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“Early Bird Discount Promotion” extended with more benefits

Starting from 2 October, the discount rate of the “Early Bird Discount
Promotion”has increased from 25% to 35%.The number of stations included in
the Promotion has also increased from 35 to 44, which covers nine additional
stations along the Kwun Tong Line between Lok Fu and Yau Tong stations.

Adult Octopus users can enjoy the fare discount when they exit from eligible
core urban stations between 7:15am and 8:15am from Mondays to Fridays
(except Public Holidays). The programme has been extended till 31 May 2020.

The enhanced “Early Bird Discount Promotion” is part of the 2019/20 fare
promotions package which brings total savings of over $800 million for
customers in celebration of MTR Corporation’s 40th Anniversary.
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Keeping Hong Kong moving

MTR's mission is to keep Hong Kong moving. As a responsible railway operator,
the safety of passengers and staff is always our top priority. Recent public
activities, due to wider political issues, have led to widespread and violent
attacks on our railway stations and facilities.

MTR staff have been making unremitting efforts to maintain train service as
well as to carry out repair works on the vandalised facilities to minimise the
inconvenience caused to our customers. The damage caused to certain
facilities, including escalators and elevators, has impacted particularly on the
disabled and other persons with special needs.These facilities may also take a
longer time to repair.

We will strive our very best to maintain our service for the public. However, in
the event of unlawful acts that generate risks and may result in emergency
situations that seriously endanger the safety of passengers and our staff, train
service to and from the concerned stations may be stopped immediately.
Stations may also be closed with little or no prior notice.In the event that such
situations occur and cause inconvenience to passengers, the Corporation
appeals for passengers' understanding.
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First anniversary of HSR service

Passengers passing through Hong Kong West Kowloon Station on 23
September were presented with small gifts as a delightful surprise to mark the
first anniversary of the commencement of passenger service of the
“Guangzhou-Shenzhen-Hong Kong” High Speed Rail (Hong Kong Section)
("HSR").

To let more passengers enjoy the fun of HSR travel, the Corporation is joining
hands with travel agents from 24 October until 3 December 2019 to offer High
Speed Rail individual travel packages and High Speed Rail tours at discounted
prices to various travel hot spots.

AERUEHERTNEE
BEARHH-RIEREER  #®H
FEEEZR - ANAZTABEEN
A—B ZZ2+-—mWNENER
FBEANMNTRRIA EBREN
| EBBAA AISRAREREE
TREEHIS IR R EB D IRAZ -
tA+TEBENA—BHEHE 64
BBV NE NEBREE AL
&M RE R - Al R B/
-

Special summer fare promotions for passengers

Special fare promotions offered passengers a chance to enjoy a joyful summer.
From 29 June to 1 September, children aged 3 to 11 with a valid Child Octopus

and seniors aged 65 or above with a valid Elder Octopus could enjoy free rides
and half-price Octopus fares respectively on most Airport Express journeys.

Eligible Child Octopus holders were also entitled to unlimited free travel on the
MTR to or from Shenzhen via Lo Wu or Lok Ma Chau stations between 15 July
and 1 September.
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2019 Customer Service Performance (July - September)

ARIEFRIBIER Service Performance Item #Z & F 3 Target and performance

Train Service Delivery

TR EIZERIZE

Passenger Journeys on Time
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Train Punctuality

IE‘&EW

0

a

BPEREAFIZE
Ticket Machine Reliability

HARKAISEIZE
Ticket Gate Reliability

KRFERA FEE
Escalator Reliability
R A SEIRE
Passenger Lift Reliability
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Train Reliability (Train Car-km per train failure causing delays > 5 mins)

HEA S/ ERKERAERZE
Light Rail Platform Octopus Processor Reliability

B NER Temperature and Ventilation Levels
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BEASERE CRECREREES VRSB —RERLR)
Ticket Reliability (Smart ticket transactions per ticket failure)

EKAERE (ERREAEY)
Add Value Machine Reliability (At applicable stations)
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Trains: To maintain a cool, pleasant and comfortable train environment

generally at or below 26°C
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On-train air-conditioning failures per month
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Stations : To maintain a cool, pleasant and comfortable environment generally at

or below 27°C for platforms and 29°C for station concourses

(except on very hot days)

FIEER : FRER

Train Compartment : Cleaned daily

FIEE G : FHEMRBEL—

Train Exterior : Washed every 2 days (on average)

5 2%2/Z Railway Cleanliness
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Northwest Transit Service Area Bus Service
RRBIREIDRATIE Service Delivery
BHHER « §K/E% Cleanliness : Washed daily
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Passenger Enquiry Response Time within 6 Working Days
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Kwun Tong Line, Tsuen Wan linle, sland Line;Tseung Kwan O Line, Airport Express (IncIudiE;sPBI:gLI_SIII\‘aen i) West Rail Line Light Rail

South Island Line, Tung Chung Line & Disneyland Resort Line
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Performance better than target (July - September)

