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Six months of special fare relief measures from 1 July

To help the community ride out the difficult times amid the pandemic,
MTR Corporation has launched special fare relief measures for six months,
starting from 1 July.

Up until 1 January 2021, passengers can enjoy a “20% Rebate for Every
Octopus Trip, a substantial increase from the previous “3.3% Rebate for
Every Octopus Trip” Combining this new offer together with the existing
“Early Bird Discount’ adult Octopus users can enjoy fare discounts of as
much as about 55%.

In addition, there is a $100 reduction for every purchase of “Monthly Pass
Extra”and “MTR City Saver”for use from July to December.

Other fare promotions for 2020/21 and the on-going fare concessions to
benefit different sectors of the community will all remain effective to
benefit passengers alongside the special fare relief measures.
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Smart Mobility with MTR Mobile

The popular MTR Mobile has been transformed into a new all-in-one lifestyle
mobile app to allow members of the public to enjoy more smart mobility
features with diverse transport and shopping services at their fingertips.

The brand new reward scheme “MTR Points” lets customers earn points and
redeem attractive rewards by taking MTR journeys and spending at
participating merchants at designated MTR malls and MTR shops.

The enhanced features also include the new interactive virtual chatbot
ambassador “Macy” More new MTR Mobile features such as the enhanced
“Trip Planner” and an extension of the “Next Train” function to include the
Light Rail network will roll out in the coming months!
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Smart robots bring a new customer experience

Visitors to Kai Tak Station may see some of MTR’s
newest recruits on duty there, starting from the third
quarter of this year.

Five robotic “smart trainees” will enter service at the
station, and two of them,“Finder-T” and “Guider-T’, will
help to enhance customer experience by answering
passenger enquiries about journey planning and
leading passengers to designated locations in the
station.

Three more robots will work after service hours with roles
to perform cleaning duties using eco-technology and to
check the status of facilities using image analysis.
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Airport Express service enhancements
Enhanced facilities and services are coming to the Airport Express!

From the third quarter of this year, passengers will be able to use
electronic payment to purchase Single Journey QR Code tickets at the
self-service ticket zone at the airport.

In addition, the passenger information display systems on platforms will
show the seat availability for approaching trains, while the seats and
carpets on Airport Express trains will progressively have a makeover with
a fresh new look.
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2020 Customer Service Performance (April - June)
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Target Performance better than target (April - June)

PRI FIRIER Service Performance Item Z & &3 Target and performance

Passenger Enquiry Response Time within 6 Working Days
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Train Reliability (Train Car-km per train failure causing delays = 5 mins) 9,500,149 2 & (km) 9,758,467 A £ (km)
BEAEREE (RECASHERSLRAIBE —RERKRR) 10,500)X (transactions) B
Ticket Reliability (Smart ticket transactions per ticket failure) 37,488)X (transactions)
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Light Rail Platform Octopus Processor Reliability
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RETHEH A AL 99.5% 99.8% 99.5% 99.9% (99.5% 99.8%|
Passenger Lift Reliability : : : :
8 K382 Temperature and Ventilation Levels N ) .
SIS (R - AEANBRES - ARSI T t”}é 97.5% 99.9% -
Trains: To maintain a cool, pleasant and comfortable train environment
generally at or below 26°C oo N s
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On-train air-conditioning failures per month times time
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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)
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SIEER  SRER 9% 100%
Train Compartment : Cleaned daily
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Train Exterior : Washed every 2 days (on average) 99% 100%
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= Northwest Transit Service Area Bus Service 99% 99.6%
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#EE (5527) Total passengers carried (2nd quarter) : 320,283,000

fR752RIR (55273F) Service performance (2nd quarter)
205883k LA _F#YAERR Delays of 20 minutes or more : 6
=) (BIEFEETT A MIMERZE Including passenger behaviour and external factors)
2020/RIFFRIALHE (RFEE S 2ZF) Service Performance Arrangement (up to 2nd quarter)
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B F2021F Frhblias/ER [F23%EBINN] EENeTes: —F-—a8t
No.of service disruptions of 31 minutes or more (heavy rail and light rail) provisionally attributed to be due to factors within MTR control:5
Amount put aside for "3% Rebate for Each Octopus Trip" promotion from mid 2021 :$11Million
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Repair works on damaged Light Rail Ticket Machines are underway. Performance data will be available after completion of repair and testing works.
PEEAL EAKEREATRIMMRALELTT  REXRUBENIRERERLE R RATEBELS
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.
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There were 2.26 complaints per 1,000,000 passengers carried. The top three complaint categories were Staff,
Train Services and Environment.
BEHEREARNALHMERHKE (F2F)
Reportable events/Aper million passengers carried (2nd quarter): 0.56
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~ 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 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. During the period, there was no rail breakage case on the running lines.

