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The MTR network achieved an overall passenger journey on-time performance
0f 99.9% in 2018 while ridership reached a record high with an average of over
5.8 million passenger trips every weekday. The passenger journey on-time
performance for January to September was the best since the Rail Merger.

In 2018, the MTR Corporation spent over $9 billion on the maintenance,
upgrade and replacement of railway assets to maintain high performance
standards.

aARkan
EFI=173
(Continuous|investment]in)
[Asset/Renewal)

MR RERBENIE R EFMbNERRIN) ERAGR S BBETT
8- FEMRINERIEEE o

To celebrate the arrival of the Year of the Pig, an extra 964 train trips were
provided during the festive holidays to enhance travel convenience for
passengers. Train services were strengthened starting from the afternoon of
Lunar New Year's Eve (4 February).In addition, trains were operated overnight
on Lunar New Year's Eve on all local MTR lines (except Airport Express,
Disneyland Resort Line and journeys to or from Lo Wu and Lok Ma Chau
stations) for the convenience of members of the public who stayed out late to
welcome the Year of the Pig.
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The revamped Entrance/Exit A2 at Diamond Hill Station was opened to the
public in early March, providing passengers with more direct, convenient and
comfortable access to the station from Choi Hung Road and the San Po Kong
area.The enhancements are part of the Shatin to Central Link project, which is
preparing the station to serve as an interchange between the Tuen Ma Line
and the Kwun Tong Line.
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The first babycare room within the MTR network was opened at Tiu Keng Leng
Station on 20 February,alongside public toilets in the station concourse (in the
paid area near Entrance/Exit B). The babycare room is equipped with a nappy
changing mat, sink and independent breastfeeding area.

The Corporation plans to install both public toilets and babycare rooms at six
other interchange stations, namely Tsim Sha Tsui, Yau Ma Tei, Lai King, Central,
North Point and Yau Tong stations together with other major enhancements.
Breastfeeding areas in the 20 interchange stations will remain open for
passengers’ use.
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“Factory Forward: JCCAC Arts@MTR"is a collection of artworks that celebrates
the talent of the resident artists of the Jockey Club Creative Arts Centre
(JCCAQ) in Shek Kip Mei.The art pieces were handpicked by the JCCAC and
are on display at the latest “Art in MTR" exhibition near Entrance/Exit J of
Central Station from 20 March to 20 May for the appreciation of those who
travel to and from the station.
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2019 Customer Service Performance (January - March) Target Performance better than target (January - March)

ARIEFRIBIER Service Performance Item &30 Target and performance
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o E%}E’ﬁw T’ﬁ]iﬁ?{i%kﬁ ol Airport Express EastRail Line West Rail Line Light Rail
" South 5and Line, Tung Crung Lina & Dismyland ResortLine (Including Ma On Shan Line)
B IR BB AR e PEIRAT I L e

! iﬁ%ﬁfﬁ,ﬁ@gi CIEREES 99.5% 99.9% 99.5% 99.9% |99.5% 99.9%)|99.5% 99.9%

r oyEptgo

g! ﬁfﬁ;ﬁﬁﬁfﬁi on Time 99.5% 99.9% 99% 99.9% 99% 99.9% | 99% 99.9% -

F"ﬁ zlrjiﬂgﬁfuﬂi%fﬁ 99% 99.8% 99% 99.9% 99% 99.9% | 99% 99.9% | 99% 99.9%

m P ERRFE A SR 12 /S (FlEfES LB RABT A —RAH BRI LHIER) 700,0002 £ (km) 700,0002 £ (km)

Train Reliability (Train Car-km per train failure causing delays > 5 mins) 3,445,7042 & (km) 9,721,380 2 & (km) o

. BRAREE REEREEEES RSB —RBELR) 10,500 (transactions) B
Ticket Reliability (Smart ticket transactions per ticket failure) 49,235)X (transactions)

] EEMAIERE (@R EmE) .
Add Value Machine Reliability (At applicable stations) 99% 99.8% 99% 99.9% | 99% 99.8%
BENERRAEERE o 9 o 9 o 9
A e Eelrel s e 99% 99.7% 99% 99.9% | 99% 99.8% |99% 99.7%
AR A SERE 0 0 % 99.9% % 99.9%

