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MTR maintains 99.9% on-time performance

The overall passenger on-time service performance across the MTR network in
2017 remained high at a world-class level of 99.9%. During the year, MTR
operated a record number of over 2.11 million train trips and carried over 1.76
billion passenger journeys on the heavy rail network. The best train service
performance since the rail merger was recorded for the months of January,
March, November and December.

To ensure safe and efficient service and further maintain smooth passenger
flow and good station order, additional trains have been deployed to selected
busy stations to relieve crowding at pinch points starting from late 2017.
Special crowd management measures have also been implemented at
stations, in particular at major interchange stations during peak hours.
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Testing progresses for first new urban line train

Testing has entered a new phase for the first of the 93 new 8-car trains
procured to replace existing trains operating on the Kwun Tong, Tsuen Wan,
Island and Tseung Kwan O lines. Starting in mid-March, the train commenced
a series of test runs on the Tung Chung Line during non-traffic hours.

MTR awarded a contract for the production of the new 8-car trains in 2015 and
the first train has been undergoing stringent testing and commissioning
locally since its arrival in Hong Kong in late January. The remaining trains will
be delivered progressively between 2018 and 2023.
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More than 800 additional train services for Lunar New Year

To celebrate the arrival of the Year of the Dog with passengers, more than 800
extra train trips were provided during the festive holidays for their travel
convenience.Train services were strengthened starting from the afternoon of
Lunar New Year's Eve (15 February).In addition, trains were operated overnight
on Lunar New Year's Eve on most MTR lines and Light Rail routes for the
convenience of members of the public who stayed out late to join the
festivities.
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MTR Safety Experience Zone opens at Tsing Yi Station

An “MTR Safety Experience Zone” opened on 14 March at Tsing Vi Station,
providing an interactive and enjoyable opportunity for children to learn more
about platform safety, escalator safety, proper use of lifts and good behaviour
on trains.The zone is a collaboration between MTR Corporation and People on
Board Social Enterprise to nurture children with safety tips and good
passenger behaviours when travelling in the MTR network.
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New artwork at MTR Quarry Bay Station

A dazzling geometric mural filled with vibrant colours is providing a brand new
travelling experience for passengers at MTR Quarry Bay Station. Created by
British street artist Mr Remi Rough, the mural entitled “Morning Dynamics”
depicts the flow of commuters in the MTR network and gives a
unique identity to the subway near Exit A of the station.

Jointly commissioned by MTR
Corporation and Swire Properties
Ltd, “Morning Dynamics” is the
latest station artwork under the
"Artin MTR"” programme.
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2018 Customer Service Performance (January - March)

BiE
Target
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Performance better than target (January - March)

MRIEFRIFIER Service Performance Item #Z R F 3 Target and performance

BERASEREE (REEAREERS RS BE—RERKR)
Ticket Reliability (Smart ticket transactions per ticket failure)

10,500,X (transactions)
55,545)X (transactions)

B 2EG ERE . KEAR . HISRE REKEEFRLE) ik 4 L6
o E%}E’ﬁw T’ﬁ]iﬁ?{i%kﬁ ol Airport Express EastRail Line West Rail Line Light Rail
" outh 9and i, Tung Crung Ling & Dismyland ResortLine (Including Ma On Shan Line)
BB IR BB AR e P IRAT I 33
E ‘?rji%e;??jjﬁi@gi A ) 99.5% 99.9% 99.5% 99.8% |99.5% 99.9%|99.5% 99.9%
3 =P i= =)
E ﬁfﬁ;ﬁﬁﬁfﬁi on Time 99.5% 99.9% 99% 99.9% 99% 99.9% | 99% 99.9%
= SERE FO R
“Fﬁ ?yiﬂp&ﬁgj;ﬁ%rg 99% 99.8% 99% 99.9% 99% 99.9% | 99% 99.9% | 99% 99.9%
m DB AR A SR I2/E (FlEfAES LB RABT A R BRI LHTER) 650,0002 £ (km) 650,0002 £ (km)
Train Reliability (Train Car-km per train failure causing delays > 5 mins) 2,609,866 E (km) 10,398,297 A & (km)
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Passenger Lift Reliability
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J8JE N3 E| Temperature and Ventilation Levels "E.ﬁ}-‘
2

f:j li-\%fg\%lﬁuje?ﬁa%cﬁne%liability 99% 99.8% 99% 99.9% | 99% 99.7% | 99% 99.8%
ﬁi’?ﬁﬁfﬁiﬁim 99% 99.7% 99% 99.8% | 99% 99.6% | 99% 99.9%

