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Your journey to the latest information and updates from the Alaska Railroad Real Estate Department

We’re excited to introduce the Alaska Railroad’s Real Estate Express (formerly the Tenant Ties). As part of the 
customer surveys we sent out in Fall 2024, we heard that you want to see and hear more from us. The Real Estate 
Express will be distributed semi-annually. We hope that you will find it to be a helpful source for tips, updates, and 
resources tailored to our customers along the railbelt. We value what we have built together and look forward 
to sharing business developments, growth opportunities and success stories across our upcoming editions. If you 
have an idea for a future story, or information you would like to share in upcoming editions, please let us know at 
RealEstTech@akrr.com. Thank you for being with us!    

ARRC’s Real Estate Newsletter Returns New Look but Same Goal - Keeping Customers Informed

Go Digital: Alaska Railroad’s Electronic Billing 
Has Arrived at the Station!
 
For those of you who haven’t heard, the Alaska Railroad 
Corporation is thrilled to highlight a game-changing 
upgrade for our Real Estate customers: electronic invoicing 
is now available!  This exciting transition represents our 
commitment to modernizing our services while helping you 
streamline your business operations AND our commitment 
to environmental sustainability for the State of Alaska. 

Why Make the Switch from Paper Invoices?
Electronic billing isn’t just about going paperless—it’s about 
transforming how you manage your railroad bills:
• Instant Delivery: Receive invoices directly in your 

inbox the moment they’re generated
• Enhanced Organization: Easily search, sort, and 

archive digital invoices for better record-keeping
• Reduced Risk: No more lost invoices in the mail or 

filing cabinets
• Environmental Impact: Join us in reducing paper 

waste and supporting sustainability
• Cost Efficiency: Help ARRC reduce mailing costs, 

allowing us to invest more back into our operations 
serving our customers 

Ready to Join the Digital Revolution?
Making the switch is simple! Just send the following 
cont’d next page 

ALL STATIONS

STATION FAIRBANKS
Join Us in Fairbanks for our July Customer 
Appreciation 
Event 

We hope Fairbanks 
customers or 
customers who will 
be in Fairbanks 
on July 21, will 
join us for an 
upcoming customer 
appreciation event 
at HooDoo Brewing 
Company. Beverages 
and food will be 
served. Time: 4-6pm.
 
Contact Kristen or 
Kellyan if you have questions or would like to RSVP.

REAL ESTATE CUSTOMER 
APPRECIATION EVENT

~ FAIRBANKS ~

RSVPs appreciated but not required 

July 4 - 6 PM21
HooDoo Brewing Co.

1951 Fox Avenue

We truly have the best customers. 
Please join us in celebrating YOU 

with some great beer and great food.

RSVP: https://forms.office.com/r/1rKEr2pfgm

ARRC Board Meeting 
Location: Fairbanks
Date: Sept. 25 
Time: 9.a.m

Next Stop:
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information to arremit@akrr.com:
• Customer name (exactly as it appears on your current invoice)
• Customer number (found on any invoice or statement or give us 

a call and we can confirm)
• Email address(es) where you’d like to receive invoices
 
Important Details to Remember
Once you enroll in electronic billing, paper invoices will be discontinued for all real estate invoices 
associated with your customer number.  The transition typically takes one billing cycle to become fully 
active, so you may receive one final paper invoice during the changeover period. 

Customer Responsibility: Help us help you by keeping your email addresses current and accessible.  

Questions? We’re Here to Help! Our experienced team is ready 
to assist with this service enhancement.

Emily Hoffman
Accounts Receivable 
Manager
(907) 265-2650
hoffmane@akrr.com

Kristen Gratrix
Manager Real Estate
(907) 265-2465
gratrixk@akrr.com

Kellyan Taylor
Leasing Manager
(907) 265-2325
taylork@akrr.com

ARRC Connects our Anchorage Customers to Valuable Community Resource: The Anchorage 
Chamber Community Care Kit 
 
Every day there is a new story in the news or on social media from businesses small and large that they are 
experiencing situations with community members in crisis. Maybe even you or your staff have been impacted by 
the ongoing crisis in Anchorage.  We continue to grapple with confronting increasingly urgent situations involving 
community members with behavioral and mental health issues, or criminally driven actions leaving employees unsure 
of how to respond effectively while prioritizing their safety and the safety of their staff and customers. 

In recognition of these pressing issues, our goal is to connect you with a valuable resource: the Anchorage Chamber 
Community Care Kit. This toolkit is designed to empower businesses like yours to respond to crisis situations, 
providing necessary tools to manage encounters with individuals experiencing homelessness or other issues.
 
Key Features of the Community Care Kit 

• Crisis Response Best Practices: This section provides vital guidelines on how to approach various crisis 
situations, emphasizing safety for all involved while maintaining compassion in your interactions.

• Emergency Phone Tree: Navigate confusing resource lines with ease using this decision-tree format, ensuring 
your staff knows when to reach out to numbers like 911 for emergencies or 211 for social service connections.

• Situational Examples: Gain insights into how to handle specific scenarios commonly faced by businesses—from 
addressing someone sleeping outside to responding to requests for food or shelter.

• Resource List: Access direct connections to critical services such as emergency shelters, food banks, and mental 
health resources, providing you with the means to assist those in need right away.

