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Dear Mr.Sato
While looking for something on the internet today, | happened to find your travel blog from 2012,
and | recognized myself in part of the story.

Perhaps you will remember me as the person who spoke with you on the second night on the train.
There was going to be a service disruption on the third day. Some of the train crew members snd |
were very concerned that you would miss your flight from Chicago to Buffalo. Your sleeping car
attendant asked me to explain the situation to you. | was happy to try to help. | used my phone to
call the airline. That company booked a flight for you from Omaha to Chicago. You got off the train
in Omaha.

| wrote a note asking the station agent in Omaha to give you a partial refund becouse of the service
disruption. | tried to understand from your travel blog whether a partial refund was processed in
Omaha, as | had asked in my note. From the story , it seems perhaps that the refund was not
processed, but | wanted to write to you to be sure of that.

Your travel blog says your second fljght would depart Chicago at 18.50 hours. Although the train
was scheduled to arrive in Chicago at 14.50, it actually arrived at 18.05. It would have taken you
another 20 minutes to leave the station and find the Blue Line train. It would have taken another 30
minutes to ride to O'Hare Airport. By then it would have been too late to check in for your flight. It
was a serious inconvenience for you to leave the train at Omaha at such an early hour in the
morning. | apologize for that inconvenience. Still, | think we made the flight decision.

The reason for the service disruption was a project to replace an old bridge over the Mississippi
River, at Burlington, lowa. The bridge and railway at Burlington are owned by another company,
BNSF Railway. Our train was sent over another route that normally has no passaenger trains on it.
We left Denver 19 minutes late and arrived at Omaha 35 minutes late, and had even more delays
between Omaha and Chicago. The bridge replacement project took three days. After that, the train
went through Burlington again.



If you did not receive a refund in Omaha, | am happy to request one now. Although it is regrettable if
no refund was processed, | hope that even after two years have passed, | can still be of assistance.
Sincerely,

Scott Lenard

Dear Mr.Lenard

| was very surprised to find your name among a lot of emails today (jun,14).

Of course, | remember you and that day clearly even now.

First of all, | have to appreciate you for your help again. | was saved from the difficult situation by
your prompt response and right decision.

As you say, | think your decision was right. Actually | got lost at the O'Hare Airport and took time to
find the Blue Line train. | did not know that O'Hare Airport is so extensive. That s, the incident at
that time resulted by my optimistic plan. | did not take risk(delay of train) into account sufficiently.

Well, I have not done the procedure for refund, since | thought the refund was not so much and |
had no room in my heart that day. But | was able to have a valuable experience and learned a good
lesson through the incident. That is enough for me. The worth is more than refund. Of course, | feel

grateful for your concern.

| am looking at the note asking for the station agent in Omaha written by you now. It really became a
good memory with your name card. Every time | look this note, it reminds me of the best travel in
my life. I hope | can travel around by train in U.S.A again someday.

Sincerely

Sato

Dear Mr. Sato

| am very happy to know that you have good memories from your trip to the U.S in 2012.

Your travel plan was very ambitious, but you made a great adventure from it. | also have had the
experience of traveling in another country. Sometimes a traveler must make a decision and hope

for the best.

Thank you for your kind words. | realize that you are not expecting a refund, after all this time. But
under railway policy, you are entitled to a partial refund, and | promised it to you. A refund was
processed this morning in the amount of $ 181.00. The refund went to the credit card you used to
pay for the train tickets. It is a Visa card with an account number ending in 3232.



| also hope that someday you will return to the U.S. and | hope that you visit more places in our
country.
Scott Lenard

Dear Mr.Lenard

| confirmed the payment $ 181.00 in my account on June 17.

| really appreciate that you have helped me in many ways. | respect and admire the company
policy and your sense of strong responsibility to perform your duties even throuhg more than twe
years have passed.

| am very lucky to have met you. | wish you good luck.

Sato
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