| Exemption 6
PR /BB TRAIN WAS 3HRS 33MIN LATE PER TS. THE TRAIN RAN OUT OF FOOD. ]

Non-responsive
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|ISS02608362 |08/10/2012 |COMPLAINT |TRAIN LOUNGE SERVICES |FOOD DEPLETED



R T Nen-regpons ive RN N R SR

--Original Message-

From

Date: 82172012 3:15:34 AM
To:

Subject: Travel Feedback

Exempticn 6
Subject: Travel Feedback

Nature of Commenl: Complaint; Other

Name: I

el
Addresst;

Address2:

: City:

! State: X
! Zip/Posiak

: Courtry: United States

Primary Phone: - home

Mobile Phone:

Amlrak Guesl Rewards #:

Reservation Number:

Date of Incident: 08-10-12
Time of Incident: hh.mm

Message:

Irain 55 from Braltiebore VT, 16 NYC The traln arived an hour late and though we made up for this time, other randem

. lhings {not enfirely sure what caused all the delays honeslly) made it so we arrived at Pann Siation aboul three hours late.

' That is, weli after nine PM, Around the time we should have originally arrived, the cafe car ran complelely oul of everything-{
watched for over an hour as the man running it was forced to tell people he had nothing left on the menu except a few bags
of chips and cupcakes uniil they finally ciosed It completely. Needless to say, § wasn't Ine only person hugely hungry by the
15502622312 {08/10/2012 |COMPLAINT {TRAIN LOUNGE SERVICES [FOOD DEPLETED time we acluaily reached the city. | don't knowif if's usual, but Iha powear was flicking on and off quite a bil laler in the trip-

PRI Exemption 6

Non-responsgive
-' | ¥ 1w i @

FAX COMPLAINED THAYT SNACKS WERE SERVED THAT WERE EXPIRED....
PAX SAID SHE GOT SICK FROM EXPIRED CRACKERS DATED 6/121!

15502606464 |08/11/2012_[COMPLAINT [TRAIN _|LOUNGE SERVICES _|FOOD UNSATISFACTGRY




15502625272

08/11/2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

|I5502633319

0811412012

COMPLAINT

TRAIN

LOUNGE SERVICES

FOOD DEPLETED

Non-responsive

Non-responsive

HOURS UNSATISFACTORY

}

—Originel Message--
From|
Dale: 8/28/2012 7:39:37 PM

Exemption 6

To:,
Subject: Travel Faedback

When we were servad supper, we were fold when making reservations, we would order fram a menu, They served us
something from a can along wilh a glass of water, We had a plastic speon to eat with, na knives to buller cur biscuit. They
spiced the food up so much, that we couldn? 1 eal It We gol up and left. our daughlers went down 1o the cafeteria to get
sandwiches, snacks and coffee. The ghl said, she had only a couple of weinars and one hamburger, no snacks and she
said, we better get the cofise now, because she didn? t have any more beans, Apparenily, they didn? | take time replenish,
Hon-respons ive

‘!

LS5O THE LOUNGE WAS CLOSED
{BORDER CROSEING) DURING THE 2 HRS OF ALL THE CONFUSICN AND FINALLY THEY OFFERED BNACKS AND
WATER BOTTLES AT THE END OF THE TRAIN AND EVERYGONE MADE A MAD DASH FOR THEM

—Original Message—

From:
Date: 8/25/2012 12:55:04 PM
To S
Subject: Travel Feedback

Exemption 6

Bonjour/Good aflernoon, | wish to fill 2 complaint with regards fo a trip taken with Traln 89 Adirandack between New-Yark

and Montreal on August 11, 2012 (RESJ NN

|

At the end, lhe stop lasted approximalely an hour
tfrom 14h&0 o 15h50 approximately - | did not check the time as [ was nol expecting this was the slart of my bad
experience). Before arriving al the Canadian customs, we were totd that the snack bar would be closed until we cross the
frontier, We arrived at lhe Canadian Cusloms at approximately 17150, We waited for two hours, until we were told that the
{raln could nol carry on is trip (19h&8)|

Eventually {approximately 26ha5), he
crew announced that complementary waler and snacks were available in the back. All passengers rushad in, moving arcund
standing pecple and luggage in the afley to pick up some food, as the snack bar had been closed fora while at supper time




15502609441

08/13/2012_{COMPLAINT

TRAIN

LOUNGE SERVICES _

Non-responsive

FOOD SELECTION

|- —

- Exemption &
R
PURCHASE TURKEY SALAMI AND HAMICHEESE SANDWICH WAS
VERY GREASY..COULD NOT EAT 172 OF THE SANDWICH.

19502620909

15502609831

081132012

0811312012 _ICOMBLAINT

ICOMPLAINT,

TRAIN

TRAIN |

LOUNGE SERVICES

Non-responsive
FOOD SELECTION

TRAIN WAS 2 HR 42 MIN LATE...PAX MISSED CONNECTION NYP-BBY...8TILL 2 + HRS LATE INTG BBY
PAX STATES THERE WAS NO COMMUNICATION OF WHAT HAPPENED THROUGHTOUT THE SITTING ON THE

AICROWAVE WAS NOT VWORKING IN LOUNGE ONLY COLD FGOD SERVED

LOUNGE SERVICES

Non-regponsive

FOOD UNSATISFACTORY

=
=
=
=z

|
I

PAX STD THAT THE CAFE CAR ATTENDENT YWAS RUDE.,...SHE WENT DOWN AND ASKED jF SHE HAD TO PAY
FOR A SNACK AND THE ATTENDENT STATED TO HER "I HAVE TO PAY, 50 YOU HAVE TO PAY AND IF THE
PRESIDENT OF THE US WAS ON HE WOULD HAVE TC PAY"...CALLER STD THAT SHE ONLY WANTED A YES OR
NO ANSWER, .....PAX DOES NOT RECALL HER NAME OR WHAT SHE LOOKS LiKE ...,

| loanarzo1z

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-regponsive

FoOoD BEPLETED

—Original Messaga—

From: I E tion 6
Date: 8/6/2012 10:35:22 AM XEMPL1on
Ta:

Subject: Travel Feedback

Date of Incident: DB/13/12
Time of incident: 11:25

1
4}
i



FOOD DEPLETED

FGOD UNSATISFACTORY

Non-responsive g

Exemption &

pdx AR iBALGT2 6:41P P 08 HR 31 Migiey

itis afso my experiencae thaf the snack car on the train never has enough foad on board 1o accomodate the number of
people who wish lo purchase food and drink. This is very problematic as lhoss wio were planning 1o eat in lae diring car
cuile oflen den't have the opportunily to do so when the frain runs se late and sormelimes even lhe snack car has closed
wher you finally gel an the rein or they have no food left. Thank yeu for your consideration.

PRICING

R G SRS o1 - responsive
N W EENGE  1O7 - responsive

LOUNGE SERVICES

Non-respensive

FOOD SELECTION

[NR_ Exemption &
N

|
e
1

T
NOTHING FOR GRAND DAUGHTER TO EAT..CAFE OUT OF PiZZA AND DEL| SANDWICH ON PREVIOUS

TRIP NOT GCOD.

LOUNGE SERVICES

Non-~responsive

HOURS UNSATISFACTORY

RES/HMM Exemption 6
LATE 129"

P ST e G IRERE |©'/N < CLOSED WHEN
WANTING TO GET SCMETHING TO EAT,

LOUNGE SERVICES

Exemption 6

ADVERTISE ALL THESE AMMENITIES AND THEN NOT HAVE THEM ...PAX CCLILD HAVE TAKEN THE BUS INTEAD

RECERM - 1RAIN ..176...8/17/12. .OVE/BIAL...NO WiFL__PAGSENGER WAS VERY DISAPPOINTED THAT HE DID]
NOT GET A BAGEL ON THE TRAIN AND I7 WAS ADVERTISED... AND COULD HAVE BROUGHT SOMETHING WITH
HiM ... GOT AN EGG MGMUFFIN AND IT COST MORE....ALSO CUT OF ORANGE JUIGE... AMTRAK SHOULD NOT

FOGD SELECTION _

|OF SPENDING ALL THIS MONEY FOR AMTRAK....




BN T ATREFU |0 THE ETHIGS GURMPLANUE U LI W BAT HE WA LOUBCE
£ PAX STAFES HE PAID $12.60 TWICE - - - COPY OF REPORT 18 BELOW:

Localion #: UNK
DA AMTRAK
Address: UNKNOWHN
City,Skale, Zip B
Country; USA
Repor #: L5
Priorily: 2
Trans#: 1

Fpt Dale: DO/E0I2012

Time: 01:11PM

Summary information

Tife: CUSTOMER

Best Time fo Call: ANYTIME
Phone:g 3
Type: Cuslomer -
Emall:
Eshlcs and Complience Holitne
Fhone Call
Phone:

Calier Name:
Origin:

WHO:; Cafler, 22

Exemption 6

B reporied UNIKNCWN UNKNCWN,

WHAT: Custorner Relalions
WHERE: ON TRAIN &4
WHERN: ONGOING SINCE 0/17/2012
tncident Daseriplion

2/£9/2012 §:11:00 PM - Original Gall

15502500308 |08ri7/2012 JCOMPLAINT [TRAN  [LOUNGE SERVIGES |PRICiNG _ Ex. 6

15502612218 _|0BTZ042 [COMPLAINT |TRAIN _ JLOUNGE SERVICES |FOOD UNSATIGFAGTORY__ JPAXUPSET AT FOOD PRICES TOO HiGH, ESPECIALLY FOR ChEOREN.

E-MAIL LOGGED
|Shorlly alier depariing NYP, the aitendant announced that there was no food on board, He (hen stood in tha aisle and

plalned loudly for approximalely 20 rinules that this was becoming & ComMon SCLCUTTENGE. .
155062619165 106172012 |COMPLAINT TRAIN | [LOUNGE SIRVICES _|FOOD DEPLETED _ |tintentipnatly dida't buy lunch before hoarding hocause | expecled food In first clags, as advedised
Exemption 6 RES! LBH8M2...,CHILNG... TRAIN 364..#A% HAS DEEN TAKING THE TRAIN AT THIS TIME FOR THE PAST 2
HRS ORDERED A BREAKFAST SANDWICH AND COFFEE AS WE USUAL DOES RECAUBE THEY ARE

REALLY GOOD...AND THE LOUNGE ATTENDART REFUSED TO SERVE THIS TO THE PAX BECAUSE HE STATED
THAT THIS IS NOT BREAKFAST HOURS... PAX WAS VERY DISAPPOINTED AND JUST LEFT THE COUNTER ..AND
DID NOT CREATE A PROBLEM....ALSO STATED THAT THERE WAS NO SIGN ABOUT HOURS... FOR MEALS .. HE
STATED IT WAS ABOUT 5:00 PM,..YOUNG MALE ..DARK SKIN, MEDIUM BUILD, BROWN HAIR... THIS NEVER
HAPPENED 8EFORE AND PAX REALLY ENICYE AMTRAK,, AND THE BREAKFAST SANDWICHES,, .

Iss02a08808_|carter20t2 JCOMPLAINT [TRARN [LOUNGE SERVIGES _|FOOD BELECTION ADVISED | WILL REPORT THE INGIDENT TO AMIRAK.,




15502616072

{B18/2012 .

COMPLAINT

TRAIN

LOUNGE SERVIGES

FOOD UNSATIEFACTORY

Exempbion 6
PR

R A ERRE LR ROM BREAKEAST THE NX1 DAY THE PAX FOUND OUT HER SEAT
AS GIVEN 10 ANOTHER PAX-THE FAX TOLD THE ATTENDANT SHE HAS PROBLEMS WiTH HER LEGS AND iT'8
HARD FOR HER TO SIT BY THE WALL - A NiGE ATTENDANT WENT AND ASKED THE OTHER PAX IF SHE WOULD
MOVE. THE PAX REFUSED BECALISE SHE SAID THE TRAINMAN SEATED HER THERE, ERmEmmsess WAS
ASKED TO STAY WHERE SHE WAS UNTI THE OTHER LADY GOT OFF THE TRAIN N ALX. [pRemg 15 A
DIABETIC ARD GAN NOT DRINK SODA'S BUT SHE CAN HAVE SELTZER & CLUS SQDA, THE ATTENDANT WOULD
NGT SELL EITHER TO gy BECAUSE THEY HAVE THOSE TO MIXWITH THE ALGOHOL, THE PAX DOES

I5502618181

0B/18/2012

COMBLAINT

[TRAIN

LOUNGE SERVICES

FOOD DEPLETED

NOT-SEE TRVLG ON AMTRAK AGAIN BECAUSE WE DON'T SEEM TO SHOW MUCGH INTEREST IN THE PAX,

PAX EMAIL STATES:
—Criginal Message-

Froam: Exemption 6
Dale: 51§(2012 3:33:A44 PM

Dato of lncidenk:
Time of |ncident; D3:18.

The-cn?a car clobuce was nol announced and when | veal for 4 beveraga (ke calecor.conduclor bit my head oll: § okl him
no announcement was miads, Ther he sakl averything was seld cut aside from ap waler. He sesmed to have a sericus
ulliude problem.

15502600987

047182042

COMPLAIMT

TRAIN

LOUNGE SERVICES

Exemption 6

FOOD BELECTION

RES gy ... TRAIN 145...8/19/12... BWICVS..WENT TO CAFE CAR AND IT WAS CLOSED UNTE. AFTER WAS
_.AND DELAYED 30 MINUTES... AND COULD: NOT GBT T8 GO TO THE GAFE CAR BEGAUSE THE ATTENDANT
WOULD NOT ALLOW HIMTO COME INTO THE GLUB CAR WITHOUT HIS TKT AND BAR CODE WAS G HI FHONE
AND HE COULD NOT SHOW THE ATTENDANT BECAUSE WIFI WAS NOT WCRKING AND HE GOULD NOT RETIT
ON HIS PHONE TO SCAN...HE WOULD HAVE TO GO BAGK TO HIS SEAT AND GET HIS PAPER TKT... AND IT WAS
A REALLY LONG WALK'SO HE THD NOT GET ANYTHING TO EAT, .. NO WIFL...

DECLINED $20.06., VOUGHER AMD ADV PAX TG WRITE TG OCR....

[SS02600807_

0B/20/2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-respenaive

FOOD POISDMING

18902623317

08/20/2012

COMPLAINT

[TRAIN

Non-respongive fp

IR, 4 - B/20/12 - CHINYP — 330" LATE INTO NYP - TRSP. STRIKE

PAX'S WERE GIVEN FOOD DURING DISRUPTION (STEW OVER RICE} AND. SHE AND HER DAUGHTER BECAME ILL
AFTER EATING THE FOOD AND STAYED BOME FROM WORIC THE NEXKT DAY.

LOUNGE SERVICES

FOGT DEPLETED




—Original Message—

From: R
Dale: 8/28/2012 5:47.23 PM
To: Exemption 6
Subject: Travel Feedback

Reservation Number: SESEERY

Date of ncident: 07/23/2012
Time of incident: hh.mm

To begin the food car was oul of alol of the food, We were suppose to arrive al 6:19 PM. We did not gat ko Dearborn, MI
until 9:00PM.

Non-regponsive

- ]
15502625202 108/23/2012_|COMPLAINT [TRAIN _ |LOUNGE SERVICES |FOODDEPLETED _  |EESWRER

—Original Message--
From:
Dale: 6112012 5:27:44 PM

To:
|Subject: Travel Fesdback Exemption 6

Amtrak Guesl Rewards #: SRR
Reservation Number: [N

Date of incident; 8/30/12
Time of incident: 12:00

My mother, grandmolher, and | traveled to Washinglon D.C, ko Durham, NC (Train 8C, the Carlinian) this past Thursday,
August 30, 2012, and arrived mere than five hours behind schedule.
Non-responsgive
due in partic alt he trouble on the train and the fact thal
much of the food was sold owt, [ am hoping Amirak will be willing to offer us a full refund of our tickets, al the very least. On
a positive note, however, | would Eke to praise the Amtrak crew aboard the Carolinian. Thay were aff very helpful and
remained calm and coliectad throughout the entire day. Some of {he other riders became a bit irate and still the crew
{conduclors, baggage handiers, and cafe car stall) were very professional, helplul, informative, and polile. thape lo
convince my mother and grandmother to glve Amirak anather Iry and | know honoring my request will go a long way loward
that effor]. Regards, “
Exemption 6

15802625864 COMPLAINT [TRAIN __[LOUNGE SERVICES _|FOOD DEPLETED LATE 5 HR

pax said the food was ineatable and she sent in back and (he porter lold the pax he was reemed for it and charged for it
i Non-responsive N

Ex. 6 wl the allendant was very good and the best part of the kip

I5802504277_|08/31/2012_{COMPLAINT [TRAIN__{LOUNGE SERVICES [FODD UNSATISFACTORY _ et I S S R |




RESVEEEEE Exemption 6
B

Exemption &

2 ICOMPLAINT [TRAIN

LOUNGE SERVIGES |

iS802614001_{0BAYZA12 |COMPLAINT |TRAIN. _ILOUNGE SERVICES |FOOR DEPLETED . {NOBOTTLE WATER THEY RAN GUT o

RESHEREgE Exemption 6

PAXS'STATED THERE WAS ONLY COLD CEREAL FOR SREAKFAST, NO HOT FOOD SUCH AS: EGBS, BACON
15502619254 _[09/04/2012_[COMPLAINT ITRAIN  [LOUNGE SERVICES {FOODR LNSATISFACTORY:  {ETC..HF e

e o EXefiptioil 6
Non-résponsive i i

the food seleclion was nolgreat we should considar mora kealhy oplions
(5502614906 _|00/052012 (COMELAINT |TI VIGES ¢__Jallthe food had a wird tasle e
15502616624 COM TR B/ HO SNACKCCAR

|21

Non-respensive

f HE ALSG GOMPLAINED THE COFFEE TAGTED LIKE WARM WATER.

liss02618601 |0BMGI201Z (COMPLAINT |TRAN  LOUNGE SERVIGES |FOOD UNSATISFACTORY
Hon-responsive &
15502615208 _|09111/202_[GOMPLAINT |TRAIN_ _|LOUNGE SERVIGES _|HOURS UNSATISFACTORY

- Crlginel Message—
Dele; 62692 10

Exemption 6

Resepvellon Number:

Dale of Incident mim.ddyyyy
Tl of incidant hh.mm

Massage:

The Jast lime | look AMTRAC: (Porlland lo Sacanamento) | went o he cale car for 2 |ate llght breskfast midmerning - oniy lo
#ind the cor was closed while the allandanl wen{ oa break, He was gene for a LONG limelWhal an insuil o your-
passenigers] |s there no way you can ing an aiternale person on the snlire fraln siaff to sfaff he car while iré goss on braak?

e




15802628183

1502631188 _

09/11/2012

COMPLAINT

TRAIN

LOUNGE S8ERVICES

FOOD UNSATISFACTORY

—Criginal Message—
From
Date; 971172012 8:05:54 PM Exemption 6

Vo S
Reservation Number: EREs

Date of Incidenl; 08112012
Time of Incidanl; 5:20

Message: .

| take the acela from boston very oflen. For the first ime, | paid for first class. The whole experience was very disappoinling,
My service person was very rude lo me, refusing to answer simple guestikns aboul the menu items. Everdually, | jusl got fed
up and went to the food car to get my own food, which | just paid for myself. Very disappointing and cerlainly not worth the
axira cosls, | will not make this mistake again,

jos4i2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

Non-~responsive

Non~responsive

HOURS UNSATISFACTORY

- CONFIRMED DELAY OF 352° INTO NRO

oo
- CAFE CLOSED
oo

PAX EMAIL STATES:

- Original Message—

Fom IS $ Exemption 6
Date: 92172012 14:14:16 AM

Reservation Number: SN

Date of Incident: £9,14,2012
Time of Incidenl: 05.pm

Message:

In addition, lhe food car was closed from Philiy to NYC_
- ]
EEKRREENN - Fait o 50 mich! S

15502619113 _;

0911612012

COMPLAINT

TRAIN

LOUNGE SERVICES

FOOD UNSATISFACTORY

RES/JNNNl Cxemption 6
PAXS STATED THE FOOD BN THE DINING CAR WAS HORRIBLE, PAX STATED THERE WAS NO GHICKED
AVAILABLE TO BE ORDERED AND THE FOOD WAS CHEWY,, HF




15502527832

TR. 244 - 01 BH2 - ALBINYP
- TRAIN LATE 323" DUE TO SEVERE WEATHER.
- FAX STATES NO CAFE CAR

- PAX STATES THAT THE CREW WAS TERRIBLE BURING THE DISRUPTION AND NEVER COMMUNICATED WITH
THE PAXS RESARDING.

E 33 NYP 08459  (G4241 ) AR 1008P 3 R 23 Mi LATE
PLEASE NOTE: GAFE CAR WAS SPLIT BIC & CAFE. ’

PO RE 2441 CD15  ALB-NYPMB17D -243.498EP12I1CC D46
PUSINESS CLARS

LIAVAILABLE - LOUNGE CD AM-1 CLUB-DINETTE (RF, H) 18 - 20 LOUNGE

T2, 92 - 9HBH2 - HOLINYP

Non-responsive

« DURING DISRUPTION, THEY WERE CIVEN SNACK PACKS THAT WERE SPOLED,

. FOOD WAS HORRIBLE ON BOARD,
Non-respongsive

o]
NYP AR 20SEP12 12:25AE D3 HROZ MILATE 20SEP2 12:524 0032

FOOD SELECTION

15502827932

LOUNGE SERVIGES

TR, 52 - 3118112 - HOLINYP

- PAX BTATES THERE WAS A THOUR DELAY:

. DURING DISRUPTION, THEY WERE GIVEN SNACK PAGKS THAT WERE SPOILED,
| FOOD WAS HORRIBLE ON BOARD,

Non-repponsive

{Ig502821564

NYP AR Z0SEPIZ 1Z2BAE 08 HROTMUATE  208EPi2 12:52A 8032
FODD UNSATISFACTORY | . D
DELAYED 4.5 HRS WEATHER I5SUES
ROCK $LIDES . s
Non-responsgive

FOOD DEFLETED

X STATED THEY RAN OUT OF FGOD ON THE TRAIN ..

_‘]0....



~Original Messag
Exemption 6

Massage:

§went to buya cup of colfas and found butthal lhe *frap rofil* paticy had been revoked, There was nolhing poslad 50 thia
came as a camplete shogk and, in'fact, In talking wili: the-cafe allendani he showed me the liyar whiich he was apparently
directed NOT fa posl, Suffica i la say hat | have now made it o personal policy of ming la buy absolulsly NOTHING an your
Irains In frhe ftire. 1] do wheal i 4akes 1 for Ihe pricks you charge H Is sbsurd, frsl of i, o reveke e relil and doubly
abstird (o nok notiy people, Loas of lusl, Enpugh said.

|5502621560 (0502048 |COMPLAINT |TRAIN _{{OUNGE SERVICES |PRIGING _ ] L '

TRAIN WAS 1 HR 19 MIN LATE_.CLOSED CAFE GAR AN HR BEFORE AREUVAL

_Exempticn 6

[ Bilera

ble irpron the Arnicak Acela fraln (#2173 rom Bos te MY},

To make Wiags worse, cafe semvica was tefavinaled wilhout warning; Wilh 2n hour leflin the irip: [
hey, it im on the feain s fong, | noad fo eal.) Yo only taken Lhe Acela a handiul of fisis, but had plans of using it
{trequonty in the near fiture, | donl wanit lo say thal | win'l give you anoltier chunce - bacauss | probably will. 7 I'is jist
~ {hoping this ist't the stassiard, or {1 bs crazy nol iry he ofheravallable options.? Here's o having beller luck nexd lime...
COMPLAINT STRAIN _]LOUNGE SERVICES [HOURS UNSATISFAGTORY Thanks for your Yime and allention. EERSENER xemption

=11-



pr m ‘haX calen siaes’ Inatine geRUAMan WOkIng TRIE Wa s grest =VBIY RIGE Hredd FUSIOMar senve >

DAY sla

enrrznia

! INPLUT PROVIDED BY FOOD AND BEV MGR:

iod polaion - gel sick from the salad --

RBAR A AR F AR e na ke

Exemption &

Froi G
Senf: Frday, Scplember28, 2012 10:44 AM

[Bubiacl: PERSONNEL-Relaled: Cusiorer Relallons Reporl- 2712012 - Case # ISED2622057

Good Marnlng, "

The stiached reference o foor-bome Hiness on train 30+ for BESRERRR is belng Investinated fully by Amirak Publiz Health.
Bue to obir relalfonship with the Slate of Hinols, APH has worked quickly lo ascertatn (he facls surounding the situafior-and
will Liowe a full rapont shordly. My briof convessntlon wilh ERSEEEE his morning vavaaled ihat Ihera were e salads-
delivered to the frain (f Garden ! Z Caosar) JEFEsEs purchased (he. slagle garden salad, The on-setof symploms.

4 quickly for as Hiness retated to this (2 hours) foed,

iiore have léen no furlher raports of any suspécted fead-borne ilaessss on any Wefis, | conlinye lo review 2ll OCR repuits
sod wa havo sean pothing.

Exemp tion 6 ‘e did sesk medical attentlon twa days Jalar, whichs was Inconclusive, Essenllafly, i could have been or i could NOT
have bean relaled o the salad,

Wa will conginue 3o monllor and APH wili conlinue to investigate,

Exenption 6 e questons:ggess skout how she can oblsin a relund for serice $a she wil be sagaging OCR for this.

