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University Station on the East Rail Line reopens

As a responsible railway operator, the safety of passengers and staff is always
MTR's top priority. Amid continuing public events in recent months, more than
90% of heavy rail stations and Light Rail stops have been vandalised with
extensive damage to facilities. As a result, the Corporation had to adjust service
hours and close certain stations for repair works.

Among the stations that were vandalised, University Station on the East Rail
Line, which was seriously damaged by repeated acts of malicious vandalism
and arson, reopened on 21 December 2019 with limited services. The
reopening followed extensive repair works by the maintenance team to ensure
basic facilities were repaired as well as risk assessment and safety assurance in
consultation with relevant government departments.

MTR will continue to strive its very best to maintain service to the public.Butin
the event of unlawful acts that generate risks and may endanger the safety of
passengers, staff and railway operations, our service to and from affected
stations may be stopped immediately. The Corporation appeals for passengers’
understanding.
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New escalators at Admiralty Station

Two newly installed escalators that connect different platform levels at
Admiralty Station commenced service on 29 December 2019.The escalators
are part of the station expansion works for the Shatin to Central Link (SCL)
Project.

Instead of transferring at Level 3, South Island Line passengers are able to use
the new escalators to enjoy a more direct and convenient connection from
Level 5 to the Island Line/ Tsuen Wan Line platforms on Level 2.
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Enhanced MTR service for Christmas and New Year

To provide more convenient journeys for passengers to enjoy a happy festive
season with their families and friends, MTR operated more than 700 additional
train trips as well as overnight train service on Christmas and New Year's Eve.
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Airport Express holiday fare offers

From 16 December 2019 to 2 February 2020, passengers enjoyed some
Christmas cheer during the festive season. Children aged 3 to 11 and
passengers aged 65 or above with a valid Octopus card could enjoy free rides
and half-price Octopus fares respectively when travelling on the Airport
Express from Hong Kong, Kowloon or Tsing Yi stations to Airport Station, or
vice versa.
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“Art in MTR” exhibition

MTR Corporation offers space at different MTR stations for art exhibitions
under the "Art in MTR" programme to promote artistic talent and the public’s
appreciation for art.

From 3 January to 1 April 2020, Life and Hope - Ling Tsz Hin Photo Exhibition”
is available at Sheung Wan and Sai Wan Ho stations. Passengers can share the
passion for hope, freedom and the love for life through 15 pictures taken by
Ling Tsz Hin, a young photographer with muscular dystrophy.




2019 FEEE R RF (1082128)

2019 Customer Service Performance (October - December)
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Performance better than target (October - December)

ARIEFRIBIER Service Performance Item K R Target and performance

BES EES . ERG KETAG . BB REKEESHLE) [ifor ] i)
. ﬁlgf’ﬂw ?fi}iﬁﬁﬂ?@? ot Airport Express East Rail Line West Rail Line Light Rail
" outh 9and Line, Tung Crung Ling & DismylandResortLine (Including Ma On Shan Line)
Bz BB 4R e P IRAT I L e
frli?‘ézeﬁife%ﬁic:;i Gt 99.5% 99.8% 99.5% 99.6% |99.5% 99.9%|99.5% 99.9%
(@ O ot 50
‘q ﬁfﬁ;ﬁﬁﬁfﬁi on Time 99.5% 99.9% 99% 99.9% 99% 99.9% | 99% 100% -
— e
‘TE ?rjf,ﬁgﬁ;{uﬂfﬁg 99% 99.8% 99% 99.9% 99% 99.9% | 99% 99.9% | 99% 99.9%
DB AR A SR I2E (FlEfES LB RABT A —RAH BRI LMIER) 700,000 2 E (km) 700,0002 £ (km)
Train Reliability (Train Car-km per train failure causing delays > 5 mins) 4,025,911 2 2 (km) 9,187,863 A E (km) -

ERAFEE (RERANEERSORTBE —RESKR)
Ticket Reliability (Smart ticket transactions per ticket failure)

10,500,X (transactions)
37,401)X (transactions)

AR ERE (ERAEAEY)
Add Value Machine Reliability (At applicable stations)

99% 99.9 % 99% 99.9% | 99% 99.9% -

BPEREAFIZE
Ticket Machine Reliability

99% 99.7% 99% 99.9% | 99% 99.9% |99% 99.9%

AR A SR
! Ticket Gate Reliability

99% 99.9% 99% 99.9% | 99% 99.9% .

