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Performance Summary

From January 1 through July 31, 2020, Amtrak reported a 

significant year-over-year decline in sales and revenue from 

leads generated by the Pacific Surfliner website. 

This is a direct result of state-mandated stay-at-home orders and 

the associated reduction in Pacific Surfliner service during the 

COVID-19 crisis. Prior to the pandemic, both referral sales and 

revenue were up significantly year-over-year.
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Note: Currently, sales reporting is not available for direct bookings on Amtrak.com, the Amtrak app, via phone, or in the stations.

January – July 2020

• 153,000 qualified leads to Amtrak.com (-65 percent (%) vs previous year)

• 17,000 bookings (-55% vs previous year)

• $152,000 in revenue (-60% vs previous year)



Year-Over-Year Performance

Overall for the period of January through July 2020, Amtrak 

reported a 60% decrease in revenue from leads generated by 

the Pacific Surfliner website compared to the same period the 

previous year. 
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Note: Currently, sales reporting is not available for direct bookings on Amtrak.com, the Amtrak app, via phone, or in the stations.



Future Outlook 

Since April 2020, 

bookings and revenue 

on Amtrak.com from the 

Pacific Surfliner website 

have started to slowly 

recover, aligning with 

the ridership trend.

To build consumer 

confidence in the 

service, informational 

marketing messages 

should continue 

highlighting enhanced 

safety efforts.
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Year-Over-Year Revenue By Month



Marketing & Communications 

Response and Re-entry Phases
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Communications Milestones
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Align Marketing with Service Levels

Key elements of planning:

• High efficiency with budgets by 
focusing on digital targeting to 
reach customers effectively

• Short-term and flexible ad buying 
including flexibility to rotate 
messaging as needed

• Leverage partnerships along the 
corridor for visibility in key markets

• Focus on travel intenders and 
prioritize customers with an affinity 
for train travel

• Coordinate with Amtrak for 
visibility across national channels 
and collaborate with California’s 
Joint Power Authorities to pool 
resources
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Health and Safety Campaign

Personal safety continues to be #1 
concern of travelers and consumer 
confidence in the Pacific Surfliner 
brand will be key to rebuilding 
ridership.

• New website page to support 
messages in market that reinforce 
efforts to provide a safe 
environment for passengers and 
crews

• Ongoing public relations and 
social media efforts to distribute 
critical service information 
including enhanced cleaning 
protocols and installation of hand 
sanitizing stations and 
antibacterial wipe dispensers 
onboard all Pacific Surfliner trains
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Bridge Campaign: Reconnecting You

Campaign goal: Balance essential 

service messaging with forward-

looking statements of hope, 

inspiration and action for moving 

Southern California forward. 

As California moved into various 

stages of re-entry, messaging was 

updated to bridge the essential 

service campaign with service 

restoration efforts, ensuring the 

public that when they are ready to 

travel again, the Pacific Surfliner is 

ready to welcome them back with 

enhanced safety protocols in place. 
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60-second video



Looking Ahead

• Informational Messaging (Ongoing Bridge Campaign)

– Communicate developments in train operations, stations, local public 
health conditions, and other areas

– Build consumer confidence in the Pacific Surfliner brand as well as 
establish a strategic foundation for restoring ridership in the future

– Align with Amtrak research and regional third-party studies on travel 
demand to ensure a course is charted correctly

– Continue to work with Amtrak to align on messaging and onboard 
experience

• Travel-Encouraged Campaign

– Likely to align with a COVID-19 vaccine or widespread immunity

– Align with service levels and public health guidelines

– Support economic activity along the corridor by continuing to connect 
Southern California during these trying and unprecedented times

– Deferred trips resume to some extent

– Consumer budgets will be tight, but the Pacific Surfliner can play a key 
role in facilitating recovery in the communities it serves
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