Non~-responsive

15502622857 {0922/20%2 COMPLAINT |TRAIN LOUNGE SERVICES |FOGD POISONING

-12-



15802634137

09123/2012

COMPLAINT

TRAIN

LOUNGE SERVICES _

FOOD DEPLETED

STL AR 238EP12 J:50F C 50 MILATE

—Original Message— .
From: R Bxemption 6
Dale: 972312012 3:04:50 PM

o R
Subject Travel Feedback
Subject: Travel Feedback

Naiure of Comment:

Name (R

Ernail;

Address:

Address2:

Cily:

State:

Zip/Postal:

Coutilry: United States
Primary Phone: FERRESEE - business
Mobiie Phene:

Amirak Guest Rewards #:

Reservation Number SEEEEER

Date of incidant:
Time of Incident:

Message:
The train is currently running 1 hour and 11 minules late and the cafe attendant informs us she is totally out of food. Sad
commentary on Amirak service,

08/25/20412

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

PRICING

Exemption 6

1}

IR /. | R WAS PRICED TOO HIGH!
]

15802629603

-13-



|iss02623602_:09/28/2012

_j{COMPLAINT

Criginal Message--

From R
Date: 1071372012 &:07:07 PM
To .
Subjecl: Generai lnquirtes Exemption &

Reservation Number SRR

Date of Incident: 08.27.2012
Time of Incidenl: 7:30pm

The cafe car was closed in Sealll for restocking. However, il was over an hour later, afler leaving Seallle, pefors it
reopened, Alol of the § were Upsel, including mysalf with the long delay. | thought the cafe car atlendan| was

TRAIN _|LOUNGE SERVICES [HOURS UNSATISFACTORY _|dagging it before reopening the car. I R

TR, 173 - 912812 - KINNYP
- TRAIN SEVERELY LATE

Non-regponsive

Nen-responsive S RN
A

T
COMPLAINT [TRAIN __ [tOUNGE SERVICES _IFOGD DEPLETED 18

_'1 4-




PNR S Exemption 6

Non-responsive

SENT HER SON TO DINING CAR FOR ICE, THEY SENT HIM TO LOUNGE CAR,
HE HAD A CUP AND HAVE TO PAY $2.00 FOR ICE!

08/50/2012 ICOMPLAINT [TRAMN _[LOUNGE SERVICES _|PRICING

—ongina’message—
Fror SRR
Dale; 10/1/2012 3:07,:23 PM

To: ,
Subjact Travel Feedback Exemption 6

Subject: Travel Feedback

Nature of Cemment: Complainl, Praise; Train

ame: I

Emai

L
Address 1
iAddress2:
City R
Stale
 Zip/Poslai]
Cotinlry: Unjted States
Primary Phone SRR - mobile
Mobile Phone:
Amirak Guesl Rewards #:

Reservation Number [iESER

Dale of Incident: 09,30,2012
Time of incident; 16:45

Message:!

we were stopped for over 4 hours while there was an investigation of a “respasser strike® furiher up the track, During which

fime, lillerally every food/beverage ilem vanished as a resull of the innordinally long Eines at the bislro, The bistro Jady had to

have the “patlence of Job" lo doal with this non-stop wave of hurnanily. § would have thought that business class had a few
- : moare benefits than it cid, bul that was not the case. Even when the "complimenlary snacks and water” were made available,

Non-responsive they dide'l last 5 minules as many people look excessive amounls leaving nothing behind,|

18502634681 |09/30/2012 |COMPLAINT [TRAIN _ [LOUNGE SERVICES |FOOD DEPLETED g!
PNR IORERl Exenption 6

PAX PURCHASED :" A TURKEY SAND AND A POP” BOTH OF WHICH EXPIRED THE PRICR DAYIl SHE RETURNED
IT TO LOUNGE , THE ATTENDT CHECKED OTHER LABELS

TOO (OUT OF DATE TOO}"GH GOLLY"

IS502625666 11040242012 JCOMPLAINT (TRAIN LOUNGE SERVICES FODD UNSATISFACTORY  |"WE ARE SORRY" PAX THREW CUT FOOD.WAS NOT EVEN GFFERED REIMBURSEMENT.

-1 5=



|I5502655007 |

15802625260

100242812

1010372012

COMPLAINT

TRAIN

LOUNGE SERVICES

FOOD SELECTIGN

LETTER LOGGED Exemption 6
RESV gumml Exemption 6

{PAX STATED THE CAFE WAS EXTREMELY PGORLY STOCKED WITH ONLY A COUPLE OF EACH SELECTION

COMPLAINT

TRAIN

LOUNGE SERVICES

SLOW SERVICE

—Original Message~

From: R Exemption 6
Date: 19/3/2012 7:06:17 PM

Dale of Incident, 10.02,2012
Time of Incident: 06:50

Message:
To: R R ocarding: Horrendous Club Car Operation New York to Boslon Acela

BBl ' am not a frequent user of Amirak as | am moslly an air traveler. This is the second ime recent months that { have
used Amirak and fee! compelled to bring to your attenlion he awful aperation for food and drink you have an your Acela
service, There is no indivickeal 1o blame for this as it appears to simply be the most ineffictent, poorly set-up food service |
have ever encounlered. Il was a minimum 20-minute wait for a sirple beer and chips, You have one persor working the
station, which is simply not enough. You have ihings on your menu lhal slow down the cperaion such as indlvidual pizzas,
hol sandwiches ele. The lne at all times for a 3-hour irain ride was 15-20 deep. The 2 guys siling across fiom me tried
several times to gel food and ultimately came back each fime, not wanling to wait in line. So, let me come at il from this
angle. ¥ you don'l care about the cornferl of your cusimers (and Lhat is the anly conclusion one could draw), then how about
the losl revenue and prafit for Amirak? | would imagine you lose 19's of thausands of dollars on frustrated travelers that
never order food / drinks. | have run businesses throughout my career. My guess s thal you could bring in a freshimen
business class from any college in America to offer up suggestifons and improvemnents on your currently abyssmal food
aperation. Sormy | am being so harsh, but it truly is one of lhe most awful customer service examples | have seen in some
time. A newlow in facl....and | am a guy thal spends days in airperts, So thal is my peint of reference, Sincerely, g

185072626856

10/03/2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-regponsive
HOURS UNSATISFAGTORY

{PNREE . TR 95 LATE 5 HR 40 V1. e e
R - P/ X SAID THE CAFE CAR WAS CLOSED WHEN THEY BOARDED AND THEY WERE STARVED, . PAX

12502632282

10/0372042

COMPLAINT

TRAIN

LOUNGE SERVICES

PRICING

PNR g SXemption

PAXWENT TO LOUNGE FOR ICE AND HE .
CHARGED THEM §2.5011f PAX WAS SUPRISED AND WONDERED HOW CCULD THEPRICES CHANGE IN
DIRECTIONS>>>

-1 6_




15502620473

15502636301

10/0472012

COMPLAINT

TRAIN

LOUNGE SERVICES

FODD UNSATISFACTORY

—Qriginal Message—
From
ate; 10/16/2012 B:01:068 AM .
.?0 ! Exemption 6

Subject: Gengral Inguirles
Subject: General Inquiries

Nalure of Comment: Complaint, Suggestion, InquiryiRequest; Train

Narve R '
]

tAddress . R

AddressZ;

City S

Stale IR

Zip/Poslal:

Couniry: Uniled States

Primary Phone: - home

Mobile Phene

Amirak Guest Rewaids ¥ EREEREE

Reservation Number:

Date of Incident:
Time of incident:

Message:
Your Empire service does not have any glulten free choices in tha dinning car Very disappointing Lhat you do not carry any
opllans Also why can't you offer fresh fruit on empire

100412012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

FCOD DEPLETED

—Original Message—

From: R

Dale: 10/6£2012 8:42:23 PM Exemption &
a:

Subject: Schedules

Reservation Number: EEEEER

The Amirak train # 137 from Stamford to Washingion DC scheduled Lo arrive al Union Slation at 9242 pm on 10/4/2012
reached Washington at 12:20 am

- ]
RN - -afe’ car with almost no food.
[

-17-




15802638375

15602635335

15502628956

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

FCOD DEPLETED

TRAIN WAS 2 HR 44 MIN LATE.

Exenmption 6
CAFE RAN OUT OF FOOD

—Original Message—

From|

Date: 10/20/2012 12:57:15 PM
Tor

Subject: Travel Feedback

T - 2! r2r 0.t of f00d. For 2 dedicated
Amirak customer, | was very disappointed [n this service. | mighl as well have laken the bus... SETEEEEE Sciect

10/06/2012

J00S2T2

COMELAINT

TRAIN

LOUNGE SERVICES

Non-responsive

HOURS UNSATISFACTORY

COLD CLIMATE...PAX CAUGHT A COLD FROM THIS...PAX ASKED FOR BLANKETS AND WAS TOLD SHE WOULD
MNEED TO PAY FOR THEM AND WCULD HAVE TO WALT UNTIL THE CAFE OPENED AT 6:30 PM...PAX WAS IN THE
LAST CAR WITH ODORS...BLANKETS WERE SOLD OUT WHEN SHE GOT TO THE CAFE CAR AT 6:30 Al

~Original Message—

TOR i
Date: 10/7/2612 11,45.56 PM Bxemption 6

To:
Subjech: Travel Feedback

| asiced for blankets, they said you had to buy them.. skike two. H that wasn't bad enough, | couldn't even BUY one
jurilil the cafe opened at 6:301

I (7ailing address)

COMPLAINT

TRAIN

LOUNGE SERVICES

Exemption €&

HOURS UNSATISFACTORY

PN ... TR 21....PAX SAID AMTRAK NEEDS TO HAVE MICROWAVES ON THE TRAIN BECAUSE NOT
EVERYONE CAN EAT THE FOOD,... THE AGENT iN THE LOUNGE WAS NOT PLEASANT...THE CREW WAS NOT
FRIENDLY... THE HOURS OM THE LOUNGE CAR WAS NOT POSTED AND {T WAS NOT OPEN VERY OFTEN....THE
PAX SAID SHE REEDED YO 8iT IN A SEAT THAT SHE COULD STRETCH HER LEGS AS SHE HAD SURGERY
PREVIOUSLY....

15502620160

10/0712012

COMPLAINT

TRAIN

LOUNGE SERVICES

PNRIBE Exemption &

—~18—




15502635208

1010712012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-respongive

FOOD DEPLETED

15802627511

l15502685166 _

18502644311

101912012

COMPLAINT |7

TRAIN

LOUNGE SERVICES

Non-responsive
FOOD DERLETED

i—Origlnal Message—

Fron

Date: 10/8/2012 9:10:2C PM Exemption 6
To)

Subject: Travel Feedback

Reseivation Numbaer;
The first thing | found very disappeinting was that at 6pm which is dinner fime, the cafe was ou! of all foad except hotdegs or
hamburgers Luck&ly lhere were 2 yogurls [eftiE

B TRAINALSO RAN |

;PAX STATES§ i
1OUT OF SELECTIONS [N CAFE CAR

10102012

10F11/2012

COMPLAINT.

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

FOOD DEPLETED

—s WAS SEATED IN THE LOUNGE CAR "UPON BOARDING . e ———

I | NING CAR RAN OUT OF STEAK] BAG I5 BLACK DUFFLE , PAX NAME IS
IR ST - o

TRAIN

LOUNGE SERVICES _

|FOOD UNSATISFACTORY

EMAIL CONVERSATION:

PAX EMARED:

—Original Message— .

From Exemption 6
Date: 101172612 3:28:46 PM

To:

Subject: Travel Fecdback

..... Lastly, P've oflen boasted of how goed the coffee you feature is. In fact, | have aumercus limes on Twiller. Today,
however, the coffee was significanlly unsatisfying, Il was much more watered down than it's ever been. Hopefully you didn't
change coffees. Not quite the end of the warld, but it is extremely disappointing when something you're anlicipaling falis weli
sheri of expectation, Fm currenily cringing with every sip. Thank you for taking the time fa lislen to my feedback.

PAX REPLIED 6 WEEKS LATER AFTER NOTHING IMPROVED:
—Original Message—

From Exemption &
Date: T1/27/2612 12:19:49 PM

To|

Subject: Re: Travel Feedback [#616042)

Thanks for lhe response, but B weeks later there are no improvements. | use your services almost weekly and 3 imes out of
5 the coffee is sub par la lerdbly watered down. Do you condone these peeple reusing grounds/fillers? Because thalis
whal's happening. Lazyl Cheapi ¥m paying $2 each time for 3/4 of the amouni of coffee | gel al Starbuck's for the same
price and mosl the time it's garbage. is there no assurance that my money will not be totaiiy wasted?.....

-19~-




15502635086

15802640004

15502630423

15802630100 _|1014/2012

COMPLAINT {TRAIN

LOUNGE SERVICES

Non-responsive

PRICING

ENR E Exemption &

FAX BOUGHT A SODA FORGOT HER ICE AND WENT BACK AND ATTEN'D CHARGED HER ADDT'L $1.00 FOR ICEN
THE MAN ACROSS FROM HER NEEDED ICE AND HEPURCHASED A BAG ANDWAS CHAGED $5.001

Non-responsive

CAFE CAR WAS SHORT NUMEROUS ITEMS.. G

—Criginal Message—
From,
iDate: 10/16/2012 2:20:28 AM

[N
Subject: Travel Feedback

Non-reaponsive |

1 And once on the lraln, boarded at 5:30FM Penn Slalion, numerous jtems were not available in cafe car,

II

TRAIN WAS 1 HR 52 MIN LATE

—Criginal Messaga— .

From: IR =~ Exevption &
Date: 10/23/2012 5:53:15 PM

To:

Subjecl: Travel Feedback

On the 7:38 Oct 15, 2012 Irain coming back from Lynchburg, VA to Trenton, NJ Ocl 15, 2012 had engine frouble, food
lrestocking Issues in DC. e N

101152012 _ICOMPLAINT |TRAIN _|LOUNGE SERVICES _|FOOD DEPLETED
Non-responsive

101502012 |{COMPLAINT ITRAIN  |LOUNGE SERVICES {FOOD DEPLETED
Non-responsive

1011722012 [COMPLAINT ITRAIN _ |LOUNGE SERVICES {FOOD DEPLETED

BExemption &

-20-




Non-responsive PAX STD THAT THE FOOD WAS GROSS...

LLOUNGE SERVICES  |FOOD UNSATISFACTORY _ SRQ’

LOUNGE SERVICES |FOOD DEPLETED |
LOUNGE SERVICES _|[FODD DEPLETED

00D | WERE {TEMS HE GOULD NOT EAT

PAX DIABETIC AND STATED CAFE CAR RAN OUT OF SANDWICHES AND BOTTLE WATER. ONLY THINGS LEFT ™™

4 hour delay and ferred to another irain, no food

-21-
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115802630316

100192012

COMPLAINT

TRAIN

L OUNGE S8ERVICES

Non-responglive

HOURS UNSATISFACTORY | (S

CALLER STD THAT THEY WERE NOT ABLE 10 GG TO 1HE WINE AND GHEESE 1ASTING IN THE
COUNGE BEGAUSE IT WAS FUIL.CALLER STD THAT HE COLLD NOT TAKE HIS TIME IN THE DINER CAR, SINCE
THEY WERE TOLD TO HURRY UP 50 OTHER PAX'S COULD COME IN AND EAT...

Exemption 6

...22......



15502630022

10/19/2642

COMPLAINT

TRAIN

LOUNGE SERVICES

Exemption &

RES HEg ... Non-responsive

G STATES THAT BOTH HER GLIENTS ARE EX7REMELY WPSET BECAUSE THEY PAID FOR A
ASS SEAT & HAD TO STAND THE ENTIRE TIME & WAS OFFERED NO MEAL OR BEVERAGE....... EREEE

Nen-regpongive amm-

Non-rssponsive

FOOL UNSATISFACTORY r




15502670038

10492012

COMPLAINT

TRAIN

LOUNGE SERVICEE

Exemption 6

Non-respongive

Non~responsive

ISBOZBU1YY2

10419/2012

COMPLAIMT

TRAIN

LLOUNGE SERVIGES

Non-respengive

HOURS UNSATISFACTORY

—Original Message=
Froan|

Dale: 10/1872012 73

Massage: !

| have purchased & few lickets back and fudh from PVD lo BOS. Whan § buy the lickels they cluarly siate thal there is u cafe
car as an amenily, Howaver, | am ofien told on the iraln fhal he cafe car is closed as of PYD. Toaight was ong such
sceasion. | hoarded irsin 76 st providence bul the cafe allentent was ulready couuting the money. |s this noimal? Maybe it
{5 # (rjstake that the cafe Is listed on tese rowdes? Certalnly seems closed more han i is open. .

1502641451,

10/1972012

COMPLAINT

TRAIN

LOUNGE SERVICES

FQOD DEPLETED

e The g up to Boston, e cafe cerl hed no pizza, an dein we were geing W purchnse plus they ram cul of the type of
alooho! hat we were purchasing, § look forward to 8 response, Thenk you

......24._.




Non~ragponsive

Exempbion &

Massage:

tore cale car siopplnoss: enter ¥V o BOS on 164, Go stralght lo cale car before train pulis oul of slation, Aliendanl says
liu closed. | sil down aearby. 1G mins laler, passengess show up asking for besr. He sells 1o them. Becomes clear thal fhe
altendant his having & *greal* Grae bul fakes job very not sefiously L

H
(I

i
.
o B
B
1028 |10/20/2612 IGONMPLAINT {TRAM _ [LOUNGE SERVIGES [HOURS UNBATISFACTORY i T
z <
Non-reaponsive
From:| S Exemption &
Senl: Thursday, November 01, 2012 2:5G P
7o PR
Subjecl Problems at Pills)aiegh
Ras|
Depadure Dale:Qct BE
Hon-respongive
I'hadi Ropad o h a decal moatin llhurgh. Noens was helpfl . Surmecne could have caﬁa for tani's 1o
lake us fo a restaurant, No dice. | said, at leas} corpaono could ordor some pizza’s. Bul wa were told (he parsonnel waren
aliawed lo cail aut just get back on the lrain, however e snzck car would remaln apen, Wel If thay wonldn't have been out
of evendhing it might have helped. -
Non-responsive
10262012 JCOMPLARIT |TRAIN _|LOUNGE SERVIGES |FOOD DEPLETED

- e

e



15502650878

‘102142012

COMPLAINT

TRAIN

LOQUNGE SERVICES

Hon-responsive

FOOD DEFLETED

—GnnaMessage—

Bxamption 6

Subjacl; Traval Foedback

Nafure of Comment: Complair, Suggesiun; Yraln, Station

Exemptiocn &

 Acidress2:

Clly:

Stale:

ZinfFostal

Caunkry: United Stales
Piimary Phone: - home
Mobile Phors:

Anrak Guesi Rewands #:

Resenvalion Numbar;

Dale of Iacident:
Time of Incident: 12:30pm

Mossage;
To Whom it Moy Congeri

hade'| calsn since acl’, My daughter and 1
decided la go [o e Gafe car whate we wailed anolher 45 mirades in line {o be told they wers out of chips, out of Pepsi, oul
ol Fizza andt only & fewliems laft. ' no quils sure whal the solulion to these problems shauld be, but you were aware [kat |

.«26...




1012282012

COMPLAINT

TRAIN

JFO0D UNSATISPAGTORY

»nurzsmal MeSEAGE— R

Subjact: Travel Fasdback Exemption &

Nalurs of Comment: Complainl, Suggastion; Trak

mxemption 6

Zip/Postal;
Country. Uniled Slales

Primary Phone: s - home
Mabile Phane:

Amirak Guesi Rewards k|

Reservalion Number gusy

Date of Incidenl: {0.22.2012
Time of Incidenl: 68,22

Message:

Y pir tafe card's coadit cacd machine was nol worklisg loday, &3¢ a3 & resull | was aet able to purchase breaidast and totally
alarved, Breakfast is (ke mostimportant meal of the day, and having breakfast on the Amtrak irain has siwaya been the
highlight of iy kip. This Is not the first thne this has kappenad. [ wish you would campensale me far this repaal
inconvenience. Ferhaps 8 vauchar or coupen to use in he Gafe so thal | may slil pel some food aven when your cradit card

maching isn't working. Also please have smanual prinl rachines (hat ceshier con use as backup In case the slecionle
maghine {sils, Thagks,

15502638770

2012

COMELAIT

TRAIN

LOUNGE BERVICES

Non-responsive

SLOW SERVICE

.20 MIN LINE FOR LOUNGE CAR
AND THEM FOUND SUT CREDIT CARD MACHINE WAS INOPERABLE SO COULD NOT PURGHASE MEALS..DINING

SVC WAS ALGO SLOW AS THE NEXT AVARABLE RESERVATION WAS WHEN THE PAX WAS DUE GFF THE TRAIN
—Orlgluat Message-~

Exemption &

Non-respongive 3 — opm | i FOIG 15 e lownga oar Lo gel Somerig (6 SHACK o axa after slaadng ih Ene for 20
mlnu!as l was fold they wers only ﬂecepilng cash because fheir crauit card machine was brokan,

Dl TOIB2120%2 3535 PA1
Subject: Trave] REEREEE

B | fien desided | will just make a resarvaiion for dirner so l <aul ! wat s ..umulﬁing

W ex lha cunduclur e b nskmg {or reservalions | waz tekd | caudin't gol one because the only ime they had was aller §
was due lo gel off the train, So i asked lhe conductor if o crodit card maching was golng (o ht‘: rxed and ahe said si;a dldnl
knuw hasatise e dining car has n-slhlnq lo g \Mih the Saunge car, How is that helpful 77 iEse :

2T



TRAIN WAS 38 MIN LATE...RAN CUT OF BEER ANR OTHER ITEMS
~Original Messaga—
Exemption &
Non-responsive ey -
Could we hiwve & baer on tha traln, you may ask? b, because Bie cale cor was oul of sioek an praclicaliy eyary
ke, You sge, desplle what your management may tink, ihis is acl t lhe way [0 rin & Busin
161222612 ;COMPLAINT [TRAIN LOUNGE SERVICES jFOOD DEPLETED

Non-responsive BB FCAFE RAN GUT OF PIZZAS AND REER
-Quldinal Message—
Frorm .
Date: $0/23/2012 Exemption 6
To: AR
Subjecl: Travel Feadback

. gH Afler

Non-respongive  |boarding in NYG before we even reached lhe first slop the Cafe Car had run out of af pizzas, (On a seml warm day a pizea
is more filliag than a salad). In addifon, later dusing the tip {al 12:50PM anly 1 hour and 30 minutes ine my delayed taln
trip} | wenl fe purchase some corona. According lo the cafe car eniployee a passenger purchased T4 baers and tleared oul
all heer on the Yrain. The facl you at most had 20 heers (1 had 2 befora + 14 puschased + 4 for other passengers) is
unacerplabie, You really need &o reslock your Irins al BOS, NYP, and WAS in order (o satigly (eod and beverage demand,

COMPLAINT |TRAIR  JLOUNGE SERVICES  [FOOD DEPLETED This |6 quite frankly a failure in basic sarvice. _—
Non-respongive
—Criginal Message—
Exenption 6 N

Reservalion Number:
Dale of ineldent: 10.24.2012
Time of incidenl; kh.mm
Message:

Non-responsive

15502020078 _110/2412012 ICOMPLAINT {TRAIN_[LOUNGE SERVICES |HOURS LNSATISEAGTORY . . . ]
PAR B Rxenplion 6
PAX SAID FOOD ON THE TRAR WAS OVERPRICED AND TERRIBLEH PAX LOST MONEY IN VENDING MACHINE AT
5509835084 [10252012 [COMPLAINT JTRAIN  JLOUNGE SERVICES [FOOD UNSATISFACTORY __ [HAVREIMVANTED AMTRAK TO REIMBURSE HER,

P B



Exemption 6

Non-responsive

Non«respongive

18502638000 |10125/2012 ICOMPLAINT [TRAM__[LOUNGE SERVICES _EFOOD DEFLETED
—Criginat Message— .
From: R B Exempticn 8
Date: 10/272012 12:30:61 PM
Messagal
I recently traveled on the NE Regional Traln #om CY to DG and nollced no vegelasian faod aplions. The foad car employee
, was subistandard and dide'l reslize thal chicken is meal and then aker | com; ed he braugh! me a shiimp cup ef noadien.
Non-responsive  [texplained thal shirs & nol vogatarian sither and he was upset
ISS02634B35 |10/26/2612 |COMPLAINT {TRAIN _ |{LOUNGE SERVICES _|FOOD SELECTION e )
PAX 0ID MOT LIKE THE HOTROG SERVED IN THE LOUNGE CAR,.STATES THE AGENT LIED TO HER TELLING HER
T WAS GOCH
—Ciiginal Message—
Frorn:g : Exemption 6
Cenerally, the slalf and crew are pleasanl and professional. The Conductors ware smiling angd engaglng which is nod easy lo
do with the publlc these days. | was a llitle surprised in the food car. | made the mislake of asking the person working there
about Ine hot dog {becnuse the cheasoburger| had o the norhbaund lrip on Wad, 10/24 made ma i} Mar raspanse was,
“i's gaod; | jusl had ore®. § shauid have knows better. It was avdul, not as bad as fhe burger bul stilt awful. On Lhe holdog &
hurgar the hread was ke rubber and e hurger moat is whal § Bink made me iil. Tho roal question s why did she have to
3602636368 1102772012 |COMPLAINT |TRAIN _ |LOUNGE SERVICES [FODD UNSATISFACTCRY  ffe? i . 1
PAX HAD TD RUSH TO CATCH THIS TRAIN ... HAD NO TIME IN BETWEEN SERVICES TO PIGK UP FOOR,,, PAX
IssnZBIGEEN {10/27/2012 |COMPLAINT |TRAIN _ |LOUNGE SERVICES {HOURS UNSATISFACTORY [THOUGHT ONBOARD FOOD WAS BAD.

