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2016 Annual Public Meeting – Questions and Answers 
 
The below document contains all questions sent to VIA Rail leading up to and during the 2016 Annual 
Public Meeting webcast. Thank you to everyone who participated in the meeting and sent us their 
questions.  
 
Please note that questions of the same nature have been grouped together. Grammar and syntax of the 
questions received have been corrected. 

Our Routes, Our Stations, and Our Frequencies  

Quebec City-Windsor corridor 
 

1. Q:  Why not put a later train between Toronto and Kingston, say 7:00 or 7:30 pm? 

A:   VIA Rail does not own this infrastructure so it is only possible to add more frequencies if we 
are granted access by the owners of the infrastructure. We do not currently have access to 
earlier frequencies and can’t get more from the railway operator.  However, once we have built 
a High Frequency Rail corridor owned and operated by VIA Rail, we can redistribute our trains 
and frequencies to make Kingston a hub.   

 
2. Q:   When will there be an actual person at the Drummondville VIA Rail Station to guide me on 

my future train trips across Canada and the U.S.A.?  

A:   VIA Rail has no plans to staff this station in the near future unless ridership increases 
significantly.   

 
3. Q:   With the expansion of the Guildwood Train station is there any chance that more trains 

will stop in Guildwood? 

 

When can we expect to see greater frequency in weekday service offering flexibility for Port 

Hope Commuters? 

A:   There are no plans to increase frequency to these stations in the near future.  However, 
once we have built a High Frequency Rail corridor owned and operated by VIA Rail, we will be 
able to redistribute our frequencies to offer more frequencies and stops for travellers across the 
Québec City - Windsor Corridor.  

 
4. Q:   Have you considered putting in a train that leaves Toronto earlier than 6:40am so that 

passengers can get into Montreal before 10:00am?  

A:   This question was answered during the APM, which can be watched on VIA Rail’s YouTube 
channel.  

https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8
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It's a very good question but unfortunately to deliver passengers to Montreal or Toronto before 
10 am we would need to have a train leaving in the dead of night and that is not a possibility 
today. The average time to destination between Montreal and Toronto is 5 hours and 18 
minutes today, and the best time is around 4 hours 30 minutes. Therefore, the only true 
possibility for a train that comes in early in the morning at either one of these two destinations 
is the dedicated track project which will deliver a running time of about 3 hours 45 minutes. 

 
5. Q:   When is VIA Rail going to open a business lounge at Windsor station? 

 

Are you considering adding a Business Lounge to Fallowfield station?  

A:   We have no plans to open a business lounge in either Fallowfield or the new Windsor Station 
in the short term. 

 
6. Q:   Traveling back from Fallowfield to Montreal, don't you think the Business class passengers 

should always be looked after as they board, instead receiving service only after we depart 
from the Ottawa station? 

 
A:   The Manual of Service Instructions states that service in Business class should begin 
immediately upon departure from the station.  Following your feedback, we have updated the 
manual to specify that this includes Fallowfield station.   

 
7. Q:   What happened to the old express route between Montreal and Toronto that used to 

make the trip in about 4 hours?  Are you considering bringing it back?   

A:   In the Québec City - Windsor corridor VIA Rail shares the tracks with freight trains. This not 
only impacts our on-time performance, but it means that our train schedules and frequencies 
are dependent on the access we are granted by the owners of the infrastructure, who are 
freight operators.  VIA Rail has a plan to build and operate its own dedicated passenger rail 
tracks on which trains could make the trip between Toronto and Montreal in less than 3 hours 
45 minutes.  You can learn more here. 

 
8. Q:   Any chance of bringing back overnight service in Ottawa/Montreal/Toronto triangle? 

A:   VIA Rail bases its train frequencies on customer demand. This train was cancelled over 20 
years ago due to low ridership and there currently no plans to bring it back. 

 
9. Q:   Why are there so few VIA Rail employees at the ticket booths in Union Station? 

 
A:   As over 70% of all bookings by the general public are made online, there is less need for 
employees at the Union Station ticketing counters.  

 
10. Q:   When will you resolve the scheduling problems with your trains between Ottawa and 

Québec City and provide quality services (adequate heating, wifi that works etc.) before 

working on a project that may be ready in 4 years? 

http://www.viarail.ca/en/about-via-rail/governance-and-reports/dedicated-tracks
http://www.viarail.ca/en/about-via-rail/governance-and-reports/dedicated-tracks
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A:   We are constantly enhancing our service offerings in the Québec City – Windsor corridor. 
Your feedback will be taken into consideration. 

 
11. Q:   Why is there a fare inequity for Belleville-Toronto commuters when compared to Port 

Hope-Toronto and Cobourg-Toronto? 
 

A:   Fares are based on many factors, including distance and demand, which is why there is a 
difference between the Port Hope/Cobourg-Toronto and Belleville-Toronto commuter fares. 

 
12. Q:   With trains 41, 43, and 51 all early morning departures out of Ottawa, is there a possibility 

of one of those trains stopping at Gananoque, so that residents can make it to Toronto for the 

day and come home on 48? 

A:   VIA Rail always reviews its schedules to meet customer demand.  We are currently looking 
into the possibility of a morning option between Gananoque and Toronto.  Thank you for the 
suggestion. 

 
13. Q:   What is the status of the $10 million investment made to the Newcastle Sub? 

A:   The Newcastle subdivision work is ongoing and most of the track upgrade work is complete. 
This year work will be undertaken on four different bridges, and the remaining work (including 
some underwater work) will be done over the next two years. 

 
14. Q:   Why was the morning train time from Toronto to Windsor changed from approximately 

7:35 a.m. to approximately 6:35 a.m.? 

A:   As of June 1, 2016 the current departure time for train 71 is 6:45 am.  The departure time 
was moved from 7:35 with the intention to better serve the commuter market travelling to 
London.  We are working towards finding the right balance to satisfy the different markets that 
use this train. 

 
15. Q:   Are there plans to re-instate trains 90, 92 and 95 leaving Niagara Falls and if so, will VIA 

Rail include a stop in Hamilton?    

