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(2) The names of two individuals, in-
cluding job titles, who will be the rail-
road’s points of contact;

(3) The mailing addresses for the rail-
road’s points of contact;

(4) The railroad’s system or main
headquarters address located in the
United States;

(5) The email addresses for the rail-
road’s points of contact;

(6) The daytime telephone numbers
for the railroad’s points of contact; and

(7) An electronic copy of the rail-
road’s critical incident stress plan or
any material modifications to that
plan being submitted for FRA ap-
proval.

(c) FRA may electronically store any
materials required by this part.
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§273.1 Purpose.

The purpose of this part is to estab-
lish metrics and minimum standards
for measuring the performance and
service quality of intercity passenger
train operations.

§273.3 Definitions.

As used in this part—

Actual running time means the actual
elapsed travel time of a train’s travel
on a host railroad, between the depar-
ture time at the first reporting point
for a host railroad segment and the ar-
rival time at the reporting point at the
end of the host railroad segment.

Adjusted operating expenses means
Amtrak’s operating expenses adjusted
to exclude certain Amtrak expenses
that are not considered core to oper-
ating the business. The major exclu-
sions are depreciation, capital project
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related expenditures not eligible for
capitalization, non-cash portion of pen-
sion and post-retirement benefits, and
Amtrak’s Office of Inspector General
expenses. Adjusted operating expenses
do not include any operating expenses
for State-supported routes that are
paid for separately by States.

Adjusted operating revenue means Am-
trak’s operating revenue adjusted to
exclude certain revenue that is associ-
ated with capital projects. The major
exclusions are the amortization of
State capital payments and capital
project revenue related to expenses not
eligible for capitalization.

Amtrak means the National Railroad
Passenger Corporation.

Amtrak’s customer satisfaction survey
means a market-research survey that
measures Amtrak’s satisfaction score
as measured by specific service at-
tributes that cover the entire customer
journey.

Amtrak-responsible delays means
delays recorded by Amtrak, in accord-
ance with Amtrak procedures, as Am-
trak-responsible delays, including pas-
senger-related delays at stations, Am-
trak equipment failures, holding for
connections, injuries, initial terminal
delays, servicing delays, crew and sys-
tem delays, and other miscellaneous
Amtrak-responsible delays.

Avoidable operating costs means costs
incurred by Amtrak to operate train
service along a route that would no
longer be incurred if the route were no
longer operated.

Certified schedule means a published
train schedule that Amtrak and the
host railroad jointly certify is aligned
with the customer on-time perform-
ance metric and standard in §273.5(a)(1)
and (2). If a published train schedule is
reported as a certified schedule under
§273.5(c)(1), then it cannot later be des-
ignated as an uncertified schedule.

Disputed schedule means:

(1) A published train schedule for
which a specific change is sought:

(i) That is the only subject of a non-
binding dispute resolution process led
by a neutral third-party and involving
Amtrak and one or more host rail-
roads;

(ii) That is the only subject of a non-
binding dispute resolution process led
by a neutral third-party that has been
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initiated by one or more host railroads
and Amtrak has not consented to par-
ticipate in the process within 30 cal-
endar days; or

(iii) That is the only subject of a non-
binding dispute resolution process led
by a neutral third-party that has been
initiated by Amtrak and the host rail-
road has not consented to participate
in the process within 30 calendar days.

(2) The written decision resulting
from a non-binding dispute resolution
process is admissible in Surface Trans-
portation Board investigations under
49 U.S.C. 24308(f). If a published train
schedule is reported as a disputed
schedule under §273.5(c)(1), then it re-
mains a disputed schedule until re-
ported as a certified schedule.

Fully allocated core operating costs
means Amtrak’s total costs associated
with operating an Amtrak route, in-
cluding direct operating expenses, a
portion of shared expenses, and a por-
tion of corporate overhead expenses.
Fully allocated core operating costs
exclude ancillary and other expenses
that are not directly reimbursed by
passenger revenue to match revenues
with expenses.

Host railroad means a railroad that is
directly accountable to Amtrak by
agreement for Amtrak operations over
a railroad line segment. Amtrak is a
host railroad of Amtrak trains and
other trains operating over an Amtrak
owned or controlled railroad line seg-
ment. For purposes of the certified
schedule metric under §273.5(c), Am-
trak is not a host railroad.

Host-responsible delays means delays
recorded by Amtrak, in accordance
with Amtrak procedures, as host-re-
sponsible delays, including freight
train interference, slow orders, signals,
routing, maintenance of way, com-
muter train interference, passenger
train interference, catenary or wayside
power system failure, and detours.

Not well-served communities means
those rural communities: Within 25
miles of an intercity passenger rail sta-
tion; more than 75 miles from a large
airport; and more than 25 miles from
any other airport with scheduled com-
mercial service or an intercity bus
stop.

