
Summary Minutes MARC Advisory Council Meeting 
Thursday March 19, 2009, 4:30 p.m. 

Hall of the States, Room 231 
444 North Capitol Street, N.W. 
Washington, D.C. 20001-1512 

 
Attendees: 
 
MARC Advisory Council: 

Andrea Richardson, Brunswick – Absent 
Carol Oberdorfer, Brunswick – Absent 
Chikwe Njoku, Penn & Camden – Absent 
Christopher Field, Penn – Present 
David Frederick, Brunswick - Present 
Hameed Ahmed, Camden – Present 
Josh Friedman, Camden – Present 
Juan Calvo, Penn – Absent 
Laurence Gross, Brunswick – Absent – emailed in notification and reason 
Lynda Clarke, Penn – Present 
Makeda Scott, Penn – Present 
Mark Dysart, Brunswick - Present 
Rafael Guroian, Penn & Camden – Present 
Scott Minos, Brunswick – Present 
Steve Chan, Penn – Present 

Staff: 
Jim Knighton - MTA Director of External Affairs 
Glenn Saffran – MTA Deputy Director of MARC Train & Commuter Bus Services 
Donna Walsh – Customer Service Superintendant dwalsh@mtamaryland.com 410-454-7260 

Guests: 
 Sasha Maria Puyans – Penn Line 

Kate Warr – Administrator – Amtrak Customer Advisory Committee acac@amtrak.com 410-592-8244 
Jeff Crooks 
Michael Ditkoff 
Miraim Schoenbaum 

 
The meeting was called to order at 4:34 PM by Chairman Rafi Guroian.   
 
Rafi introduced Kate Warr – Administrator of the Amtrak Customer Advisory Committee.  The ACAC was 
formed in 1998 at the suggestion of Ross Capon - Executive Director of the National Association of Railroad 
Passengers (NARP).  Initially, the ACAC focused on political issues.  A number of years ago, the ACAC 
decided to shift its focus to Customer Service.  A 3 minute promotional video on the ACAC was shown.   
 
The ACAC consists of 23 volunteers from across the nation.  The ACAC acts as an advocate for all passengers, 
and submits reports and suggests innovations and improvements to late train protocols.  The ACAC collaborates 
with train crews, and strives to improve the passenger experience.  The ACAC has awarded over 50 Customer 
Service Awards.   
 
The ACAC is divided into four regional service committees – Long Distance East, Long Distance West, Short 
Distance East and Short Distance West.  There is also a task force for Seniors/Disabled.  Members of the ACAC 
file trip reports, and ride over 128 different services.  They travel over 275,000 miles per year at their own 

mailto:dwalsh@mtamaryland.com
mailto:acac@amtrak.com


expense.  AMTRAK pays for transportation to and from ACAC meetings only.  The group of members spends 
over 6,000 hours/year on ACAC activities. 
 
The ACAC gives Amtrak input via two national meetings per year.  The last national meeting was in Los 
Angeles.  The next meeting will be in Wilmington, Delaware.  At the national meetings of the ACAC, there is 
the ability to meet with Amtrak management on a 1 to 1 basis.   
 
There are also regional meetings.  Teleconferences are held at least once a month.  Those on special projects 
will hold more frequent meetings and teleconferences. 
 
Both Amtrak and the ACAC bring proposed projects and needs to each other.  Amtrak uses the ACAC to 
quickly get information on an in-house basis.   
 
One of the ACAC committees developed Customer Service Awards to recognized crew members that have 
provided outstanding customer service.  About 12 awards are given out each year.  The ACAC and Amtrak 
management will usually travel to the award recipient’s crew base or station.  The recipient’s superintendent 
usually attends the award ceremony.   
 
The ACAC Task Force on Seniors designed the Accessible Station, and used computers to set up a virtual 
station.  The ADA-compliant proposal has gone up to Capitol Hill, and the ACAC will get an update in April, 
2009.   
 
Other past projects have been the “No Smoking” Project and the Baggage Project.   
 
The Outstanding Customer Service Project started with defining excellent customer service, which involved 
eight principles and a training video.  The pilot roll-out was presented in Los Angeles.  A project requirement 
was that the product needed to be a small package that could be easily taken into the field.  This project has 
grown as a result of a collaborative effort between Amtrak and the ACAC.  The project is recording the 
experiences of passengers on audio tape.  The feedback from passengers is being included in training modules.   
 
Another current project is the Emergency Preparedness Project.  One of the ACAC members is an Emergency 
Medical Technician, rides the VRE into Washington, DC, and is AED-certified (Automated External 
Defibrillator).  Other efforts are the Boarding Project, Emergency Preparedness, and the Disability Task Force.  
It is recognized that the West has some unique problems that need to be addressed – flooding and fires.  When 
Amtrak runs late, bus bridges are sometimes deployed.   
 
Other activities of the ACAC are seamless travel programs, attending AARP conventions, attending the Great 
American Station Conference, giving briefings at Penn Station, visiting the Amtrak call center, sitting in on 
Amtrak sensitivity training sessions, meeting with Amtrak chefs, assisting customer outreach events at train 
stations, developing Quiet Car standards, and celebrating with Pullman porters. 
 
The ACAC members may serve a three-year term, and then may serve a two-year term.  The maximum is five-
years.  The ACAC receives a budget from Amtrak, which comes out of customer service, marketing, ticketing, 
and support systems. 
 
ACAC members file over 350 trip reports per year.  A trip report form has fields to report the condition of the 
cleanliness of train stations, how nice the reservation agents were, how clean the trains were, and how well the 
announcements were made.  There are also fields for food/beverage and signage.  The Long Distance ACAC 
members must ride at least three trips of 500 miles or greater per year.  Some ACAC members ride over 17,000 
miles per year.  Some are daily commuters from Philadelphia.  Every six months, key issues are compiled and 
provided to Amtrak.  At the last national meeting in Los Angeles, the Amtrak VP of Transportation was present 
and took notes.   



 
One of the biggest projects of the Long Distance East service committee is to fix the problem of rude crews.  
Teleconferences enable members to discuss “What is the criteria for a really good employee?”, “What is great 
customer service?”, etc.  The ACAC develops multimedia presentations, which are presented to Amtrak 
management.  Amtrak then advises what will work well and what can be improved.   
 
The ACAC advised Amtrak on “What do passengers need when things go bad?”  The answer was 
“Information”.   
 
Jim Knighton gave an update on the MTA budget.  Some of the revenue estimates are lower than originally 
predicted.  For the fiscal year 2010 in Annapolis, there appears to be no reductions in funding from what was 
requested.   
 
Rafi Guroian has proposed to John Hovatter a Saturday excursion, which would stop at different stations where 
work is occurring.  This would incur significant cost.  John Hovatter has volunteered to take a group of council 
members on test runs of new engines.  These test runs will occur on all three lines, but not in one day.  Members 
will need to drive to get to train.  If you are interesting in participating, please send an email to Rafi.  It is 
estimated that test runs will start in about 4 weeks.   
 
If you are interested in taking a behind-the-scenes tour of the MARC Operations Center and perhaps the 
Martins Facility, please send an email to Rafi. 
 
The next meeting will be held on Thursday April 16, 2009, and will feature Delegate Alfred Carr of the 18th 
Legislative District, and represents Montgomery County. 
 
The meeting adjourned at 5:47 PM Thursday March 19, 2009. 
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