-2~




iNon-responsive

PAX WRITES FOOD (BOTH LOUNGE/DINER) WAS “5 STAR" PRICY YET TASTED LIKE CAFETERIA FOOD...YOGURT
WAS EXPHRED

CAFE CAR - RUDE .
e Exemption 6

—Original Message-
From:
Date: 11/2/2012 7.45:29 PM

To I
Subject: Travel SEEREEN

Non-responsive

) 1 i 2
planned 1o have lunch on Lhe krain as we wanted to show our kids the full experience of lraveling an the train, This is where
my compiaint starts. The food on the train was al the fevel of a bad school funch but we paid 5 slar restawrant prices for it |
have nol had such hordble foad i guite some lime, and our bill was $65 for 2 adulls and 1 kids meal splil belween our two
kidsf,

A 1 iich time we: vere forced o faed
our kids again and having had such a horrible experience in the dinning car | was not going lo repeat that mistake so } wenl
to the lounge car, where there was a man named Joe Ihat saying he had a hairible allilude would be putting it mildlyl There |
bought 3 hot dogs, a personal pizza, chips and yegur for my family and & was $45111 this is oulragecus! $45 for carnival
food that was microwaved so it was horibly hard and disgusting. My kids couldn't even bite through the bun so hey ale the
(1SS026464058 10/27/2012 [COMPLAINT (TRAIN LOUNGE SERVICES |[FGOD UNSATISFACTORY hot dog and chips, The voourt was expived and it was $44_5i White silling there still for 5 hours we had numerous employees

-30-




15562646405

102742082

COMPLAINT

15802643465

T028/2012

COMPLAINT

TRAIN

TOAIN

LOUNGE SERVICES

[Non-responaive

Non~regponsive

PRICING

o e s
ol Kidds again and having had such a hordble expadanse in the dinning sar | was nol geing fo repeal Bal mislake s¢ | wanl

PAX WRITES FOOD {BOTH LOUNGE/DINER) WAS "5 STAR" PRICY YET TASTED LICE CAFETERIA FOQD. YOGURT
WA RS

By CAFE CAR - RUBE

Exemption &
—Qriginal Messaga—

Fram: g
(

IlIIIIlllIllllIlllllllllllllllllllllllllllllllllllllllﬂgﬂﬂﬂz
planned to have lenck on the irain 5 we wanied [0 show our kids Ihe fuli experience of traveding o [he Irain, This is wheee
sy complaind slarts, The food on the raln was at the level of a bad school lunch bul we paid & star reslaucant prices for i |
have nof had stch horrble food in quite some ime, and aur biti was 385 for 2 adulls and § kids meef spiil belween cur wo
e el e o

| ALwiich i we were forced 1o feed

tu he longe car, where There was a man named Joe (hat saying he had a homible aliiude would be putting it mitdly! There |
bought 3 hot doys, u personal pizza, chips aid yogurd for iy farmlly and it was $45H1 this is cutragaous] $43 for camival
fnod thal was mictowaved £o it was haxtibly Isavd and diegusting. My kids couldn’l aven bile through the bun sa they alo tha
ol dog and chips. The yogurt was expired and it was $451 While silling these slill for 6 hours we had mimerous employees

LOUNGE SERVICES

ITRAIN WA 6 HRS LATE..CAFE CLOSED

—Qriginal Message—

Exemption 6

Non-responsive

HOURS UNSATISFACTORY

foul food or beverage.
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15502643795

10/28/2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Nen-responsive

FOOD DEPLETED

16502642819

155026426818

11012012

COMPLAINT

TRAIN

LOUNGE SERVICES

FOOD DEPLETED

Fror .
Dale: 16/29/2012 9:01:52 AM Exemption 6

o RN
Subjech: Travel Fesdback
Reservation Numnber: (s

Date of Incident: 10,28,2012
Time of Incident; 10:00

The Cafe Car had exactly one muffin at ;

RES! pRg Exewption &

LATE.iL..OLIN DINING CAR ATTENDANT WAS VERY SLOW SERVING FOOD...PAX STATEDD DURING DINNER, HIS
STEAK WAS SERVED HALF COOKED..SEVERAL ITEMS IN THE DINNING CAR WERE NOT AVAILABLE,, PAX
STATED SERERWAS VERY RUDE, WHEN THE PAXS ACCROSS FROM PAX ASKED HiMt CERTAIN THINGS ABGUT
THEIR VESWLINER SLEEPER..

PAX STATED jiii GOT N HIS FACE AND TOLD HIM "THAT'S MY JOB".DIRTY PILLOWCASE IN PAX SLEEPING
CAR ACCOMMODATION..PAX BREAKFAST SERVED TO HIM LOOK-WARM...LUNCH-PAX BURGER BUN DRIED
OUT AND VERY CRUNCHY .VERY WARM ON THE TRAIN..J

B NREN WSEEm Von-responsive

1nerzez |

COMPLAINT

TRAIN

LOUNGE SERVICES

FOOD UNSATISFACTORY |

RES/Jiilll Exemption 6

LATE.JL.OLIN DINING AR ATTENDANT WAS VERY SLOW SERVING FOOD,..PAX STATEDD DURING DINNER, HIS
STRAK WAS SERVED HALF COOKED...SEVERAL ITEMS IN THE DINNING CAR WERE NOT AVAILABLE,, PAX
STATED Sl WAS VERY RUDE, WHEN THE PAXS ACCROSS FROM PAX ASKED HIM CERTAIN THINGS ABOUT
THEIR VEIWLINER SLEEPER,,

PAX STATED G GOT IN HIS FACE AND TOLD HIM "THAT'S MY JOB".DIRTY PILLOWCASE IN PAX SLEEPING
CAR ACCOMMCDATION, PAX BREAKFAST SERVED TO HIM LOICWARM..JILUNCH-PAX BURGER BUN DRIED
OUT AND VERY CRUNCHY,.VERY WARM ON THE TRAIN.. BRI

B B EmmEmR o -responsive

1110572012

COMPLAINT

TRAIN

LOLNGE SERVICES

~-Original Message— .
From; Exemption 6
Date: 11/52012 T:18:08 PM

Date of Incident: 11.05.2012
Time of Incident: 07.07

Message:
train 176 norheast regicnal cafe car comedy of errors continues: find car accepling cash only oul of convenience (aflowdng

Non-respensive

HOURS UNSATISFACTORY  §

early closure) | wil keep complaining every time | pay for a frain wh car that dees not have one working. | alse
promise 1o compliment once § find one that is open as advertised. 2 B :

15802637214
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15502647107 {11/05/2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

FOOD UNSATISFACTORY

-Originat Message—~

From Exemption 6
Dats: 11/65/2012 3:52:31 PM

To:

Subject: Travel Feedback

Reservalion Number: e

Date of Incident: 11.05.2012
Time of incident: 87,45am

Ihe cale carwas not open for the first hatf of the ride "due 1o a late delivery.” When il was opened | was informed oy bagel

could not be toasted because ihe toasler was broken,

5502637981 11/0072012

15502642706 {11/00/2012

COMPLAINT |

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

PRICING

WENT INTO SNACK CAR AND GAVE THE ATTENDENT 5- $1.00 BILLS AND ACCIDENTLY GAVE A $100.60
BILL....PAX THOUGHT HE GAVE THE ATTENDENT $6.00 SUT STD HE GAVE HIM $405.60....

.
|
[

|
|

TRAIN

EQUIPMENT

Hssazedr72t |1109z012

COMPLAINT

TRAN

LOUNGE SERVICES

Non-responsive

Non-responsive

FCOD DEPLETED

UNAVARLABLE - LOUNGE |

RESY (il Exemption &

NO DOME CAR

00 8210 §5 CSNOVIZ 06:05

DOME LOUNGE NOT ON TRAIN 51 TODAY
041 9801 S5 0SNOVIZ 13:15

R TR - OUT OF MOST FODD ITEMS IN LOUNGE

—Originat Message—

Fror. ARERT
Date: 11/8/2012 65:48:57 PM

To)

e
Subjecl: Travel RN

They ofiered a free voucher for a snack, and literally ran out after 15 people. Then, when
tmade itinto line 1o gel something to eat, hey were all out of almost every kind of sdible dinner itern. EEEGEG_GGTEIEE

Exemption 6

]

...33_



15502651417

11/08/2012

COMPLAINT

TRAIN

L OUNGE SERVIGES

PAX WAS TOLD ON THE PHONE HE COULD ONLY GET 2 PRE-ORDERED VEGAN MEALS THROUGHOUT HIS 31 HR
JOURNEY...HE IS REQUESTING REIMBURSEMENT SINCE HE DID NOT RECEVE HIS OTHER 3 MEALS ON THE
TRAIN

~Original Message—

From: AR
Date: $1/18/2012 1:00:45 PM
To ,
Subject: Travel Feedback . .

Exemption 6

Greelings Amirak Customer Service, | enjoyad the lravel accommodations on my relumn lip fo NYP with the Roomette. The
service was alleniive and very much appreciate. | requested in advance of my initial traved that | be provided with special
meals for my dietary needs - which are 100% plant based - sometimes referred to as vegan. | was told by Amtrak agenls on
the phone thal | could only have two special meals. The return trip was a 31 hour trip, | (sarned on the #ip that § was enlified
1o 4 or & meals yel | could only have two meals due 1o my diet racquiremenls, There was ne meal for me to purchase on fhe
menu; In addition If { ar entifled to & meals | should eilher receive them based on my dielary requiremenls or be relmbursed
for Ihe Tneats for which | am entited, Please explain whal Amlrak expecis of a passenger wilh special dietary requiremenls
{o do have meals on an extended lrip as Arntrak resiricls such passengers fo two meals for a 31 hour travel. Alse lhe 'Vegan
Burger on the Cafe menu is a very poor choice for a plant based snack. | reviewed the ingredienls and il is an unheailhy
FOOD SELECTION choice for being the 9’.’.!!’_,!?‘3?_!“_?9[,“9?‘3“ on the Cafe rmenu. jtis alse unpleasing in laste. Thank you. Sincerely.__

15502639465

111472013

COMPLAINT

TRAIN,

LOUNGE SERVICES

ouTRERCn T
PN SR

7S 506 TINOVY? S S
T N R

LOUNGE - RAN CUT OF FOOD

Non-responsive Kk T N N

g |

—Criginal Message~
1From:
1Dﬂ|e: 11M1/2012 6:47:58 PM
To:

Subject: Travel Feedback

Exemption &

Non-regponsive

FOCD DEPLETED

-34-



15802652301

H1ss02640686 _

11412i2G12

142012

COMPLAINT |

COMPLAINT

TRAIN |

TRAR

ILOUNGE SERVICES

LOUNGE SERVICES

Non-rezsponsive

Non-responsive

Exempticn 6

gL OUNGE FCOD PRICES HIGH

~Original Message—

From

bate: 112012012 4:10:56 PM
To

Subject: Travel Feedback

R | -1 ¢! v had D Llked lo rucely
by the |MMMININE . <\alf and the snack bar atlendan| ] - | asked a simple question about time, and was talked down lo
like | was a child by one of he SRR (2 If they hat something beller o be doing). Several times | went to the snack
bar ancijii] would be on break. The ficst fime | went up stairs and asked the staff, they sald he was on break. | respecied
Inat, everyunie needs a break. Approximately an hour later | went back to the snack bar, stiil closed. | wenl up stairs and
asked the sialf again, receiving the same response, | made lhe commenl that he lakes tong breaks. A couple of minutes
later they anncunced the bar was open, | had to gel them 1o open it the same way Iwice. The P.A, systam is not audible to

anyone. | asked the slalf abowt it and they said "lhal's what it is” wilh an attitude. SR
U

The prices for food

Non-respongive [aewayb high, Amirak seems lo offer no stops where you can obtain allemnale food sources.

PRICING

FOOD UNSATISFACTORY

- 0O0O0O0O0O0OoO0O0O0O0O0oOoOoOo-0oO0OoOo0ooo—— % .1
O o o O o069 ]
e ——
O
O
jacluaﬂy sal slaring al (hem lrough the window untit gel their allention Lhal he snack bar was closed again. I

--Original Message—

From: NG Fxemption 6
Date: 11/19/2012 12:45:42 PM

Date of ncldent: 11.14.2012
Time of Incilenl: 4:00pm

Message.

Dear Amtrak, | ordered a chicken sandwich from lhe Acela Cafe while on board fraln # 2166 from NYP to BOS on 11/14.
Affer iaking a bite of my sandwich, | noticed the bacon was not cooked! | then opened the sandwich and sawhat | had raw
bacon in my sandwich. The bacon was supposed fo be "smoked” and it clearly wasa't, | brought my sandwich i Lhe Cafe
and they agreed it was Indeed raw and offered 10 cook | for me. | declined and she offered me another sandwich, which |
acceplted. She fen charged me a $1 for the difference in cost for Ihe new sandwich. As you can imagine, pork should be
fully cooked so | was quite alarmed and felt il was important enough 1o write Amirak of this situalion. | am a loyal
AmtrakiAcela customer and have always experienced excellent service whife on board your trains. | stroagly urge you {o
investigate yaur catering provider. Besl Regards, FSERSS

-35-




BOTTLED WATER WAS PRICY...PAX DRANK FAUCET WATER LATER AND GOT SICK
--Original Message—
From: R RS .
Date: 112272012 8:32:50 M Exemption &
To:
Subject: General Inquiries
Nen-responsive R : 2 g W were lala making our arrangemenls due to a family
emergency S0 dld nul have the hme tu get buuled wa(er or any food {o biing along. We purchased some of your expensive
botlled water and then after thal we drank sorme of e water from e walst dispenser because that appeared to be what il
was for, Well guess what, | got sicker than a dog! Wilh the family emergency, | did not nead 1o be sick and throwing up, §
15502642349 [11/16/2012_ JCOMPLAINT [TRAIN _ |LOUNGE SERVICES IPRIGING . ¢ labeled not patable! H was horrble | RS
Non-responsive  presemsmmmmmy HOT CLMATE. WATERY HOT COCO
—Criginal Message— ]
From EEpRARE  Cxemption 6
Date: 1172120672 7:42:18 AM
o R
Subject: Trave! IR
HNon-reaponsive
19502651821 |11/20/2012 {COMPLAINT ITRAIN _ JLOUNGE SERVICES _|FOOD UNSATISFACTORY i ' '+ hlct chocolate was very watery. | paid way loo mugh for samething thal was very bad.
—Onglnai Message—-
Fros
Dala 1211612012 BST{E6PM  Exempt ion 6
Sub;‘ecl: Travel Feedback
For lhe sacond lime on a frain, | was fold | couldn't get tea in my reusable travel mug in the snack car. The reason was
supposedly some health regulation. This is ridiculous, and not good sustainabilily practice. As far as health issues, il's MY
115502648525 111/21/2012 {COMPLAINT jTRAIN LOUNGE SERVICES |FOOD UNSATISFACTORY cup; I'm drinking out of il #it's not clean, that would be MY problem.

_3 6._..




15802655700

11/24/2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-regpongive

Non-responsive

FOOD DEPLETED

[Non=responsive i

—Original Message—

Exemption &

From:
Dale: 147262012 12:21:24 PM
g

Resenvation Number GESEEER

Date of Incident:
Time of Incident: 12:00

Message: .
To whom it may concermn: i g
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own, this isn? t a major issue, but combined with delays and poor expeclatien management, it further becomes one. Ona
positive note, | would like to appiaud lhe allitude and the individuals whe you hire to check fickets and walk through the
aistes on both trains. They ware helpful, friendly, and generally inade Lhe Irip a bedler experience. JEEEEENTNGGITNN
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1142142012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-reasponsive

FOOD DEPLETED

—-Original Message-—

o RN

Dale: 11/26/2012 2:46:10 PM Exemption &
To SR

Reservalion Number: EEEEEEg

Dale of Incident: 11.21,2012
Time of Incident: kh.mm

Message:

Travelfing SNS to BUR on Coast Starfight 11 wilh my husband & sister we expecled to have lunch onboard. Dining car was
fuliy booked until 3pm so we wenl fo the cafe where the allendant was already runring out of food al 1:00 pm. | returned to
Iha dining car 1o make a dinner reservation & was lold they were only serving 5:00-8:00 & would nol be able to serve even
the sleeper accommodation passengers. The purse: i was distracted and unorganized. Politely explaining that my

husband is diabelic 8 we had avery expectation of baing able to gel foed onboard | was teld to come at £:08 pm where wa

15502650468

_ Eeaz01z

COMPLAINT |

TRAIN

1172402012

COMPLAINT

TRAIN

LOUNGE SERVICES_|

LOUNGE SERVICES |

Won-responsive

ERICING

FOOD UNSATISTACTORY

PAX COMPLAINED THAT CREW WAS MIXED COMPETENCY. THE DINING ROOM CREW WAS THE WORST SHE
HAS ENCOUNTERED. WAIT STAFF FEMALES WERE GOSSIPING AND INATTENTIVE TO DUTIES.

PAX COMPLAINED THAT COFFEE WAS TERRIBLE AND HER CUP WAS DIRTY. WHEN SHE COMPLAINED THE
FEMALE DINER CAR MEMBER ACTED LIKE BHE WAS PERPLEXED THAT PAX WANTED ANCTHER CLEAN CUP.
FPAX FELT THAT DINER STAFF WAS LAUGHING AND COMMENTING ABOUT HER AND HER CONCERRNS.

PAX REQUESTED QUICHE FOR BREAKFAST AND IT BORE NO RESEMBLANCE TO QUICHE.

PAX FELT THAT DINING CAR STEWARD WAS DOING A FAIR 4OB, BUT HER STAFF HAD BEEN HAVING A GREAT
TIME SANDBAGGING HER,

PAX FELT THAT THE SNACK CAR ATTENDANT, MOSES, MADE SEVERAL ANNOUNCEMENTS IN BAD TASTE. PAX
|FELT THAT HE DID NOT EXHIBIT CLAGS OR INTELLECT.

PAX STATES HE WENT TO THE LOUNGE CAR FOR A CUP GF COFFEE. HE WAS INITIALLY TOLD 8Y THE
ATTENDANT THE CE MACHINE WAS NOT WORKING. AFTER A FEW MINUTES HE WAS ABLE TO PURGHASE THE
COFFEE WITH HIS CARD. HE WAS NOT GIVEN A RECEIPT. HE LATER REVIEWED HIS ACCOUNT AND SAW HE

WAS BEING CHARGED $10 FOR THE COFFEE. ADY PAX TO DISPUTE CHARGE WITH CC. HE JUST WANTED TO
LET LS KNGW.

...38......




T TExemption 6
RES

PAXS STATED THE FOOD IN THE DINING CAR WAS TERRIBLE, PAX STATED THE DINING CAR ATTENDANT
SERVED THEM THE WRONG MEALS AND A HARD TIME CORRECTING THE ORDER...PAXS STATED THEY
OREERD A BAKED PCTATOE AND WAS SERVED RICE AND WHEN THEY TOLD THE ATTENDAND HE LOOKED AT
THEM LIKE THEY WERE CRAZY,,.CHICKEN DINNERS COLD, CHICKEN HARD UNCOOKED...PAX STATED THEY
5502642471 [11/25/2012 [COMPLAINT {TRAIN LOUNGE SERVICES [FOOD UNSATISFACTORY

Non-respongive

BOVERPRICED LOUNGE FOOD

~Original Message~—

From: Exemptbion &
Date; 1142502012 6:30:58 PM 3

To:
Sublect: Travel Feedback

e —————————————

(as If L wasn'l gouged enough on Iha lickel price already) SRR

15902652766 11125212 |COMPLAINT [TRAIN__ JLOUNGE SERVICES |PRICING 'm___. e

—~Original Message—

Frorn

Date: 11/26/2012 12:21:24 PM Exemption &
To:

Reservation Nurber: SR

Date of Incident:
Time af Incidenl: 12:00

Non-responsive

4
W
]
@
o
L]
[

‘The frain ran out of main substanalive ilems in the cat?? car ralher early in bolh tips, On ils
own, lhis isn? ta major issue, but combined with delays and poor expeciation managermant, it furher becomes one. Cn a
positive note, | would like to applaud the altitude and the individuals who you hire to check fickets and walk thraugh the
aisles on belh rains. They were helpful, friendly, and generally made the lrip a beller experience, While | understand thal
Ihis fravel #me was busy, thal should have been expected, and as lhe weather was cooperalive, Amirak? s ability to manage

axpectation sheuld not have been as challenging as it appeared. SN

Nen-responsive
15502655700 111/25i2042 |COMPLAINT |TRAIN___|LGUNGE SERVICES |FOOD DEPLETED ENRRN . .
15502641911 T{ 2802012 ICOMPLAINT [TRAIN __|LOUNGE SERVICES IPRICING PAX STATES THE ATTENDANT REFUSE T0 GIVE HER A CUI OF HOT WATER. SHE MADE HER P,
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15502645309

118502645080

15502645890

1142612012

COMPLAINT

TRAIN

LOUNGE SERVICES

PRICING

Exemption 6
PAX STD THAT HE PURGHASED FGOD O THE TRAIN AND DID NOT GET A RECEIPT....PAX STD THAT HE WENT |
TO THE AGENT AND TOLD HER WHAT IT SAID ON THE BACK OF THE BOOKLET AND SHE TOLD HIM TO CALL
AMTRAK.....

PAX STD THE AGENT WAS A BLACK WOMEN IN HER TWENTY'S...

114262012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-regponsive l

Non-responsive

FOOD DEPLETED

RES GRS - NFUSYR....11/26/12.. PASSENGER HAD A TURKEY SAKDWICH WITH CHEESE..IN THE
£ OUNGE. ..AND SHE ASKED THE ATTENDANT IF [T HAD ANYTHING WITH TOMATOES ON IT AND HE ASSURED
HER IT DID NOT ... AND PAX 8TATED THAT SHE IS ALLERGIC TO TOMATOES..PASSENGER HAD TOGOTO A
HOSPITAL IN SYR... BECAUSE HER THROAT CLOSE UP AND SHE BROKE OUT IN HIVES... e
R -SH" STATED THAT THE SANMDWICH HAD A BLEND OF SEASONING ON THE GHEESE
ITHAT TOMATGES IN THE SEASONING.....EVERYTHING ELSE HAD TOMATOES ON IT....AND THIS WAS THE ONLY
{ITEM THAT DID NOT HAVE TOMATOES ON 1T... i

112612012

COMPLAINT

TRAIN

LOUNGE SERVICES _

18502648517

ISS02643730

111282012

1172712012

COMBLAINT

TRAIN

LOUNGE SERVICES

Exemption 6

Mon-responsive

FOCD UNSATISFACTORY

EXEmption 6
Non-responsive

PRIGING .

RES I NFUSYR.... 112612, PASSENGER HAD A TURKEY SANDWICH WITH CHEESE...JN THE
LOUNGE....AND SHE ASKED THE ATTENDANT IF [T HAD ANYTHING WITH TOMATOES ON §F AND HE ASSURED
HER [T DD NOT ,...AND PAX STATED THAT SHE IS ALLERGIC TO TOMATOES...PASSENGER HAD TO GO TO A
HOSPITAL IN SYR...BECAUSE HER THROAT CLOSE UP AND SHE BROKE OUT IN HIVES. . i
wSHE STATED THAT THE SANMDWICH HAD A BLEND OF SEASONING ON THE CHEESE
THAT TOMATOES IN THE SEASONING..... EVERYTHING ELSE HAD TOMATOES ON iT...AND THIS WAS THE ONLY

ITEM THAT DID NOT HAVE TORATOES O 1S
S
-
]

}PRESEDENT:.&EE g 1HR 32MINS.

T
PER PAX TRIP WAS SPOWLED WITH THE ELIMINATION OF THE DINING
CAR. (4 CRESCENT HALLMARK), PAX PURCHASED COFFEE & WAS CHARGED $2.25, POSTED PRICE WAS $2,
ACTUAL ITEM PRICE SHOULD BE CONSISTENT WITH POSTED PRICE, .

COMPLAINT

TRAN

LOUNGE SERVICES

Exemption &

Non~responsive

FOOD UNSATISFACTORY

RECHNNMEN - TRAIN 14....11/28/12....MEAL WAS NOT VERY GOOD AND CHICKEN DINNER DINNER WAS COLD N
THE CENTER... AND WAS VERY HARD TO CUT...HE DID NOT ENJOY IT...




WENT TO GET COFFEE AND NON BRAND FOOD, CHARGED .50 MORE THAN POSTED PRICE, PAX DID NOT
COMMUNICATE ERROR IN PRICE OR DISSATISFACTION WITH FOOD, WAS IRATE AT QUALITY AND
OVERCHARGE .50

15502644301 _|11/20/2012 {COMPLAINT {TRAIN __ |LOUNGE SERVICES

LETTER LOGGED

RESVEREEEE FExemption 6

PAX SAID SHE PURCHASED A SALAD G BOARD THE TRAIN AND WHEN SHE GOT BAGK TO HER SEAT IT WAS
FROZEN SHE PAID 7.50;;; SHE SAID SHE WAS FOUR CAR AWAY FROM THE LOUNGE CAR SO SHE DID NOT
15502648586 _{11/20/2012 [COMPLAINT {TRAIN,__ILOUNGE SERVICES |FOOD UNSATISFAGTORY _ |RETURN IT AND IS REQUESTING A REFUND FOR 7.50 FOR THE FROZEN SALAD

—Uriginal Message- S
Fom: R \
Date; 12/27/2012 10:15:59 PM Exemption 6

To:
Subject: Other

(5802660063 12/06/2012 |COMPLAWT [TRAN _|LOUNGE SERVICES |PRICING Why was | charged $12 and $14 for cale service?

