56 (12 Sept) 449 (28 Sept), 682 (28 Sept.)

EQUIPMENT CONDITION
#50, CHI-TRE 10 Sept.
Business class car: Cover (heavy metal) for the light fixture above the table at the end of the dining
section on side opposite the service area fell off, narrowly missing 2 members of our group who
were sitting at this table the morning of 11 Sept. We notified a male Amtrak employee who was
passing through the car, who shrugged and threw the part into the overhead luggage rack on the
opposite side, then continued on his way.
No apology, nor any apparent effort to document this in the car’s defect sheet.

Car 62004: Room 1: metal L-shaped edge molding on the shelf directly below the wash basin also
fell off on 11 September. We left it sitting on the shelf on exiting the car.
Car 62004: At high speeds (over 60 mph) on the Corridor, the car experienced severe,
prolonged horizontal back/forth vibrations which could be attributed to truck “hunting” Prolonged
episodes were experienced between Wilmington and Philadelphia, and again prior to arriving in
Trenton. The shaking ceased when brakes were applied.

#3, CHI-LAX 29 Sept.
Car 38030: The photo illustrates the filth around the air vents above
the tables in the car.  

Car 32043, room H The series of photos show the filth on and near
the exhaust air vents in the room. The car attendant an I spent the first 20
minutes of the trip cleaning the exhaust vent above the bed. The exhaust
vent over the toilet was equally filthy, and filth surrounded the light fixture
by the upper berth.

Additionally, duct tape was used to secure the
tissue dispenser and to redirect the uncontrolled
air flow away from the seats and bed. This is in a
room in a renovated car!
(see next page for photos)
Exhaust vent over toilet. Bottom 4 louvers have
been cleaned by the customer. Upper louvers

shown untouched. Example of filth around the light fixture on ceiling by
upper berth.



Cleaning rags (some of them) used to clean the exhaust vent over the bed.

More views of Room H, car 32043 taken on #3 (29 September)
Duct tape holds the broken tissue dispenser. Latch (left side, middle) is broken.

(not shown) Broken latch on trash container on wall next to the toilet which
kept falling open.

Duct tape repair of ceiling air vent. Air flow from the right side (in this photo)
is directed to the seating/bed area, with no way to regulate it (control lever
absent on the vent and room control lever is inoperative. To redirect the air
flow away from the bed, duct tape had been applied by
someone in the past. It is effective, if not exactly professional. I have seen
passengers stuff paper or cloth towels into the vent to achieve the same effect.

Group Boarding Arrangements
We had notified Amtrak Group Department in advance that we had a seniors group and requested
boarding assistance where possible. 
Train #56, 12 Sept. TRENTON
Station manager was aware of our group needs and volunteered to accompany our group to the
train platform to assist in boarding. (excellent service!) However, he was unable to ascertain where
the train would stop. When the train arrived, the group (and luggage) was approximately 150 feet
from where we were to board. Further, the Conductor was unaware of a group boarding or our
luggage requirements, even though we had advised the group department there would be 22
passengers and 30 bags. No provisions were made by the Conductor for group seating, nor for the
30 bags. Group members were advised to take any seat they could find in the 2 through coaches
or the New Haven set-out coach. Confusion reigned. Our Tour Manager lost control of the group
as they scattered aboard to find a seat. Then there was the remaining question of what to do with
the 30 bags. The train was delayed while the Station Manager and Conductor worked to find
space. A 10 minute delay was logged. When a large number of passengers detrained at NYP, our
group was reseated into the same car. In all, it was a chaotic and unpleasant experience which
could have easily been avoided.

Train 682, Brunswick ME, 28 September
Our group reservation showed 37 seniors (with 45 bags) boarding at Brunswick. No information
was provided to us as to where we should position the group or luggage on the platform. While the
train pulled in about 20 minutes prior to scheduled departure time, the Conductor did not open
the train for boarding until about 10 minutes prior to departure. The Conductor was aware of the
group boarding, but insisted that each passenger carry their own luggage aboard and place it in the
overhead luggage rack. We had previously notified Amtrak that this was a seniors group. It was
unreasonable and unsafe to expect group members 70-85 years of age to be capable of lifting
luggage over their heads into an overhead luggage rack. As Tour Director responsible for our



group, I flatly refused to allow this boarding procedure to proceed. Thus a stand-off ensued
between the Tour Manager and the Conductor, in front of the group members on the platform,
creating a confusing and unpleasant experience for everyone. A solution was reached when the
Conductor said he would place the luggage in the cab/baggage car, provided we moved it down to
the end of the platform, about 200 feet distant. This was an acceptable solution. But why were
these arrangements not shared with us in advance to avoid the confrontation???

