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BACKGROUND

About the Route
The Pacific Surfliner route spans 351-miles through six Pacific
counties in California, from San Diego to San Luis Surfliner

Obispo. It is the busiest state-supported intercity
passenger rail route in the United States with an annuadl
ridership of nearly 3 million (pre-COVID).
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COVID-19 Pandemic

The service was severelyimpacted by the pandemic,
as travel sharply declined across the state starting in
spring 2020. As an essential service providing critical
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transportation options to the communitieswe serve, it 751 S -
was imperative forus to communicate detailed and Miles of
timely information about schedules, travel policies, and California

San Diego -

safety measures. Coast Santa Fe Depot




MARKETING & COMMUNICATIONS PHASES

Electronic media played a primary role in each phase of the communications
campaign, which used distinct messaging for each stage of the pandemic, from
periods of fravelrestrictions to a time when travelwillbe encouraged.

TRAVELRESTRICTED TRAVELALLOWED TRAVELENCOURAGED

Essential Service Bridge. Moving SoCal Forward Campaign
Campaign Campaign
« Crisis response *Tie travelrestriction/stay-at-home . Suppor’r.economic activ i’ry Olong
messages with service restoration the corridor by collaborating with
S AclErT g tourism recov ery efforts and other
verising pavse « Elev ate forward-looking businesses and leaders to inspire
«Focus on core-levelservice statements of hope and communities fo push forward
' inspiration _
MEel & selehy protecels * Celebrate ev erything that makes
“ : Southern California great
*Keep customers engaged * “When you'reready fo travel
through virfualexperiences again, we'reready to welcome (scenery, people, places)
you back”



OPPORTUNITIES PROVIDED BY ELECTRONIC MEDIA

Share frequent Make immediate Pair inspirational
updates to wide updates as new messaging with
audiences at little to Information powerful visuals
NO COst becomes available through video

Establish a balance
of safety and service
updates with
forward-looking
messages of hope

Create digital
resources that can
be easily shared by
partners and media




PACIFICSURFLINER.COM

The Pacific Surfliner welbsite is the hub of all communications pieces. News articles,
social media posts, printed signage, emails, and more encouraged individuals
to visit PacificSurfliner.com for the latest travel advisory and safety information.



PACIFICSURFLINER.COM

The website was designed to inspire travel and to market the dramatic allure of the Pacific
Surflinerservice and the beauty of the coastline on whichit travels. However, in light of the
pandemic, the homepage was updated with the understanding that the Pacific Surflineris

currently offering more of an essentialservice than a destination-oriented journey. Critical service
and safety information were also elevated.
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https://www.pacificsurfliner.com/

TRAVEL ADVISORY PAGE

and other adjustments to Pacific Surfliner s sam Mare

A new webpage was developedto house service ' e
impacts and safety enhancementsrelated to
COVID-19.The page features a variety of

) ) Travel Advisories
passengerinformationsuch as: v

Important information for

. o e
) T | ( : ke 'I' po | I ( : I e S Coronavirus Updates and Pacific Surfliner Service Adjustments

A Message from the Chairman of the LOSSAN Rail Corridor Agency v

To help our customers navigate through this situation. we've gathered important information, including ticketing policies, service impacts, and

« Reduced scheduleimpacts

Ticket Policies

. With an Unreserved Coach ticket. you have the flexibility to change the train you ride or even the day you ride between the stations listed on your
° ticket. There is no need to contact Amtrak to modify your reservation. Simply save your ticket and use it at a later date (up to one year from the
G e S O I O | | l ' p O e S date listed on your ticket). If you have a Business Class reservation, you will need to modify your trip (at no cost) in advance. If you want to cancel

your reservation, call 800-USA-RAIL. Learn more about fiexible ticketing tips for your next trip.

Reduced Schedules

« Changes fo the onboard experience

the Pacific Surfliner is considered an “essential service”, and will continue to operate as long as it is safe and sensible to do so.

order for residents to stay at home except for essential needs. Under this order,

That said, Pacific Surfliner trains are now following a temporarily reduced schedule. This is a dynamic situation, so other changes to the schedule

can be made if, for example, there are not enough crew members available or if public health conditions change in the area.