ﬁf: #ﬁ@fﬂfﬁfﬁw 99% 99.9% 99% 99.9% | 99% 99.9%

[ﬂ %E&ﬁggiﬁgfﬁﬂ %jc%ej?;omeliability - - - — 99% 99.9%

ﬁi?ﬁfiﬁféﬁ% 99% 99.9% 99% 99.9% | 99% 99.9% _

e TErmmmsies 99.5% 99.7% 99.5% 99.9% [99.5% 99.8%|  —

Passenger Enquiry Response Time within 6 Working Days

JIE : s —ERER  SHEMBRES - FIREERR26E AT 97.5% 99.9% -
Trains: To maintain a cool, pleasant and comfortable train environment
generally at or below 26°C ] <30k Sk
EREBEAE AREREAR ¥ - 3(X) 0(X)
On-train air-conditioning failures per month times time
By R ERR  SENERRE - AATOREERRKTESN (e
VAT » BB AERIFERC20 AT (R AR 2R B FER51) |l
Stations : To maintain a cool, pleasant and comfortable environment generally at 93% 99.8%
or below 27°C for platforms and 29°C for station concourses
(except on very hot days)
J5/2%2Z Railway Cleanliness .
N 100%
SIEER : SRR 9% °
Train Compartment : Cleaned daily
JIEE S  THEMRELX IR E
Train Exterior : Washed every 2 days (on average) 99% 100%
Pl RIS EE N 2 B AR
Northwest Transit Service Area Bus Service 99% 99.7%
RRBIREIDRAITIE Service Delivery
BHHER « §K/E% Cleanliness : Washed daily 99% 100%
[t z t N
AETERNEERESH 050, 100%

FHEE (5512F) Total passengers carried (1st quarter) : 499,456,000

ARIGRIR (%1 S%E) Service performance (1st quarter)
209§k LA _FHYIERR Delays of 20 minutes or more : 8

2018/RIFFRIALHE (RFEZEF 1) Service Performance Arrangement (up to 1st quarter)
B (T R IEE) 315 A R IRIBER Y B RN EREEHIEH EERN - 1R

BHF2019F FhbBm [SREBNRI%] EENSMAE : =58

No.of service disruptions of 31 minutes or more (heavy rail and light rail) confirmed to be due to factors within MTR control : 1
Amount put aside for "3% Rebate for Each Octopus Trip" promotion from mid 2019:$3 Million
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TR M B RF (8512F) Customer satisfaction level (1st quarter)

There were 1.55 complaints per 1,000,000 passengers carried. The top three complaint categories were Staff,
Train Services and Environment.
BEERTARNASMER HKE (B1F)
Reportable events/Aper million passengers carried (1st quarter): 0.62

NMEEREBEBERL  BEARESERITRREBNERREFERBREROEY - RIEA
MEBRRENSN - BECTEER EM3IRBONEEN B
CBEER/EEBR  BMARY  UEERFER - ARBMITAGXT LBENEI -
“ Reportable events notifiable to the Secretary for Transport and Housing, Government of the Hong Kong SAR under the Mass
Transit Railway Regulations are occurrences affecting railway premises, plant and equipment including 3 rail breakages on
running lines, or those directly affecting persons (with or without injuries), ranging from suicides/attempted suicides,
trespassing onto tracks and accidents on escalators, lifts and moving paths.
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FH - 2HARATRBY GADERHHE) Weekdays, Sundays and Public Holidays (based on minutes)

FHEEL | FRABE | FAFECHE
ZRHR | ZRURR | EHARARES

Weekdays Non-peak Hours/
Sundays and Public Holidays*

B4 Island Line 19 2.1 31-6
4 Tsuen Wan Line 2 2 28-55
BHE4E Kwun Tong Line

=4 - {a] XA TiuKeng Leng - Ho Man Tin 2.1 23 28-5
fa] 3CH - 24 Ho Man Tin - Whampoa 42 47 36-62
# M4 Tseung Kwan O Line

1L - #5ZE2 North Point - Tseung Kwan O 22 22 4-58
1t #5 - EEHt North Point - Po Lam 25/4 | 25/4 4-6
1t 4 - 3t North Point - LOHAS Park 6.7 6.7 -
=4 - B Tiu Keng Leng - LOHAS Park . . 105-13.8
I8 B4 South Island Line 33 33 45-6
FUF#AE Tung Chung Line

&% - F1X Hong Kong - Tsing Vi 36 4 6-12
&% - B Hong Kong - Tung Chung 6-8 4-8 6-12
s#i+ 24 Disneyland Resort Line 45-5 | 45-5 10t
FREH48 East Rail Line

ATRY - 7K Hung Hom - Sheung Shui 26-8 4-8 35-8
ATH#) - 783 Hung Hom - Lo Wu 6-8 6-8 55-8
ATH# - 5555 M Hung Hom - Lok Ma Chau 10-12 | 10-12 10-14
58214 Ma On Shan Line 3 4 5-8
FaaAE West Rail Line 2.9 3.5 5-7
IS REE Airport Express 10 10 10-12
#24 Light Rail