A:   We believe in the potential of the Niagara region. We would like to better serve the markets 
between Niagara and Toronto. Any future service additions would consider, if possible, stopping 
in Hamilton. 

 
16. Q:   I live in the Niagara region, and we longer have same-day VIA Rail service to Ottawa. As 

someone who prefers to exclusively patronize Business class service on VIA Rail, why can't I 
purchase business class on the train between Aldershot and Niagara? 

 
A:   Currently, the equipment operating between Aldershot and Niagara is owned by Amtrak and 
operated by VIA Rail crews. Unfortunately it does not offer Business class service. Any future 
expansion plans will consider the type of service offered between Toronto and Niagara including 
Business Class service. 

 
17. Q:   Is a daily Niagara Falls train returning, even for the summer? 
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A:   VIA Rail currently has no plans to reinstate the daily Niagara train. 
 

18. Q:   Could you please provide an update on the plan to add an additional Stratford-Toronto 

train? Is VIA Rail planning on purchasing the portion of the track between Kitchener and 

London as part of this plan? 

 

Is there any plan to improve track conditions between London and Kitchener? 

 

Do you plan to increase service to commuter cities outside Toronto, like Kitchener and 

Brampton and the like, to make travel easier for those travelling on connecting trains?  

A:   This question was answered during the APM, which can be watched on VIA Rail’s YouTube 
channel.  
 
Last summer we announced our plans to increase frequencies between Toronto and London and 
dwell trains overnight in Stratford, therefore having trains that would start in Stratford, or even 
in St. Mary’s, going into Toronto. We also would like to have trains going from Toronto 
southwest towards Kitchener-Waterloo in the morning. In the past year VIA Rail has been 
discussing these possibilities and schedules with our partners at CN.  We have co-funded a 
capacity study to see what type of work would have to be done in order to facilitate this 
schedule. 
 
On the second question of acquisition, yes, we are discussing with the same partner the 
acquisition of the Kitchener-Waterloo to London segment that is currently owned by CN and 
used under lease by GEXR.  We are hoping to conclude these conversations soon, at which point 
we would be able to upgrade the trackage for greater speeds, and the greater comfort of our 
passengers. Owning the track would facilitate more frequencies and better trip times. 

 
19. Q:   VIA has publicly announced interest in adding more service to Southwestern Ontario and 

to Niagara. What progress has been made towards this and when will it likely be done? 

A:   We are currently in negotiation with our partners at CN, the infrastructure owners.  We have 
co-funded a capacity study with CN to determine what type of work would have to be done in 
order to facilitate this type of schedule. 

 
20. Q:   Why aren’t there more scheduled departures between London and Toronto on a daily 

basis? Could trains run with fewer cars to allow more frequent service? 

A:   As VIA Rail does not own the infrastructure on which it operates in Southwestern Ontario, 
the number of frequencies we are able to offer is determined by the track owners.  We are in 
negations with the track owners in Southwestern Ontario and if we are able to acquire the track 
we can consider increasing the number of frequencies.  

 
21. Q:   VIA Rail cut back staff at stations approximately four years ago. We now have several 

unmanned stations in South Western Ontario. We have heard over the last few years that 
perhaps certain stations may be reopened. Is this really a possibility? If yes: Which stations 

https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8
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would reopen and when? I am particularly interested in knowing about Niagara Falls. It is one 
of the most popular tourist destinations in the world and VIA has no representation there.  

A:   Station services were modernized based on local market demand and in keeping with 
customer preferences and industry trends. There are no plans to re-staff any of the unmanned 
stations unless ridership increases significantly. 

 
22. Q:   When will we have passenger rail service to Trois-Rivières?  

A:   VIA Rail service to Trois- Rivières is a potential for the future, and is currently planned as part 
of VIA Rail’s High Frequency Rail project between Montréal and Québec City.  

 

Eastern Canada 
 

23. Q:   Currently there are only two routes between Halifax and Ottawa. Are you considering 

offering more connecting trains to Ottawa to make travel between Halifax and Ottawa easier?  

A:   As of June 1st, 2016 there is one connection to Ottawa from Halifax (train 35) offered three 
times a week, and one connection to Halifax from Ottawa (train 28) offered three days a week. 
We will be able to offer additional connections once we add more frequencies between Quebec-
Montreal-Ottawa. 

 
24. Q:   When will the train to Gaspésie, Quebec be running again? How bad is the rail 

infrastructure? In the meantime, what is VIA Rail doing to increase its offerings on the east 

coast? 

A:   The tracks on which VIA Rail operates in the Gaspésie area are owned by the Québec 
government. VIA Rail will resume service in the area once the tracks are deemed safe for 
passenger rail operation.  
 
We are working to increase service in the Maritimes between Moncton-Halifax and Moncton-
Campbellton. We are in discussion with our railway partner who owns the infrastructure to 
certify the equipment to be used as well as the schedule that would be put in place. We're 
optimistic that the service may be made available as early as this fall, and no later than early 
2017.  

 
25. Q:   Why are there now only two classes of service on the Ocean compared to the five that 

were available in 2003? 

A:   The change in number of service classes from five to three came when we switched from 
HEP (stainless steel) equipment to newer Renaissance equipment due to the different 
configuration of the Renaissance cars.  

 
26. Q:   Are you considering restoring service between Halifax-Truro and Sydney? 

A:   VIA Rail currently has no plans to restore these services.  
 

http://www.viarail.ca/en/about-via-rail/our-fleet/manor-sleeping-car
http://www.viarail.ca/en/about-via-rail/our-fleet/renaissance-sleeping-car
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27. Q:   Why doesn’t everyone have access to the Dome car? 

A:   We have limited inventory of Dome cars each with a limited seating capacity. These cars are 
distributed in a way that ensures we deliver the best value at each service level.  Sleeper classes 
and Touring class on the Jasper – Prince Rupert and Winnipeg –Churchill trains have access to 
the Dome car when it is added during peak season.  In addition, all passengers (including 
Economy class) on board the Canadian also have access to the Dome car. This is a longer trip, so 
between two to five Dome cars are used to accommodate the large number of tourists.  For all 
other trains, Economy class passengers do not have access to the Dome car. In these instances, 
the Dome car is reserved as part of the Sleeper or Touring experience. 