HEA S/ ERKERAERZE
i Light Rail Platform Octopus Processor Reliability

PR SFERAERE
| Escalator Reliability

99% 99.9% 99% 99.9% | 99% 99.9% —

R A SRS
Passenger Lift Reliability
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Trains: To maintain a cool, pleasant and comfortable train environment

99.5% 99.7% 99.5% 99.8% [99.5% 99.8% —

97.5% 100% -

generally at or below 26°C
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On-train air-conditioning failures per month

<3(R) 0(R)
times time

BBk R ERR - SEMERE - AR TREERK7E R
LATF - EIAZAIERR20ERAT (BFpIAZE BFERIM)

Passenger Enquiry Response Time within 6 Working Days

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)
=S =} . .
5 272Z Railway Cleanliness ) .
. JIEERE : BRBR | 99% 99.9%
Train Compartment : Cleaned daily
JEES  THERMRNEL—R E
Train Exterior : Washed every 2 days (on average) 99% 100%
Fadb IRk RS #0 E  2 B LIRS
Northwest Transit Service Area Bus Service 99% 99.8%
RRBIREIDRATIE Service Delivery
BHHER « §K/E% Cleanliness : Washed daily 99% 100%
WAy 7 i
NMETERABEREEN 09% 100%

FEE (5547F) Total passengers carried (4th quarter) : 403,734,000

2053 §E sk LA EHIFERR Delays of 20 minutes or more: 113
(BFEIRE 1T /3 RIMEE 2 Including passenger behaviour and external factors)
2019/RIFFRIALHE (RFEEF4ZE) Service Performance Arrangement (up to 4th quarter)
FEM(E R H)31 D A LR RBIER LS HERK R RAEEMIZHIEEN: 107
B 2020 FARIGA) )/ GER [SI23%EBHIR] EENSEAE : \TAELTET
No.of service disruptions of 31 minutes or more (heavy rail and light rail) provisionally attributed to be due to factors within MTR control: 10
Amount put aside for "3% Rebate for Each Octopus Trip" promotion from mid 2020 : $86.5Million
* BLEIEENAEN S E RRTE SR RE RN EH A E IS ER
Standalone Add Value Machines at Light Rail stops are being replaced with multi-purpose ticket machines with add value function.
# @A S ERRE ST R TRANREEETS - RERAMBERTRBRTRERE  WRRRTEBAERS -
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.

E RIGFRIR (%4%5) Service performance (4th quarter)

@

Fe B M B KF (8542F) Customer satisfaction level (4th quarter)

(Ol 510055 - 54758 % 5 e - SESR=[RA : DRED - BHATANETRIERT -
There were 4.75 complaints per 1,000,000 passengers carried. The top three complaint categories were Public
Events, Staff and Train Services.
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Reportable events/Aper million passengers carried (4th quarter): 1.07
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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 1 rail breakage 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.

HIEE S IR Average Train Frequency

FA - 2HARDRBRE A5 5EE) Weekdays, Sundays and Public Holidays (based on minutes)

FR2L | FEKLE | FAERITHER
ZRRR | ZRUKR | EHARARES

Weekdays Non-peak Hours/
Sundays and Public Holidays*

BB Island Line 19 21 28-6
4 Tsuen Wan Line 2 2 25-55
BYER 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
#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
I8 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

ATHY - 7K Hung Hom - Sheung Shui 3.1-8 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
#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 5-15
4 / 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
B / Route 615 14-18 | 14-18 11-25
B / 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

PRRERFRER BH& TER BER RERL mERL  RELREELIRHR
EF120E I MBS BHERSIREREGHIE 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 25 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

S B G IR Average Train Frequency

EHN AP $EFE) Saturdays (based on minutes)

FLEEM | mLEER

512 KR FEEITRFER™

MorningPeak | Evening Peak Non-peak Hours*
Hours Hours

B4 Island Line 3 24 4-5
4 Tsuen Wan Line 25 22 4-55
EYEL 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
&% - &K Hong Kong - Tsing Vi 5 - 65-12
& - BUE 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 3.1-8 4-8 4-8
ATH#Y) - 7858 Hung Hom - Lo Wu 6-8 6-8 6-8
ATRY - 5555 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
HEI5 R4 Airport Express 10 10 10-12
34 Light Rail
[ / Route 505 5-9 4-9 5-16
B4 / 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
BE#E / Route 614P 4-18 5-15 7-18
F&#E / Route 615 14-20 | 11-22 9-24
B4 / 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 - R R
&4 / Route 761P 4-8 5-8 4-14

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 25 minutes.

I+ . o
%I 25 iR 75 BF & 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
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