TR MBNRFE (%2?) Customer satisfaction level (2nd quarter)
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Weekdays Moming| Weekdays Evening|  Weekdays Non-peak Hours/
Peak Hours Peak Hours Sundays and Public Holidays*

B4 Island Line 1.9 2.1 36-6
M4 Tsuen Wan Line 2 2 36-6
BE4E Kwun Tong Line

S - (73X TiuKeng Leng - Ho Man Tin 2.1 23 36-6
fa] X - Z % Ho Man Tin - Whampoa 42 46 36-6
#4 B R4E Tseung Kwan O Line

It A - #& R North Point - Tseung Kwan O 22 22 _

1t £ - 5 North Point - Po Lam 25/4 25/4 6
1t £ - 45 North Point - LOHAS Park 6.7 6.7 .
=4 - U Tiu Keng Leng - LOHAS Park . ) 12-15
R B4 South Island Line 33 33 7.5
FUE#AE Tung Chung Line

&% - F1X Hong Kong - Tsing Vi 3.6 4 10-12
&% - HJB Hong Kong - Tung Chung 6-8 4-8 10-12
S#i+ [2 4 Disneyland Resort Line" 10 10 10-20
SRE4E East Rail Line”

AL#) - 7K Hung Hom - Sheung Shui 3.1-8 4-8 4-9
3 5548 — 5 Tuen Ma Line Phase 1 35 4 6.5-10
848 West Rail Line 29 3.5 7
HISREE Airport Express 15 15 30
EE 44 Light Rail

B4 / Route 505 8-12 5-10 5-15
& / Route 507 8-11 5-11 5-15
E#E / Route 610 8-13 8-12 8-17
F&# / Route 614 15-20 | 13-18 13-23
FE#E / Route 614P 8-18 6-14 7-20
B4 / Route 615 16-22 | 17-21 17-24
F&# / Route 615P 8-18 6-14 7-20
F&#E / Route 705 6-8 5-7 5-9
& #E / Route 706 6-7 4-6 4-12
F&#E / Route 751 8-12 7-1 7-17
BE4E / Route 751P# 14-25 | 14-25 -
B&#E / Route 761P 6-9 5-8 5-13
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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 25 minutes.
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# Light Rail Route 751P runs at reduced frequencies on weekdays during school holidays and
class suspension.
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AAmid the pandemic, East Rail Line train services from Hung Hom to Lo Wu and Lok Ma Chau
stations were suspended from 4 February, while Disneyland Resort Line services were
suspended from10 April to 16 June.

%I 25 Ak 7% B B8 Hours of Daily Operation
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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
REERTEFE—B

East Rail Line and Tuen Ma Line Phase 1: 19.5/)\#/ hours

H|E PR Average Train Frequency

EH7X (LAD 8851 &) Saturdays (based on minutes)
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MomingPeak | Evening Peak Non-peak Hours™
Hours Hours

B4 Island Line R . 36-6
42 Tsuen Wan Line - - 36-6
BHE4E Kwun Tong Line

R - fa] 3XH Tiu Keng Leng - Ho Man Tin - - 31-5
fa] XX - Z 3 Ho Man Tin - Whampoa - - 3.1-6.2
# =R Tseung Kwan O Line

1t £5 - #5 R North Point - Tseung Kwan O - - -

3tk £ - EHE North Point - Po Lam - - 6
4t A - G55 North Point - LOHAS Park - - -
I - FEH Tiu Keng Leng - LOHAS Park - - 12-15
FI7E B 42 South Island Line - - 75
FUF#AE Tung Chung Line

&% - B4 Hong Kong - Tsing Vi - - 10-12
&% - B Hong Kong - Tung Chung - - 10-12
éit /e 4 Disneyland Resort Line* - - 10-20
RE4E East Rail Line "

AT - 7K Hung Hom - Sheung Shui - - 4-9
™ 554 — 5 Tuen Ma Line Phase 1 - - 65-10
G884 West Rail Line - B 7
IS HREE Airport Express - . 30
248 Light Rail

B #E / Route 505 8-12 5-10 5-15
4% / Route 507 8-11 5-11 5-15
E&4% / Route 610 8-13 8-12 8-17
i / Route 614 15-20 13-18 13-23
i / Route 614P 8-18 6-14 7-20
B4/ Route 615 16-22 | 17-21 17-24
EE#E / Route 615P 8-18 6-14 7-20
B4 / Route 705 6-8 5-7 5-9
BE#% / Route 706 6-7 4-6 4-12
BE#E / Route 751 8-12 7-1 7-17
PE#E / Route 751P R _ B
4% / Route 761P 6-9 5-8 5-13
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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 25 minutes.
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A Amid the pandemic, East Rail Line train services from Hung Hom to Lo Wu and Lok Ma Chau
stations were suspended from 4 February, while Disneyland Resort Line services were
suspended from10 April to 16 June.
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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

R RESE—H
East Rail Line and Tuen Ma Line Phase 1: 19.5/)\&/ hours
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