 
28. Q:   What is the status of the plan to introduce more service to the Maritimes between 

Moncton-Halifax and Moncton-Campbellton? 

A:   This question was answered during the APM, which can be watched on VIA Rail’s YouTube 
channel.  
 
Last fall we announced our intention to introduce regional services in the morning from 
Campbellton to Moncton and from Moncton to Halifax, and then back from Halifax to Moncton 
and from Moncton to Campbellton at the end of business day, five days a week, Monday to 
Friday. Since then we've been in discussion with our railway partner who owns the 
infrastructure to certify the equipment to be used as well as the schedule that would be put in 
place. We're optimistic that the service may be made available as early as this fall, and no later 
than early 2017.  

 
29. Q:   Why doesn’t VIA Rail increase the ridership of the Ocean by increasing its frequency? We 

know the market is there as 134,000 people took the train in 2011, the last full year of 6 day a 
week service.  Business people, students, people visiting family, and the elderly (including me) 
need a year round adequate travel alternative to points in Quebec and Ontario. The increase 
in frequency would come at a lower cost per passenger and significantly lower the subsidy per 
passenger. But instead of growing this service, VIA Rail has plans to further cut the frequency 
and maybe cut the train altogether.  

 
A:   There are no plans to reintroduce daily service. For the time being, VIA Rail’s service 
between Montréal and Halifax will remain at three departures per week in both directions. We 
base the frequencies on customer demand. If demand increases, we will increase the 
frequencies to accommodate more passengers. 

 

Western Canada 
 

30. Q:   Are sleeping class passengers losing access to the Park Car in 2017? 

 

Can VIA Rail commit to having the Park Car open all operating hours for the many sleeper car 

passengers, not just the few higher paying travelers? 

A:   In 2017 we will be implementing scheduled access to the Park car on board the Canadian.  

https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8


7 
 

Sleeper Plus passengers will be able to access this car from 2pm until last call (note that these 
times are subject to change).  The car will be reserved for Prestige passengers on the evenings of 
departure from either Toronto or Vancouver.  More information can be found here by clicking 
on the Prestige Park car tab.   

 
31. Q:   Would VIA Rail consider transferring operation of the Canadian to CP tracks between 

Winnipeg and Toronto? On-time performance of the Canadian has suffered due in large part 
to heavy freight traffic on CN's tracks between Winnipeg and Toronto and the CP route from 
Winnipeg to Toronto via Thunder Bay is operating below capacity.  

 
A:   VIA Rail doesn’t have operating agreements with CP in Northern Ontario. We operate 
primarily on CN lines on routes West of Toronto - except for a small portion of directional 
running on CP lines. This means that all trains running East operate on CN lines and, for a short 
distance, all trains running West operate on CP lines. We are always looking for opportunities to 
improve our on-time performance, but it is difficult to change our routes because we don't own 
the infrastructure.  

 
32. Q:   What are plans for VIA Rail's Canadian and Ocean services? Will there be any increase in 

the frequency of these services over the year? 

A:   In the short term there are no plans to increase the frequency of either service.  
 

33. Q:   Why not have Trains 1 - 2 connect with Skeena at Jasper and have a sleeping car on the 
train so it would not be necessary to do a hotel night at Prince George? A round trip Jasper - 
Prince Rupert requires 5 - 6 hotel nights at present! Not what I or many other potential 
passengers want to do. 

 
A:   The schedule for the Skeena is built to maximize daylight viewing of the scenery. A 
connection to trains 1 and 2 would require a departure from Prince George in the middle of the 
night and would deter tourists from taking the trip. Adding a sleeping car to the Skeena would 
also require additional staffing which would increase the cost for both VIA Rail and the 
passengers.  

 
34. Q:   Why doesn't VIA Rail have more stops in Saskatchewan, like in Regina? 

A:   VIA Rail does not have access to the trackage between Saskatoon and Regina.  If we are 
successful in creating a High Frequency Rail corridor in the Québec City-Windsor corridor, then 
we would be able to consider similar high frequency rail corridors in the Prairies. 

 

35. Q:   I have heard rumours of a dedicated once-a-week Prestige train that would use the CPR 
Lake Superior route as far as Winnipeg. Is there any truth to them? 

A:   VIA Rail has no plans for a once-a-week Prestige train. 
 

36. Q:   I would like to know why when we travelled on the Canadian the person who worked in 
the activities car spoke most frequently in English.  We Francophones didn’t have the right to 
be served in French and so we missed a lot of important information on our long trip.  
Personally, I think that if there was ever a job that should be bilingual, it’s that one.  

http://www.viarail.ca/en/explore-our-destinations/trains/rockies-and-pacific/toronto-vancouver-canadian/train-cars
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A:   Our service commitment is to serve our passengers in the official language of their choice, 
and a large majority of our employees are bilingual.  Announcements on board are made in both 
languages, and onboard services are offered in either French or English at the customer’s 
request. The material presented in the Activity Car is available in both French and English. Most 
of travellers on the Canadian are Anglophone, therefore the presentation is typically given in 
English first, and then in French, if requested. Every train is equipped with bilingual crew 
members who can provide information in both languages.   

 

Remote services 
 

37. Q:   Is VIA Rail considering a return to Thunder Bay?  

A:   We are not considering a return to Thunder Bay at this time. 
 

38. Q:   Since it is unlikely that the Gaspé train will resume service any time soon, has VIA Rail 
talked with the Régie intermunicipale de transport Gaspésie – Îles-de-la-Madeleine (RéGÎM) 
about providing a shuttle connection from the Ocean to the towns on the Chaleur route, 
similar to the RéGÎM shuttles that connect with Orléans Express buses? 