I have a further concern about the implication of the Conductor’s demand that passengers place
their bags in the overhead luggage rack. Amtrak must realize that such a requirement, if company
policy, would preclude travel by physically disabled passengers who are incapable of lifting items
over their heads.  According the Americans with Disabilities Act as I understand it, Amtrak (and
other businesses) are required to make accommodation to this class of customers. As I have
personally encountered other Amtrak employees who also insisted that bags be placed in overhead
racks by the customer, I would appreciate receiving an update on Amtrak policy regarding this
issue and how that policy complies with the Americans with Disabilities Act.

#449, Back Bay Station, 28 September
The group arrived at the station over an hour in advance. I checked in with the Amtrak agent at
the ticket window (female). She indicated she was aware of our group, and instructed me to take
the group to Platform 7 at 12.30 p.m. (train due 12.57 p.m.) which we did. We positioned the
group and luggage near the elevator in the middle of the platform. As the train was pulling in, the
same Amtrak agent appeared on the platform and advised the group that boarding would be from
the high-level extension at the south end of the platform, about 150 feet away. Thus ensued a
panicked scramble by the group members to grab their luggage and move it to the new boarding
location -- all while the train was pulling in. This was particularly onerous for several group
members who have mobility impairments, including one using a walker. Their fear is that they
would not reach the boarding location prior to the train departing.  Again, confusion reigned,
which was completely avoidable.
The boarding situation was resolved quickly by the Conductor and A.C. who expertly appraised
the situation, and patiently waited for everyone to each the train. Then, unexpectedly, the
Conductor advised me that he and the Assistant Conductor would load the group luggage into the
baggage car for us (though we offered to assist), by making a second spot after everyone was
aboard, and, further, he would check  the15 bags which we wanted handled as checked baggage
on #49 so we wouldn’t have to handle them at Albany!  Further, once the train got underway, he
advised me that our group members, as sleeping car passengers on #49, would receive a
complimentary sandwich, chips and beverage in the cafe car, a totally unexpected and unadvertised
bonus.  Unfortunately, I do not have the names of the Conductor and the Assistant Conductor,
but both gentlemen reflect the highest standard of Customer Service, and deserve our highest
praise for their initiative in meeting the needs of our group.    I can’t say the same for the Amtrak
agent at BBY.

Food Service #50, 10 September, 2016
The unsolicited comments from our group members was that the food service offered to sleeping
car passengers was “awful.”  Here are some observations:
1) Inadequate supply: At 8 am on 11 September, the only items available were orange juice,
omelette or french toast.  Only 4 fruit servings were put aboard for approximately 45 first class
and business class passengers. For lunch on 11 September, we were told to bring the group in



ahead of the regular announcement, as there were only 35 lunch portions available (for 45
passengers). 

2) Poor timing: Our group was aboard to Trenton, with arrival there at 9.02 p.m. Yet, we were
advised that it would be necessary to eat dinner no later than 4.30 p.m. The reason: food was off-
loaded at WAS.  Obviously, customer satisfaction is taking a back seat to what is convenient for
Amtrak staff.

3) Inadequate food preparation area: There is no food preparation area in the cafe car. As a
result, supplies (and food items) for meal service are spread out over two tables in the dining area,
both tacky and unsanitary.

4) Food quality: Ranged from passable to inedible.

Comments on interactions with Amtrak Staff
I have already commented about the outstanding customer service received from the station agent
at Trenton and the Conductor and Assistant Conductor on Train 449 on 28 September.

There are two other Amtrak staff members who also deserve our highest accolades for exceptional
customer service:
Train #4, 8 September: LSA “Favio” On boarding at LAX I spoke to the LSA in the dining car
regarding procedure for group dinner reservations on departure. Favio replied that the full menu
would be offered.  I commented that on previous trips, the diner offered a limited menu on the
departure night. Favio replied, yes, that was Amtrak’s policy, but then went on to say that the
Chef was OK with serving the full menu, which he (the LSA) and the Chef thought would better
serve the guests!  Another example of exemplary Customer Service, that deserves our highest
accolades.
Train #4, 8 September: Sleeping Car attendant car 0430: Unfortunately, I do not recall his name,
but the level of service he provided was outstanding.  Besides keeping the car (and restrooms)
clean and tidy, he kept guests informed when he would be out of the car. OK. But where his
dedication to providing exceptional customer service really presented itself was when he left his
dinner break to attend to the needs of one of the passengers, and took it on his own initiative to
call ahead to find out track number for connecting passengers at CHI since our train was 1 hour,
11 minutes late, and there were some close connections.

In Summary: Hopefully these comments will be taken constructively. Please enter my comments
into the personnel
records of those mentioned who provided exemplary service. It is my hope that Amtrak will
address the maintenance and sanitary issues described, develop a procedure to more efficiently
board groups and their luggage, and foster better communications with employees and group
leaders regarding the procedure of handling of the group, especially boarding location on the
platform and seating location aboard the trains.
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