Non-responsive
[
]

Officer Customer Service CNOC
Exemption &

PR . TR 52., PAX SAID THE AGENT WAS NOT IN LOUNGE CAR... Sl D aee)

1Non—respczmj'.ve
H

15502646436 112/07/2012 |COMPLAINT {TRAIN _ JLOUNGE SERVICES _|HOURS UNSATISFACTORY |
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Non-respongive

Exemption 6
LOUNGE ATTD SEEMED TO BE UNATTENTIVE TO PAX...PAX USED A PACKET OF MAYO THAT WAS VERY
OUTDATED AND IT SQUIRTED ALL OVER HIS HAND AND PANTS...THE COND CROERED THE ATTD TO GIVE Hit
ANOTHER MEAL AND HE WANTS TO PRAISE THAT COND

~Original Message-

From: SRR -
Date: 1201072012 21350 Py DXEmption 6
To:

Subject: General inquiries

& | knowthat | am nol an
experl on your se butt &5 a manager ty £ figured you should know about your slaff, First
you should know your cafs car attendant was riof very attentive throughout the irip, even to the point thal the conductor had
tokeap laliing him lo get up and help lha customers - he {cafe car altendant} sesmed to be much mors worded sboul his
movie for the first half of the trip and was mare worried aboul the Football game on the second half of the ¥ip. (he had the
game playing at "his table” In the cafe car which was not In view of the waiting customers, thus he could nol see many of the
people waiting) The second and personally more frustrating incident the mayo that was pul ol for guests to use {on our
sandwiches that we purchased in the cafe car) was spolied, very spoiled. While (ais is not his fault and § completely
understand this; when | pit it on my sandwich because it was 5o spoiled it spurted out very fast and ended up all aver my
clher hand and seme of my pants. When { went up to 1o give him back my
sandwich and seek a resolution he lold me "Wedl I'm not geing o ciean you up, go lo the bathioom® | weal o the bathroom
and washed my hands, wiped off my pants and came back lhe conduclor saw me and asked whal was wrong | fold her and
she made him give me a new sandwich, He never apolegized, or even allempled to seem to care. After getling great service
from pecple that cared in the pasl on Amikvak | was vary surprised to see the way lhis employee trealed his guests. | hope
this was isolated incident but because it seemed 1o be throughoul the whele Irip | think it was sormalhing you should krow
about. NN Harrisburg - NYC - Vermanter (windsor) PS:

SRR :
Date: 12/8/2012 3:43:58 PM Exemption 6

Have bien on 1:45 out of Chicago for over an hour. No services, Mo baverage avaitable. No wine no rum ne bud light damn
near everything gone. . We are at Jokiet and cafe car closed, WLy

PAX WIFE CALLED STATING HER HUSBAND GOT SICK FROM THE FOOD IN LOUNGE GAR PAX HAD A HOTDOG ..
ON THE TRAIN BACK IN DEC. AND THEY CALLED AND WAS TOLD HE WOULD GET SOMETHING I THE MAIL

TOWARDS NEXT TRIP AND SHE STATED THEY NEVER HEARD ANYTHING BACK OR GOT ANYTHING IN THE MAIL
I WAS UNABLE TO FINE ANYTHING ADV | COULD STATE CASE FOR HilM AND SEND TO CLAIMS ..., SHE STATED
SHE WILL HAVE HER HUSBAND CALL BACK _

IS502647273 (12/09/2012 ;COMPLAINT [TRAIN __|LOUNGE SERVICES |FOOD UNSATISFACTORY

~-Original Message—

From;,

To

Subject: Travel Feedback

Reservalion Number: SRR
15502657038 _|12/09/2012 COMPLAINT :TRAIN LOUNGE SERVICES FOOD DEPLETED

PNREEEmRE Sxemplion 6
18802696087 [12/10/2012 |COMPLAINT [TRAIN  [LOUNGE SERVICES _|FOOR POISONING _
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—Original Message— Exemption 6

From)

Date; 42/12/2012 &:14:19 AM

Message:

| cannol belisve | am going 1o wile this but | am currently riding on your 2160 (which | de weekly) and £ am kying o geta
small cup of hot water from the Cale car. | am being told thal { can only get & iarge cup of hot waler fer a charge of $2. And
lhat the small cups of hol waler are for Catmeal ONLY. | have not had a problem with this before as § was previously told
thal the large cups are counted by Amirak and indeed must come with a charge but that the small cups may be given for
free. So | ask, what is your policy? Can a passenger get a smali cup of hot water for free? Oddiy enaugh, | was fold that |
could have a hol or celd cup of waler In a “plastic cup” for free bul thal the cup may melt, Bizasre, | am a regular rider and |
am Irylng 1o undarsland your policy, thank you, i
15502647744 _ |1212R2012

QUNGE SERVICES PRI

Non-responsive

*

ISS02647944 _112/13/2612 ICOMPLAINT [TRAIN _ |LOUNGE SERVICES _|FOCD DEPLETED

4
i
H
!
‘

RES/ Exem%t ion 6
15502648427 |12/13/2012 ICOMPLAINT [TRAIN  |LOUNGE SERVICES {FODD UNSATISFACTORY  {PAX STATES RINGING O

—-43-




16502056373

121472012

COMPLAINT |

15502660328

12182012

COMPLAINT

TRAIN

HOURS UNSATISFACTORY

~Qrigénal Message—

Exemption &

Ressrvation Number: GRS

Dala of incldent: 12.16.2012
Tine of Incldenl; 10,20

We went 10 go purchase food fiom dhe cafe under the assumplicn (kat it was epes unté 11pm. The womnan announced (that

she was laking a break al B:50pm bul, 33 it lns oul, she never teluned.

Thi conductor lold us that she is the osly slaff aboard Ihe train Ihat has keys fo the dining car and tho cafa, Durlng s Irip

we have goltan foad rom her about 4-5 times and each lime she seemed vary harsh, cold, and unwelsaning; fhis io net the
type of behavior expect from the sall af such a repulalie bushess,

TRAIN

LOUNGE SERVICES

FQUIPMENT

Non-~responsive
UNAVARABLE « LOUNGE

ACCORDING T SERVICES THERE 18 NO DININGISNACK CAR AT ALL.., PAX WRITES THE BININGISNACK CAR
WAS NOT OPEN

i 238C ALBNYP 1205P 47JAN 235F @ N Jvi
—Grighal Moasage—

Fiom:j g
Crate: 1271820121
T AR
Subjecl: Travel Feadback

worm | Pxemption 6

You Asked: | sm lraveling from Albany NY te NYS on
RSy ond the dining car is nol open. 5

18502654428

(8502660614

I5Ei265567].

141712012

COMBLAINT

TRAIN

LOUNGE BERVICES

FOOD UNSATISFACTORY

PAX DALGHTER STATES THER THERS FOGD, THE CROR APGLOGIZED AND WROTE |

A REPORT,

B0tz

COMPLARMT

TRAIN

LOUNGE SERVICES

a 'Lﬂd; wilh ne name tag on keep screaming and ruuniﬁ; (he ludy would come back Iaugﬁfn{ﬁgﬁh smilling shie was stow
and nol fendly

1212072012

COMPLAINT

TRAIN

JUNGE SERVICES

SLOW SERVICE

Non-responsive

FO0D DEPLETED

N MONTHLY RIDE Tix EXEHpEIon €

WENT THROUGH EVERY CAR ONLY G

O 4BOTTLES
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8502756478

15502666655

12/21/2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

FOOD UNSATISFACTORY,

AULIEL A A TH WIN AU HER HERMID SRR
—Original Message—

o, R
Date: 81222013 113138 AM  Exemption 6
To:
Subjecl: Travel Feedback
SubJect: Travel Feedback

Nature of Cormment; Ceraplaint

Name:

Emall:

R
Address |- s Exenption €
Address2:
City: IR
State: Bl
Zip/Postal:
Counlry: Uniled States
Primary Phone: SRERSEEERE] - home
Mobile Phene:

Amirak Guest Rewards ¥ SEEEEE
Reservalion Number s

Date of Incident: 07/28/2013
Time of Incident. 5:54 pm

Message:
1. The Bistro added a $2 tip lo my $11.50 purchase, which t charged to my credit card. | fearned this when | received my

Discaver statement yestercy. I T

121222012

COMPLAINT,

[TRAIN

LOUNGE SERVICES

Non-responsive

Non-responsive

FOOD UNSATISFACTORY

RES. (RSl Fxemption 6

PAX STATED THE BREAKFAST SAUBAGE WAS FROZEN IN THE MIDDLE.

PAX STATED HE {NFORMED THE DINNER ATTENDENT ABOUT THE FOOD BEING PRE COOKED, & SHE ASKED
WHY 8 | EXPLAINED THE SUASAGE WAS FROZEN iN THE MIDDLE & SHE NEVER ASKED IF I WANTE IT
COMPLETELY CCOKED OR CHANGED, SHE DID NOT MENTION ANYTHING.

i
i
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Non-responsive

TITR 745, THERE WAS NO FOOD AVAILABLE

Exemption 6

Emall from Pax:

‘The chefin the dining car, [ was !he warsl. That woman has no idea whai the
term customer service means. Breakfast is served at 6:30 am, My wife and | arrived al the dining car al 6:24, She asked us
whai we were doing there and | replied we had come for breakfast, She said we weare early and tokd us to get out and come
back al 6:30. | asked if wo could al least sif down until 6:30 and she replied thal we had to leave. Jiiii] had handled a simiar
siluation by explaining they weren't open yet and inviling us fo sit down and asked if we would like some coffee. And-
the guy in the cafe car continously closed his car and reopened withoul ever making an announcement. | went down there
several times o purchase coffes only ta Fnd him closed. The conductor in éur section got info shouting matches wilh
SEVE(HI customers. SRS St g - o B L P OO S L L D A = i b

Dale: 12/23/2012 4:31:01 PM .
o Exemption &

Ta:
Subsecl: Travel Feedback
Reservation Number: SRS

Date of incidenl: 23Dec2012
Train 321 laft Chicage at 1:45,cafe did not open til 3:13. Too many ppl on lrain and ane small counter. Ling se long they are

nol takin any mere ppl for awhile,

Non-responsive
16502669524 112/22/2012 |COMPLAINT ITRAWN  [LOUNGE SERVICES |HOURS UNSATISFACTORY
16602653058 {12/23/2012 ;COMPLAINT [TRAIN  [LOUNGE SERVICES _|FOOD DEPLETED
—Original Message—
Won-responsive
15502659462 |12/23/2012 [COMPLAINT {TRAIN  |LOUNGE SERVICES |HOURS UNSATISFACTORY
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[0!"1).*\ FETPERPHAL T

T Exemption 6

Non-responsive

HE WAS VERY UPSET THAT FOOD WASN'T BEING SERVED ON THE TRAIN AND HE HAS A MEDICAL CONDITION

WHICH HE SELIEVES CONTRIBUTED TC HIS FALL. HE FELT DIZZY.

;THE LOUNGE & DINER WERE Ci O5ED DUE TO NO POWER AFTER THE ACCIDENT.

] Non-responsive

i
ISE02651109 1212412012 [COMPLAINT [TRAIN _ |LOUNGE SERVICES IHOURS UNSATISFACTORY _pEdRasaed ST =~
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SS02651678

15502656656

Non-regponsive

_ {THE PAX COMPLAINED THAT SHE DID NOT HAVE ANYTHING YO EAT FOR OVER 9HRS. THE LOUNGE WAS

Non-responsive !

CLOSED.

Exempticn &

12/26/2012 |COMPLAINT |TRAIN _ {LOUNGE SERVICES |HOURS UNSATISFACTORY
Won-respensive
12/26/2012 ICOMPLAINT [TRAIN __|{EQUIPMENT UNAVAILABLE « LOUNGE ____{ON BOARD

LETTER LOGGED
RESV. [l Exemption 6

R T RRERREERNGREER THE TRAIN WAS QVER S0LD BOME PAX HAD TO 84T IN CAFE; THIS
CAUSE THE GAFE SERVICE 10 BE SHUT DOWN FOR TEMPOORARILY AND WAS A INCONVIENGE TO EVERY ONE

.—48-



6‘“‘”‘“‘““7"‘“ e o e e £ AR R e 18 1 e e ot 281 3 000

lPAX WRITES E-MAIL REPORTING DELAYED TRAIN AND POOR COMMUNICATION..ALSC CAFE CAR RAN OUT OF
WIME :

Non-responsive -]

Exe

- ]
[ Py e
i A RGN R
o p—

oo s ,
—Criginal Message— .Exemption €
From: R :

Date: 12/26/2012 11:38:03 PM Exemption 6

To;
Subject: Travet Feadback
Subject: Travel Feedback

Natura of Comment: Complaint, Suggeslion, InquingRequest; Train, Statlon

sl RN Exemption 6

Zip/Pustal;

Country: United States
Primary Phone: - home
Mobile Phane:

Amirak Guest Rewards #:

Reservation Number: SRS

15802660657 ;121262012 _|[COMPLAINT [TRAIN _ |LOUNGE SERVICES |FOOD SELECTION _{Date of Incident. 12.26.2012

-4 9_




{15502652471 |

18502654725

15502662146 _

12/28/2012

121282012

1202680m2

Non-responsive

Neon-responsive

Exemption 6

—Original Message—
From:

Date: 1/3/2013 7:06:38 PiM
Tor!

Subjecl: Travel Feedback

To Whom It May Concern,

What | am wriling to you aboul is not the delays themselves, but
he manaet in which they were handied by Amlrak. On the finat porlien of the ¥ip after crossing the border into Canada, the
Cal?? car was opened for a short lime and (hen ciosed for the night. Approxirnalely an hour and a half after closing the car
for the nighl, the announcement came kat thera would be further delays due to the storm. However, despile this being lhe
case lhe Gaf?7 car did not re-open. This left many, including myself, without food {if they kad not gollen the opportunily
during Ihe short amount of time it was apen) for 5+ hours, | feel that (his s unacceptable and food shauld have been made
availabe if possib . R

_JCOMPLAINT {TRAIN _ |EQUIPMENT UNAVAILABLE - LOUNGE __ o
Exemption 6 ]PNR“
PAX CALLED FROM TRAEN AND SAID HIS WIFE IS A VEGETARIAN AND CAFE CAR 1S RUNNING OUT OF FOQD, NO
CHIPS AND NO FRESH FRUIT, HE WANTS TO GO INTO THE DINING CAR TG EAT. ASKED US TG CALL THE
COMPLAINT [TRAIN Il OUNGE SERVICES [FODD DEPLETED {TRAINJADVISED PAX WE CANNOT. o
Non-respongive : : i - she states thal she had been making
food runs for the other pax because (he allendant did nol core down to chk on them - ,
states that the attendant did net coma down lo chic on anyone one -
COMPLAINT [TRAIN {OUNGE SERVICES IFCOD DEPLETED L
NG DATE OR TIME GIVEN
~Oyiginai Message—
Frem| :
Date: 12/28/2012 §0:46:16 AM Exemption &
To:
Gubject: Travel Feedback
Non-responsg ive { received an email on Dec
41k (hat Capitol Corridor was serving refills again for coffee. So | wenl lo the cale allendant and she slated | would have to
Luy ancther cup, that you dent do free refills. | even showad her the email on my phione and she said il was too smail 1o read
on my phone. She clearly didnt know of any policy change and | understand its just a refil but she made no allempt {o figure
out her new policy. Amtrak needs to get their employees trained beller and show some betler cuslomer service. | will refrain
COMPLAINT {TRAIN LOUNGE SERVICES |FOOD LNSATISFACTORY from buying coffee unli you get the probler fxed, Thanks
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15502661137

15502656555

1202912012

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

Non-responsive

SLOW SERVICE

12/30/2012

COMPLAINT

TRAIN

LOUNGE SERVICES

Exemption 6

Non-responsive

FOOD UNSATISFACTORY

1
i

—Criginal Message— Exemption &
o ;

Dale: 12/26/2012 10:42:56 Pt Lxemption 6

To!

Subjecl: General Inguiries

This s the worst experience. 8

BERSGRERRY 1 took me 41 minutes fo gel a diet coke and a regular coke. TR S B

RES. 1 R
FOOD UNSATISFACTORT:

PAX STATED THAT AGAIN HIS BAUSAGE WAS COLD & HIS WIFE HAD BLACK CURLIE HAIR IN HER Fiiisg

15502662145

12/30/2042

COMPLAINT

TRAIN

LOUNGE SERVICES

HOURS UNSATISFACTORY

pax emalk;

—Chiginal Message—
Fror R
Date: 12/30/2012 8:45:38 PM

T RN revption ©
Reservation Numbe r i

Date of Incident: 12.30,2012
Time of Incident: 20:23

Message:

worst service ever, since | ook the train at Toronto § wasn't allow to bring any food,its been more than 12 hrs on the train
and even thaugh | had the opporiunity to buy some foad at your cafe at 2 pm. We are stuek in the middle of nowhere 8:29
prm more than an hour with no cafe service, no crew berlo give an explanation, First and last time. Good luck 1!

..._.51......




Mon-reaponsgive

Food service is another problem on the Adirondack because popular items such as sandwiches, juices, pasiies and wraps
run oul afler aboul lhree hours. This means thal fillle foad is available for the olher eight hours of the run.

We: continued our trip by Amlrak to Philadelphia and after a few days there traveled on by Amtrak to Sealile and then {o
A , BG. We experi d courteous service, comfortable accommodating and good food.

Non-responsive

|iss02666267 123172012 ICOMPLAINT |TRAIN _ {LOUNGE SERVICES |FOODDEPLETED SN s S T i o T S
PAX ADV HARDLY NG FOOB IN GAFE CAR BUT DID NOT MENTION WHICH ITEMS WERE AVAILABLE VS NOT
AVAILABLE

Won-responsive
I1SE02650573 _{01/01/2043 ICOMPLAINT [TRAIN _ |LOUNGE SERVIGES {FOOD DEPLETED
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Non-responsive

—Original Message—

From: R .

Date: #/7/2013 3:14:44 PM Exemption 6
Te,

Subjecl: Travei Feedback

Dear Sir or Madam,

In addition, since we di¢ not know the specified boarding time
{no announcement was ever made), we could not purchase any food during our entire fime because we were afraid lo miss
lhe train. Please alsa note (hat many restaurants and food courl also closed earfier due to Jan 1. Amlrak, however, did not
provide us any food or drink, We have no food over 3 and half hours during dinner time was a lille bit excessive. IR

T
e
Again, no cump!imenlarymler or racks were even provided, Then, about an hour of our tiip, we decided lo go to cafe car

1o buy food, We inlended 1o buy some noadles and burgers to strive cur hunger. Unfortunately, the sales person informed
us that all nocdles and burgers were out, only snacks, aka jurk food, are available. We were disappointed without

ritrhia s i

Withioul nolification, Amirak deprived cuslomers to seck alternative Transportation (in cur case, we could rent a car), o
purchase feod , and a reslful night,|

I8 85_|D101:2013_[COMPLAINT ITRAIN __|LOUNGE SERVICES _IFOOD DEPLETED T
Exempion ¢ RN UPSET THAT HE IS BEING CHARGED 2,00 FOR A CUP OF HOT WATER /i HE DOES NOT HAVE HIS
(15502662815 101/02/2013  |COMPLAINT JTRAIN LOUNGE SERVICES |PRICING OWNCUP _ o e
FPAX CALLED STATE STHAT THE FOOD WAS NOT GOOD - ISSUE WAS NOT ADDRESSED ONBOARD -
PAX ALSO STATES THAT SRR IN THE LOUNGE WAS SHORT AND RUDE -
15502654693 |04/02/2013 |COMPLAINT (TRAIN LOUNGE SERVICES |FOOD UNSATISFACTORY = [APOLOGIZED FOR INCOVN - Exemptlon 6
TRAIN WAS 36 MIN LATE...FOOD DEPLETED LOUNGE
-Criginat Message— ’
Fro: SRR tion &
Dale: 1/2/2013 5:29:27 PM zemption
To: EREIRE
Subject: Travel Feedback
: S S PO
Non-responsive "
RS TR ENRN - (¢ et was poor, verylitile healthy on it, and then 10 ming out of NY Iiry and buy
4 Cesar Salad - "Rope got none” was the response - without warning we are lold cafe car is closed - siill 1 hr to go - like no
warhing, no oplion Hili departing DC VERY BAD form - on (he other hand - very impressed how Lhe conductor handle
_arranging a slop at Mewark Alrpert very good service, very quick Lo see the problem, olfered to see if he could de... oH
ISS02664165 {01/02/2013 JCOMPLAINT {TRAIN _ |LOUNGE SERVICES [FOOD DEPLETED L LI AL e et e e L
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Non-responsive

WATER BOTTLE WAS EXPENSIVE

--Original Message—

From: S ;

Date: 1132015 31741 P DXeTpLion &
To:

Subject: Travel Feedback

Non-responsive

” -
X el

S OO O L=1ly, $2.25 for a bolile of
IS502662680 J0103/2013 |COMPLAINT |TRAIN _ [LOUNGE SERVICES |PRICING N Crystal Geyser waler is 2 bit much. I S SRR .
~-Criginal Message—
From|

L] .
Dale: 1/27/2013 1:40:220PM  Exemption 6
To:

Subject; Travel Feedback

Reservation Number: S5

Date of Incident: 1/3/2013

Non-respensive there was no food in the club)

|S502668643 01/03/2013 [COMPLAINT ITRAIN _ |LOUNGE SERVICES _ |FOOD DEPLETED

[
Won-responsive RS

RS ©/F5 ATTND CLOSED AND LEFT NOTE WHEN ELDERLY PECPLE HAD
TRAVELED SEVERAL CARS TO GET TO CAFE CAR.

ISS02857557 101/04/2013_ !COMPLAINT [TRAIN _ |LGUNGE SERVICES |HOURS UNSATISFACTORY

Reservalion Number il Exemption 6

Dale of Incidenl: 01.04.2013
Tirne of Incident: 19.45

the Cafe Car opened approximately 10 minutes afler departing WAS station
the operater made everyone in the rear half of the car move so that she could pul out her "stock.”
nat long afterward, as we were approaching Wikmington, Delaware, ihe Corducter announced that the Cafe car would be

closing al PHILADELPHIAR | have laken Amlrak lo and from NYC many times, and Lhis was the first time the Cafe car
_|o1/04/2013 _[COMPLAINT {TRAIN LOUNGE SERVICES |[HOURS UNSATISFACTORY _{closed so eady. | did not appreciate fhe i ist n service during this lip .

=54~




Hon-respongive

IRES- g Exemption &

X COMPLASM THAT PAX, COULD MISS THEIR MEALS, STOPS, OR ANY THANG BECAUS THEY COULONCT
UNDERSTAND WHAT THE AGENT WAS SAYING ON THE INTER-COM OR. PA SYRTEM.

FOGD UNSATIEFACTORY:

PAX STATED THAY 8HE HAD THE BEEF DINNER BUT THAT WAS THE ONLY THING 1 WOULD HAVE HAD. IT WAS
NOT A GREAT MEAL, JUST AGCERTER, I WAS EXPECTING BETTER.

{01i06/2013 |COMPLAINT {TRAIN __ ILOUNGE SERVICES IFOOD UNSATISFACTORY
Exemption 5

Subject: Travel Fuedb&mk )
Here is my Rewards nuenber/ SEueeeis | tavelud iom Providence to Metro yesterday. | could net geta ddnk or feod
because Lha aradit sard maching was down. I was toft { couk not el anything unbl we got lo NY. Realiy? Couldal they offer
something else. | rushed to the ol oird was not able o stop but knew | could gel something an the traln. | da ol carry

|BS026E6725 011112013 ICOMPLAINT ITRAIN __|LOUNGE SERVICES IFOCD UNSATISFACTORY  jcashllbree- .. ... -
RESgREEERY Hxemption &
PAX CALLED STATING THIS WAS HIS FSRET TIME ON THE AUTOTRAIN AND WAS LODKING FORWARD TO

6302657360 _|0U/12/2013_ [GOMPLAINT [TRAM |EQUIPMENT UNAVALABLE + LOUNGE __ |SPENOING TIME [N THE LOUNGE CAR, PAX STATED THERE NC LOUNGE CAR ON HE TRN(3) 01712, kg

Exempt ion 6 |PAXSTATED THAT THE THE MEET AND GREET OR ATTENDENT WAS DELIGHFUL AND HAD A WONDER
PERSONALITY PAX THINKS HIS NAME MAYBE, BUT HE TOLD PAX THAT THEY WERE QNLY A COUPLE OAR
BUT I FACT LT WAS OVER 4 CAR AND BEING THAT SHE WAS DISABLED {F SHE KNOWH THAT SHE WOULD
HAVE NOT TRIED TO WALK SHE WOULD HAVE HAD HER MEALS BROUGHT TO HER PAX BTATED THAT UPON
GETTING ON TRIAN S s e
Nofnl-responsive
PAX STATED THAT THE CREW ARE VERY NICE AND KIND PEOPLE AND THAT 1S IMPORTANT TO HERERR
Non-responsive R A -

ISS02660060 _|64/1212013 ICOMPLAINT ITRAIN__ IFQUIPMENT  UNAVARABLE -LOUNGE ‘ S

ISS02681070 10472015 {COMPEAINT ITRAIN _ IEQUIPMENT QONGE ™ [pax callad states thai he Jounge (parfour car uaavailsble due o lale iraln - he had i0 $1 in dinring par
FNREEEER  pxemption 6
PAX WENT TO CAFE CAR TC PURCHASE A GINGER ALE..DISFLAYED WAS A "CANADA DRY" BUT THE ATTENDT

Hon-responsive WOULD ORLY SELL HER "SWEPPS I N
1502661389 COMPLAINT [TRAIN _|LOUNGE SERVICES [FOOD SELECTION YaU CAN U T N BUSINESS CLASS"
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15502660206

H
5502661106

Non-responsive

EMAIL LOGGED

Exemption 6
—Original Message—

From C R

Date: 142212013 10:32:05 PM

To

Subjecl: Employee Praise/Comgpliment

Subjecl: Employee Praise/Compliment

Mature of Comment:

Narve: R Exemption 6
Addressi:

Messaga:
I T, — g | have fo applaud your
dedication to your unheallhy menu seleclion. Changs [ upl! | speak on behalf of all the passengers when [ say we are sick
of eating lhis garbage. | would fke lo have your superviser/director eat this everyday and see how happy they are, On top of
that, lhe night lrain back o LAX is atways out of fosd. My dinner tonight is a bag of nuts and a modelo. We live in an age
where cheap, accessible and heaithy lood is available. Think aboul it.,, Respectfully,

o Exemption 6
01222013 _|COMPLAINT [TRAIN _ 1LOUNGE SERVICES |FOODSELECTION | N N
. ]
Non-responsive NS I R
P HE B | IR
. ]
¥y - W
b 0 ]
. . ¥ _ - 000000
1 A
I DN
. ¥
¥
- ¥
.y ]
I A N
IS N B
B ———————
- oo o
01/2412013 [COMPLAINT {TRAIN __|LOUNGE SERVICES [FOOD DEPLETED

b
3
T



18502661155 _|01/24/2013

COMPLAINT

TRAIN

LOUNGE SERVICES

FOOD DEFLETED

15502553082 _[01/2602013

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

FOOD UNSATISFACTORY

—Criginal Message-
Fror
Date; 12672012 3:566:66 PM

To pR.  xcrption §

Reservalion Number [EERSEY

Date of Incident: 01/25/2013
Time of Incident: 08:30 pm

Message:

The Tuscan panini from the cafe car was disgusting. It lacked staled ingredients like roasted red peppers and provolone; ifs
only ingredients were procassed meal. The bread was soggy and sozing grease. | used a napkin to absorb as much of the
fat as pussible, but it was sUll barsly edible. | threw most of it away. You need to pay altention to your food services; this was
unaccepiable.
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15502669323

012512013

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

Non-responsive

FOOD DEPLETED

lr‘aX'Emalif‘ T

~Ohriginal Messags—

From AR ; ;

Date: 11252013 S:5:00 PM  EX@mption 6 Exemption €
To:

Subjecl: My trip fo OC

V- ]
- ]
- o000 |
¢

e r———— T ]

_ t decided, serewdl, I'll go gel a diink. Guess whal? Tha cafe car is cul of all baer, ali wine, and all alcshol.
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15502679765 _

15502662118

o1s2612013

COMPLAINT |

TRAIN

LOUNGE SERVICES

Mon-responsive

Non-responsive

FCOD BEPLETED

pax ernail:

Exemption 6

—Original Message—

WAM  Bxemption 6

Date: 2/19/2015 11

Reservation Number S

B of Incident: 1/26/2013
Tie of Incident: 2:00 pm

Message:
Heilo, On January 25, 2013, | kad a very disappointing ride on whal was originally supposed 10 be Amirak 0174, f e

. O ]
in Boston hoth late and hungry and | am waling to request that | be reimbursed for this leg of my Uip. | am a frequent rider of

Amitrak and hope to cenlinue to be so. Thank you, I EREEERAERNIERERE Fxeption 6

0142712013

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

FCOD DEPLETED

Il mm I| |

and the cafe car ran out of food
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15502663453

(5502888570

01427/2013

COMPLAINT

TRAIM

LOUNGE SERVICES

Non-responsive

Hon-rasponsive g

LOVERPRICED MEALS IN LOUNGE

—Originel Message=
From: g

Exemption 6

r tap of that my family of four endedt
16 hours whici wa should have

i having to spend
heen home for o lale funch

PAX ADV ONLY REC'D A SNACK PAGK FOR DELAYED TRAIN

Q127701

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-rasponsive

Non-reaponalve

FOOD DEFLETED

.-FOCT RAN OUT i LOUNGE

~Originel Message—

From .
et ey Exemption 6

o TR
Subjech: Trave EERESREE]

' o op Gact ran 6t of o
for Some line « which | 1ael was nol necessary as Amirak knew Ihe aumber of passengers and how leng we had boan silling

irz Linion Slation « they shoukd have haen preparae for a sh at the food car,

~80—



Kon~respongive

Exempktion 6

Resorvarion Nunber: [

Dale of Incident: 01/27/2013
Time of Incidest: 7:20 g

was geliing

IS6026700RS 10142712013 |COMPLAINT [TRAIN _|LOUNGE SEAVICES jFOOD DEPLETED - e e L
502662484 10172002013 |GOMPLAINT [TRAIN 1 EQUIPMENT GNAVAILABLE - LOU CAFE CAR WAS CLOSED , BHE WAS UNABLE TO GET HOT WATER FOR TEA,
FAXUPSET BECAUSE THE TRN DID NOT
Hon-respongive
Exemption 6
Messaga:
This is highly unusuat in that notmally | have o vondaril experdencn ddiag. Toray, sadly, Is nol one of thosa days. SRR
Hen-responsive
lngiry (oF Gianar (my plan afl along was (o dina i e Meat aar). Na meal 6ar? Why?
1802670123 01/29/2013 ICONPLAINT [TRAIN  |EQUIPMENT LNAVAILABLE - LOUNGE
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IS502664674

15802670522

Kon-responsive

CLOSED CAFE 2 HRE PRIOR TO ARRIVAL WITHOUT NOTIFING PAX

PAX EMAILED
—Criginal Message—

From SSESENEEEEE i
Date: 2/1/2013 5:08:23 PM emption &

Toi

Subjecl: Travel Feedback

{m silling in the
ncement at all.
i's absolulely crazy and lwo other people have wandered by my {able asking where is the person manning the cafe car. Two
issues: Why in the world do you shut down a cafe wilh more than two hours 1o go and AT DINNER TIME?II! Secondly, aside
from the ridiculous policy, why doesn't your staff mwke an announcemanl so peaple can order somelhing before il closes?
One of the pecple thal stopped by said the samme thing ")f they had jusl announced it, | could have ordered somathing.” They
did nol make an announcement. N's a dumb policy if you close it early and bad service by not maling an announcemenl

020112013 |COMPLAINT {TRAIN LOUNGE SERVICES |HOURS UNSATISFACTORY |pitor lo closing, ¥l say again, (here was definitely NG announcement prior to closing the cafe. Thank you.
|
Non-responsive B

PAX OGRDER SOME LOUNGE [TEMS AND FELT THE PRICE WAS HIGH...