• Operational and physical upgrades that can make a difference to preventing issues.   

We encourage all of our customers to take advantage of this resource. For more information and to download the the 
Anchorage Chamber of Commerce website www.anchoragechamber.org/carekit/.

ARRC hosted an Open House in Anchorage on May 3, 2025.

STATION ANCHORAGE
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Alaska Real Estate Department Customer Satisfaction 
Survey Results: The Route Forward
 
The Alaska Real Estate Department is excited to share findings 
from our recent Customer Satisfaction Survey conducted in the 
4th Quarter of 2024. With a targeted outreach to 350 customers 
through email and a further 600 via printed letters with QR codes, we received 64 completed surveys.

Strengths Highlighted by Our Customers
Our survey revealed that over half of respondents (54%) are “very satisfied” with the services provided by the 
Alaska Railroad Corporation (ARRC). Many leaseholders have cultivated long-term relationships with ARRC over 
the past 15 years, highlighting our commitment to customer service. However, we acknowledge the need for ongoing 
improvement in service delivery.

Communication: Identifying Areas for Improvement
While overall satisfaction with communication is high, 25% of respondents reported being unaware of our initiatives, 
including electronic newsletters (37%) and annual town hall meetings (29%). Email remains the preferred method of 
communication for 89% of respondents, prompting us to further refine our contact databases for better outreach.

Enhancing Engagement Opportunities
Participants indicated a strong desire for better communication channels, including the return of tenant newsletters 
(37%) and increased website resources (22%). Additionally, the feedback highlighted the need for quicker response 
times, with some customers experiencing delays of over a week. We understand the importance of fostering personal 
connections and will work to reintroduce staff to customers.

Fostering Connections for Fairbanks Customers
Feedback from Fairbanks-area respondents underscored the necessity for more engagement. We are actively 
addressing these concerns to strengthen our connections and hope you will join us at the July customer appreciation 
event. This will be a great opportunity to meet and mingle with our dedicated staff.

Next Steps for 2025
In light of the feedback received, the Alaska Real Estate Department is committed to several actionable initiatives for 
2025: 

• Launching an emailed newsletter distributed twice annually.
• Reintroducing all Real Estate Department staff to solidify customer relationships.
• Increasing transparency and communication around the Alaska Railroad’s appraisal process. 
 
We extend our gratitude to all respondents for their valuable insights, and we look forward to implementing these 
changes to enhance our services. Together, we aim to build a more responsive and engaged Alaska Real Estate 
Department that meets the diverse needs of our stakeholders. Thank you for your continued support and partnership! 

ARRC employees participated in clean-up events across the railroad in May.
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EMPLOYEE SPOTLIGHT

 
Length of Service: 32 years 
Current Role: Real Estate Tech (since 2013)

Tracks of a lifetime: 
My father retired after 40 years with ARRC, and I grew up as a Railroad brat, living in a small 
employee building near the tunnels between Portage and Whittier until an avalanche nearly 
caught my mother and me.  The building was so small I slept in a dresser drawer!  We then 

moved to Curry and Healy before settling in Anchorage, where I graduated high school in 1985.  I graduated from 
the Travel Academy in 1993 and began my career as a Reservation & Ticket Agent, and I’ve been with ARRC nearly 
33 years.   The rails are in my veins; my uncle (my dad’s brother) and a first cousin worked for the ARRC well before 
my time, and I currently have two other first cousins who have been at the ARRC for over 25 years, trying to catch 
up to me!  I enjoy my work in the Real Estate Department, where my colleagues feel like family.  I’ve witnessed 
many changes and contributed to positive developments during my time here.  Outside of work, I love cruising and 
vacationing with family, which enhances my enjoyment of the summer cruise ships in Seward.  Retirement will be 
bittersweet whenever it comes!

Christy Terry 
Vice President Real Estate  
(907) 265-2428  
terryc@akrr.com 
 
Kristen Gratrix 
Contracts Manager
(907) 265-2465
gratrixk@akrr.com
 
Kellyan Taylor 
Leasing Manager
(907) 265-2325 
taylork@akrr.com

Amy Smales
Real Estate Leasing Technician
(907) 265-2466 
smalesa@akrr.com 

Andrew Donovan 
Director of Real Estate 
(907) 265-2617 
donovana@akrr.com
 
Jon Roder
Manager of Land Services
(907) 265-2469
roderj@akrr.com

Russ Grandel
Environmental Engineer
(907) 265-2429
grandelr@akrr.com

Muriel Pelaez
Real Estate Technician
(907) 265-2277
pelaezm@akrr.com

REAL ESTATE & FACILITIES DEPARTMENT CONTACTS

Shane Maloney
Director of Facilities
(907) 265-2540 
maloneys@akrr.com
 
Dwayne Atwood
Port Manager - Seward
(907) 265-2696
atwoodd@akrr.com

Erik Johnson
Ast. Port Manager - Seward
(907) 265-2209
johnsone@akrr.com

Crystal Wilson
Real Estate Technician
(907) 265-2670
wilsonc@akrr.com

Meet Muriel Pelaez

 
ALASKA RAILROAD 

327 W. Ship Creek Avenue  
Anchorage, AK 99501
Phone: (907) 265-2300 

TDD: (907) 265-2620

www.ALASKARAILROAD.com
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