 
A:   The tracks on which VIA Rail operates in the Gaspésie area are owned by the Quebec 
government. VIA Rail will resume service in the area once the tracks are deemed safe for 
passenger rail operation. VIA Rail is always looking to expand our inter-model partnerships to 
better serve Canadians and their travel needs. 

 
39. Q:   What progress have you made with remote services? 

 
A:   This question was answered during the APM, which can be watched on VIA Rail’s YouTube 
channel. 
 
Michael Woelcke, General Manager for Remote Services, is committed to enhancing our remote 
services. He has gone out to all regions of the country, including Senneterre, Québec; Churchill, 
Manitoba; and Prince Rupert, BC to meet with local authorities and has developed tourism and 
travel offerings that are already very popular with travellers in those regions.  Last year growth 
rates of 10, 15 and 20% were experienced in regional services.  Thanks to Michael and our 
partners in those regions, VIA Rail’s offer have been enhanced, making some of Canada's best 
vistas available to more Canadians. 

 

Our Equipment 
 

40. Q:   The Ocean train would be an excellent trip if it used the same equipment (and service) as 
the Canadian. Any thought of improving the Ocean with the “Budd” cars and on-board chefs? 

A:   For the time being we are not planning any change to the equipment in service on the 
Ocean. The train cars and services provided vary from route to route for many reasons. Inter-
city, regional, and long-haul trains serve different demographics of people with different travel 
needs. 

https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8
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41. Q:   Why are certain trains frequently equipped with an old HEP II VIA1 Business class car, and 

how much longer will this situation continue before all trains are equipped with the new “2 1” 

seating  Business class cars?  

A:   While our Corridor fleet is being refurbished we occasionally have to use older equipment to 
replace the cars being upgraded.  By the end of 2017 all cars will be in the new style.  

 
42. Q:   When will the seating in the day coaches on the Canadian be upgraded? 

A:   Various upgrades to the rolling stock used on the Canadian are planned between 2017 and 
2019. Upgrades to seating components will be done at the same time. 

 
43. Q:   Since the level of comfort is significantly different between the HEP and LRC business class 

cars, why doesn't VIA Rail specify the equipment on their reservation website (like airlines) 
and discount business class in HEP cars? 

A:   Our reservation system does not currently allow for equipment specification referencing, 
but we are investigating this capacity for future enhancements. 

 
44. Q:   Have you considered putting a Dome car on the Winnipeg-Churchill service during the 

peak months? 

A:   Yes, we will be running the Dome car for 12 weeks in 2016 during both beluga whale season 
and polar bear season.  

 
45. Q:   Trains in the Windsor - Toronto corridor operate with an uncomfortable level of vibration. 

Is there a plan to address this? 

A:   We have multiple ways addressing this in the short term. We have a technology that 
measures vertical and horizontal forces that we monitor constantly. That system sends the data 
directly to our own track forces and that of third party infrastructure owners for inspection and 
proper actions. We also monitor our suspension systems to maintain the best ride quality 
possible.  When we purchase the new Corridor fleet these new trains will have more advanced 
and comfortable suspension.   
 
Although the vibration is not a safety risk, it is difficult to maintain a high level of comfort on 
tracks that are shared between passenger and freight trains. This is one of the reasons we are 
proposing the creation of a dedicated tracks for passenger trains.   
 

46. Q:   Are you going to improve the track between Montréal and Rouse's Point? 

A:   VIA Rail only own 3% of the tracks on which it operates.  The rest are owned and operated 
by our railway partners. VIA Rail does not own this particular section of track and as such have 
no specific plans for it, however host railways have regular maintenance and capital programs to 
keep their infrastructure in a state of good repair. 
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47. Q:   Will the public have a say in the configuration of future train cars considered for purchase 

by VIA Rail? 

A:   This question was answered during the APM, which can be watched on VIA Rail’s YouTube 
channel.  
 
Absolutely, we will be consulting and we've started the consultations first with our own 
employees in maintenance as well as on board and in-station staff. We will then move on to 
consulting this summer with passengers, business passengers, student passengers, senior 
passengers, as well as passengers with mobility restrictions that may have special needs. We 
believe that we should get the input of those who know train service best: those who service 
our trains and those who use our trains.  

 
48. Q:   Why are the seats in the coach car of the trains to Churchill from Winnipeg in such bad 

repair? The upholstery and foam is gone and the wood frames are showing through on some 
seats. The coach cabs also look very shabby. 
 
A:   The interiors of the coach cars on this route are in need of improvement. We are conducting 
a survey of all the cars to identify the project scope and budget and will develop an action plan 
to make the necessary upgrades, although we cannot commit to a specific timeframe at present. 

 
49. Q:   In the short term, does VIA plan to use “Budd” Rail Diesel Cars on any route other than 

Sudbury - White River?  In the longer term, does VIA envision the purchase of new diesel 
multiple units as part of its fleet renewal program? 

 
A:   We plan to use the “Budd” Rail Diesel Cars for regional services in the Maritimes between 
Campbellton-Moncton- Halifax, and in the Québec City-Windsor corridor on the Sarnia-London-
Windsor route. 

 

New 50/50 Layout 
 

50. Q:   How did you decide on the new seats that are being installed on trains? Did you do any 
testing with customers on the new seats? They are uncomfortable for long distance travel. 

A:   Our new seats are produced by Grammer Railway Interior GmbH, a German company.  VIA 
Rail purchased the ICE3000 model, which is designed for long distance travel.  This model is 
widely used in Europe by transporters such as Deutsche Bahn and Austrian Federal Railways. 
 
The procurement process for the coach class started in 2014 with a pre-study by the purchasing 
department.  After going on tender and requesting quotes from different suppliers, we then 
ordered samples and started the evaluation process. Each supplier and each seat was 
individually assessed on criteria such as comfort, safety of use, maintenance, cost, conformity 
with VIA’s specifications, etc. 
After a rigorous evaluation process, the Grammer ICE3000 was selected as our best choice. 

 
51. Q:   Are the problems with the new seats and seat configurations on the Toronto – Montreal 

service going to be addressed?  

https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8
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A:   This question was answered during the APM, which can be watched on VIA Rail’s YouTube 
channel.  