Passenger revenue means intercity
passenger rail revenue generated from
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passenger train operations, including
ticket revenue, food and beverage
sales, operating payments collected
from States or other sponsoring enti-
ties, special trains, and private car op-
erations.

Ridership data means, in a machine-
readable format: The total number of
passengers, by train and by day; the
station-specific number of detraining
passengers, reported by host railroad
whose railroad right-of-way serves the
station, by train, and by day; and the
station-specific number of on-time pas-
sengers reported by host railroad
whose railroad right-of-way serves the
station, by train, and by day.

Scheduled running time means the
scheduled duration of a train’s travel
on a host railroad, as set forth in the
Amtrak schedule skeleton.

Schedule skeleton means a schedule
grid used by Amtrak and host railroads
to communicate the public schedule of
an Amtrak train and the schedule of
operations of an Amtrak train on host
railroads.

Third party delays means delays re-
corded by Amtrak, in accordance with
Amtrak procedures, as third party
delays, including bridge strikes, debris
strikes, customs, drawbridge openings,
police-related delays, trespassers, vehi-
cle strikes, utility company delays,
weather-related delays (including heat
or cold orders, storms, floods/washouts,
earthquake-related delays, slippery
rail due to leaves, flash-flood warnings,
wayside defect detector actuations
caused by ice, and high-wind restric-
tions), acts of God, or waiting for
scheduled departure time.

Uncertified schedule means a pub-
lished train schedule that has not been
reported as a certified schedule or a
disputed schedule under §273.5(c)(1).

§273.5 On-time performance and train
delays.

(a) Customer on-time performance—(1)
Metric. The customer on-time perform-
ance metric is the percentage of all
customers on an intercity passenger
rail train who arrive at their detrain-
ing point no later than 15 minutes after
their published scheduled arrival time,
reported by train and by route.

(2) Standard. The customer on-time
performance minimum standard is 80
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percent for any 2 consecutive calendar
quarters.

(3) Application. (i) Except as provided
in paragraph (a)3)(ii) of this section,
the customer on-time performance
standard shall apply to a train begin-
ning on the first full calendar quarter
after May 17, 2021.

(ii) If a train schedule is a disputed
schedule on or before May 17, 2021, then
the customer on-time performance
standard for the disputed schedule
shall apply beginning on the second
full calendar quarter after May 17, 2021.

(b) Ridership data. The ridership data
metric is the number of host railroads
to whom Amtrak has provided rider-
ship data consistent with this para-
graph (b), reported by host railroad and
by month. Not later than December 16,
2020, Amtrak must provide host rail-
road-specific ridership data to each
host railroad for the preceding 24
months. On the 15th day of every
month following December 16, 2020,
Amtrak must provide host railroad-
specific ridership data to each host
railroad for the preceding month.

(c) Certified schedule—(1) Metric. The
certified schedule metric is the number
of certified schedules, uncertified
schedules, and disputed schedules, re-
ported by train, by route, and by host
railroad (excluding switching and ter-
minal railroads), identified in a notice
to the Federal Railroad Administrator
by Amtrak:

(i) On December 16, 2020;

(ii) On January 19, 2021;

(iii) On February 16, 2021;

(iv) On March 16, 2021;

(v) On April 16, 2021;

(vi) On May 17, 2021;

(vii) On November 16, 2021; and

(viii) Every 12 months after Novem-
ber 16, 2021.

(2) Reporting. If a train schedule is re-
ported as a an uncertified schedule
under paragraph (c)(1)(vi), (vii), or
(viii) of this section, then Amtrak and
the host railroad must transmit a joint
letter and status report on the first of
each month following the report,
signed by their respective chief execu-
tive officers to each U.S. Senator and
U.S. Representative whose district is
served by the train, the Chairman and
Ranking Member of the Committee on
Transportation and Infrastructure of
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the House of Representatives, the
Chairman and Ranking Member of the
Committee on Commerce, Science, and
Transportation of the Senate, the
Chairman and Ranking Member of the
Committee on Appropriations of the
House of Representatives, the Chair-
man and Ranking Member of the Com-
mittee on Appropriations of the Sen-
ate, the Secretary of Transportation,
and the Chairman of the Surface
Transportation Board, which states:

(i) The Amtrak train schedule(s) at
issue;

(ii) The specific components of the
train schedule(s) on which Amtrak and
host railroad cannot reach agreement;

(iii) Amtrak’s position regarding the
disagreed upon components of the train
schedule(s);

(iv) Host railroad’s position regard-
ing the disagreed upon components of
the train schedule(s); and

(v) Amtrak and the host railroad’s
plan and expectation date to resolve
the disagreement(s). The requirement
to transmit this joint letter and status
report ends for the train schedule at
issue when the uncertified schedule be-
comes a certified schedule.