« Safety & cleaning measures

:
. Changes have been made at many of the stations along the Pacific Surfliner route to maintain the safety of passengers and station staff, and also
ersonal safety tips et

« Temporary Facility Closures: The San Juan Capistrano and Solana Beach stations are closed until further notice. Trains are still serving the
station according to the schedule. However, passengers do not have access to the inside of the station building, including the Amtrak ticket
window. Tickets should be purchased in advance online, on the Amtrak app, 800-USA-RAIL, or the Quik-Track machine (located outside of
the station). Passengers who require assistance should board at the nearest staffed station (listed below).

Ticket Window Closures: The Amtrak ticket window at the Anaheim and Irvine are closed until further notice, but the station facilities
(waiting area, restrooms, etc.) remain open and trains continue to serve the station. Tickets should be purchased in advance online, on the
Amtrak app, 800-USA-RAIL, or the Quik-Trak machines. Please note that baggage service is unavailable to or from these stations. Passengers
who require assistance should board at the nearest staffed station (listed below).

* Partial Facility Closure: Los Angeles Union Station has undergone a partial closure and is currently only open to ticketed passengers. The

Travel Advisory Page



https://www.pacificsurfliner.com/plan-your-trip/alerts/travel-advisories/

SERVICE UPDATE INFORMATION

Other webpages, including educational blog articles, provided additional details and ftips
about safety and cleaning procedures, ticketing policies, and travel tips.

us Upedate: Modes
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Procedures Flexible Ticketing Tips for Planning
safe environment Your Next Trip

Safety & Cleaning Procedures Tips for Safe Travels Flexible Ticketing Page



https://www.pacificsurfliner.com/plan-your-trip/safety-and-cleaning/
https://www.pacificsurfliner.com/blog/flexible-ticketing-tips/
https://www.pacificsurfliner.com/blog/tips-for-safe-travels/

PARTNERSHIPS AND BROADCAST

Television and radio commercials were used 1o reach broad audiences about
essential service and safety information.



ESSENTIAL SERVICE PUBLIC SERVICE ANNOUNCEMENTS

We developedpublic service messages that highlighted efforts to run essential service while
creating a sense of goodwill through the Pacific Surfliner brand. The spofts directed the public
to PacificSurfliner.com for modified train schedules and other service updates.

The following media groups ran broadcast spots on a courtesy basis to support the Pacific
Surfliner during these challenging fimes. Approximately 1,200 courtesy radio spots ran in
mediamarkets across the LOSSAN rail corridorin April and May with an estimated value of
more than $20,000.

'In response to the COVID-19 outbreak, the Pacific Surflinercontinuesto provide train service
for those who needit most. We have strengthened our cleaningregimensto keep you and
our crews safe. We're asking riders to travel only for essentialreasons, and fo practice social
distancing. Go to PacificSurfliner.com for service updates, including the steps we're taking to
navigate these challenging times.” Listen here

ANGELS RADIO '
KDOC- Riiicely 9479 %Z% 98.1! m KBBY



https://www.pacificsurfliner.com/pages/adwheel-2021/

SUMMER BRIDGE CAMPAIGN

As the state of Californiamovedinto variousstages of re-opening travel restrictions
were eased, we entered phase two, which aimedto inspire confidence in the service by
bridging public service announcements and aspirational messaging about keeping Southern

Californiamoving.

Entercom Radio Partnership Cumulus Radio — Naming Rights

'In these uncertain times, you can rest assured the "....Brought to you by Amtrak
Pacific Surflinerwill continue to do ifs part fo keep Pacific Surfliner. They're doing their
Southern Californiamoving by operafingon a part of keep Southern California
modified train schedule. For the [atest updates on moving."Listen here

service and actionswe're taking to keep you safe,
visit PacificSurfliner.com."Listen here
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https://www.pacificsurfliner.com/pages/adwheel-2021/
https://www.pacificsurfliner.com/pages/adwheel-2021/

COMMUNITY PARTNERSHIPS

We worked with strategic partners to secure visibility and
complimentary no-cost placements that help maintaina level of
awareness for the Pacific Surfliner as a valuable partner in the
community.,

« The Anaheim Ducks included Pacific Surflinerin the Honda
Center’s “Stronger Together” campaign including digital
messaging displayed on their marquee sign that is visible
from the 57 Freeway.