 
We are renovating the fleet and changing the configuration of the seats in the current fleet in 
order to allow us to move the trains back and forth without having to turn the trains around at 
each destination.  This is a cost issue in terms of moving trains when nobody is in them, fuel, and 
access rights that we have to pay the railways. To reduce the costs of fuel, of personnel on 
board, and the right of way costs we have to pay to the track owner, and essentially create more 
capacity with the same equipment, we're trying to eliminate that turn at either end. That's why 
we're moving the trains back and forth. To do so, we have reconfigured the seating 
arrangements with 50% facing one way, 50% facing the other way.  

 
52. Q:   When will customers be able to ensure they are booking a forward facing seat?  

 
A:   This question was answered during the APM, which can be watched on VIA Rail’s YouTube 
channel.  
 
Sometime in the fall, passengers will be able to select their seat on our trains and will therefore 
be able to select a seat in the direction that they choose—if that is a requirement. Otherwise 
passengers will be randomly assigned a seat by the system. 

 

Ticket purchasing and pricing 
 

53. Q:   Why have the first class fares during peak season on the Canadian gone up so much? 

A:   The pricing of the Prestige class has been adjusted to reflect the fair market value of the 
product. 

 
54. Q:   Why did VIA Rail not reduce the price of tickets when the price of oil went down?  

A:   There are two reasons.  First, it is a business decision: we hedge our fuel prices 100%, so we 
already know what we will be paying for fuel over the next few years. With this, we can 
accurately budget our yearly operating expenses, which is very important when you rely on a 
subsidy from the Government. What it means for the passenger is that ticket prices won’t 
increase when the cost of fuel goes up, and doesn’t go down when fuel goes down.  
 
It’s also a philosophical decision. The train is a green choice, and when fuel prices do go up, our 
ticket prices stay consistent, which tempts more people to leave their cars at home. We want to 
convert as many people into environmentally-friendly train lovers as possible – because as our 
statistics show, once you take the train, you love the train. 

 
55. Q:   How about reducing the fare for children on business to entice parents to purchase this 

fare for the entire family? 

A:   Our Business class offering has limited capacity, and therefore the pricing must reflect the 
demand.  

 

https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8
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56. Q:   When will it be possible to book the single seat in the new “2 1” cars in Business class 

online? 

A:   It will be possible sometime in the fall when we introduce the capacity to book a seat in your 
preferred direction of travel. 

 
57. Q:   Why are there no good “family” discounts for travelling, especially on the Canadian? 

A:   Children travelling in Sleeper class on the Canadian receive 25% off the regular adult sleeper 
fare year round.  This summer we also brought back our popular summer kids fare. Children 
aged 2-11 can travel anywhere in Canada from June 20, 2016 until Aug 31, 2016 in Economy 
class for $15. Children under 24 months always travel for free provided that they do not occupy 
a seat.  

 
58. Q:   Why is it only possible to use a CAA number for the 10% discount when booking online, 

not through an agent? 
 

A:   You are able to use your CAA number for 10% off when booking with an agent as well, not 
just online. Please mention the discount to your telephone sales agent and they will 
accommodate you.  

 
59. Q:   Why is there such a limited amount of seats at the discounted price on Discount 

Tuesdays? 
 

A:   Although VIA does not have unlimited capacity, we are happy to offer low fares on trains 
where there is excess capacity. For this reason, the Discount Tuesdays fare offerings may vary 
from week to week. 

 
60. Q:   Why does online booking not allow you to use VIA Préférence points on all trains? It 

seems to depend on where the train originates. 
 

A:   The booking engine allows VIA Préférence members to redeem their points online for trips 
in the Québec City - Windsor corridor only. All Long-Haul trips must be redeemed through the 
VIA Customer Centre. When changes are made to VIA Rail’s schedule, there can be a lag time 
until these changes are replicated in the redemption system. Over the summer, VIA Préférence 
will be updating the systems for online booking redemption. 

 
61. Q:   How are pricing fares calculated? I am a commuter and would like to understand why the 

fares vary so much. 

A:   There are many factors that influence pricing including supply and demand, distance 
travelled, capacity, and time booked.  Commuter pass prices vary according to the cities 
selected and are proportional to the full price fares. 

 
62. Q:   The user interface for Discount Tuesdays Sleeper class bookings only offers a limited 

number of stations.  For example, a low fare can be booked for Toronto - Vancouver, but not 
Sudbury - Kamloops, which costs more, even though it's a shorter trip.  Will you change the 
user interface to allow passengers from all stations to benefit from discounted sleeper fares? 
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A:   Our goal is to expand the number of origins and destinations offered during our Discount 
Tuesdays offer. Please check back on viarail.ca over the coming months.  

 
63. Q:   I have a question regarding a question and answer from last year's APM:  

 
Q: Why does the VIA Rail reservations system not offer tickets to the Allandale 
Waterfront, Mount Pleasant, and Acton GO Transit train stations? 
A: These stations were added to our reservation system and have been available for sale 
since June 2015. 

 
Your on-line booking engine still (as of May 20, 2016) does not recognize any of the above 
stations.  Nor does it recognize the new West Harbour GO train station.  Why not? 
 
A:   Thank you for bringing this to our attention.  These missing stations will be available for 
booking in time for summer peak travel.  

 
64. Q:   Will VIA Rail Canada adopt the fare system here in the G.T.H.A and beyond called the 

Prestocard? All commuters have an option to use GO or VIA at designated stations across the 
greater Toronto region. 

 
A:   VIA Rail has no plans to use the Prestocard. Although some commuters chose to commute 
on VIA Rail, GO and VIA Rail have very different fare systems designed to serve different types 
customers. GO Transit serves commuters while VIA Rail serves intercity travellers.  

 

Our on board services 
 

65. Q:   Are there any plans to bring AC plugs into the Sleeper Class berth area?  This would be a 
great thing to have!  If not, why not? 