]

PAX EMAILED:

—Original Message—

From: ;

Diate: 20412013 228:05 PM Exemption &

To: AR

Subjecl: Employee Praise/Compliment

w50 we make It o the train al 5155 GEgRERE | believe her name was working cart 15 was extremaely nice, (in facl e anly

parson in Iha whole experience that was nice.) direcied us to seats 5 and 6.

Ry

.

- . e e |
50 we decide we wanl lo get

some food, we go down o the cafe and order 2 sodas, 1 red bufl, 2 non jimmy dean breakfast sandwhiches, {when the sign

clearly states fimmy dean} and M&M's total comes out to 324 howis that possible? this is highway robery, so we pay lhat

oulrageous amaunl of money go back s our seals

02/01/2013 ICOMFLAINT [TRAIN _|LOUNGE SERVICES |PRICING T e
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16502670595

02/01/2013

15502666190

Bl 022013

COMPLAINT |

COMPLAINT

TRAIN ..

TRAIN

LOUNGE SERVICES

LOUNGE SERVICES |

Non-responsive

EMAIL LOGGED: RS PAX WANTED TO PURCHASE

'|SOMETHING FROM THE LOUNGE CAR THE NIGHT BEFCRE TO HAVE FOR BREAKFAST. THE LOUNGE CAR

CLOSED 30 MIN EARLY, THE ATTENDANT REFUSED SERVICE AND ADVISED THE PAX TO JUST 30 BACKTO
BED. PAXWAS EXTREMELY IRRATATED BY THIS .

~Qriginal Message—

Fror: R

Dale: 2/2/2013 11:38:22 AM Exempt icn 6
T

Subjeci; Travel Feedback

Message:

HOURS UNSATISFACTORY |

Hello Amirak, | am writing with a minor complaint.

Anyhow, the lrain was early bul the lounged closed lhiny minutes early the

night before. The woman lold me § needed to tum around and go back te bed, cause she was done for the night. S, the bus

{sat in the parking lot fully loaded and ready to go for an hour.
100k, | am unhappy mostly becasue | am slaving, have bean on the raod for 24 howrs now and

|stopping al every single fight along the way.
SRR Evorvoody has been kind encugh en my 1ip, but lhis Is really why nobody lakes lhe lrain anymore. JiJ

FOOD UNSATIEFACTORY

02/04/2013

COMPLAINT |

COMPLAINT

TRAIN

TRAIN

LOUNGE SERVICES

- JUNEDIBLE

LOUD BOISTEROUS DINING CAR ATTENDANTS. PAX THINKS IT'S TEAM 3. PAX SAID LEAD ATTENDANT WAS
INCREDIBLY LOUD. SAID SHE HAD THE PA BLARING IN THE DINING CAR.

OTHER ATTENDANT - HEAVY SET WiTH BLONDE MUSTACHE WAS RUDE TO PAX WHEN SHE ASKED ABOUT THE
COFFEE MACHINE,

PAX SAID WAS OVERCOCKED AND THE SAUCE TASTED LIKE MOTOR OIL AND ALCOHOL. SHE SAIDIT WAS

PRR s Exemption ¢

PAX CALLED ABOUT TRIAN NOT HAVING ENOUGH FOCDINCAFE | ...

Non-reaponaive

LOUNGE SERVICES

FCOD PEPLETED

R RN TR G R (= PESSENGER
WALKED PASSED LOUNGE CAR TO FIND SOME AND REPORT ISSUED HE WAS TOLD GO FIND AN ATTENDENT
OVER AN HOUR STILL NOT CLEAN OR STOCK EMPLOYEE DIDNT ARV ANYONE OF THIS

PASEENGER WENT TO LOUNE TO GET A BEER AND WAS TOLD ALL OUT PASSENGER ASKED IF QUT OF
SOMETHING ISNT RESTOCK AT SOME POINT AND THE RESPONCE WAS WE ONLY RESTOCK WHENTHERE GUT
OF FOOD AND LATER PASSENGER WENT BACK ASKE FOR BUGER AND WAS TOLD BY SAME PERSON WERE
OUT AND OFFER A HOTDOG STILL DIDNT RESTOCK FOOD

ISS02665707 |

020052013
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OUTREACH CiB
i PAX STATES THE ENTIRE TRAIN WAS FREEZING WHICH MADE THE FOOD COLD & THE TRAIN RAN OUT OF
FOOD IN THE CAFE CAR...voivend PAX STATES THEY WERE GIVEN A SMALL BOTTLE OF WATER AT AROUND THE
5TH HOUR OF BEING STRANDED ON THE TRACKS., .
Hon-responsive

1SS02666816 [02007/2013 |COMPLAINT |TRAIN  LOUNGE SERVICES |FOOD DEPLETED
—Original Message—
From: iSRS Cxomption 6
Date: 272202013 8:10:34 AM
Dale of Incident: 02/07/2013
Time of Incident: 09:00 am
Message:
"} am diabelic and cannot drink Tl juice and do not drink seda. The snack attendant refused to sell me Blocdy Mary mix

15502671934 102/07/2013 [COMPLAINT [TRAIN __|LOUNGE SERVICES [FOOD SELECTION wilhoul aicohol which | canaot drink....”
FY| « All Empire Service frains Ihal lravel soley beiween ALB & NYP have not had cafe service for inore than 7 years - A
fittle colfee cup loge would appear unkler amenities if a snack car is avallable an Amirak.com when looking al availability:
Original Message—~
Fror: R .
Dale: 2/11/2013 2:54:58 PM Exempticn 6
Subject: General Inguiries
Reservation Number: ESSEE
Date of Incident: 2/10/2013
Time of Incident: 12:3C pm
Message: N
‘Yesterday, | was on your Easibown frain fram Hudson, NY to Penn Station, NYC. The snack car was closed for the enlire
duration of our irip. None of us traveling had eaten anything pricr fo the iip in anficipation to eat during our trip. it is unfair to
advertise such ameniies when lhey are nol provided, | have baen a faithfui customer of Amlrak but incidents like these lead
me to consider allernate routes of transporation,

1SS02671640 _|02/10/2013 [COMPLAINT [TRAIN | LOUNGE SERVICES |HOURS UNSATISFACTORY . }
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Won-reaponsive o
LOUNGE WAS BLOSED Exempbion 6

PAX EMAILED:

——Original Massagewsm

From: SEEEIET

Sent: Saturday, Fabruiacy 16, 2013 1.26 PM . .

Subject: Travel Fuaibah gEeimess ‘
Feb 11, 2013

Rezervalon # JRESERE
Amlrek Guest Rewartds #f

| am Lraveling o Irain 84 from new haven ta Bosion {resorvalton numbe R and e quality of my jourmey has been
undcceplabie, The calo carwas closed and e siafl were ncredibly mde and unhelpful regarding ofher options for linding
fondd, while alsa providing me with falsa information aboul the daparture time of the train,Jj

lThankyou.
|SS02673180 (02/11/2013 COMPLAINT [TRAIN LOUNGE SERVICES [HOURS UNSATISFACTORY B et e
FNR g Exemption 6
; RSN CRNSRRGE R
Non-responsiva % T e T ]
W TR N  SEEASTRT
15802668603 _{BRAM2015 (COMPLAINT [TRAIN _ |LOUNGE SERVICES {F00D DEPLETED - e e s e s

B -




15802670357

021612012

COMPLAINT ;TRAR

LOUNGE SERVICES

SLOW SERVICE

Kon-regponsive

MARM CLIMATE.LAGK OF OFEN TABLES IN LOUNGE CAR..R

FAX EMAILED: .
-Ofiginel Message— Exempllon 6
Fromg

Subject: Travel Feedback

1. Riding Train aurmber 125 {Quantico fo Morfolk).

e cale car in 1bla teain has 172 e normal auber of
|aisfas available lns.lead afthe usua( selto Ihe raer of he service counter, thote's Businoss class sealfing. ke to lake
advantage of the tdp te conlinue working on oifice projecls, but belwean the haal the delay and the lack of open 1ables,

I 1

ISS02675128 10211612013

COMPLAINT sTRAIN

LOUNGE SERVICES

FOOD SELECTION

PR GRS PAX SAD SHE HAD A TURKEY HAM DN RYE SREAD AND THE QUTSIDE WS HARD AND THE
INSIDE WAS S0 SOFT TO PUT MAYONAISE ON IT IT FELL APAR T FEaERERIg LOST A SET OF KEYS ON THE
TRAIN - IT INGLUDED HER HOUSE AND CAR KEYS - THERE IS SOMETHING ON THE KEY CHAIN WITH THE PAXS
FIRST NAME Eiisy SPELLED GUT - ONE IS JUST A REGULAR HOUSE KEY ~ AND THE GTHER KEY HAS BLACK
G IT WHICH 15 A CAR - SHE HAS A SOLAR PANEL WHERE YOU GAN GHARGE YOUR CELL PHONE » THIS 18
ABOUT 2" LONG. SHE HAS HER SECURITY TO HER GAR ON 17 - IT IS AN ALARN AND THE BRAND IS CLIFFORD,

5502676468

0204812013

COMPLAINT

TRAN

ZQUIMENT

UNAVAILABLE - L OUNGE

NO DINERAQUNGE OM TRAIN FOR FOOD

~Ciginal Message—~
From;

omW 00712 A Exemption &

0 [00a( We could try fo teave train but mo gusrantee Irain would be thara

—HhB—



:ISS02677308

PR R -FAX WRITES Exemption 6

We had a greal ¥iip. Reservation and boarding was excellent. Inlemet was slogoow, On average, it would take 1 minute for
any news website e load. The cafe car has plenty of reorn for Imprevemenl. The menu food is highly progessed and
unheallhy af best. The cafe does not show any Amfrak pride, | envisicn a more "Starbucks' exparience, Good quality coffee.
Heallhy snacks or meals that lock appealing and are Iresh. How about a convection oven or and oi-less frier o prepare
quick warm meals? Is lhat loo much fo ask for?

¢

|ISE02669585 _|02/18/2013_|COMPLAINT

COMPLAINT [TRAIN  LOUNGE SERVICES |FOOD UNSATISFACTORY . L i s

Exemption 6 PNR Rl ‘THE ATTENDANT DIO NOT ASST THEM..HE SAID THE SERVICE WAS AWFUL...HE ASKED FOR WINE
AND THE AGENT FORGOT IT...FROM NHV-BOS, THE AGENT WAS IN THE BACK READING THE NEWSPAPER AND
THE OTHER AGENT WAS A SLEEP... HE SAID HE ASKEC FOR SECOND MEAL AND WAS TOLD THAT HE COULD
HAVE ONLY ONE MEAL....
PAX REPEATED THE CHAIN OF EVENTS ON THE TRAIN WHERE HE & HIS TRVL. PARTNER EXPERIENGED
HORRIBLE TREATMENT........ PAX STATES THAT HE IS A FREQ TRVLR & HAS NEVER EXPERIENCED THIS TYPE
OF TREATMENT IN ANY OF HIS PAST TRIPS......... PAX FEELS THAT KE WOULD DO BETTER OiLY USING THE
REGIONAL SERVICE IF & WHEN HE NEEDS TO TRYL AGAIN & REGUEST THAT WE PLAGE HIS TC BACK OGN

15502860583 |02/17/2013 [COMPLAINT ITRAIN__{L OUNGE SERVICES {FODD UNSATISFACTORY _ |FILEZXCLD TRVL DATE OF OGT, 13TH-PNR s Exemption &6 . . |

[ Exempticn 6

Non-responsive g
X ]
RN S it
—Original Message—
From:
Data: 2/18/2013 8:26:41 AM Exemption 6
To:
Reservation Number iiSSEEN
Date of incident: 0241712013

Non-respongive  |Time of lncidenl: 2:00 pm
Message:
DearAmlrak,_ and i traveled to NYC for [he weekend, and we discovered thal there was bad wealher an Sunday
in our slate of New Hampshire. R G ST B :

Cn lop of that, the meal carl on the train was out of service. | am nol happy as a first ime Anlrak
travele uses Amlrak avery week for work. | would like for you guys to make this situation right. Thank you. GEERR
- | :
ISS02673560 0217/2013 COMPLAINT [TRAWN _|EQUIPMENT |UNAVAILABLE - LOUNGE Exemption 6 a -
NOTE: GMLY 1 PAX AT $18
CALLED PAX BACK REGARDING WIFI ISSUES.... PAX INFORMED ME HE WENT DOWHN TO THE CAFE AND THERE
WAS "NO FOOD" - ATTENDANT SAID NO FOOD WAS PUT ON THE TRAIN.... PAX HAD BROUGHT A SNACK AND
TRAIN LOUNGE SERVICES |FOOD DEPLETED ASKED FOR A SPOON — THERE WAS NO UTENSILS EfTHER...,
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Non-resgponei

Ve
o [ R

~Original Message—

% Exemption &

1 was Iraveling from Miarri, Fl fo Fayeftevile NG and we had a lao hour deldy as (he duralion lip was pretly long paople
lend ta get hunary and so § purchased a burger and chipa foms the founge. Alter ealing i burgar net an hour late¢ which
was Gp.m. | had o sever stomach ache for aimost slx haurs, It was a vary uncemfarable dds and i was in pain as soon asj
aqiivad lo my dastination | Aad disirhea and aw stomach was bloating. | donl know il the burger was explred or whalaver fhe
case mayhie you reaily nesd te have a beller cheoses 85 far as food beeause that buges was microwavable and you shoald

15502672090 |0219/2013 ICOMPLAINT (TRAR _ ILOUNGE SERVICES 1FOOD POISONING ol b serving thal kind of food for hat price fresh foad is always a belier
PNR EEER Exewmpbion &
Non-responsive
PAX SAID THE LOUNGE ATTENDT WAS VERY RUDE..AFRICAN AMERICAN
ICLDER WOMAN,
15502671121 __[020at/2043 JCOMPLAMT ITRAMN _ 1LOUNGE SERVIGES jFOQD DEPLETED RAN OUT OF BOTTLED WATER NAD BEVERAGES.. NG FOOD. =
Won-regponsive LOUNGE RAN OUT OF BEVERAGES
—Original Mesaage—
o Exemption &
Subgect: Travel Feedback
YHon-responsive 1wag a patakhger on train #3086 from Chicage to Carllnville, || JREEERRaN
RS ot only was {he wall harrendous bulwe were ot offered viater of anyll
} The bevetage slalion ran aut compledely. Holacceplable,
Hgan2e73061 0212172013 {[COMPLAINT {TRAIN _ [LOUNGE SERVICES {POOD DEPLETED s . R
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Non-responsive

FaxX sisler caneq on ner Pl SEING NAUSHE W0 e To0d Car 10 DUy a 518l & arler sNe rellrned 1 nersearsne ™ 7
irealized the salad was frozen. She slates she went back to lell the guy she got a frozen salad and she slales he was nasly
i& rude. She states he lold her It was nothing he could do aboul it since she had already opened il. She slates that's ali he
said but it was lhe way he saidil. Paxrequested a refund or something because of what happened & a phone ¢all from
Manl.

Description: White male wearing glasses biggermedium heighl.

*** GUEST REWARDS CUSTOMER ™
L e ]

Exemption 6

5008@ ZIPCODE NS
e

] ;

I [cTPCion 6

|

. - i
I5502071754_{o242015_|COMPLAT TRAN _[LOUNGE SERVICES [Foon unsamisracTory | e o0 TSSPOnSive

~Original Massage-—

From: SRR ;

Date: 202752013 6:02:01 PM Exemption 6

Ta

Subject: Travel Feedback

This is my husband and my first time using Amieak, The fravel was good until we went to the cqfe car to purchase food and

heverages. Your employee working the cals car acled as if we where bothering him. As a retall store managar myself | find

Ihis very insulting and if this is how Amirak allows their customers to be treated next #ime we will take a bus or fly. ! did net

pay good hard earned money to be treated this way, He was very rude and inconsiderale of how he made our focd. My pizza
[IS602676622_ [02/27/2013 [COMPLAINT [TRAIN _ {LOUNGE SERVICES [FOOD UNSATISFACTORY  |was burnt and haif of it was Inedible. He did nol offer condiments for er nor did he offer us any napkins, |

PAX STATES THIS WAS THEIR FIRST RIDE ON AMTRAK AND W) TQ EXPERIENCE THE BEST WE HAVE TO

OFFER. THE TRAY WAS BROKEN AND THE FOOD WAS SUBPAR. THEY DECIDED TO TAKE THE REGIONAL BAGK
15802673843 [02/28/2013 [COMPLAINT {TRAIN  {LOUNGE SERVICES [FOOD UNSATISFACTORY __ JHOME AND FOUND THAT TO BE JUST AS GOOD AS THE ACELA




EMAIL LOGGED - PAXWERE ASKED TO LEAVE THE LOUNGE CAR BEGUASE T WAS NOT OPEN , YET THE OBB
WAS BLATENLY PATRONIZING IT. PAX FELT THE CONDUCTOR WAS ACTING LIKE A REAL JERK. PAX NOTED
THE CAFE ATTENDANT WAS VERY NICE AND FRIENDLY. PAX ASKED CONDUCTOR FOR HIS NAME AS HE
REFUSED. PAX STATED HE KINDLY ASKED HIS NAME AND HE REFUSED SAYING, "NO. YOU DON'T NEED MY
NAME" | WOULD DESCRIBE THIS MAN AB ABOUT 40, CLEAN GUT, AFRICAN AMERICAN, 8'¢ TALL. | LOCK
FORWARD TO FOLLOWING UP ON THIS ONE.

—Original Message~

Frorm: Exemption 6
Date: 3/1/2013 8:35:17 AM

Ta:
Subject: Travel Feedback

Message:

The conduclors on Lhe train | ride about & times a waek befween BOS and PVD are the epitome of professional and friendly,
When a conduclor acls like a Jerk it is all the more apparent because of lhe conlrast. This morning sorme people were sitling
in the cafe car on {rain 171. Sometimes upon boarding in Boston, lhe Cafe car doors are closed. Today, as occurs about
50% of the time, the doors were open. The cafe care was aclually busiling as Lhe attendanl was serving many of the
conduclars coffee and drinks, About 5 passengers were silting In the cafe car when the {rain deparled (ior the record this
cafe car allendant was warm and welcoming, even though | suspect at this time she had opened up service for the
cenduclors only} The problem arose when one of the conduclors lold everyone to gel out of the car because the cafe car
was closed, “The bars are down, you can'l b& in here” he said, seconds after closing the bars, | thought it was
unprofessionat la say lhe cafe car was closed while 2l that very mement palronizing he and his filends wera themselves,
Mol a huge preblem, bul net very nice. Unforlunalely | kindly asked his name and he refused saying, "no., you don't need my
name” | weuld describe this man as aboul 40, clean cut, african american, 5'9 fall. | look forward to following up on this one.
What a jerke

PAX STATES THE FODD WAS HORRIBLE ON THIS TRIP

1SS02677640_[03/01/2013_|COMPLAINT |TRAIN  JLOUNGE SERVICES |HOURS UNSATISFACTORY.
Non-responsive
j5502675203 030212013 |COMPLAINT [TRAIN  |LOUNGE SERVICES |FOOD UNSATISFACTORY
15502681728 _[03/0212013 ;COMPLAINT |TRAIN _ JLOUNGE SERVICES 1FOOD UNSATISFACTORY
Non-responsive
15502675123 _ [03/03/2013|COMPLAINT TRAIN __ |LOUNGE SERVICES |FODDSELECTION |

—Criginal Message—

From SN i
Date: 3212013 11:15:41 AM Exemption 8
To:|

Subject: Trave| Feedback

We look the train, business class, to San Dlego, There were no amenities offered uniii after L.os Angeles - Unjen Slation, At
which time, there was an anncuncement over the PA saying paslleries, coffee and julce were available buffel style in
business class. This did not seerm like much for $21 per lraveller. In my case it look inedible and VERY prepackaged. | did
go o the cafe and purchase a vegetable cup. After opening it | noled that the expiry dale was 3/1/2013 (please our travel
date). Deciding to still eal this we lified the dressing cover and found lhe vegetables FROZEN! Needtess to say it was a less
than comfortable train trip. | have saved our travel contirmation and the label with exiry date. I
Pl - - PAX SAID SHE HAD A TURKEY HAM ON RYE BREAD AND THE OUTSIDE

o o ]
WAS HARD AND THE INSIDE WAS SO SOFT TO PUT MAYONAISE ON IT IT FELL APART.

_70_




H

—Original Message—

From: R
Date: 342013 11:17:31 AM Ex_emptj_on 5
To|

Subject: Travel Feedback

Heilo, | was on train 67 going from Spril !d, MA lo Phifadelphia and ate whal d to be a lainted or undercooked
vegan burgsr from the cafe car between New Havan and Penn Slation, |t was cold—-nearly frezen—in placea and had an
otherwise normal taste, but by that evening | had come down with a ralher severe case of food poisoning. Glven that i was
Ike only thing of note that | had eaten that day, it seems thal the burger was the likely cause. Normally | enjoy being able te
get a snack or meal from the cafe car, but in this casa | feel thal the handling of the food was of rather poor quality; poor
enough 1o cause illness, In this case. Amtrak is my go-to meds of lransporlalion for traveting through the Nertheast Corridor,
and while | enjoy using trains whenever possible, incidents like these wilf make me give much greater thoughi to alleralives
ISS02675358 |0a/03/2013 [COMPLAINT [TRAIN__ JLOUNGE SERVICES |FOOD POISCRING in Ihe future. Thank you for your bme.

PR R T  Trerption 6

Non-responsive | EEENEEGEG—_G.

_ICOMPLAINT |TRAIN___|LOUNGE SERVICES |FOQD LNSATISFACTORY

—Criginal Message—

From: R .
Dale: 3/52013 11:20:44 AN EXempiion &
To:

Subject: Travel Feedback

To whor it may cancern, § was lraveling on train # 175 yeslerday evening, and while on the Irain | purchased the Turkey and
Brie sandwich. Mearly immediately after consuming the sandwhich, | slarted 16 feel ill, and upen arriving heme spent the
enfire night vormlting, 1o the poinl where | seriously considered going lo the hospital. Clearly the sandwich was not fil for
consurmption, | am only writing this because it was SO bad, that | hope thal someone reads lhis and considers doing some
quality contral to ensure you are nol selling and serving food that could injure or nearly kill someone. Sincerely, JiSgl if you
ISS02675360 _{03/04/2013 JCOMPLAINT ITRAIN __{LOUNGE SERVICES [FOOD POISONING nest any addiional info My col IEENEEEERE  ExcmpLion. 6
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CAFE WAS REMOVED AT ALB

—Criginal Maastga—

Exemption 6

Hi, I'm a guost sewards member, laguent Amirak traveler, and usuaily a satisfied cuslomer. But there vara sovaral
prablems on my lrain yestesday that woro ursceeptatle, On train 48 om New Yok (0 Rochesler, the cafe car was removed
from our train afler Albany, There was no anncuncement in advancs, and wher rey very pregnunl wite ond | wani la g&l
Lunch, we wars oul of lick. No! something L would normaily take the frauble lo complain abouf, bul it was an issua for my
wile (and an inconvenlense 1 mysell), misds worsa by the fact thal crew mambers difn'l seem to knaw, and lokd ss [kat
s6me snacks might be available for purchase — they weren's. We would have been happy to glve you our business, and the
\egim was adverfised as having a cafe car. | hepe you wil offer us a eredil for our next kip, sinca we paid fult prico for o {rain
ISS267T0724_{030422013_ICOMPLANT [TRAIN __ EQUIPMENT UNAVAILABLE - LOUNGE _jbut did act egeive Il sarvics,

3L LI Lo el o FXAHPE TR

Hon-responsive

15502076000 |03/05/2013_IGOMPLAINT {TRAW __ILOUNGE SERVICES JFOOD UNSATISEACTORY
ori-responsive

ISECIATHSH? (030812013

COMPLANT [TRAIN___[LOUNGE SERVICES {FOQD DEPLETED

; 5k 8
CHI 0152F (5128 }ARQIP 1 MR 42 MILATE

PAK SATS THERE WAS GREEN MOLE ON HER BAMBURGER BUN,

PAX SAYS FHE ATTENDANT WAS EXTREMELY HELPFUL WHILE MOVING FROM TRAIN TO BUS, WHILE WE IN
GOMPLAINT (TRAIN _ |LOUNGE SERVICES [FOOD UNSATISFACTCRY _ |FTW. :

15802677477 10

EMAIL LOGGED: TRN WAS OUT OF MOST HOT FOOD SELECTIONS. PAX STATED LAST TWQ CAI;S WERE
LOCKED OUT OF USING THE CAFE CAR, ANNOUINCEMENTS WERE NOT HEARD THE ENTERE TRIP.