(3) Ongoing coordination between Am-
trak and host railroads. When conditions
have changed that impact a certified
schedule, Amtrak or a host railroad
may seek to modify the certified sched-
ule. The customer on-time performance
standard in paragraph (a)(2) of this sec-
tion remains in effect for the existing
certified schedule, until a modified
schedule is jointly certified.

(d) Train delays. The train delays
metric is the minutes of delay for all
Amtrak-responsible delays, host-re-
sponsible delays, and third party
delays, for the host railroad territory
within each route. The train delays
metric is reported by delay code by:
total minutes of delay; Amtrak-respon-
sible delays; Amtrak’s host-responsible
delays; Amtrak’s host responsible
delays and Amtrak-responsible delays,
combined; non-Amtrak host-respon-
sible delays; and third party delays.
The train delays metric is also re-
ported by the number of non-Amtrak
host-responsible delay minutes dis-
puted by host railroad and not resolved
by Amtrak.
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(e) Train delays per 10,000 train miles.
The train delays per 10,000 train miles
metric is the minutes of delay per
10,000 train miles for all Amtrak-re-
sponsible and host-responsible delays,
for the host railroad territory within
each route.

(f) Station performance. The station
performance metric is the number of
detraining passengers, the number of
late passengers, and the average min-
utes late that late customers arrive at
their detraining stations, reported by
route, by train, and by station. The av-
erage minutes late per late customer
calculation excludes on-time cus-
tomers that arrive no later than 15
minutes after their scheduled time.

(g) Host running time. The host run-
ning time metric is the average actual
running time and the median actual
running time compared with the sched-
uled running time between the first
and final reporting points for a host
railroad set forth in the Amtrak sched-
ule skeleton, reported by route, by
train, and by host railroad (excluding
switching and terminal railroads).

§273.7 Customer service.

(a) Customer satisfaction. The cus-
tomer satisfaction metric is the per-
cent of respondents to the Amtrak cus-
tomer satisfaction survey who provided
a score of 70 percent or greater for
their ‘“‘overall satisfaction” on a 100
point scale for their most recent trip,
by route, shown both adjusted for per-
formance and unadjusted.

(b) Amtrak personnel. The Amtrak
personnel metric is the average score
from respondents to the Amtrak cus-
tomer satisfaction survey for their
overall review of Amtrak personnel on
their most recent trip, by route.

(¢) Information given. The information
given metric is the average score from
respondents to the Amtrak customer
satisfaction survey for their overall re-
view of information provided by Am-
trak on their most recent trip, by
route.

(d) On-board comfort. The on-board
comfort metric is the average score
from respondents to the Amtrak cus-
tomer satisfaction survey for their
overall review of on-board comfort on
their most recent trip, by route.

49 CFR Ch. Il (10-1-24 Edition)

(e) On-board cleanliness. The on-board
cleanliness metric is the average score
from respondents to the Amtrak cus-
tomer satisfaction survey for their
overall review of on-board cleanliness
on their most recent trip, by route.

(f) On-board food service. The on-board
food service metric is the average score
from respondents to the Amtrak cus-
tomer satisfaction survey for their
overall review of on-board food service
on their most recent trip, by route.

§273.9 Financial.

(a) Cost recovery. The cost recovery
metric is Amtrak’s adjusted operating
revenue divided by Amtrak’s adjusted
operating expense. This metric is re-
ported at the corporate level/system-
wide and for each route and is reported
in constant dollars of the reporting
yvear based on the Office of Manage-
ment and Budget’s gross domestic
product chain deflator.

(b) Avoidable operating costs covered by
passenger revenue. The avoidable oper-
ating costs covered by passenger rev-
enue metric is the percent of avoidable
operating costs divided by passenger
revenue for each route, shown with and
without State operating payments.

(c) Fully allocated core operating costs
covered by passenger revenue. The fully
allocated core operating costs covered
by passenger revenue metric is the per-
cent of fully allocated core operating
costs divided by passenger revenue for
each route, shown with and without
State operating payments.

(d) Average ridership. The average rid-
ership metric is the number of pas-
senger-miles divided by train-mile for
each route.

(e) Total ridership. The total ridership
metric is the total number of pas-
sengers on Amtrak trains, reported by
route.

§273.11 Public benefits.

(a) Connectivity. The connectivity
metric is the percent of passengers con-
necting to and from other Amtrak
routes, updated on an annual basis.

(b) Missed connections. The missed
connections metric is the percent of
passengers connecting to/from other
Amtrak routes who missed connections
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due to a late arrival from another Am-
trak train, reported by route and up-
dated on an annual basis.

(c) Community access. The community
access metric is the percent of Amtrak
passenger-trips to and from not well-
served communities, updated on an an-
nual basis.

(d) Service availability. The service
availability metric is the total number
of daily Amtrak trains per 100,000 resi-
dents in a metropolitan statistical area
(MSA) for each of the top 100 MSAs in
the United States, shown in total and
adjusted for time of day, updated on an
annual basis.
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