 
A:   There are electrical outlets in the Sleeper class cabins, but not in the berths.  There are 
currently no plans to install additional outlets in these areas.  

 
66. Q:   Why are we not allowed to keep our berths down during the day on long haul trains? The 

train manager on the run cited safety concerns.   
 

A:   Passengers travelling in Sleeper class in cabins may choose to leave their beds down all day, 
however passengers travelling in Sleeper class in berths cannot, as it is a safety concern and also 
obstructs the view for passengers in the opposite berth.  A Service Manager may agree to leave 
the bed down under special circumstances.  

 
67. Q:   Are there any plans to put foot rests in the economy coaches to accommodate shorter 

travellers?  
 
A:   In the design of the new Corridor fleet, enhancements such as foot rests will be considered. 

 

http://www.viarail.ca/
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68. Q:   Has VIA Rail considered instituting "quiet cars"? These are found all over Europe and 
prohibit the use of cell phones in certain designated cars of the train. Passengers are allowed 
to choose quiet cars at the time of booking. 

 
A:   Quite cars will be considered in the design of the new Corridor fleet. 

 

Food and beverage 
 

69. Q:   When VIA bills itself as "A Green Choice", why does it promote the sale of wastefully-
packaged bottled water to corridor economy passengers, while making it difficult to obtain 
free tap water?  Why were the water fountains removed from the LRC cars as part of the 
recent refurbishment? 

 
A:   Our current equipment limits our ability to offer free tap water.  We agree that this would 
be the greener option, and while it is not possible now, it will be considered in the design of the 
new equipment for our new Corridor fleet. 

 
70. Q:   My main question really is why aren't we able to pre-order our meal before the trip? 

There have been too many times when the meal cart comes to me and I am only left with 2 

choices, or even just one. 

A:   We are planning to introduce the ability to pre-order meals in the not so distant future. 
 

71. Q:   Why is the on-route service in Business class deteriorating in terms of meal? 
 

A:   It is unfortunate to hear that you are displeased with our meal selection onboard. We strive 
to offer a good variety of the freshest and most popular meal selections in our Business class. 
Meals are based on our Chef's proposals as well as client and crew feedback. Recent customer 
satisfaction survey results show that customers are enjoying the current Business class meals. If 
you have specific concern you may contact customer service at customer_relations@viarail.ca.  

 
72. Q:   Is there a thought to returning to separate three course meal service and improving 

overall Business class service? 
 
A:   There are no plans to make changes to the Business class service on our current equipment, 
but it will be considered in the design of our new Corridor fleet. 

 

Our policies and practices 
 

73. Q:   In December of 2014 and December of 2015, we were told that the Commuter E-Pass 

would be approved by the CRA for a tax credit. Where does the E-Pass stand in this process? 

Will we be notified well in advance of any changes in the terms or price of any new or updated 

passes to meet CRA's requirements? 

A:   VIA Rail is pursuing discussion with the Canada Revenue Agency and other federal 
stakeholders with respect to ensuring that commuters who used VIA Rail can avail themselves of 

mailto:customer_relations@viarail.ca
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the Federal Public Transit Pass Tax Credit on the same basis across the country as other 
Canadians who use other forms of public transportation 

 
 

74. Q:   A November 30, 2012 joint press release from VIA Rail and Maritime Bus said "Passengers 
will be able to book joint train and motorcoach trips on VIA Rail's website in a seamless 
fashion in a single transaction by Spring 2013." In 2016, through trips can still not be booked 
on line, there appears to be little or no schedule coordination, connections are not 
guaranteed, and Maritime Bus has moved out of VIA's Truro station.  Despite all that, the VIA 
web site still lists Maritime Bus as an intermodal partner.  Is anything concrete being done to 
improve cooperation between these two carriers?  

 
A:   VIA Rail and Maritime Bus signed an operating partnership in 2012 and currently share 
stations in Halifax and Moncton. On June 21, 2016 we announced that we were enhancing our 
partnership with Maritime Bus. Starting July 14, 2016 passengers will be able to book a trip to 
one of the multiple destinations offered by Maritime Bus as a connecting trip with the Ocean 
train in a single transaction. Passengers will be able to book their tickets online at VIArail.ca and 
receive a combined itinerary including a Maritime Bus ticket and a VIA Rail boarding pass.  

 
75. Q:   Arrival and departure status for the Canadian was available from August to December 

2015.  Why was it removed?  When will it be restored? 
 

A:   The projected arrival and departure times displayed on the station screens were found to be 
inaccurate due to the length of the trip.  We are working to fix this issue. 

 
76. Q:   Why is VIA Rail not following Amtrak's new pets-on-board policy? 

A:   While Amtrak allows dogs and cats on specific routes, VIA Rail has never had the space to 
accommodate pets in our cabins due to the seat construction. As such, pets would need to be 
placed in the baggage towers, posing complications from a safety and allergy standpoint. Note 
that service animals are always allowed on VIA Rail’s trains.  For more information on travelling 
with pets visit our website: http://www.VIArail.ca/en/travel-info/baggage/travelling-with-pets 

 

VIA Préférence members and privileges 
 

77. Q:   Why can I not collect VIA Préférence Points for my personal account if I arrange travel for 

my business team? 

A:   As is the case with most travel loyalty programs, VIA Préférence members accumulate points 
only for their own travel.  The program serves to reward VIA Rail passengers and, as such, a 
member cannot accumulate points by booking travel for someone else.  

 
78. Q:   Why are Préférence points no longer redeemable for the Park car on the Canadian and 

why was the change made without a formal announcement to Préférence members? 
 

A:   The Park car on the Canadian is entirely dedicated to the Prestige class, which is currently 
not available for redemption. Over the course of the summer, we will be adding the Prestige 

http://www.viarail.ca/en/about-via-rail/media-room/latest-news/196131/21-june-2016-via-rail-expands-its-network-through-marit
http://www.viarail.ca/en
http://www.viarail.ca/en/travel-info/baggage/travelling-with-pets
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class as a redemption option during certain travel periods.  A newsletter was sent to VIA 
Préférence members in August 2014, and a news article was published on VIApreference.com 
informing members that the Toronto-Vancouver suite was no longer available. 

