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MTR Corporation brings holiday delights to customers

MTR Corporation provided an extra 803 train trips over Christmas and the New
Year holidays to make passengers’ journeys more convenient. In addition,
customers also enjoyed overnight train services on local MTR lines (except the
Airport Express, Disneyland Resort Line and journeys to or from Lo Wu and Lok
Ma Chau stations on the East Rail Line) and some Light Rail routes on Christmas
Eve and New Year's Eve.

BB A series of celebrations over the
: il._ holiday  period brought more

... ) | seasonal joy to MTR customers.
Chairman Professor Frederick Ma
dressed up as Santa Claus on 10
December and was joined by
dancers from the Hong Kong
Federation of Youth Groups to kick
off the Corporation’s Christmas
Delight Campaign. Gifts were also
distributed to delighted customers at
a number of stations on Christmas
Day (25 December).
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Arrival of new generation Light Rail Vehicles
Two brand new Light Rail Vehicles (LRVs) were delivered to the MTR Tuen Mun
Depot on 28 December. The new generation LRVs inherit the smart exterior
design and colour scheme of the previous generation with sleek front and rear

ends, and the driving cabin will provide a wider sightline for Light Rail
Captains.

The new LRVs will also bring a number of enhancements to passengers’
journeys, including an improved LED lighting system to enhance the
ambiance of the train saloons, and improved handrail and straphanger
arrangements. The first batch of new LRVs is expected to be ready for
passenger service in the second half of 2019 after the completion of all the
testing works.
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New pedestrian subway and entrance at MTR Tsim Sha Tsui Station

A brand new Carnarvon Road Subway and Entrance/Exit D3 at MTR Tsim Sha
Tsui Station were opened to public access on 30 November. Connected to K11
Art Mall, the new pedestrian walkway and entrance provide members of the
public with a convenient and weather-proof crossing underneath Carnarvon
Road to further enhance the connectivity between Tsim Sha Tsui Station and
nearby areas.
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Free journeys on Senior Citizen’s Day

As a token of appreciation to the city's senior citizens, MTR Corporation
continued to support Senior Citizen’s Day (18 November) by offering free rides

on the MTR, Light Rail and MTR Bus to Elder Octopus cardholders aged 65 or
above.

In addition, MTR Corporation joined Radio Television Hong Kong Radio 5 to
launch its annual Elderly Programme on 14 November. 100 senior citizens
participated in the event to learn safety tips for using escalators and riding on
MTR through interactive games.
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Beauty of Hong Kong shines in "Art in MTR" photo exhibition

From night scenes at the Tsing Ma Bridge to the Tai Hang Fire Dragon Dance
and Songkran celebrations in Kowloon City — more than 100 photos depicting
a variety of Hong Kong themes were exhibited at Entrance/Exit J of MTR
Central Station from 7 November to 15 December.“Impression Hong Kong”
was an “Art in MTR" exhibition and showcased works from all across Hong
Kong by members of the United Photographers Hong Kong.
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2018 Customer Service Performance (October - December)
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Performance better than target (October - December)