—Criglnal Measagie-
Exewption 6

htnssage:

[ ward ts prake 2 complaints, ] ot on at Weslpor! golng down la NYC. The only hol food available was hal degs snd
hamburgers, All oiher hol foad waa sald oul Afier Albany the fast tws cars until almosl Rhinech were locked oyt of the foed
war, The food attendan noticed Il and apenst it He askad if an nnnpuncement was made, None was. if somecne needef 1o
got out at § ludson, they would have missed (heir stop.

issuporesnd j0307/2013 |COMPLANT [TRAIN _ |{OUNGE SERVICES |FOOD DEPLETED
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15502681426

03/10/2013

COMPLAINT

TRAIN

Non-responsive

Non-regponsive

Non-responsive

LOUNGE SERVICES _

FOOD DEPLETED

B S D e . 50% OF CAFE ITEMS WERE GONE CAUSING A LIMITED
FOOD SELECTION..INTOXICATED AND LOUD PAX SAT NEXT TG THEM ON A FULL TRAIN...COULD NOT
RELOCATE

—Original Message—
From|
Dale: 3152013 2:52:57 PM

Exemption &

o
Subject: Trave! Feecback

| was lraveling with my Flance {whe Is here visiting the US from Ireland} from St. Louis, MO to Jeliel, iL on Sunday 3-10-
2013 on lha 5:30pm frain. This was only our second lime en your frain as coming down fo St Louis on Ihe 3-7-2013 was our
very first Amlrack train ride.

We also tried to go to the foed car le have a bil of semelhing fo eat and the food car
'was out of more than 50% of the foads that were advertised in the menu. So we were left feeling didy from the condifons
and alse hungry from not many food options. | allempled to consume a deli sandwich that was teft over, that later in (ke
evening, gave me such an upset stomach that when we finally made it to our home | was sick with diarthea in the middle of
the night.|

i

i

i
||[||li|lE
i

i

|

1

H




Non-responsive

Non-responsive

RAN OUT OF FOOD AND PAX WANTED “TO RUN TO A CONVERIENGCE STORE
WHMNE THE TRAIN STOPPED i GSG" GREW ALERTED HIM THEY MAY OR MAY NOT WAIT

Exempbion 6

IS502678360 {03/11/2015_ ICOMPLAINT [TRAIN  [LOUNGE SERVICES _|FOOD DEPLETED FOR HIM....
Hon-responsilve s
3
16802678411 _[6311/2012 |COMPLAINT ITRAIN __ ILOUNGE SERVICES {FQOD DEPLETED )
Exemption 6
Non-responsive
(SS02E70702 {03/11/201 [COMPLANT STRAIN it QUNGE SERVICES IFOOD DEPLETED

._7 4....




RES/ RSl Fxemption 6
Non-responsive EEEEEEEREEREmmmmeagNOT HAPPY WITH FOOD OR PRICES. SRR
N Exenption &
-—-Original Message—
Fron: TR 1 s
Dalo: 5/12/2013 7:10:01 PM BXEMPLion §
Ton
, Message:
H Non-responslve prsseesmmemempemant ood is poor quality and high priced s i 2|l employees
where rude excepl lhe cafe aitendent
15502680586 [03/12/2013 |COMPLAINT [TRAIN  |LOUNGE SERVICES |FOOD UNSATISFACTORY
PAX REPORTS SERING HAIR IN HIS WIFE HAMBURGER, HE BELIEVES ATTENDANT REMOVED THE HAIR AND
BROUGHT SAME BURGER BACK TO HER. PNR g o-<empbion 6
Exemption 6
RES QUi FAX STATED THAT HE HAD A PIECE OF HAIR [N HIS OMELET AND | APOLOGIZED AND ADVISEDER
FWILL REPORT THE INCIDENT TO MANAGEMENT .. HE WANTED TO KNGW IF HE WOULD GET
SOMETHING BECAUSE THIS 1S THE SECOND MEAL THAT HE HAS FOUND HAIR IN FOOD...HIS WIFE FOUND HAIR
IN HER FOOD THE DAY BEFORE. .,
Exemption 6 PASSENGER STATED THAT HE HAD THE SAME WAITRESS BOTH TIMES SiRSSREEERER - ~SKED IF HE AVISED
: OF THE INCIDENT AND HE STATED HE DID AND § ASKED IF SHE OFFERED ANYTHING ..,
STATED HE REALLY DID NOT WANT TO EAT ANYTHING AFTER THAT.. RIS 5TATED THAT HE THINKS
THEY SHOULD BE GIVEN A ROOM FOR THEIR RETURN.. ADVISED | GANNGT DO THAT...AND ABVISED |WILL
INFORM MANAGEMENT .. AND THE CALL DISCONNECTED....PAX CALLING FROM TRAIN...HE ALSO ADVISEDIR
ABOUT THE HAIR IN HIS FOOD AND SHE STATED THAT WAS NOT HER HAIR....
ISSL2677946_|03/13/2013 JCOMPLAINT [TRARN  [LOUNGE SERVICES |FOOD UNSATISFACTORY v e
1SS02880524 {03/16/2013 |COMPLAINT [TRAIN LOUNGE SERVICES _|FOOD DEPLETED PAX SAYS THE TRAIN HAD NOT FCOD, EXCEPT CEREAL e
NOR-responsive peooccee
15602680052 |03/18/2013 [COMPLAINT [TRAN  [LOUNGE SERVICES |FGOD DEPLETED LY WAS DEPLETED, PAX HAD TO WAIT AN HOUR BEFORE FOOD BECAME AVAILABLE.

._7 5.._.



16502681897

15502680115

03/20/2013

COMPLAINT

TRAIN

LOUNGE SERVICES

Nen-responsive

Non-responsive

HOURS UNSATISFACTORY

;pNR_ Exemption 6 Exemption 6

D CAFE CAR CLUSED WAS NOTHING TO EAT ON TRAIN UNTIL THE NEXT MORNING.

DINING CAR AN

03/20/2013

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

Non-responsive

FOOD UNSATISFACTORY

—~Original Message—
- SRR .
Date: 4/10/2013 6:53:34 PM Exemption 6
To: R
Sublect: Travel Faedback

Date of lncicent: 03/20/2013
Time of incident: 9:00 am

Message:

RN |1 <1211 I i cining car were
rude and were unhelpiul when | and a gentleman seated with us, both recelved pork loin that was frozen in the middle, §
alsa, al that fime, requested & different side, because my side came with an ingredient (Bell Peppers) that | am allergic to.
This ingreciient was not fisted on the menu for this dish. Ralher than give me a new plate of food, | was given the same dish
wilth the pork heated in the microwave and scooped off the old side and gave me a new side. The people handling this issue
were unpleasant about this whole event. If you are going ta charge reslaurani prices, than perhaps you should ireat your
patrons with more respect. My husbands chicken was so over-microwaved that is had largely become dehydrated and
inedible. We must have spent $200 on food on (ke traln on this tlp. What a wastel Eariier in the day | bad puichased a
sandwich in the 'Cafe * car and It was frozen in the riddle, slate on one side, and mushy on fhe other comer. The genlleman

was cuita nice about taking that item back no questions asked. NSRS

—-T76—




15502683859

1850268686

H
Hissoesaneee 03222019

03/23/2013

o Y e P Or S Ve s AT CLOSED ]
HOnglnaI Message—
From: B & .
Dale: MA2EGI3 61732 Pl Exemption &
Tor]
Subject: Travel Feedback
Non-responsive
i FH L =2 B when we gel on the cafe is elosed | Tickets and reservations say
cafe carl ani'm stannng and Iale as heckl INu one lold us and all your stulf says cafel § feei like Ils a 2.5 hour ridet | feel
031222013 |COMPLAINT [TRAIN  |LOUNGE SERVICES _|HOURS UNSATISFACTCRY _ltike somelting should be donel
--Original Message—
From SR
Date: 3222013 8117:54 PM Exemption 6
To!
Subject: Travel Feedback
| am a reguler CVS to NYP cuslomer, and | am very unhappy thal for no apparent reason the cafe and dining cars are nol
open between WAS and NYP this evening. No drinks or food, and | have been on Lhe train since 3 PM this aflemncon. In
ackdilion, lhe crew member | inauited wilh aboul the cale car was quite rude, | da al (hink | should have to enduwre this kind
of service and | think | should receive a refund for this ¥ip. In addition o no feed or drink, several bathreoms are very
unsanilary and/or closed, Amirak should do much beller—Ike customers desanve batler. Thank you, and please centact me
COMPLAINT [TRAIN _ [LOUNGE SERVICES _[HOURS UNSATISFACTORY _[about this. e ) o
e RIS O LOUNGE CAR
Non-regponsive i
i O SRR DR R
RMK.. KEYSTONE EQUIPING FOGD SVC ZIMARTS T:14A 5083
—Criginal Message—
From S .
Date: 373042013 1:18:02 PM Exemption 6
To
Subject: Travel Feedback
Hello, lama frequenl Amlrak user and had a parﬂcul Iy lernble expenenc.e an my Irip frum melropa{k lo un[on stauon on
A "
e e
e —— T T e rrrrra
Furthermore, only afer boarding were we lold that thare was no cale car. After 2 hours of waiting plus a 3.5 hour train ride,
this is completely unacceplable.
COMPLAINT [TRAIN _ UNAVAILABLE - LOUNGE e S S ]
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Nomn-responsive

Non-responsive

Exemption 6

15802687785 [03/23/2013 {COMPLAINT |TRAIN__[LOUNGE SERVICES |FOOD UNSATISFACTORY IEERNEUSRRSS = . . . . . . . . o

NO FOOD SERVICE ON THE CAR
Non-responsive |Eil N WS T SRR
- - .y

- - ]

ISS02686847 1031232013 [COMPLAINT {TRAIN _ {LOUNGE SERVICES |FOOD UNSATISFACTORY N ———————————
o Y .
Date: 4/9/2013 4:09:14 P&t Exemption 6
To!
Subject: Travel Feedback
Subject: Travel Feedback
Nature of Commenl: Complaint; Train
reame: IR .
ol N "< eTpTion 6
Addrassi:
Address2:
Clty:
State:
Zip/Postal:
Country: Uniled Stales
Primary Phone: - maobile
Waobile Phone:
Amlrak Guesl Rewards i#:
Reservation Number. I Exempticn 6
Dale of Incident: 03/23/2013
Time of Incident: B:01 am
IMessage:
| am wiiling because | was told my an Amtrak aftendant that we would be refunded for 2 portion of our tickets due ta the

A funavailability of & cafe cart on our trip frem NJ lo Washington, C.C. § NSNS G
AL ey 0 0 0 000 00 0 0 000000 0]
Non-respnosive HEENGGG—-—ININIIE SRR

l | [ |

(8502601243 0312312013 |COMPLAINT | TRAW _|EQUIPMENT UNAVALABLE-LOUNGE  Jll Sl B NA R BN == [ JaESees &=
] R

135302682244 _103/24/2013 |COMPLAINT {TRAIN  {LOUNGE SERVICES |FOOD SELECTION ]FA){ STATED THEY RAN OUT OF JUICES, AND A CERTAIN FOODS.
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15502683843 103/24/2013 _

15502634635 10372412013

Non-responsive

—Qriginal Message—

Exemption &

Dala: 3/25/2013 12:52:29 PM Exemption 6

To!
Subject: Travel Feedback

| paid for an upgrade to business class on rain 50. 5 i
R R g L RO The feod car had few eholces by the time | got to

Washington DC. | would like a refund please.

15502682181 _[03/2502013

Iss02683013_|o3zara0ts

COMPLAINT [TRAIN LOUNGE SERVICES {FOOD DEPLETED _ hington DG, e e
o R Tttt AL LoLGER
Non-responsive R EEEH
B S R R R EEEEE
-Originat Message—
From. R .
Cate: 3262013 70:13:46 PM Exemption 6
To:
Subjecl: Travel Feedback
Subject: Travel Feedback
Nature of Comment. Complaint
Name: N Exemption 6
Emel SRR
. — ]
Non-responsive  J——— N NS
e ——
RN (1 crewi viere in the faod car which | found out alter finding a seat facing the
|balhroom in front of luggage which meant (e available foot rest did not apply to my seat instead | SEEESNENDNGNGGNG
. [
Non-respons L Ve |
R RS GRRS R > ' " hichliaht of iding Arirak Is
ordering miy favorite urkey wrap from the foed car but even thal was speiled because the crew mambers on the train were
rude and snapped when asked questions. It seemed while we were freezing at the Wrain slation wailing foi the train the
passengers on board had bought almost everything from the food cart at one point while a passenger was ordering the crew
member walked from behind the food bar walked and grabbed cups from boxes stored overhead. Refurned wilhout saying
N ' “excuse me or sory aboul” when | asked if he could warm the turkey wrap | erder | found oui when | relurned the wrap was
On-LEBPORBIVE a4 tot the spinach was cooked. i A
COMPLAINT [TRAIN LOUNGE SERVICES {FOCD DEPLET!E_D
PNR PAX UPSET HiS MEAL WAS EXTREMEL COLD AND HAD ATTENDANT TAKE iT BACK. PAX WAS
COMPLAINT [TRAIN  [LOUNGE SERVICES |FOOD UNSATISFACTORY  ISUPRISED THEY WOULD SERVE SUCH A MEAL. PNRINERESE Fxemption 6 o
PNRYENEN Exemption 6
1
R e —————— e
R R T —
COMPLANT {TRAIN  {LOUNGE SERVICES [FOOD UNSATISFACTORY  |PASSENGER BOUGHT A BURGER FROM THE LOUNGE CAR AND IT WAS FROZEN HE BUT [T IN THE TRASH...........
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progag Exewption 6

Non-~responsive |
|
pax slales that the veal was good wilh her meal - byl 5ha was rol happy with Ihe mashed polatoes - and lhe vegpies - string
bean medaley were unadible-
15502663882 ;03/26/2013 {COMPLAINT {TRAIN LOUNGE SERVICES |FOOD UNSATISFACTORY L
Non-responsive. S — S ——
HORRIBLE THE TURKRY A
NOT BE WARMED UP [k
15502683275 _ |03/30/2013 COMPLAINT {TRAIN LOUNGE SERVICES [FOOD UNSATISFACTORY R o
Non—regpongive _- I Thi—”,.,
[ ]
]FOOD DEPLETED I LOUNGE
—Original Message—
From: S :
Date; 4/5/2013 1:37:47 PM Exemption 6
Ta:
Subject; Travel Feedback
Non-responsive T - I e
o
- 0 0 ..
b e————— ]
{8802688457 103/30/2013 {COMPLAINT {TRAIN LOUNGE SERVICES |FOOD DEPLETED TN =0t ips ran oul of much of the food selections...,
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15802684860

15502685481 _

03/31/2013

COMPLAINT jTRAIN

LOUNGE SERVICES

Won-responsive

Non-responsive

Hon-responsive

FOOD DEPLETED

15802685151 E04:‘011‘2013

03/31/2013 _[COMPLAINT [TRAIN

LOUNGE SERVICES

SLOW SERVICE

FEgenption 6 R T T T s [ g

PAX MENTIONED CONDUCTOR ADVISED THEM SNACKS WERE DEPLETED AND WATER WAS LIMITED,

M e
IIII |I
Ilinil!

[
i

—COriginal Message— .
Fram; Exemption 6
Dale: 4/3/2013 3:45:29 PM

Date of Incidenl: 03/31/2013
Time of Incldent; 06:30 am

Message:

Hello, | was on the 5:20 am train cut of Washinglon DC Sunday marming, | purchased a turkey Gouda wrap, paid with cash,
and was handed a receipt, I'm going over my receipls now to submit them for reimbursement, and neliced that my receipt
says "No Sale” on it. | am very upsel, as it was quite early and | didn'l think it necessary lo confirm that whal the cashisr was
handing me was actually my receipl,

oM

TRAIN

15602705949

04/01/2013

LOUNGE SERVICES

FOOD UNSATISFACTORY

PHAEEEE  Exenption 6

PAX ALV SHE PURCHASED A HAMBURGER ON THE TRAIN AND IT WAS HORRIBLE...PAX ADV SHE DID NOT
RETURN IT TO THE CAFE CAR SINGE THE ATTENDANT IN CAFE CAR WAS VERY ANNOYED WITH PAX SINCE PAX
WAS NOT SURE WHAT SHE WANTED TO PURCHASE..DESC: FEMALE/AFRICAN AMERICAN/LIGHT SKINMHEAVY
SET

COMPLAINT [TRAIN

LOUNGE SERVICES

Non-regpongive

FOOD DEPLETED

she went into one near the cafe car and almost threw up she then wenl to another car|
and that was just as bad bul she had to go so she put fissues up her nose it was lerible

Epﬂx sald she went o the lounge car and asked for decaf coffee and they did not have any




Non-responsive '

FOOD DEPLETED IN LOUNGE. |

~Original Message—

F o R SRk Ee .

Date: 4/5/2013 1:37:47 PM Exemption 6 Exemption 6
To

Subjocl: Travel Feedback

:
/5502686497 (04/02/2013 (COMPLAINT |TRAIN _{LOUNGE SERVICES |FOOD DEPLETED

Both trips ran out of much of Ihe foad seleclions, and the return trip had a twe hour delay, ran out of ice,“

Non-reaponsive il S Gtk R
13502685477 [04/03/2013 COMPLAINT [TRAIN __|LOUNGE SERVICES {FOOD SELECTION [HORRIBLEACAFE CAR HAD LIMITED FOOD SELECT IONS

Non-Tesponsive g

—-Original Message-

Erorn NG ;

Date: 4/3/2015 B50:55 PM Exemption 6
To;

Subjecl: Generat Inguiries

And of course your
cale carl was not propery stocked for this eccasion. We have lhree small children starving by the lime we gol off, But to
man's It worse when we went down to the good carl the man working thera had encugh nerve fo tell at them for being
reslless. | understand you can'l help some things but the way we were traated on lop of the huge inconvenience was

Non-respongive

.104/03/2013 ICOMPLAINT [TRAIN __{LOUNGE SERVICES

) DEPLETED

—Original Message—

From: Y -

Dale: 4/Bi2013 5:55:35 A Exemption 6

To DERERME

Subject: Tellus what you lhink

Source: Member Web

Member Number: \

Name GEGERRGETY Exemption &

Respond Via Email. Yes

Subject: Tefl us what you think

Comments:

i Good morning. | am wiiting in response to a tip that t recantly fook with my friends and iamily.“
Non-responsive (G

The cafe car was out of fecd

and cur car smelled fike sewer ('m assuming it was corming from the balhrooms), The trip was exremely unpleasant and we
would fke credit owards another lip, Thank you.

Non-responsive ERNE
‘ ] TN
N S BN N N . N
il N IR BT R
B B IS DS RN R e

5502689820 _[04103/2013 ICOMPLAINT [TRAIN_ [LOUNGE SERVICES [FOOD DEFLETED

15502886377 _[04/64/2013 |COMPLAINT [TRAIN _[LOUNGE SERVICES |FOOD UNSATISFACTORY _{AGAIN PROBLEMS WITH THE FOOD SERVED FROZERI
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PR EEEEE Bxemption 6

PAXTRAVELS FREQUENTLY THROUGH THE NE CORRIDCR, HE GENERALLY TAKES FIRST CLASS, ADVISED
THAT HIS MENU (KOSHER } HAS BEEN INCOMPLETE THE LAST 5 TRIPS OR 50, EITHER COLD - SERVED STILL
FROZEN, OR NOT ONBOARD THE TRAIN. PAX DOES ORDER KOSHER FCODS IN ADVANGE.

] SAID THE ONBOARD STAFF STATES [T 1S A PROBLEM AS WELL. ONE ATTEND'T TOLD HIM THEY ARE NOT
|SS02BBE377_104/04/2013 |COMPLAINT [TRAIN  |LOUNGE SERVIGES |FOOD UNSATISFAGTORY _ {TRAINED TO HANDLE THE KOSHER FOODS. PAX THEN EXPLAINED THE MICROWAVE INSTRUCTIONS....
LIMTED GHOICE OF FOOD AND THE LOUNGE GAR HAD RUN OUT OF FOOD, ANNGUNCENENT WAS MADE

INFORMING PAX THAT THE CANT BRING THEIR FOOD ON LOUNGE CAR EVEN THOUGH THE TRAIN RUN GUT OF
FOOD,

Mon-responsive

15502686404 04/0472013 ICOMPLAINT [TRAIN _ |LOUNGE SERVICES |FOCD DEPLETED

Non-responsive

15502666411 |04/04/2013 |COMPLAINT [TRAIN _ |LOUNGE SERVICES |FOOD DEFLETED

—Criginal Massage—

m
Date: 4/4/2013 6:10:05 PM
To;

Exemption &
L]
Subject: Trave! Feedback

i Non-responsive
15502687347 |04/04/2013 ICOMPLAINT {TRAIM _|LOUNGE SERVICES |FOOD DEPLETED

Coslomer service was poor, the train was packed, the foad car had virally no food available.

Non-responsive |

—Orlginal Message—

Fror R .

Date: 4/8/2013 3:57:16 PM Exemption €
To:

Subject: Travel Feedback

On 41413, we traveled lo Chacagn Union smlmn frnm Daarharn Ml m

Non-responsive
15502659167 _,04/04/2013 ICOMPLAINT [TRAIN __|LOUNGE SERVICES  |FOUD DEPLETED

b T lhe Iram ran oul uf food ai the snack cotipter, My daughler and | arived in Chlcago
\very exhausted and VEI\;’ hungry. whlch affecled uur frsl evenmg on ourChicagn vacaiann Iip. m
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iSs02687228

15502688097 _

15502688156

041082012

044052013 _ 1

COMPLAINT

TRAIN

“Wonsvesponsive s

Non-responsive

Non-responsive

Non-responsive

SLOW SERVIGE

S - MU TSR o W s S
“INCLUDED" DRINK.. D o — SR L——
R ER

EMAIL 1:
~Original Message—

From R ‘on &
Date: 415/2013 10:42:17 AM Exemption
To AR

Subject: Travel Feedback

EMAIL 2:
—Qriginal Message—

From R .
Dale; 4/6/2013 15:53:15 AM Exemption 6

T R
Subject: Trave! ISR

he line is ridiculously lang o gel an “included drink™ Unbelievablelll This is the worst ride EVER!

I want a refundi!

EMAIL 3:

—Original Message~

From .

Date: 4/5/2013 2:12:55 PM Exemption 6
To:

Subject: Travel Feedback

04/0612013

COMPLAINT

TRAIN

LOUNGE SERVICES

LOUNGE SERVICES |

Non-responsive

Non-responsive

Nen-responsive
FOOD DEPLETED

FOODDEPLETED |

REREERERE O VEGGIE MEALS...HOT CLIMATE

~Original Message—
Froo -
Dale: 682013 322041 P Lxemption 6

To:
Subgect: Travel Feedback

Thae cafe car is out of

tnearly all vegetarian iteins as usual,

--Original Message—
From: AR .
Date: 4/6/2013 8:25:47 PM Exemption &

T SRR
Subject: Travel Feedback

g Club car is out of service se ne

ay 1o gl a drink. Once agalna paintut experience on amirak. ERREKEE
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8502660575,

15502887707

2470012013

otfou2013

Non-responsive |

OUNGE RAN OUT OF

Exenption §

Apiit 10, 2013TD U 8, Dupanmunm Tranapursauon,u.

. Feilora; Rallread Adminlsiration, CSX Transporiation, Amirak,

Non-responsive

On this occasion the Conduclor and Frainvwomall wera loo absorbed it (hermsalves in
lhe Car?? car. | advised them [nas the PA systemn was net working ft our car and ey could care less, They dic nat core
and ansaunce lhe slations oy \he axif localion inaving a lot of confuston anang the passengers and defay in exiting, The

1Caf?? carwas sold out of elimost evenytting long before we raschad Syracuse. | am a diabalic seqlor with replacement

knaes thad ave a problam and am classed az 62% disablad, | was expecling lo get my suppar meal abiodt 5ix PM lo aoinclde
wdth my diabetes but there was nothing 1 gat. } called my daughler azd had hes bring ny young granddaughlers to meet me
and we would then 90 for & meal | d!e! nal think thal we wouzd alt huve to auﬂm‘ unhi aflar B PM lo gel T SRR

Hon-responsive

COMPLAINT [TRAN _ [LOUNGE SERVICES _|FOOD DEPLETED
Non-responsive
COMPLAINT |TRAIN !LOUNGE SERVICES |FOODSELECTION |~
PHREERER Exemption 6
PAX STATES THAT HER ATTEMDAN R WAS EXTREMELY HELPFULL HE INTRODUCED HIMSELF DID MAKE
. DINER RESERVATIONS AND WAS AVAILABLE THE ENTIRE TRIP,
Non-regponsive
PAX STATES THE RIBS WERE SERIOUSLY OVER COOKED
COMPLAINT |TRAIN _ lLOUNGE BERVICES  IFOOD UNBATISFACTAORY
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Jpnapg EXefption 6

NOn-ragpons ive g T IRON STEAK DINNER WAS DISGLISTING, MINATURE BOTTLE IRISH

Bxemption 6

Non~responsive b

18302081072 104/08/2013_ |COMPLAINT [TRAIN __ILOUNGE SERVICES IPRIGING

Exemption 6
RES EEEES

Non-responsive

FAX STATES THAT BECAUSE THE 4 HR TRIP TURNED INYO A 16 HR TRIF, THERE WAS NOT ENCUGH FOROD GR
BEVERAGES ON BOARD T FEED THE DTHER PAXS,..,..PAX STATES THAT SHE HAD BOUGHT HER GWN
EEDBO10 [COMPLAINT {TRAIN  LOUNGE SERVICES _[FOOD DEPLETED SNACKS 4 WATER ON BOARD BECAUSE SHE IS A DIABETIC.