 
79. Q:   Why can we not use our Préférence points towards a Prestige class fare reduction on the 

Canadian? 
 

A:   The VIA Préférence program does not currently offer members the opportunity to pay for a 
ticket using a mix of points and dollars but this is a program feature VIA Rail is considering for 
future introduction.   

 
80. Q:   Is it possible for all Premier members to have access to the business lounge for water or 

coffee? 

A:   VIA Préférence Premier members enjoy access to VIA Rail’s Business Lounges not only when 
travelling in Business class but also when travelling with an Economy Plus fare ticket.  Due to 
Lounge capacity and the number of visitors, there are currently no plans to further extend 
Lounge access. 

 
81. Q:   Why are no corporate discounts offered to Premier members when purchasing biz-packs? 

A:   Bizpaks are already a discounted product, and in order to maintain revenue integrity, we do 
not provide a further discount.  This is the case for all passes.  

 
 

82. Q:   As a Premier member I believe that I am amongst a unique group of customers. If so then 
why am I not afforded the stated privileges? In a recent trip I was not boarded earlier than the 
remaining business class of passengers, as my status said I would. I only hope that my 
upcoming trips to Vancouver will see me boarded before others. 

A:   Our boarding process is delivered in three steps: pre-boarding for families with small 
children and those with limited mobility, then Priority boarding, followed by general boarding. 
Priority boarding is for everyone entitled to priority boarding, which includes both Premier and 
Business class passengers.  
 
In the Québec City-Windsor corridor, Premier members are provided Priority boarding when 
traveling in Economy class in Montréal, Québec City and Toronto, and in Business class as part of 
the Business class service.  When travelling outside the corridor, Premier members have access 
to Priority boarding only as part of the Touring, Sleeper Plus, or Prestige classes service.  

 

Dedicated tracks 
 

83. Q:   What can residents of Southwest Ontario do to promote the likelihood of dedicated VIA 
track, improved efficiency and effectiveness on travel times, and continued operation of 
smaller VIA stations, i.e. Chatham? 

A:   The best way to promote dedicated tracks is to take the train.  Growth and ridership is the 
most eloquent statement of the need for service that only dedicated tracks can provide. 
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84. Q:   Until VIA Rail gets its own track, when so many trains often arrive late, why haven’t 

schedules been adjusted to reflected the actual reality of the time it takes to get from Point A 
to Point B?  

 
A:   Historically, adjusting schedules has actually led to longer trip times without improving the 
on-time reliability. The best way for us to improve our on-time performance is to control the 
infrastructure, as opposed to changing the schedules. 

 
85. Q:   Have you considered upgrading to 100% electrical trains instead of hybrid machines to run 

on the dedicated tracks? 
 
A:   The new VIA Rail Québec City – Windsor corridor fleet will need the capability to operate on 
both electric and diesel corridors. This will allow us to operate on the future VIA Rail dedicated 
passenger tracks (which will be electrified), and on other non-electrified rail corridors (or section 
of them) between Québec City and Windsor such as those owned by freight operators.    

 
86. Q:   Living in Lévis, the passenger trains are controlled by CN and freight trains often have 

priority along the route. Do you expect this situation to improve in the not-so-distant future?  
 

A:   VIA Rail is working on a plan to create a dedicated passenger rail corridor in the Québec City 
– Windsor corridor. The proposed dedicated track is expected to relieve congestion, boost 
economic development along the railway corridor, maximize ridership and revenue potential, 
reduce greenhouse gas emissions and air pollutants, and create a self-funding project that will 
significantly reduce government subsidies within the Corridor. To learn more about the project 
please visit: http://www.VIArail.ca/en/about-VIA-rail/governance-and-reports/dedicated-tracks 

 

Other Questions 
 

87. Q:   Shouldn't you be stricter towards your employees wearing the VIA Rail uniform? Meaning: 

Cleaner appearance, well-pressed, and sharper looking? 

A:   There is a uniform grooming policy for all employees required to wear uniforms as well as 
for their managers, to ensure that uniform guidelines are upheld.  Uniform standards are 
monitored by Customer Experience (CE) managers as they interact frequently with their 
employees. CE managers monitor employees when they report to work, during their shifts in 
stations, or when managers ride the trains. Many CE managers do periodic audits and/or 
briefings to re-enforce the uniform guidelines.  

 
88. Q:   Why is parking so expensive at Kingston station considering the parking lot is not well 

plowed or swept?  

A:   Parking rates at VIA Rail stations are set according to local market prices. 
 

89. Q:   Why are stations now charging for parking? This is an added cost already on top of the 

commuter pass. 

http://www.viarail.ca/en/about-VIA-rail/governance-and-reports/dedicated-tracks
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A:    For many years VIA Rail has had paid parking in key regions with substantial ridership. As a 
Crown Corporation, we recognize our responsibility to be efficient and frugal with taxpayers’ 
funds. VIA Rail always looks for ways to reduce its operating deficit and dependence on 
government subsidies.  
 

 
90. Q:   Why doesn't VIA Rail form a subsidiary company for itself (for example VIA Rail Central) to 

access private capital?    

A:   As a Crown Corporation, such a corporate framework can only be decided upon by the 
Government of Canada. 

 
91. Q:   How can local government best integrate local transportation with VIA operations, to 

make the passenger experience positive and memorable? 

A:   Local governments can first ensure that local transit options are available and accessible 
from VIA Rail stations, and then ensure that the local transit times are consistent with VIA Rail’s 
schedules to facilitate connections. 

 
92. Q:   What would it take to allocate one train car with fitness equipment, specifically Treadmills 

and Stationary Bikes, to have some physical activity on long distance trains like the Canadian?  
 

A:   Although this sounds like a great idea, in fact it would pose significant safety issues. It simply 
is not safe to have treadmills or other equipment not designed for use on trains in our train cars. 
Removing cars for this purpose would also reduce capacity, and the cost to renovate these cars 
would be significant. Overall, it is not an idea we are considering at this time. 