Ticket Gate Reliability 99% 99.5% 9% o | 99% ' -
(B mana vamkssnmine B B N . s
i Light Rail Platform Octopus Processor Reliability
= =iy
e Eﬁiﬁ% 99% 99.9% 99% 99.9% |99% 99.8%|  —
FREFABEWAERE 0 o o 9 _
BBM| Passenger Lift Reliability 99.5% 99.8% 99.5% 99.9% |99.5% 99.9%
JBJE N3 Temperature and Ventilation Levels . .
FIE : fE— BRI ABENERES - TREERR26E AT | 97.5% 99.9% -
Trains: To maintain a cool, pleasant and comfortable train environment
generally at or below 26°C Ty <30k YR
BRENFES AU 5 - 3(X) O(X)
On-train air-conditioning failures per month times time
B #F—ERR - SFENEWRE - AR TREERK27E L
AT - BEuhRZRAITEREK20F AT (FRIAEE) B FRRIN)
Stations : To maintain a cool, pleasant and comfortable environment generally at 93% 99.6% -
or below 27°C for platforms and 29°C for station concourses
(except on very hot days)
J5/272 € Railway Cleanliness ) )
. SIEER : SRBR 9% 100%
Train Compartment : Cleaned daily
JIEE S  THEMRELX IR ﬁ
Train Exterior : Washed every 2 days (on average) 99% 100%
Fait s AR A S B A 2 BB IR %S 99% 99.8%

Northwest Transit Service Area Bus Service
RRBIREIDRATIE Service Delivery
BHHER « §K/E% Cleanliness : Washed daily 99% 100%

. AATEXRNDERESH

0, 9
Passenger Enquiry Response Time within 6 Working Days 99% 100%
B== FEE (551%) Total passengers carried (1st quarter) : 509,335,000 I TR M B RF (8512F) Customer satisfaction level (1st quarter)
(Ol 510055 - 516585 rR% - SBHR=[FR7  BHARNMAT - FIERHRIES -

. There were 1.65 complaints per 1,000,000 passengers carried. The top three complaint categories were Staff,
Hﬁﬁifﬁ (81 é) Service performance (1st quarter) Train Services and Environment.
205> §E sk LA FHIFERR Delays of 20 minutes or more : 14 SEEREARMASBER KE (E15)
. N Reportable events/Aper million passengers carried (1st quarter): 0.59
2019/RIFFRIALHE (RFEEF 1) Service Performance Arrangement (up to 1st quarter)
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B E2020F R BI AR UEiE [FI23%E BN ] EEMSHAY = TAEST RELRENEMN  QEROREES  BRVECMALT (THEERET) OFF - eFaeEaR K
No. of service disruptions of 31 minutes or more (heavy rail and light rail) confirmed to be due to factors within MTR control :3 ABH - UEERFEH - ARBRERITARXS FRENEIN - BN - ETERK - WRARHNREFW -

Amount put aside for 3% Rebate for Each Octopus Trip" promotion from mid 2020 $36Million ~ Reportable events notifiable to the Secretary for Transport and Housing, Government of the Hong Kong SAR under the Mass Transit
* BB BED NS T ERRITE SRR KW EIE B IRIER - Railway Regulations are occurrences affecting railway premises, plant and equipment including rail breakages on running lines, or those

Standalone Add Value Machines at Light Rail stops are being replaced with multi-purpose ticket machines with add value function.

Y EHAL ERREBTATRIAREELTT - RERREBENTREBRRRE - WRRSITEBELS o
Light Rail Platform Octopus Processor replacement works and testing are underway. Performance data will be available after completion of
installation, testing and trial operations of the new processors.

directly affecting persons (with or without injuries), ranging from suicides/attempted suicides, trespassing onto tracks and accidents on
escalators, lifts and moving paths. During the period, there was no rail breakage case on the running lines.

