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What is the Ambassador 
Program?
The  Ambassador  Program u t i l i z es  a  m ix  
o f  emp loyee  vo lun tee rs  and  con t rac to rs  
to :

• Accus tom r ide rs  to  genera l  se rv ice  
changes

• Fami l i a r i z e  them w i th  improvements
• Guide  them th rough  d is rup t ions ,  and
• Suppor t  s ta f f ing  o f Ca l t ra in  even ts  

(e .g . , EMU Tours ) .



INSTRUCTIONS

• In  Augus t  2021 ,  Board  Reso lu t ion  2021-43  
awarded JBR Par tners  an  on-ca l l  ambassador  
se rv ices  con t rac t .

• The  o r ig ina l  con t rac t  and  p ro jec t  scope  did  not  
encompass prov is ions f o r  on-ca l l  ambassador  
se rv ices  re la ted  to  ex tens ive  shu tdowns .

• As  awarded ,  the  con t rac t  no t - to -exceed  (NTE)  
amount  i s  $557 ,513 p lus  a  $150k con t ingency,  fo r  a  
f i ve -year  te rm through  Augus t  17 ,  2026 .

Background: Contract Awarded



INSTRUCTIONS

• In  December  2022 ,  the  Cus tomer  Exper ience  (CX)  team 
was  made aware  o f  the  p re l im inary schedu le  fo r  
PCEP weekend and  weekday  shu tdowns  th roughout  
2023 .

• PCEP budgeted  fo r  a  to ta l  cos t  est imated a t  ~$1 .64M .
• On September  12 ,  2023 Ca l t ra in  exerc ised  the  use  o f  

the  con t ingency  to  inc rease  the  compensa t ion  amount  
by  $150 ,000 .

• Due to  the  ex tens ive  Ambassador  dep loyments  requ i red  
by  PCEP,  there  i s  on ly  a  rema in ing  capac i t y  o f  $24 ,000  
th rough  Augus t  2026  ($683 ,513 spent ) .

Background: PCEP Needs



INSTRUCTIONSPCEP Ambassador 
Deployments: Feb to Present

FY23
• February  to  June  2023
• JBR s ta f f  hours  worked :  5,228  Hours

FY24
• Ju ly  to  Presen t
• JBR s ta f f  hours  worked :  2,865  Hours

Over  15 ,000  customer  contacts  made and 
thousands of  addi t iona l  hours  f rom employee 
vo lunteers ,  w i th  mul t i l ingual  suppor t .



Recommendations
Due to:

• PCEP's ongoing need for extensive Ambassador deployments relating to planned 
shutdowns;

• The continued need for staff support for future general service changes and events;
• Anticipated intensive customer communications efforts expected at the start of 

electrified service in 2024; and
• The success of previous Ambassador Deployments in achieving communications and 

customer experience goals;

Staff reccomends increasing the not-to-exceed (NTE) amount of the contract with JBR 
Partners from $707,513 to a new NTE amount of $1,457,513.



F O R  M O R E  I N F O R M AT I O N

W W W . C A LT R A I N . C O M

huckabyt@samtrans.com

THANK YOU!
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