& / Route 505 6-9 5-9 7-14
& / Route 507 5-9 6-9 7-15
& / Route 610 5-9 5-10 8-17
Bk / Route 614 10-17 | 10-16 11-23
B / Route 614P 9-12 8-12 10-20
B4 / Route 615 10-18 | 10-18 11-23
54 / Route 615P 9-12 8-12 10-20
B / Route 705 5-6 5-7 6-11
B / Route 706 5-7 5-7 6-13
F&#E / Route 751 4-9 5-9 7-16
F&#E / Route 751P 7-15 5-12 -
B&#E / Route 761P 3-7 4-6 5-14

FRERRTRER BBR T8 BEL KERR 588  RURLKANLIDIER
EFNHEI MBLEARBIAEREG2BHE—IE -

*In the early morning and late night, train frequency of the Island Line, Tsuen Wan Line, Kwun Tong Line,
Tseung Kwan O Line, South Island Line, East Rail Line and West Rail Line will be reduced to every 12
minutes, whereas train frequency of some routes of Light Rail will be reduced to every 23 minutes.

tEMARARRE atRENESETRLRT FENRY BN R 5EHE I -
# On Sundays and public holidays, Disneyland Resort Line trains are operated at 4.5 to 5 minute frequencies
when Hong Kong Disneyland Resort opens in the morning and closes in the evening.
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%I B8 B 7 B P8 Hours of Daily Operation
AELE - 20 B  BERR  BERE  REL AtRR  mEL  BERERER
Island Line, Tsuen Wan Line, Kwun Tong Line, Tseung Kwan O Line, South Island Line, Tung Chung
Line, Disneyland Resort Line, West Rail Line, Airport Express and Light Rail : 19/)\f5/ hours

R RERLE
East Rail Line and Ma On Shan Line : 19.5/)\85/hours

HIE B IR Average Train Frequency

EH7X (LAD 8851 E) Saturdays (based on minutes)

FLEE | BLER
5724 BSER . FFRITHR"

MomingPeak | Evening Peak Non-peak Hours*
Hours Hours

BB Island Line 3 25 4-5
4 Tsuen Wan Line 25 23 4-55
BHELE Kwun Tong Line
R 5 - {3 Tiu Keng Leng - Ho Man Tin 25 23 3553
fa] S - 47 Ho Man Tin - Whampoa 5 47
# M4 Tseung Kwan O Line
4t £ - #5F 38 North Point - Tseung Kwan O 22 - 4-56
1t £ - A North Point - Po Lam 25/4 - 4-6
4t £ - 545 North Point - LOHAS Park 6.7 - -
=4 - FEU Tiu Keng Leng - LOHAS Park - - 10.7-13.8
78 B4 South Island Line 45 4 45-5
SRF#AE Tung Chung Line
&% - B4 Hong Kong - Tsing Vi 5 - 65-12
&% - R Hong Kong - Tung Chung 10 - 65-12
&1t /e 4 Disneyland Resort Line 45-5 45-5 10
ZREH48 East Rail Line
ALHY - _E7K Hung Hom - Sheung Shui 26-8 4-8 4-8
ATH#Y) - 7858 Hung Hom - Lo Wu 6-8 6-8 6-8
ATH#Y - 5555 M Hung Hom - Lok Ma Chau 10-12 10-12 12-14
F5 821142 Ma On Shan Line 3 4 45-7
Fa g4 West Rail Line 3.5 4 5-7
HIZIRAZ Airport Express 10 10 10-12
34 Light Rail
[ / Route 505 6-9 5-9 8-14
& / Route 507 6-9 6-9 7-15
FE&#E / Route 610 6-12 7-10 8-17
BE#E / Route 614 11-15 11-16 12-23
PE#E / Route 614P 9-14 8-13 9-16
B4 / Route 615 11-15 12-15 14-23
B / Route 615P 9-14 8-13 10-16
B / Route 705 4-6 5-6 5-11
ki / Route 706 5-6 4-7 6-10
E&#E / Route 751 5-9 8-11 8-16
ZE#2 / Route 751P - - -
&4 / Route 761P 4-6 5-8 6-14
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*# In the early morning and late night, train frequency of the Island Line, Tsuen Wan Line, Kwun Tong Line,
Tseung Kwan O Line, South Island Line, East Rail Line and West Rail Line will be reduced to every 12
minutes, whereas train frequency of some routes of Light Rail will be reduced to every 23 minutes.
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%I 28 Bk # BF [ Hours of Daily Operation
BRAL 28 BER  NERE  DARE URR Cat/RR  FER SRR
Island Line, Tsuen Wan Line, Kwun Tong Line,Tseung Kwan O Line, South Island Line, Tung
Chung Line, Disneyland Resort Line, West Rail Line, Airport Express and Light Rail : 19/]\#5/hours

East Rail Line and Ma On Shan Line : 19.5/\&/ hours

MTR Corporation Limited
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