« The Los Angeles Angels provided elementsat no cost
including a 24-hour digital takeover of Angels.com and
placement on the Big-A sign, whichis visible from the 57
Freeway.

A digital billboard on the Big-A sign,
visible from the 57 Freeway.



THE ANAHEIM DUCKS AND LOS ANGELES ANGELS
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The Anaheim Ducks includes Pacific Surfliner in the The Los Angeles Angels provided elements at no cost including a 24-hour digital takeover of Angels.com
Honda Center’s “Stronger Together” campaign



BROADCAST VIDEO

30- and 60-second videos aired on KDOC-TV in Los Angeles and Orange County at no-cost as
courtesy placements to help important Pacific Surflinerinformation get to the public. Videos
were also uploaded to the Pacific Surfliner Facebook and YouTube channels, where they were
viewed more than 100,000 fimes and shared by partners like Amtrak.

Messaging and visuals were adjusted at the various stages of the pandemic, focusing on
essentialservice during Phase 1 followed by forward-looking messages of hope during Phase 2.

WE LOOK FORWARD TO RECONNECTING YOU

P> Pl o) 042/1:00



https://www.youtube.com/watch?v=yxiENBoB38w
https://www.youtube.com/watch?v=5xko7y_Eu-A

PHASE 1 VIDEO: WE'RE HERE FOR YOU

At the beginning of the pandemic, stay-at-home orders were issued and travel was restricted
to essentialtfravel only. We wanted to let our audience know that we are here for them as an
essentialservice if they need to travel, but also thank them for being responsible in doing
their part and staying home.

Script (screenshots on the following page):

"Waves will be surfed. Favorite places revisited. Great outdoors rediscovered. But untilit’s
safe, thank you for staying home. Pacific Surflinertrains are running for those who need to
fravel on essential trips only. We've taken extra precautionsto help ensure the safety of our
crews and passengers. We look forward to reconnecting you to Southern California. See you
soon.”

Video Link



https://www.youtube.com/watch?v=yxiENBoB38w

PHASE 1 VIDEO SCREENSHOTS: WE'RE HERE FOR YOU
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PHASE 2 VIDEO: RECONNECTING YOU

As conditions changed, we wanted to reassure our audience the Pacific Surflinerwas doing
our part to keep Southern Californiamoving. This video focused on re-enforcing our
continued efforts from our essential services phase that included cleaning and safety along
with positive messageslooking forward.

Script (screenshots on the following page):

“Waves will be surfed. Favorite placesrevisited. Great outdoors rediscovered. When the time
isright and you're ready to travel again, we'll be here to welcome you back. In the
meantime, Pacific Surflinertrains are running on a modifiedschedule as we do our part to
help keep Southern California moving. We're taking extra precautions and adapfing our
practicesas needed to help ensure the safety of our crews and passengers. We're
committedto maintaining these ongoing efforts so you feel confident when choosing fo
travel with us. We look forward fo reconnecting you to the beautiful and resilient
communitiesthat we callhome, to the people and places you love most, to everything that
makes Southern California great. See you soon.”

Video Link



https://www.youtube.com/watch?v=5xko7y_Eu-A

PHASE 2 VIDEO SCREENSHOTS: RECONNECTING YOU
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RECONNECTING YOU VIDEO

The videoswere also shared on the Pacific Surfliner's QP roctc suriner ©

. . . When you're ready to travel again, we'll be here to bring you back to the people and
d| g | 'I'Ol C h G n n e | S . |'I' WQS V | ewed m Ore 'I'h O n 65, OOO :)Jie;)i(-!:syyou love m);st. In the n?eantime, share stories angdyphotos from yoSr p:st train
-I-i m es OC rOSS FOC e boo k, | nS-I-OgrO m , O n d TWi -I--I-e r, O n d Safety measures and other info: pacificsurfliner.com

nearly 60,000 times on YouTube.