 
93. Q:   Why does the crew not call out some key cities or towns as we pass through, or at least 

give a better heads-up for arrival time to the next town we will stop in? 
 

A:   Station stops (which include key cities) are announced over the Public Address system on all 
long haul trains, unless it is late at night and the announcements would disturb sleeping 
passengers.  Instead, employees who are on night duty inform passengers who are still awake 
and in the Skyline, Park, and Renaissance Service cars of upcoming stops.  
 
We do not announce key cities in the Québec City – Windsor Corridor to limit passenger 
disruption.  It is possible to follow your train in real time in the Corridor by clicking this link: 
https://tsimobile.VIArail.ca/ 

 
94. Q:   What is preventing the Canadian government from granting statutory authority of 

preference of VIA passenger trains over freight trains, as is the case with Amtrak in the U.S? 

A:   There is no evidence to support the view that granting some form of statutory authority of 
preference would significantly improve the on-time performance of passenger trains.  

 
95. Q:   Why doesn't VIA operate trains to cities in the United States, such as Washington, 

Chicago, Denver or San Francisco, as Amtrak does to Canada? 

https://tsimobile.viarail.ca/
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A:   As a Canadian Crown corporation, VIA Rail's priority and mandate is to provide a safe, 
reliable and cost-effective service to all Canadians, from coast to coast.  The Amtrak trains that 
enter Canada in Vancouver, Niagara, and Montreal are operated by VIA Rail crews and 
Locomotive Engineers from the boarder to their Canadian destination. They are not operated by 
Amtrak.  VIA Rail customers wishing to travel from Canada into the United States can book their 
trips through Amtrak. 

 
96. Q:   Has VIA considered operating an "Auto Train" with auto rack, sleeping, coach and dining 

cars, making limited stops between Montreal, Toronto and Vancouver, VIA the Canadian 
Pacific R.R.? 

A:   There are no such plans in the foreseeable future.  
 

97. Q:   Next year marks Canada's 150th anniversary. In a country where confederation depended 
greatly on the completion of the CP rail-line, why is VIA Rail considering cutting the Canadian's 
transcontinental service to once/twice a week service (as per the newly released corporate 
plan) in this celebration year? If anything service should be increased and promoted as a way 
to explore Canada's heritage in this anniversary year. 

 
A:   There are no plans to cut the Canadian’s service.   

 
98. Q:   What will VIA Rail do to ensure that locations of its stations are correctly shown on maps? 

For example: the Prince Rupert train station, while correctly described, is shown as being on a 
highway far away from the tracks on the VIA Rail website, and it is shown as being in the 
water on Google maps. 

 
A:   The addresses of all our stations can be found on our website.  The accompanying maps are 
generated by Google, not VIA Rail, and as such we do not control the locations shown.  
However, we have notified Google that the location of the Prince Rupert station is incorrect and 
submitted a request to have it changed on June 3, 2016. 

 
99. Q:   Why do we now have gender specific washrooms when we didn't have them before? This 

goes against the current movement towards non-gendered washrooms. The needs of seniors 
to access to washrooms on long trips can become critical. Therefore, having only one 
washroom per passenger car can present embarrassing situations. 

 
A:   This issue and others that relate to customer service are monitored by VIA Rail on an on-
going basis. Constant adjustment in response to the changing preferences of our customers 
allows us to provide the best customer experience possible.  We have started the consultation 
process for the design of our new Corridor fleet and your views will be taken into account.   

 
100. Q:   The CTA review suggested cutting the subsidies that finance the Canadian.  What do you 

think about that suggestion? 
 

A:   This question was answered during the APM, which can be watched on VIA Rail’s YouTube 
channel.  
 

https://www.youtube.com/watch?v=uiCTWz4H0q8
https://www.youtube.com/watch?v=uiCTWz4H0q8
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Policy decisions about the funding of VIA Rail or any of its services are a government decision 
and therefore it is not for us to comment on. However, it is important to note that the vast 
majority of users of the Canadian are inter-city travellers that take the train between towns, and 
between Toronto and Vancouver. Prices on the Canadian can go as low as $25 or $28 for some 
of these segments. These are services that are not otherwise available from other carriers.  
 
While there is a competing offer for tourism services through the Rockies, it's important to note 
that the VIA Rail service runs year-round.  In the summer season (when tourism is most 
prevalent in the Rockies) VIA Rail’s tourism offer is a profitable service (after all costs, including 
equipment depreciation and maintenance are taken into account).  
 

101. Q:   In a world where terrorism and terror threats are increasingly more common; what is VIA 
Rail doing to protect its infrastructure, trains and security network from such potential 
attacks? 

 
A:   VIA Rail places a high priority on the safety and security of its passengers, employees and 
operations. Safety and security are engrained in the company culture, and permeate everything 
we do every day. 

 
VIA Rail has increased vigilance and reviewed its security measures in order to respond to any 
potential situation that would compromise our passengers’ or employees’ security. Specific 
measures and locations are varied; they are also reviewed on an ongoing basis and modified as 
and whenever appropriate. Those measures include but are by no means limited to surveillance, 
training and employee vigilance. Most in fact are behind the scenes and are not being shared 
with the public for security reasons. 

 
VIA Rail works closely with law enforcement, regulatory bodies and its industry partners to 
ensure that a cohesive and informed approach to safety and security is maintained at all times. 
VIA Rail encourages its customers or the public to report any suspicious activity to a VIA 
employee or local law enforcement as soon as possible. 
 

102. Q:   Would it be possible to have a regular VIA Rail customer as a Board member?  I know the 
Board acts on behalf of the single shareholder  (the Canadian Government and Canadians), 
but it would be good to have someone on the Board who uses VIA Rail on a regular basis and 
represents the customers.  Could the Board also have a VIA Rail employee as well?  That might 
help to create a solid multi-stakeholder culture.  Thanks. 

 
A:   Thank you for the suggestion.  As a Crown Corporation, all Board members are appointed by 
the Government of Canada.  
 