ARIEFRIBIER Service Performance Item K &3 Target and performance

Passenger Enquiry Response Time within 6 Working Days

B DEG ERE . KEAR HISRE REKEEFRLE) ik 4 L§
KwumEif ﬁﬁm nﬁﬁﬁd&“gfﬁ&" o, Airport Express East Rail Line West Rail Line Light Rail
South Island l:ine, Tung Chung’ Line& Disn’eyland Resort Line . (lndUdmg MaOn Shan Lme)
I BRIREIRIT I|EEAR
E frji%erv??emljjlve{r—;i CIREHRIE) 99.5% 99.7% 99.5% 99.9% |99.5% 99.9%|99.5% 99.9%
(f O ERE 30
ﬁfﬁ;ﬁﬁﬁfﬁi on Time 99.5% 99.8% 99% 99.9% 99% 99.9% | 99% 99.9% -
(= SR FO EF
?yﬁﬁgﬁgj;l%rg 99% 99.7% 99% 99.9% 99% 99.9% | 99% 99.9% | 99% 99.9%
P ERRFE A SR I2E (FlEfAES LB RABT A —RAH BRI LMIER) 650,0002 £ (km) 650,0002 £ (km)
Train Reliability (Train Car-km per train failure causing delays > 5 mins) 4,386,251 & (km) 5,730,777 A& (km) a
BEMHFIEE (REEASRERS RSB —RERKR) 10,500,X (transactions) B
Ticket Reliability (Smart ticket transactions per ticket failure) 53,623)X (transactions)
M o
e — 99% 99.8% 99% 99.9% | 99% 99.9% | 99% 99.7%
E ﬁi’?ﬁﬁfﬁiﬁﬁmty 99% 99.7% 99% 99.8% | 99% 99.8% | 99% 99.9%
;”fﬁﬁ%?fgﬁfﬁw 99% 99.9% 99% 99.9% | 99% 99.9%|  _
) BEAs ERLERAERE
Light Rail Platform Octopus Processor Reliability B B o o 99% 99.9%
KFERAIEREE
Escalator Reﬁ:blllty 99% 99.9% 99% 99.9% | 99% 99.9% —
E TR FHREME AT SEARE 9 9 1 9 0 _
Passenger Lift Reliability 99.5% 99.8% 99.5% 99.9% [99.5% 99.9%
J8JE N3 E Temperature and Ventilation Levels ; . .
FIE : EH—ERR  AENERES - TOREERREILT | 97.5% 99.9% -
Trains: To maintain a cool, pleasant and comfortable train environment
generally at or below 26°C “h N
EREBRAE AREREAR W - <3(%) 0(%)
On-train air-conditioning failures per month times time
B R BRI SENERERE - AATHOREERRTES [
AT - BEuh R ZRAITEREK20F AT (FRIAEE) B FRRIN)
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)
J=FE {=} . .
' ;;?f;iﬁ? ;a;lg:\;deanlmess 99% 100%
" /B3R
Train Compartment : Cleaned daily
JIEE S  THEMRELX IR E
Train Exterior : Washed every 2 days (on average) 99% 100%
o AR EE RN 2 B RS
Northwest Transit Service Area Bus Service 99% 99.7%
RRBIREIDRATIE Service Delivery
BHHER « §K/E% Cleanliness : Washed daily 99% 100%
[t Z N
. NMALERNEEREEH 090% 100%

B FHEE (5547) Total passengers carried (4th quarter) : 531,167,000

ARIGRIR (%47—%&) Service performance (4th quarter)
209 §E sk LA - #9IERR Delays of 20 minutes or more: 18

2018RIFFRIALHE (RFEEF4ZE) Service Performance Arrangement (up to 4th quarter)
B (EH R EE) 31D ERU ENRBIERY B HRREREBHIEHEER : 127

BHF2019F Frhbimm /iR [S123%EBINE] EENSmMs : —F&T

No.of service disruptions of 31 minutes or more (heavy rail and light rail) confirmed to be due to factors within MTR control : 12
Amount put aside for "3% Rebate for Each Octopus Trip" promotion from mid 2019: $20Million

FeFmENRKTF (%4?) Customer satisfaction level (4th quarter)
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There were 1.61 complaints per 1,000,000 passengers carried. The top three complaint categories were Staff,
Train Services and Environment.
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Reportable events/Aper million passengers carried (4th quarter): 0.52
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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.

H|E G BEIR Average Train Frequency

FAH - 2HARARBE ADETE) Weekdays, Sundays and Public Holidays (based on minutes)

FREL | FEKLE | FAERITHR
ZRHR | ZRURR | EHARAREE

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

=4 - {a] XA 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

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 -
SR - Bl TiuKeng Leng - LOHAS Park . _ 105-13.8
R B4 South Island Line 33 33 45-6
FUF#AE 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 10t
R4 EastRail Line

ATRY - 7K Hung Hom - Sheung Shui 26-8 4-8 35-8
AT - 783 Hung Hom - Lo Wu 6-8 6-8 55-8
ATRY - 5555 Hung Hom - Lok Ma Chau 10-12 | 10-12 10-14
#2114 Ma On 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
4 / Route 507 5-9 6-9 7-15
B4 / 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
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

FREFRTRER BEE T WAL HEAL DESE  RESREGEIINER
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.

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.
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%I B8 B 7 B P8 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/)\f5/ hours

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

HIE PR Average Train Frequency

EHN AP $EFE) Saturdays (based on minutes)

P | mLEER

BEER B Fr SRR
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
1t £ - A North Point - Po Lam 25/4 - 4-6
3k £ - 3k 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
&% - 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
R4 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
AT - 3555 Hung Hom - Lok Ma Chau 10-12 | 10-12 12-14
F5 821142 Ma On Shan Line 3 4 45-7
FaEAE West Rail Line 35 4 5.7
B RAE 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
4% / Route 615P 9-14 8-13 10-16
B / Route 705 4-6 5-6 5-11
B4 / 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

FRERRTEER BHE 2L BAL KBRS BESR  RALKAMNLINER
E212HEN - IFLBHREERERETBIE I -

*# 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 25 iR 7 BF F& Hours of Daily Operation
L B RS EERS AR  ER BB  TEES MBI
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
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