WAVES wiLt BE SURFED
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The Pacific Surfliner is Here for You
58,094 views * Apr 29, 2020
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DIGITAL ENGAGEMENT

In additionto distributing critical service and safety updates, we also leveraged
electronic mediato engage customers during a time when they were not traveling.



VIRTUAL VIEWS VIDEOS

We launched a series of video-based social media posts that feature stunning views taken
from aboard a Pacific Surflinertrain. These videos allow users to virtually experience the
beauty of the route, providing a short break from the headlines and reminding them of the
scenery that awaits them.

Pacific Surfliner @ i 5
September 4 - @ Pacific Surfliner @

We'll be there to give you a ride whenever you're ready for your next trip. Adding a dose of Southern California beauty to your feed!
Until then, sit back and enjoy these virtual views.

Susan Rudd Taken it south, and back, many times. Takes a long
time, but so much better than driving through LA. Beautiful
beach towns.
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Judy Proo | missed my vacation to San Diego this year. We were
going to go to Santa Barbara via Surfliner. Hopefully next year @
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0 William Seaver Il I've ridden the Pacific Surfliner many, many
times. Really like it and it always feels like a bit of an adventure.
Love Amtrak!
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We created digital backgrounds for video
conference users who want to meetin front
of scenic Pacific Surfliner views. Virtual
backgrounds are a novelway to showcase
the Pacific Surfliner brand as more people
are working from home during the
coronavirus pandemic and relying on
videoconferencing to meetwith coworkers
and clients.

Sharing digital backgrounds (both photos
and videos) allows the Pacific Surfliner

to connect with consumers seeking more
reassuring messages from brands they trust
in anticipationthat fravel activity will
eventuadllyresume.




A series of blog arficleswere published highlightingways to enjoy the Pacific Surfliner virtually
(Phase 1) and important fips for travelers (Phase 2). Each of these articles were strategically
developedto address popular guestions and topics from social media.

Virtual Views Tips for Safe Travels Flexible Ticketing Tips Quintessential Outdoor
o e o N Experiences
We're bringing the Pacific Surfliner to you through Whether you need to ride with us soon or are We know that travel conditions and plans can
videos of scenery along the route. Enjoy our dreaming of a future adventure, check out our top change, and flexibility is more important than ever. Southern California has plenty of outdoor activities
favorite virtual views. tips for planning a safe and responsible trip. And with our convenient ticketing policies, you that can be enjoyed safely while maintaining
can book with confidence knowing that it's easy to physical distance. And here are some of our top
adjust your trip if plans change. picks you can enjoy once you arrive.
LEARN MORE > LEARN MORE » EXPLORE ) EXPLORE )



RESULTS

Electronic media played a critical role in the Pacific Surfliner's COVID-19
communications efforts at a time when budgetswere limited and the need to
communicate was greater than ever. We reached thousands of people across our
digital channels, sharing a balanced mix of critical updates and messages of hope.



RESULTS

By effectively utilizing digital channels, our COVID-19 travel alerts, safety information and service updates reached hundreds of
thousands of people when budgets and resources were limited and the need to communicate was greater than ever. Our
efforts included radio and broadcast spots with public safety messages, distribution of videos aimed to build confidence in the
service and digital content designed to keep our brand engaged with riders at a time when they were not traveling.

March - December 2020
« 70,000 visitsto traveladvisory, safety, and travel-tip pages on the Pacific Surfliner website
« 116,000 video views (YouTube and Facebook)

+ More than 170 postsshared across our social media channels, resulting in nearly 800,000 impressions and 43,000 interactions
(likes, comments and clicks)

* 1,200 courtesy (no-cost) radio and broadcast spots on major stations

+ 8 blog articles published, covering arange of topics, from virtual views and video conference backgrounds to tips for
traveling safely and responsibly

« Content shared by partners including Amtrak, the Los Angeles Angels, Visit Santa Barbara, KDOC, Entercom radio, and others



During these trying and unprecedented times, we've seen first-
hand the strength and resilience of the communities that we
have the priviege to serve. We will continue to play a critical

role in bringing people together for business and recovery.