HIEE SR Average Train Frequency

FH - 2HARATRBY GADERHHE) Weekdays, Sundays and Public Holidays (based on minutes)

FREL | FEKLE | FAERITHER

Weekdays Non-peak Hours/

Sundays and Public Holidays*
BB Island Line 19 21 31-6
4 Tsuen Wan Line 2 2 25-55
BYER Kwun Tong Line
RS - (A 3XH TiuKeng Leng - Ho Man Tin 2.1 23 28-5
fa] 3CH - 24 Ho Man Tin - Whampoa 42 46 36-62
#4ERAE Tseung Kwan O Line
1t A - #§ 8 North Point - Tseung Kwan O 22 22 4-58
1t #5 - EEHt North Point - Po Lam 25/4 | 25/4 4-6
1t £ - 4 North Point - LOHAS Park 6.7 6.7 R
SR - Bl TiuKeng Leng - LOHAS Park . _ 105-13.8
78B4 South Island Line 33 33 45-6
SR # Tung Chung Line
& - & X Hong Kong - Tsing i 3.6 4 6-12
&% - B Hong Kong - Tung Chung 6-8 4-8 6-12
s#i+ 24 Disneyland Resort Line 45-5 | 45-5 104
R4 EastRail Line
ATHY - 7K Hung Hom - Sheung Shui 26-8 4-8 35-8
AT - 783 Hung Hom - Lo Wu 6-8 6-8 55-8
AT - 3555 M Hung Hom - Lok Ma Chau 10-12 | 10-12 10-14
#2148 MaOn Shan Line 3 4 5.8
FEeE4E West Rail Line 29 3.5 5-7
IS REE Airport Express 10 10 10-12
#24 Light Rail
4 / Route 505 6-9 5-9 7-14
B4 / 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
B / Route 615 10-18 | 10-18 11-23
B / Route 615P 9-12 8-12 10-20
B / Route 705 5-6 5-7 6-11
B / Route 706 4-7 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

PRRERFRER EHA TER BER RERL mEGL  RELREELIKHR
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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.

fEMERAREE G LEERESELRLET HRRE MR OIER A 5T B -

#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.

= . .
%I/ 25 iR 7% B5F B Hours of Daily Operation
B R BREL  REAR MERR RS ALRE  AEg  BIREREH
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/)\i5/ hours

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

HIEE 35X Average Train Frequency

EHN AP $EFE) Saturdays (based on minutes)

REEAT | Bt
BEER Bé’; FEIRR

MomingPeak | Evening Peak Non-peak Hours*
Hours Hours

B4 Island Line 3 24 4-5
4 Tsuen Wan Line 25 22 4-55
BIER Kwun Tong Line
R4 - (a3 TiuKeng Leng - Ho Man Tin 25 23 35.53
fa] S - 47 Ho Man Tin - Whampoa 5 46
#F M4 Tseung Kwan O Line
1t 75 - # R North Point - Tseung Kwan O 22 - 4-56
3t £ - B35 North Point - Po Lam 25/4 - 4-6
1t £5 - BE85L North Point - LOHAS Park 6.7 - .
R - FEH Tiu Keng Leng - LOHAS Park - - 10.7-13.8
78 B4 South Island Line 45 4 45-5
A Tung Chung Line
&% - &K Hong Kong - Tsing Vi 5 - 65-12
& - BB Hong Kong - Tung Chung 10 - 6.5-12
&1t fe 4 Disneyland Resort Line 45-5 45-5 10
R4 East Rail Line
AT#) - 7K Hung Hom - Sheung Shui 26-8 4-8 4-8
ATH#Y) - 7858 Hung Hom - Lo Wu 6-8 6-8 6-8
AT# - 5255 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 35 4 5-7
IS REE 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
BE#E / Route 614P 9-14 8-13 9-16
F&#E / 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
&4 / Route 751P - R R
&4 / Route 761P 4-6 5-8 6-14

FRERRTEER BHE 2L BAL KBRS BESR  RALKAMNLINER
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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.

|+ . .
%1 25 iR 7% B5F B Hours of Daily Operation
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/\i/ hours

MTR Corporation Limited
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