99.5% 99.9% 99.5% 99.7% |99.5% 99.9%99.5% 99.9%

99.5% 99.9% 99% 99.9% 99% 99.4% | 99% 99.9%

99% 99.8% 99% 99.9% 99% 99.9% | 99% 99.9% | 99% 99.9%

700,000 £ (km)
7,771,426 X B (km)

700,0002 E (km)
2,256,208 A & (km)

10,500,X (transactions)
60,762)X (transactions)

99% 99.8% 99% 99.8% | 99% 99.9% -
99% 99.7% 99% 99.8% | 99% 99.8% | 99% 99.7%
99% 99.8% 99% 99.9% | 99% 99.9%
. - o . —#
99% 99.9% 99% 99.8% | 99% 99.9% -
99.5% 99.7% 99.5% 99.8% [99.5% 99.8% —
97.5% 99.9% —
- <3(R) 0(R)
times time
93% 99.8%
99% 99.9%
99% 100%
99% 99.7%
99% 100%
99% 100%

209§ sk LA F#YIERR Delays of 20 minutes or more : 53
(BIEFTETT A KRIMEREZE Including passenger behaviour and external factors)

E R75ZRIR (5537F) Service performance (3rd quarter)
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£ (537) Total passengers carried (3rd quarter) : 480,537,000

) Service Performance Arrangement (up to 3rd quarter)
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No.of service disruptions of 31 minutes or more (heavy rail and light rail) confirmed to be due to factors within MTR control : 8

Amount put aside for "3% Rebate for Each Octopus Trip" promotion from mid 2020 : $83.5Million
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Standalone Add Value Machines at Light Rail stops are being replaced with multi-purpose ticket machines with add value function.
ARSI TRBIEAT
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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 5.71 complaints per 1,000,000 passengers carried. The top three complaint categories were Public
Events, Staff and Train Services.

SEERTARNASMER KA (83F)

Reportable events/Aper million passengers carried (3rd quarter): 0.67
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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 4 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.

Fe B M BRI (853ZF) Customer satisfaction level (3rd quarter)

H|E PR Average Train Frequency

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

FHEL | ¥EKRL | FAFETHE
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Weekdays Moming| Weekdays Evening|  Weekdays Non-peak Hours/
Peak Hours Peak Hours Sundays and Public Holidays*

B4 Island Line 19 2.1 28-6
4 Tsuen Wan Line 2 2 25-55
BHE4E Kwun Tong Line

=4 - {a] XA TiuKeng Leng - Ho Man Tin 2.1 23 25-5
fa] 3CH - 24 Ho Man Tin - Whampoa 42 46 36-62
# M4 Tseung Kwan O Line

1 £ - #5F8 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
R B4 South Island Line 33 33 45-6
FUF#AE Tung Chung Line

&% - F1X Hong Kong - Tsing Vi 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 10t
FREH48 East Rail Line

ATRY - 7K Hung Hom - Sheung Shui 25-8 4-8 35-8
ATH#) - 7853 Hung Hom - Lo Wu 6-8 6-8 55-8
AT - 3555 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 5-15
& / Route 507 5-9 6-9 5-15
& / Route 610 6-9 6-10 6-18
Bk / Route 614 14-18 | 14-18 11-23
B / Route 614P 7-12 7-12 5-23
B4 / Route 615 14-18 | 14-18 11-25
54 / Route 615P 7-12 7-12 5-23
B / Route 705 5-6 5-7 5-11
B / Route 706 4-7 4-6 4-13
F&#E / Route 751 5-9 5-9 6-17
F&#E / Route 751P 14-25 | 14-25 -
B&#E / Route 761P 4-7 4-7 4-14

FREPRTREBR ERE DER BEE BERR  mESR  RESREMSIDNER
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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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# 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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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 PR Average Train Frequency

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

FLEEM | BLEER

B ER BEER FENFER
MomingPeak | Evening Peak Non-peak Hours*
Hours Hours
B4 Island Line 3 24 4-5
4 Tsuen Wan Line 25 22 4-55
BHELE Kwun Tong Line
R 5 - {3 Tiu Keng Leng - Ho Man Tin 25 23 35.53
fa] S - 47 Ho Man Tin - Whampoa 5 46
# 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 - -
=48 - UL 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 fe 4 Disneyland Resort Line 45-5 45-5 10
ZREH48 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
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
P42 West Rail Line 3.5 4 5.7
HIZIRAZ Airport Express 10 10 10-12
34 Light Rail
&% / Route 505 5-9 4-9 5-16
& / Route 507 7-9 6-10 7-13
FE&#E / Route 610 6-10 7-10 7-17
BE#E / Route 614 13-21 14-20 13-22
PE#E / Route 614P 4-18 5-15 7-18
B4 / Route 615 14-20 | 11-22 9-24
B / Route 615P 4-18 5-15 7-18
B / Route 705 4-6 4-7 5-10
ki / Route 706 4-6 4-7 6-13
E&#E / Route 751 4-9 8-11 7-15
ZE#2 / Route 751P - - -
F&#E / Route 761P 4-8 5-8 4-14
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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 25 minutes.

%\ B2 BR %% B 8 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

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

MTR Corporation Limited
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