Nen-regponsive

15502667670 104/09/2013 JCOMPLAINT [TRAIN _|LOUINGE SERVIGES |FOOD DEPLETED ALSO PAX STATED THAT THE SNAGK GAR RAN CUT OF THREE DIFF, KINDS OF BEERS AND THE CHIPS
Mon-responaslve B BN EESeEE

issozen7ony 0408201 |COMPLALYT [TRAIN _|LOUNGE SERVICES |FO0D UINSATISFACTORY _ ERGRIDRRE. PAX SAYS THE FOOD WAGHT EDIBLE,
lPNRm Gxemption &

) Non-regponaive
ISSD2E90499 _|U40S013 ICOMPLAINT |TRAIN, LOUNGE SERVICES _IFOOD UNSATISFAGTORY

Nen-responsive

COMPLAINT {TRAIN __ [LOUNGE SERVIGES _|FOOD POISONING PAX WAS S0LD DANNON GREEK YOUGURT THAT HAD EXPIRED OK 4/
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KED S
—Original Message—
From: R
Date: 4/12/2013 4:31:62 PM
To:

Subject; Travel Feedback
Reservalion Number: i)

Exemption 6

Dale of Incident: G4/12/2013
Time of incident: hh:mm pm

Message: - .
¥'m on your frain #353 from Detreit to Chicago and it's my birthday with my farily lo erjoy the ride bul after we ardved in

i & Michigan the bar car ran oul of alf kinds of beer not a very good stari for my birthday | think semething should be
done if this is the way you run the bar car we Will never ride your tralns again thanks the SEERE

+* ELECTRONIC TICKET ** ** EMAZL TD SENT O7APR ***

BB1AFG RR HL21APR CTCP 444.00¢
-01 @
000 AR
B
01 I
TR 1~
Non-responsive NGNS Sk
® | I
| &
[ F
[ W
o 1
.
N ]
5002@ EMAIL -
]
5005 BILLING-
[
15502690580 |04/12/2013 [COMPLAINT {TRAIN _ LOUNGE SERVICES |FOOD SELECTION o
—Original Message—
o SRR, 1. ool ion ©
Date: 4/26/2013 10:37:41 AM P
To:
Subjact Travel Feedback
Non-responsive R R R -
Also, we had wanled to have a few drinks on board and it was not available. The supply ran out very
early on (his 5.5 hr Irip. Although there were several problems on this trip, | did enjoy the pleceful ride, the passing Lhrough
of small towns, and aciually impressed from gelting to St Louis early. And it was s¢ much belter than driving in my car. |
wanl to conlinue fo use Amirak, In fact, the trip lo St Lotis may becorne an annual tip with several friends. | will even try to
grow our group. | would even like (o travel to other cilies as well | | even recommencded 1o some filends to use Amleak,
despite a few disappoiniments | was wondering ¥ it would be possible to receive a voucher lo conlin}:e Ihe use of Amtrak for
iS502655771 104/13/2013  |COMPLAINT {TRAIN LOUNGE S8ERVICES [FOOD DEPLETED fulure Irips? | think ilis fair and | hope to see you again soon, Sincerely, BRI Exempltion
Exemption 6 PR
PAX CALLED STATED THAT THE LAST TWO TIME ON AUTC TRAIN THE FOOD BEEN VERY BAD FISH 1S DRY AND
BEEF I8 TUFF PAX STATED FCOD BEFORE WAS VERY GOCD BUT NOW ITS SO BAD SHE NOT BURE THAT SHE
15802762081 |04/13/2013_|COMPLAINT [TRAIN _ |LOUNGE SERVICES |FOOD UNSATISFACTORY  {WANTS TO TRAVEL ON LONG DISTANCE TRAIN L
Exemption 6 PR S
PAX ADV SHE ORDERED A BREAKFAST SANDWICH AND IT WAS COLD BUT DID NOT SAY ANYTHING TO CAR
ATTENDANT AND IT TOGOK A WHILE FOR PAX TO RECEIVE HER HOT WATER
1S802708060 {04/13/2013 {COMPLAINT [TRAIN LOUNGE SERVICES {FOOD UNSATISFACTORY  [PAX ADV NO NAME FOR EMPLOYEE VERY NICE....DESGC: FEMALE/AFRICAN AMERICAN
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Exemption & PNREEEEREATE ZHR AN T -
|1S5026895676 104412013 [COMPLAINT {TRAIN LOUNGE SERVICES [FOOD UNSATISFACTORY FOODWAS TOO SALTY. e T
S0 u ,
]
|
T
Non-respons ive lPOWER QUTLETS NOT WORKING ON THE LEFT SIDE OF THE TRAIN...NC DINING CAR SERVICE .. .LIMITED ITEMS
o ]
[ e e
15502680782 [04/14/2018 ICOMPLAINT jTRAIN LOUNGE SERVICES  |FOGO DEPLETED . B e
Non- responsive Bl s R B P AKX STATES DINING CAR WAS SHUT DOWN
BECAUSE OF A LEAK IN THE STOVE AND THE LOUNGE CAR RAN QUT OF FOOD
18502690824 |D4f14/2013 [COMPLAINT {TRAIN LOUNGE SERVICES FOOD DEPLETED i i
Non-responsive s e
LOUNGE CLOSED DUE TO POWER OUTAGE...SUGGESTS BATTERY BACKUP SYSTEM
—Originel Message—
" i
Dale: 4117/2013 7117:42 PM Exemption 6
Ta:
Subjecl: General Inquiries
\Was on train 136 south of bwi when lhe lrain lost power. Cafe car was closed due to power cutage much lo the added
discomion of passengers. YWould recommend a small baltery system to keep the cafe car cperational during outages
[SS02692572_ 104/17/2013 (COMPLAINT |TRAIN __|EQUIPMENT UNAVAILABLE - LOUNGE including register and coalers, | would be able to recommiend a system since that is my business. e
—Original Message-
From: ERESRISREEERE Fxemption 6
Dale: 411872013 8:57:25 PM
Message!
Minutes ago | paid $10 for & holdog in a bag and a bollle of Coor's Light, The cost itself is aslonishing, and to add insult lo
injury, the holdog was inedible, Really, Does anyene who decides what 1o pul on the menu aclualiy 1aste the food atier it's
prapared on a train? It doesn’l seem (at wauld be & difficult thing 1o do, but | can't befiave an actual human being whe has
any responsibility for your menu choices has actually tied one of your hotdogs in a bag afler they've been radiaied in one of
the commercial-grade microwaves aboard your Amnirak trains. Shameful.
15502691863 _|04/18/2013 COMPLAINT ITRAIN _ {LOUNGE SERVICES _[FOOD UNSATISFACTORY
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Non-responsive

Mon-responsive

—UnGnalviessage—

From: SRR

Dale: /182013 2:26:53 Pl Exemption 6
To:

Subject: Travel Feedback

Subjecl: Travel Feedback

Mature of Cemment: Complaint

Hame:

Email EENGRRRRR, $Sxemption 6
nadress - AR
Address2:

Cily: ERR

Slate: 5

Zip/Postal:

Country: United States

Primary Phone: (ESHREREE - hore
Mabile Phona:

Amtrak Guesl Rewards #:

Reservation Number:

Date of Incldent: 4/18/2013
Time of Incident: 1:20 prn

Message:

AN - b- 2 3¢ cart was complately uncerstocked yo
twhere beverages ran out before the end of the grueling & hour lrip, Hate youlll!

Exemption 6
PNR R - TR 2124...L ATE 5 HR 36 MIN

Dale of Incident: 04516/2013
Time of incident: 6:00 pm

1 was on irain #2124 from D.C. to NY Penn on Aprl 19, 2013. The train was delayed because of switch problems residting
from weather problems. The Irain was supposed to depart at 6:00PM and did not depart untit 3 1:00PM, | complelely
undersland Ihat lhis was beyond the contral of Amirak however | find it INEXCUSABLE thal the cafe car ran out of all food.
‘The train was silling in Union Statien in D.C. with the doars openad, The cafe car was fully stocked when we entered the
train and lhere is abselulely no reason why il codid not have been restocked, People were hungry afler being on the train for
nours in the station. | would understand ¥ traln broke down belween stations but (he irain was silling in one of 1he largest
stations in the country, doors open and completely veid of any food. At one point {he conduclor announced that Lhe cafe car
had also ran out of beer. | am a frequent traveler an Amirak's northeast corrider and | am once again thinking of finding
aliernale means of ravel, | heard similar talk from many of ray feliow passengers. Amirak keeps gsling worse and
worsellll! | look forward to a quick response with an accepiable axplanation.

5502692604 (04/18/2013 [COMPLAINT [TRAIN _|LOUNGE SERVICES [FODD BEPLETED

Message:
15502693142 _|04118/2013 _:COMPLAINT |TRAIN__ [LOUNGE SERVICES _|FOOD DEPLETED
15502693600 [04/10/2013 ICOMPLAINT [TRAIN  {LOUNGE SERVICES |FOOQ DEPLETED

NPH AR 20APR13 4:33AF 06 HR 23 MILATE
INO FOQD 4

—-89-




15502606800

04/19/2013

COMPLAINT

TRAMN

LOUNGE SERVICES,

Ias02091681

0412012013

TRAIM

COMPLAINT

Non-responsive D

Exemption &

RES SRR - - T R

PAX STATES THAT THERE WAB NO FOOD, BEVERAGES OR BEER IN THE CAFE CAR BY THE TIME HE GOT UP TO
THE COUNTER.........PAX STATES THAT EVERY 15 MINS THERE WAS AN ANNOUNCEMENT BEING MADE THAT
THEY HAD RAN OUT OF DIFFERENT ITEMS.......

Exemption 6

SEE TS REPORT BELOW:

Non-regponsive

FOODDEPLETED

Non-responsive

FOOD DEPLETED

LOUNGE SERVICES

|
|

{THE TRAIN RAN OUT OF FOOD, THE CAFE CAR WAS DIRTY - THE TABLES WERE DIRTY - THE GAFE
ATTENDANT TOOK A BREAK BUT NEVER CLEANED THE TABLE BEFORE HE TOOK A BREAK. THE CAFE
ATTENDANTS NAME SEEERE Fxemption 6

-90-




15802692577

04/20/2013

COMPLAINT

TRAIN

0412112013

COMPLAINT

TRAIN

18502690958

15507893114

15502693206 |

04/21/2013

0412112013

COMPLAINT,

COMPLAINT

TRAIN

LOUNGE SERVICES

LOUNGE SERVICES |

Non-responsive

WEERVICE
Non~-responsive

FOOD DEPLETED

—Originat Message—

From: R .

Date: 4/20/2013 6:56:30 FM  Exemption 6
To

Subject: Travel Feedback

Helio, | saw some things while Iraveling wilh you that | would ike lo poinl out in order to help improve your customer service
and fraveler exparence, 1. Cala Car, On tha kain | ook from Matro to Washington, there was only one server at lhe cafe
car, This resuited in a bne out the door of the car. The cbvious solutions are to have a second parson helping, however, If
you look al the way the service is provided, you can easily see thal It needs a theory of conslraints / LEAN appreach, The
server could use a scanner, {he material being served could be stored belter. Frcm a busmess standpolnl the serwce in the
ca!e caris unsaltsfa:lmy and iess pruf'lable Ihen can he BEE i :

T s | {RAN OUT OF FOOD! RESTRCOMS NOT WORKING
WAS ON EARLIER TRAIN M PAID ADDTIONAL 85.00 TO CHANGE

Non-responsive

FOOD DEPLETED, ___

Exemption &
PR R ...PAX WRITES:

Date of Incident: 4/21/2013
Thme of Incident: 10:00 pm

Message:
Heilo, While | understand Lhat lrain delays are o be expected, the siluation on yeslerday's Palmetio 80 from Charleston to
Fhiladelphia was unbearable.

1 /<o 21, during Ihe
delay and lhe hours afler fhe cale car was removed, we were not offered any waler, | hought that (his delay was exiremely
uncomfortable and inconveniencing. | would appreciale a travel voucher or parfial refund. Thank vou IESESERIERSE

on-reaponsive IR W
b | ] —)

TRAIN

EQUIPMENT

Non-responsive

UNAVAILABLE - LOUNGE

Exemption 6
PR R TR 90 --LATE 2 HR 2 MiN.. PAX WRITES:

Date of Incident: 04/21/2013
Time of Incidenl: 2:34 pm

Message:
My mother rides Amirak al least every month or 2, | mysell am a first lime Amirak raveler, EEERERIEESEE

Between a safely switch malfunction, balbroom out of order, and & cafe
|car not wurklng whu:h ook 2 hours o repiace or remove in Washington D 3

-91-



19502694742

0412112013

COMPLAINT

TRAIN

LOUNGE SERVICES

15502694743

04/21/2013

COMPLAINT

TRAIN

Non-responsive

Non-responsive

FOOD DEPLETED

g -|-ONG LINE FOR LOUNGE AND SHORTAGE ON ITEMS

i—Origina} Message-

From: R . Exemption &
Dale: 41222013 9:26:08 A DXEMPLION 6

iTo:
Subjecl: Travel Fesdback

[ e
understaffed and ran ouf of most feed items early on. The iine to get to the food car extended into the next car and laok
close to one ol S e e e N —— . -

LOUNGE SERVICES

Non-responsive

Non-responsive

SLOW SERVICE

1
H

i
mLONG LINE FOR LOUNGE AND SHORTAGE ON ITEMS

—Original Message—

From R 1 ;

Date: 412212013 0:26.08 At Lxemption 6
To

Subject: Travel Feedback

Sy T
]
-
N

15502692537

04/222643

COMPLAINT

TRAIM

LOUNGE SERVICES

Hon-responsive

Exemption &
as -0

PAX WIFE GOT FOOD POISONING AND VOMITTED, THIS WAS NOT REPORTED TO STAFF. SR
PILLS BEFORE TRAVEL.

15802692545

15502694832

15502696814

0472212013

D412202013 |

GOMPLAINT

COMPLAINT

TRAIN

LOUNGE SERVICES

FOGO POISONING

HOLRS LNSATISFAGTORY

RN Non-responsive
NO FOOD AVAILABLE. LOUNGE CLOSED

TRAIN

LOUNGE SERVICES

Non-responsive

SLOW SERVICE

[Exemption 6
o SR S e
| e e e e

04/24/2013

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-respongive

Non-resaponsgive

HOURS UNSATISFACTORY

i
o
ROUGH RIDE...LOUNGE CLOSED
—Original Message—
ror: E .
Date: 4/26/2013 10:42:47 AM Zxempticon 6

To: I
Subjecl: Tell us whal you think

S
SRR ' -/ (00 /1, 155
a snack pack and sm water, the "bar” was closed| Seems to ma AMTRAK could have dene a bit more for lheir passengers,

{either in food or compensation.

—92-




15802697314 _

15502693284 _

1SS02694778.

lIs892698388

iss02695908 |

Non-responsive

Non-responsive
el | OUNGE CLOSED
TWICE...FOOD UNSAT...DINER ATTD GRUMPY.. KICKED CUT OF RCCM FOR CLEANING 20 MIN PRIOR TO
ARRIVAL IN NCL

-Original Megsage—
From:

Date: 5/1/2013 21513 PM .
To: Exemption 6
Subject: Travel Feedback

We ware vory exciled about our lrip to New Orleans via the Crescent out of DC. SRS
e e ]
wo limes we went to [he cafe car only le find it lemporasily closed; the staff, wilh lhe

[
exceplion of the lovely wailress in the dining car, were all very unpleasant, grumpy,....as lhough il was a hassle for them to
be working; and the foed guality was below mediocre..

04/24/2013_[COMPLAINT [TRAIN  LOUNGE SERVICES |HOURS UNSATISFACTORY o
CALLER STD THAT THEY ARE CLOSING THE DOME CAR FROM MTZ/EMY...CALLER STD THAT THEY SHOULD
KEEP 11 OPEN SO HE COULD SIT IN IT..
CALLER STD THAT THE TRAIN RIDE IS GOGD AND THE STAFF HAS BEEN GREAT, JUST DOES NOT
042612013 _{COMPLAINT [TRAIN  {LOUNGE SERVICES |HOURS UNSATISFACTORY |UNDERSTAND WHY THEY ARE CLOSING THE DOME CAR..,
A . - P
. - ]
Mon-respongive
PAX ALSO ADVISED HIS WRAPPER ON SANDWICH INDICATED EXFIRATION DATE PASSED 3DAYS AGG AT THAT
04252013 JCOMPLANT [TRAIN {LOUNGE SERVICES IFOOD UNSATISFACTORY  [TIME. PAX DID GET HES MONEY BACK. o S
-
PAX STATES THE LOUNGE CAR 1S ALWAYS FULL, PEOPLE SIT THERE AND NEVER GET UP TO G0 BACK TO
THEIR COACH SEATS - THEY NEVER GIVE OTHERS A GHANCE TO SIT N THE LOUNGE....
PAX TRIED TO WATCH A MOVE BUT THE LOUNGE WAS TOOQ NOISY ...
PAX UPSET THAT MEAL TIMES ARE NOT ASSIGNED AT TIME OF BOOKING INSTEAD OF TIME OF CHECK [N
Bon-rosponsive bR e e o e T s
EETIRTR R
O4/76/2013 ICOMPLAINT [TRAIN _ [EQUIPMENT UNAVAILABLE - LOUNGE e e e
PAX WAS EXTREMELY UPSET WITH LEGNTH THE LOUNG CAR WAS CLOSED FOR BREAK. PAX WAS TOLD iT
04/27/2013 |COMPLAINT [TRAIN _ JLOUNGE SERVICES |SLOW SERVICE WOULD APPROX 20 MIN AS ITWAS ALMOST THR, e
PAX SAYS THE FOOD WASNT FRESH, PAX SAYS THE CHICKEN WASN'T FRESH. PAX ASKED DID SHE HAVE TO
PAY FOR HER MEAL? PAX SAYS THE ATTENDANT TOLD HER BECAUSE THERE ARE FOUR PEOPLE EATING, |
_ CAN ONLY COMP ONE MEAL, SAX SAYS TWO PEOPLE FROM HER PARTY WERE EATING RIBS AND THE
Non-responsive  |ATTENDANT BOUGHT OUT ANGTHER ORDER OF RIBS, AND CHARGED HER MORE MONEY. pHGSEns
041282013 ICOMPLAINT HTRAIN  ILOUNGE SERVIGES |FGOD UNSATISFAGTORY B e e me e o
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Nop-responsive

£ OUNGE WAS NOT ACCEPTING CREDIT CARDS Exemphion 6

--Qriginal Message-

Fram, ) .
Dals: 4/20/2013 12 M Exemption 6

Subject: Travel Feauback

Hellg, | purchased a Businass Gluos “upgrade” for Train 152 (rom WAS o NYP last nighl

o Non-rasponsive

-
5 Als the Clu c
15502697134 j04/2612010_|COMPLAIT ITRAIN |LOUNGE SERVICES, IFOOD UNSATISFACTORY - nmlslakzng eoadit berds Eas-l nign-!. Ca"nlyuu Please recredil lhe 341 (hai | pald for ine ansinessg ass !ipgrade?

Non-responsiime s

PAX STATED CREW WAS VERY jzagiy . CAFE CAR WAS DNLY OPEN FOR SHORT PERICDS OF TIIE ... LBA
. WAS
Non-responsive  nupg,,

15502506760 05012015 IGOMPLAINT {TRAW _ILOUNGE SERVICES 1HOURS UNBATISFACTORY

Y-



15502695523

1502698670

05/02/2013

COMPLAINT

TRAIN

LOUNGE SERVICES _

05{05/2013

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

Non-responsive

FOOD DEPLETED

Non-responsgive

FOOD DEPLETED

Pax sid {he allendant std he was not expecling anyone.. the room was bemg use by |he allendant and he told her lo gﬂ Io
lhe vwne and cheese par!y ﬂnd he wnuld have 1he room ciean R g 3 B

conductor did being her a rnini bottle of water....

Cailer std that there was coffee but no cups, milk or sugar...

—-95—



ISSDZ696268

ISS02723838

06/06/2013

05/06/2013

COMPLAINT

COMPLAINT |

TRAIN

TRAIN

LOUNGE SERVICES

Hon-respongive

PRICING

" [Won-responsive Mk SIS S5

Email follow up;

—Qrlglnal Message—
From S RRRARIER
Date: 51072015 8:53:48 AM
o
Subject: Re: General inguiries FRETEE

Exemption 6

LOUNGE SERVICES

FOOD UMSATISFACTORY §

EMAIL LOGGED

--Qriginal Message—

From:

Date: 552013 1:0%:34 PM

To R .
Subject; Tell us what you think Exemption &

Source: Member Web

Member Number: EREIREEREE

]

Respond Via Emall: Yes

Subject: Tell us what you lhink

-Comments:

| do wish you would improve the qualily of the feod on the Norlheast corvior. | can'l have any dairy. Just about everthing else
has loo much salt or suger, Been riding on this roule for the fast 24 years, foods never gollen any better,
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5502688937

05/07/2013

COMPLAINT

TRAIN

LOUNGE SERVICES |

Non-regponsive

IFOOD SELECTION

-Criginal Message—
Fram NI :
Dale: 6/7/2013 2:07:40 PM Exemption 6

Reservation Number: g

Message

My experience has been pleasant, the leg room is great, cuslomer service has been much batier than the aidines, and
|lhe views are nolhing that could compare to air trave! GGG

.
The cale cart serves it's purpose, but nothing to wrile horv

aboul.... et his one slide, as air fravel is't much betler, in fact il's probably worse because you can't walk up to i|IB ‘cafe’
1and order something. Allin all, | fesl mora relaxad on Ihe leain, No stassors of alr lravsi, | do Lhink [hat speed wauld heipl

]
[
]
—
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T —UgHa) MEssage-
From: e .
Date: 5/7/2013 9:58:29 Pl Exemption 6
To:

Subjecl: Travel Fesdback

Subjecl: Travel Feedback

Nature of Comment: Complaint, Suggestion; Train

Name: il Exemption 6

Addresst;

Adtress2:

Cily:

Slale:

Zip/Postal:

Country: United States ,

Primary Phone: EREEEEEmER - business Exemption 6
Muobile Phone:

Arntrak Guesl Rewards # SEERTEee
Reservation umber: SEESEg

Date of Incident: 05/07/2013
Time of Incident: 06:40 pm

Message:

Onee again, | just refurned to my seat wilhout whal | wanted fram lhe Bistro car because they ran out, | teke the {rain caing
dinner lime avery week and this happens frequentiy, This train jeaves Sealtle in 1he morning and my trip (Cascades 508) is
the relurn, el the Bisiro is not reslocked for the relum trip where you have a lrainfull of cuslomers needing dinner. Il
lhappens frequently enough that | have laken to bringing my own food, which is inconvenient for me and lost sales for you.
Unforiunately this ime | was counting on the Bistro for part of my dinner, so now | will arrive home at 10:30 pr still hungry. |
suggest two things: (1) restock itlems in Poriland where the majority of passengers beard, and {2) have a simpie 1ally sheet
in he Bistro where lhey mark missed sales, | suspecl you vl find you are losing significant revenue.

18502700317 _|05/07/2013_ [COMPLAINT TRAIN _ {LOUNGE SERVICES IFOOD DEPLETED

PAX SAYS HE WENT TO THE LOUNGE CAR AND ASKED FOR 2 BOTTLES OF JACK DANIELS AND 2 COLD COKES,
THE ATTENDANT SCOOPED SOME ICE INTC A GUP AND THE PAX TOLD HIM HE DIDN'T WANT (CE. THE
ATTENDANT THREW THE SCOGPER INTG THE ICE. THEY ARGUED ABOUT HIM NOT PUTTING THE SCOOPER
INTO A HOLDER. HE THEN BECAME VERY BELIGERANT AND STARTED INSULTING HiM CALLING HIM A FAT ASS
H ANE THREATENED HIM NOT TO COME BACK TO THE LOUNGE. PAX ASKED FCR HIS NAME AND HE REFUSEDR TG
i GIVE T TO HIM AND HE DID NCT HAVE A NAME TAG ON. HE WAS A WHITE MALE 80%SH HEAVY AND ABOUT 6 FT
H TALL, PAX STATES HE FEELS HE WAS TARGETED BECAUSE HE PUT A COMPLAINT ABOUT THE ICE SCOPPER
. PAX STATES DANGEROUS DIEASES OR IN THE |CE i
Non-respors i ve |

e ]

ISS02698448 [05/08/2013 |COMPLAINT {TRAIN __|LOUNGE SERVICES {FOQD FOISCNING
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i

155802805448

15502706226

15802698811

05/68/2013

S EEEEN

05/10/2013

| LCOMPLAINT
COMPLAINT |

TRAIN
TRAIN

_[LOUNGE SERVICES |
LoUNGE SERVICES

PAX SAYS HE WENT TC THE LOUNGE CAR AND ASKED FOR 2 BOTTLES OF JACK DANIELS AND 2 COLD COKES.
THE ATTENDANT SCOCPED SOME ICE INTO A CUP AND THE PAX TOLD HIMHE DIDN'T WANT ICE. THE
ATTENDANT THREW THE SCOOPER INTO THE ICE, THEY ARGUED ABOUT HIM NOT PUTTING THE SCOCPER
INTO A HOLPER. HE THEN BECAME VERY BELIGERANT AND STARTED INSULTING HIM CALLING HIM A FAT ASS
AND THREATENED HIM NOT TO COME BACK TO THE LOUNGE. PAX ASKED FOR HIS NAME AND HE REFUSED 7O
GIVE |T TO Hivt AND HE DID NOT HAVE A NAME TAG ON. HE WAS A WHITE MALE 60'ISH HEAVY AND ABOUT 6 FT
TALL. PAX STATES HE FEELS HE WAS TARGETED BECAUSE HE PUT A COMPLAINT ABOUT THE ICE SCOPPER
PAX STATES DANGEROUS DIEASES OR IN THE ICE I T

Non-responsive

FOOD UNSATISFACTORY

FOOD UNSATISFACTORY _ IPAX STATES HER MEALS WERE FINE UNTIL THE LAST LUNCH

COMPLAINT

TRAIN

LOUNGE SERVICES

pax email

—Original Message— .
Fram: : Exemption &
Date: 516/2013 2:43:04 P~ Bxemption &

To:

Reservation Number: |EEREE

Dale of Incidenl: 05/10/2013
Time of Incident: 5:47 pin

Message:

1 raveled on teain 283 outof NYP. ale a lurkey and brie sandwich Ihat | purchased at the frain dining car concession. |
suffered serious abtominal iliness In the hiows (hat Tollowed. It was the only thing that | had eaten, so | am raiher certain that
there was something wrong with the sandwich. The expiration dale on the sandwich was 3/1113, so it was not oulside lhe
sell-by period, but il was not healthy to eat.

FOOD POISONING

1050122013

COMPLAINT

TRAIN

LOUNGE S8ERVICES

ey
-

;K;g;KTEétﬂ:iE LOUNGE/SNACK GAR WAS CLOSED MORE THAN OPEN - VEG BURGER HAD SUGAR [N T AND
THE HUMMLS HAD WHITE FLOLR [N IT (PAX IS A VEGAN) — REQUEST MORE FRESHRAW VEG'S

Non-responsive

HOURS UNSATISFACTORY

-49-—




F‘NR“ Exemption 6

Non-responsive " R = —

PAX SAID SHE TRIED TO GET “MACARNI AND CHEESE® BUT ATTEND'T WOULDN'T SELL IT TOHER

IS502698840 10532013 JCOMPLAINT [TRAIN _[LOUNGE SERVICES |FOOD SELECTION _ BECAUS ESHE WAS TOO OLD? {RE; CHILD MENU)

Nen-responsive w
e e )
PAX REQUESTS SODA BOTTLES RATHER THEN CANS DUE TO OPEN CANS SPILLING IN LOUNGE
~Original Message—
[ ] .
Date: 5/14/2013 3:58:28 AM Exemption &

To:
Subject: Travel Feedback

Non-responsive

..... The caf?? caris a total joke now. You have every seat full and eight caf?? tables; five of which are laken up by the crew,
The peoplte running the caf?? car are the most unpleasanl to deal with. The lady tonight on the train back to Erle was lhe
worst | have aver seen, We all had to make a single file ine that extended oul lo one sida of the car where the lables were,
Which | get; orderly fashion is nice. However, we couid nol see the menu untll we were next in ine, And when the menu said
jsomelhing like ? Chips and candy? you were not allowed o stroll by to see what kinds of ? chips and candy? there wera, |

alzo think it would be nice ¥ you sold bottles of pop instead of cans. | think people would be wifling lo spend the exlra meney
I5502704725 0811342013 COMPLAINT [TRAIN _ {LOUNGE SERVICES [FOOD SELECTION seeing that thece is 1o place [0 set 3 can al your seat vithout it spiling
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Non-respongive

Non-responsive

JFOOE DEPLEYED [N BOTH

DINERILOUNGE.GOINER POTATOES WERE WATERE|
LUNGH RATHER THEN DINER MEALS

LOSS OF ACCOM = $234.00 OR HIGHER VALUETC

Exemption 6
-dginal Messane—

15502726045 J0RN3/2013 COMPLAINT [TRAIY  [LOUNGE SERVICES |FOOD DEPLETED m- A T T T
‘" PAX UPBET CAFE ATTENDANT CHARGED HER §2.00 FOR GUP TO GET HOT WATER.

52X REPORTS FEMALE ATTERDANT (AFRICAN AMERICAN APPROX 5'4", STGCKY) WAS

ISS0ZBO3468 (G5/14/2043_ |COMPLAINT TRAIN _ |LOUNGE SERVICES |PRICING _ JUNPLEABANTUNPROFESSIONAL WHEN PAX INQUIRED ABQUT RED CAP ASSISTANCE INWAS,
Non-responsive ILOUNGE RAN OUT OF NUTS
—~Originig Messape—
=
Non-regpongive
.. | KNEW ss0aE happens
sution shoukl be offered lo me. [ was on thal lraln Tec § howrs st least....

15502710001 {06013 [COMPLAINT JTRAIN  (LQUNGE SERVICES [FOOD DEPLETED hanks a bunch.jry Exemption

-101-

UE TO BUSSING SPICSEA WERE GIVEN BOXED




Non-responsive
. IFOOD DEPLETED THE CAFE CAR GLOSED NO FOOR AVAILABLE OR DRINKS

|
SRR

Non-responsive |(EEEER EEE K
R =

NO FOOD OR WATER AVAILABLE

15802700035 |05/16/2013 [COMPLAINT |

. JLOUNGE £

(5502701835 [05/18/2013 [COMPLAINT |TRAIN  |LOUNGE SFRVICES |FOOD DEPLETED
N T TExXemption 6

Non-responglve
15502701738 g 20/2013 (COMPLAINT ITRAIN HLOUNGE SERVICES IFOODDEPLETED

NO COMMUNICATION FROMTHECONDR .
PR R R R THF STAFF WAS EXCELLENT, ESPECIALLY THE CONDUGTOR..THE PAX
SAID THEY RAN CUT OF SALAD DRESSING.... THE SALAD WAS FROZEN.....PAX SAID THE REFRIGERATOR
SETTINGS NEED TO BE CHECKED.... o ) L
) PR R - RS SERaET ' STAFF WAS EXCELLENT, ESPECIALLY THE CONDUCTOR...THE PAX
Non-responsSive IgairTHEY RAN GUT OF SALAD DRESSING...THE SALAD WAS FROZEN.....PAX SAID THE REFRIGERATOR
ISS0Z701738 [05/2012013 ICOMPLAINT ITRAIN __|LOUNGE SERVICES _{FOOD UNSATISFACTORY _ SETTINGS NEED TO BE CHECKED....

pax email

—~Original Message-

Fram

Date: 5/23/2013 8:38:41 PM .

To R Exemption &

Reservation Nurmber: RS

Date of Incident: 5/21/2012
Time of incldent: 5:00 pm

Message: :

| purchased shacks (cheese tray, hurnrnus/pretzels, bolled water) frorn the cafe car on the train home from NYP o PHL,
The cafe attendant was courleous and helpful, Unfortunately, the cheess tray | purchased contained several cheeses past
expiration date, The tray was dated 5/20 on the culside bul the chaddar cheese packs said "best by April 13." [ almast had
not checked before gating them; [ usvally save a few o give them to my child when | get home, Traveling Amirak as
frequently as | do, | have come le expect excellent service and my standards are usually met-but not Lhis day.

15502705332 |05/21/2013 [COMPLAINT |TRAIM LOUNGE SERVICES FOOD UNSATISFACTORY
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18502709633 _

15502767380 _;

82172013

051222013

TRAM

LOUNGE SERVICES

Won-regponsive

FOOD DEPLETED

Date of Incident: 05/21/2013
Time of Incident: §:51 am

Message:
| boughl a Business Class licke! and | was very disappointed. The menu's thal you have localed in the back of the seals, ls
not accurate. You shouldn't advertise things that you don' have. Alsc what | ara upset aboul is the fact thal you had no diel
popl | was the first person up to gal a drink, so | know that you didn't run oul of diet pop, | never have went anywhers that
didn't serve diet pop. | am a diabellc, so § can't have juice or regular seda, that have sugarin il And | don't want water, |
boughl water on the train with me. T T R L B R [ B L L L L e R
Alsa if Fhadn't read onkne about the one fies beverage that you get in business class, |

wouldn't have known. Nobedy said anything. SRR B

H

The cas.hiedusl fisten to his head phones lhe whole Irip.l would Hke lo be reinbuise for my diel
pop fhat | never received. A total of $2.25. | think hat's only fair considering the amount { spend for Business Class

COMPLAINT

TRAIN

LOUNGE SERVICES |

Hon-responsive

Nen-responsive

Non-responsive

HOURS UNSATISFACTORY

R Rl | OUNGE WAS HARDLY EVER OPEN..LOUNGEDINER ATTD
WERE INEFFICIENT..PAX WRITES ALL THE FEMALE EMPLOYEES WERE RUDE

15T EMAIL:

- Qriginal Message—

From:

Dale: 64412013 15218 PM Exemption &
i

Subjecl: Travel Feedback

| and virlually all the passengers on {he lrain were lreated rudely,_snack bar never oper BRI

Many people complained,

ZND EMAIL:

—Criginal Message—

From: R ;

Dale: 5i4i2013 20216 FM ~ sxemption 6
To;

Subject, Trave! Feedback

The only polite person on the lraln was the dining roor rnan, All the women o the irain were rude.

R They letl the snack bar with the Trig deor open a0 lhe Tood ceuld o bad. The
{snack bar was rarely open. ISR
| Ofen Iha snack bar parson just sat

oo e )

and stared at the fine of people waiting for the snack bar lo open. The snack bar person alse expecled tips, which i paid at
first. Many elderly peaple waited literaliy for hours for the snack bar fo open. Then the woman taking reservations for the
dining car kept lesing people's reservation info. T SO 11

was fhe train on May 22, 2013 from New Crleans, La. 1o Toccea, Ga.m

Bs027031628

05123/2013

COMPLAINT

TRAIN

LOUNGE SERVICES

FRICING _

PAX 1S REQUESTING A CALL BACKU

PAX UPSET THAT SHE HAS TO PAY 2,00 FOR HOT WATER,

05i24/2013

1S502703640

COMPLAINT

TRAIN

LOUNGE SERVICES

FOOD DEPLETED

PR R Exempticn 6
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15502705405 _ 105/24/2013

COMPLAINT.

TRAIN

LOUNGE SERVICES

HOURS UNSATISFACTORY |

pax ernail

--Qriginal Massage—

From: B
Date: 5/24/2013 PM \
o Exemption 6

Reservalion Number: [RESSER

Date of Incidenl: mmiddfyyyy
Time of Incident: hhumm am

Message.

Just after 8pm | went ta the counter to place an order, The gentteman sald "we're closed sir”. | Ihen asked what ime they
usually close, he sarcastically repliad “now", As § left, others came 1o the car to place orders and | told them the Feod
counter was closed, They were dissapointed. Amirak is losing meney here, while the consumers are gelling frustrated and
may considar al means of ranspostation (n the fulure, The gentleman working the counter should be caunseled andg
raprimandad, Whila | can'l tell yeu how much revenue he lost for you at the counler, | can tell you he irrltated at leasl a half
dozen passengers.

5502703850 0512512013

15502706645 G56/25/2013

COMPLAINT

TRAIN

LOUNGE SERVICES |

Non-responsive

Non-responsive

FOOD DEPLETED

Exemption 6
PR e - R STATED THE FOOD SERVICE WAS
LIMITED AND THEY WERE COMPLETED OUT OF THE ALCOHOLIC DRINKS - THIS MADE THE TRIP EXTRA LONG -
HE HAD TO SETTLE FOR GOFFEE, SAID HE KNOW THE TRAIN WAS LATE BUT HE WAS CALLING
BECAUSE THERE WAS NO ALCGHOL ON THE TRAIN.

COMPLAINT

TRAIN

LOUNGE SERVICES

Non-responsive

Non~responsive

FOOD DEPLETED

PAX STATES
AND HAD TO WAIT FOR A CREW MEMBER REPLACEMENT

RAN OUT OF FOQD
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15802712739 _[06/26/2043

COMPLAINT

Iss0z726221 [06/2602013

TRAIN

TRAIN

LOUNGE SERVICES

Non-responsive

Non-responsive

Mon-responsive

FOOD DEPLETED

Exenption &
NO COMMUN ABOUT DELAY....RAN OUT OF LOUNGE FOOD

—~Original Message—
o B T ‘
Dale: 51282013 10;01:10 PM Exempkion &

Su‘bjacl: Traval Feedback

On Saturday May 25th we left from Detreit at 11:20 with reservation numbers ESEEEE = SRS HOSTRERETIEE

Soon fo be
inoiiﬁed thal they ran oul of feed in the cafe can, we were lefl on the train with nol much fo do for sitting there for almost 4

you heed to contact me My nama is and my emafl is

M @< 1y boyfitends name who was under the second reservation number i KRNI

| EQUIPMENT

Non-responsive

—Original Message-

From: R

Date: 6/9/2013 11:19:58 AM Exemption 6
To

Subjeck: Travel Feedback

hiature of Comment;

Name NS
Amirak Guast Rewarcs # ST

Reservation Number: [REHEEI

Date of eident; 6/1/2013
Time of incldent: 8:00 am

Message: Exemption €

First fime traveling with Amtrak.... Thal eaid, here are the good events . Train 21 CHI o TPL « Altendani G| was GREAT!
Room ready, he was very helplul, courteous, fun 1o talk wilh. A great example of what | believe Amirak should be in persan,
Meals were great loo. Only downside was no lounge car. JRY explained that it was to be in the consist, but lhere was a
mechanical issue with the cale's refrigeration unit, so the car was replaced wilh an exira dining car. Oh well, The firstleg of
my {rip was fun and enjoyable, We could have dene wilhoul Ihe National Park service people on board, They were about
useless.

So to recap - Trip to Texas greal, what | expecied and more! Graat job!
Return trip - fousy. Food issues, B
oo e

That's aboul it. | am recommending Amirak to friends and co-workers though. [ think it's a great way to lravel and sea the

couniryside vélhout lhe cost and hassles of driving. | drove to Temple, Tx 2 years ago, and it's a long drive for one person o
make. § would like to make another trip or twa, Maybe on the Empire Builder and the Zephyr, They'd take me 1o paris of the

....country 've never seen. Next time, bedraom for sure, especially if I'm taking the wife, And | suppose if's been broughl up,
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Exemption 6

—Criginal Message— .
Exemption 6

From:
Dale: 52712013 1:11:10 AM

Message:

| had mixed experiences on this lvip, | boarded at noon at Back Bay and after laaving Worcesler went to the lounge car to
eat lunch {a publicly adverlised service on (his train (#4490}, upon entering the Jounge car, the allendant told me (hat she
could not serve me as she could only serve the sleeping car passengers with lunches at that time. She said Lhat she would
make an announcement (ater when she could serve the coach passengers, probably after Springfield,  wailed all the way to
Albany bul ho announcement was ever made. | do not befieve Ihat anyone in my car patrenized the lounge car on our trip
because of 1his. | befieve that Amirak is misrepresenling he services available on the Lake Shore Limlted between Boslon
and Albany. If coach passengers can nol pakronize Ihe lounge car or arg limiled in so doing that should be so ndicated in
The fi bles and ofher ials so that p gers can be advised to make aliernalive arrangements. This situation also
seems to ba in vialation of Amirak's Service Standards for the operation of Lounge Cars as to what hours they musl be
open. My seal mate may have known of this as she was consuming Chinese fakeout throughout our trip fo Albany greatly
lempling me whe had not ealen betore my tip expecling te have lunch in the lounge car as per Amirak's publicily. if Amirak
is not able 1e provide lounge car service to coach passengers between Boston and Albany, il should slate so and allow and
encourage coach passengers to make other arrangements,

In contrast ta the above, afler we feft Albany, | had dinper in the Indianapolis diner {B460) and observed an exceflent crew
there serving everyone in & posilive, excellent manner worlhy of the pre 1968 Fullman tradition. EREEEE was my watter but |
also saw parforming excellenl customer eriented senvice, | could not gel the name of the
cheffcook, but my enlree was prepared pedeclly. This crew seemed 1o enjoy senving Lheir patrons and was as good as |
have seen in riding Amirak tralns since 1871 and Penn Ceniral before Ihal. This crew enjoys serving their customers and
provides excelient service.

RES“ THE SLEEPER CAR ATTENDENT NEVER TOLD THEM THAT THEEE WAS 60FF’EEWW.VAS VTGLD BY
THE ADULT CHELDREN THAT THERE WAS GOFFEE AT THE END OF THE CAR
RAN OUT OF COFFEE BEER AND SODA IN LOUNGE .

RAN OUT QF BACON AND DESERTS ....

m

Food was depleled, had chips and water, malority of items in caf? out of stock

15502706502 05/26/2013 [COMPLAINT ITRAIN _ [LOUNGE SERVICES HOURS UNSATISEACTORY
Exemption &
Non-responsive
TRAIN  jLOUNGE SERVICES |FOOD SELECTION
Non-responsive
15502708388 105/26/2013 jCOMPLAINT |TRAIN |t OUNGE SERVICES |FOOD DEPLETED
Non-responsive
5502703554 |05/27/2013 [COMPLAINT TRAIN LOUNGE SERVICES |FOOD DEPLETED
15502703644 |05/27/2013 |COMPLAINT [TRAIN i GUNGE SERVI

3 |FOOD DEPLETED PN - K - P SAID THERE WAS TARGE LINES FOR FOOD...

THE TRN RAN OUT CF FOOD.
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15802704825

I5502706345_

i15502713188

Non-responsive

YT VVAD BV 2 T T T AR UG0AN S ML MTLATE
THE PAX REQUESTED A REFUND. HOWEVER, IT WAS EXPLAINED THAT AFTER TRANSPORTATION HAS BEEN
PROVIDE PASSENGERS ARE ONLY ELIGIBLE FOR A TC. THE PAX UNDERSTOOD.

“+ GUEST REWARDS CUSTOMER *+
*** ELECTRONIC TICKET *** ** EMASL TD SENT 20MAY

34330A  RRHLOZJUN CTC-P 853.20/
i@

-020 NNNEREEREE Exemption 6
030

- 04 (SR

TRIP 1°
_ﬂu
[ ]

| §

I R
N
F NG ACTIVE JTINERARY

RN ¥ WG
Exemption 6
T pLd

5003@ EMAIL »

5004@

5010@ NOTIFY - £ 02 HOUR 00 MINS

5012@ BILLING- MM
M

5001@ REMARIC:

S002

05/27/2013 [COMPLAINT [TRAIN _ LOUNGE SERVICES [FCOD DEPLETED 5008@GREATED BY INTERNET

PAX'S HUSBAND CALLED. HUSBAND SAYS HIS WIFE WAS SEVRE A MEAL WITH MIX VEGETABLES. HUSBAND

SAYS HIS WIFE IS ALLERGIC TO GREEN PEPPERS. HUSBAND SAYS HIS WIFE ASKED WERE THERE ANY GREEN

PEPPERS IN THE FCOD AND SHE WAS TOLD NG. HUSBAND SAYS THERE WAS GREEN PEPPERS IN THE

FOOOD AND HIS WIFE'S THROAT BEGAN TO CLOSE. HUSBAND SAYS HIS WIFE IS FINE, 8HE ONLY TOOK A
0572772013 :COMPLAINT [TRAIN LOUNGE SERVICES [FOOD UNSATISFACTORY  {LITTLE BITE. e ]

Non-responsive MR

LOUNGE RAN OUT OF FOOD.. S

—Original Message—

From: E NG

Date: 8/26/2013 120344 PM Exemption &

To

Subject: Travel Feedback

Heilo, | was on train number 461 on May 27, 2013 traveling from Bridgeport, CT (BRP) lo Union Slation (WAS). IS

]

Non-regponsive R
O
the lrain

ran out of focdibeverages, | am hoping to receive a fuli refund from this trip or & cash

05i27/2013_ |COMPLAINT |TRAIM  JLOUNGE SERVICES {FOOD DEPLETED tvoucher for the inconveniences | have sufferad. Thank you, I .
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Fon- rasponsive
OUNGE RAN OUT OF FOOD

- Crlgglnal Message—

Hedto, { m nod & frequent sider of Amirsk, bid decided (6 give I o iy (his pest weekend for 1 #p [ was taking from
Washington, DG la Providance, RI, The sufbsund tip an Thursday, May 23 was pleasant and everything wenl weil, My
relura kip, however, was a surprigingly unpleasant experience and has me serlously reconsidering whether or not | shovld
l1ave faken Aralrak ai alt T

Non-responsive

Bl (e cafe car ran oul of real foed. | undersland
1e shacking, | recall only one Annotneement lising

Ilhm mistakes happen, bul the paor response 1o these issttes was qu

[tnade aboul he dels

nd 0 arouncements were made aboul the food 30 paople Kept klng 1 Ihe {oad car only to End it was smply. No
apologies were ever given siid the sendetors acled like Lkls was not a big deal al all, | was very surprised g
15502713222, |05/27/2013_{COMPLAINT [THAIN _ILOUNGE SERVICES _{FOOD DEPLETED fisappaofilad

Non-respongive

|LOUNGE RAN OUT OF FOOD

—-Originat Message—

Fremg

Dal wraw Exemption 6

Subjesl: Travel Feadback

| departed STL yoslonday on lme al 3:00 PM and wa had several delays eaily in Ihe eip bul no prolion il geemodd like we
wouid be an fime. 18 minules culside of Springlield, L we ware stuck for just a fide aver 4 hours because of a downad trea,
: T > g ‘The lrain ran our of

Non-responsive

15502714782 (0513772013 ICOMPLAINT [TRAIN |LOUNGE SERVICES {FOOD DEPLETED

Exempticn 6
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'

15502715107

15502715469

0327R01E |

05/27/2013

COMPLAINT

COMPLAINT

TRAIN

LOUNGE BERVICES

Non-responaive

Non-responsive

FOOD DEPLETED

Reservation Number: S Exewption 6

TRAIN STATUS HISTORY FOR TRAIN: 304 DATE: 27TMAY13
CHI

Dale of Incident: 05/27/2043
Time of {ncident: hhimm am

Message:
On my Irip back from St Louls to Chicago Union Slalion on May 271, 2013

T SR L !> <afc car began running low on food and drink due Io the celay. TN

When we finally reached the
next statien hours later, Springfield, I'gol off because | was worried thal delays would conlinue and thal the fack of food

would be probiematic i il contisc.

[ <y

TRAIN STATUS HISTORY FOR TRAIN: 304 DATE: 2TMAY13
AT CITY AS OF:
STN TYPE DATE TIME Z iNFO DATE  TIME AGENT

TRAIN

LOUNGE SERVICES

Nen-responsive

Neon-responsive

FOOD DEPLETED

--Original Message—

From: R
Date: 5292013 10:07:41 PM
To:

Subjecl; Travel Faedback

Exemption 6

Hi- | spent a weekend in NYC with friends for a bachelorette weekend and on the way back on Monday, he frain
malfunctioned.|

We actuaily passed several stations before the
issue was fixed- a new engine {communicaled from someone in e cafe car). The cafe car ran out of food and drinks while
we were stopped In Lhe middie of nowhere, | naively thought pechaps whife we we delayed even further whife Amirak was
replacing the engine in Philadelphia that they would restock food and drinks- no, Lhat didn't happen. All in all, a 3 hour train

ride turned Inlo a 7 nour ride, with ao apologies, no food, and no drinks! N
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18802717591

15502716567 |G

051272013

TRAIN

LOUNGE SERVICES _

Non-responaive

FODD DEPLETED

BRG] | OUNGE RAK OUT OF FOOD

—Criginal Message—

From '
Date: Bi3(2013 4:09:28 PM Exemption &
To:

Subject: Travel Feedback

Hello, | recently bought 4 Amirak tickets from Poughkeepsie lo Washington DG for my family. Skl

the food cart ran oul of food so we couidn'l even purchase snacks to
assuage our crankiness. EEEE R S B e

COMPLAINT

15502724257

05/27/2013

COMPLAINT

TRAIN

TRAIN

Non-respensive

FOOD DEPLETED

Reservation Number gl Exemption €

Date of Incident; 05/27/2013
Tima of Incidert: 2:05 pm

Message:

Hi, | endured a terribie trlp on Monday, May 27th from NY to DC. I
RN ¢ (e car complotety ran out of oo N W
T

the feod and beverages could

have bezn restac o S Sl NN

TRAIN STATUS HISTORY FOR TRAIN: 161 DATE: 27TMAY13
AT CITY AS OF:
STN TYPE DATE TIME Z #WNFO DATE TIiME AGENT

LOUNGE SERVICES

Mon-reaponsive

FOOD DEPLETED

R | O UNGE CAR RAN OUT OF FOOIYBEVERAGE. . R

—Criginal Message-
From: R .
Date: 6/16/2013 5:52:38 PM Exemption 6

To:
Subject: Travel Feadback

SRR ! (1 Far 04l of 50113 5 oo N
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1

LOUNGE SERVICES

Non-respongive

Non-responsive

WJLOUNGE RAN QUT OF FOOD

Exemption 6

~Original Message—

Hellz, | fiue In DG el § ravel b 1Y aboul onee a manth, For he past couple of years, Fve used the bus (Mega, Variooss,
Gayhound) but have recenfy Ined using Amirak because of recomimondations by ifahid:

Moreover, ilie tip
extended through dinner lime and the lrain ran out of food early za | had to slarv Unlil we feached e slalion. [RSRENE

1SS0RT29214 (052712013 ICOMPLAINT TRAIN FOQD DEPLETED
Hon-responsive
d ; Exemption 6
T FRRE
Subjecl: Travel Feedback
additien (o tis, en cur way beck todny {6/28) Traln 42 frem HAR to NY!
Non-responsive i ; - :
e cradit cad mactine was towe in the cale car, The cafe oar 3 the enlirc renson | beoked going back on this frainl My
wife and Ehave Iravolod on Amtrak many 1 n cur lrips belore. g
|SS02712708 _10528/2013 CQMPLA%NT TRAIN FOOD UNSATISFACTORY Thgnkygg&il_{l" -
PURCHASED EXPIRED YOGURT Exemptilon
—Original Mes&-aw-
T i
Subject: Travel Feedback
Dale of Incident: 5/28/2014
Time of incident: 6:08 am
t4allo § just purchased 2 Greek yougul from ie dining car and it was a few days pastil's dite date, | just wianted ta diing this
o your allenlion, s o minor delad but explred food fa not what | sxpeci from Ambiak's locd sarvices, Thagk yau for your
15802706672 _j05/2010613 JCOMPLAINT {TRAIN || OUNGE SERVICES FOOD UNSATISFACTORY _ itime and considerat
AMossage:
I recles the Vermenlar from Washirgten to and from Amherst MA om May 30 and June 2, 2013, The ip nonh was good
excepl he cheesaburgar | purchiasad for §4.78 plus Hp was not cooked cerrocily- think [ was overcocked, 5o the lower bin
) s o tough, the meat and chease came owtwhen | allerapted (o gatil, Alse, the sir condiioning was not woddng In the
02740085 {05TA0/Z0%0 _ [COMPLAINT [TRAIN __{LOUNGE SERVICES FOOL UNSATISFACTORY _Hounge, soquiiiny it fa be clesed for significant perlods, .
. 6 WEEKS EXPIRED HOT DOG
F?,",S?.’Z?Q:’!ﬂﬁ? 05/31/2013 JCOMPLAIMT {TRAIN LOUNGE SERVICES PAX ATE HALF BEFORE REALIZING JT WAS EXPIRED .. UID ROT GET SICK

FOOD UNSATISFACTORY
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