MTR Performance Achievements
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Sai Ying Pun Station opens

The convenience of MTR travel was extended into one of the
longest-established city neighbourhoods as the opening of Sai Ying Pun
Station on 29 March marked the commencement of full service on the Island
Line extension to Western District.

Passengers can access the new station through an extensive all-weather
pedestrian network that also serves to connect Des Voeux Road West and
Queen’s Road West to Bonham Road in the Mid-Levels. In addition, passengers
can enjoy a rich variety of art there as Sai Ying Pun Station has the largest art
space in the MTR network.

Listening Responding

RREHREBEZHIDR
[FDEE « A0 SH8I T — S nsey BRI - E—F—hF AR
FEREIREOYLR - A= A= T\BE - JBEE  FELE - $ERE
A \MGERE R A 058 T 7R - SEHAIE A H = -
F%EE/\i%ﬂ—r}(ﬂiﬁﬁm’&ﬁfﬂﬂ%ﬂ&ﬁ%ﬂ‘]ﬁi BEAFH L REEE =1
BRI RS A A - AR BB ERR R ER - BURE
M EREITEN T /\FI )\ RERHIFIE -

More frequent train trips for passengers

New train service enhancements under the Listening * Responding
Programme are providing more frequent train trips for passengers in 2015.
Starting from 28 March, a total of 541 weekly train trips have been added to
the Island Line, Ma On Shan Line and Tseung Kwan O Line as well as eight busy
Light Rail routes.

In anticipation of future train service needs for existing rail lines, MTR has also
awarded a HK$3.3-billion contract to replace the signaling system of six MTR
lines and Airport Express, and is looking at refurbishing or replacing 78
eight-car trains serving the Island, Kwun Tong, Tsuen Wan and Tseung Kwan O lines.
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Faster lifts and new toilet facilities at Mong Kok Station

Passengers can enjoy more convenience when travelling through Mong Kok
Station with the opening in January of two new traction lifts as well as toilet
facilities as part of ongoing upgrading works under the Listening *
Responding Programme.
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The new lifts replace the original hydraulic lifts to provide enhanced access to
the station and faster connections between platform and concourse levels.
The newly installed toilets are located in the paid area of the station concourse
near Entrances A and B.
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New external lift at Lai Chi Kok Station

A new external lift was opened at Entrance B2 of Lai Chi Kok Station on 16
February to provide more convenient access between street level and the
station concourse particularly for senior citizens, persons with disabilities and
other passengers in need.

This is the sixth new lift opened at stations since 2012 under the Listening -
Responding programme.
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MTR “roving art” extends its reach

Sustainable fashion pieces created by emerging young designers from around
the world took centre stage from February to April in the first extended “roving
art”exhibition held simultaneously in two different MTR stations.

By increasing the scale of the “roving art” exhibitions, more artists and
organisations are able to participate in the programme thus increasing the
reach of art to passengers travelling in the MTR.
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2015 Customer Service Performance (January - March)
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Train Service Delivery
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Kwun Tong Line, Tsuen Wan Line, Island Line,Tseung Kwan OLine,  Airport Express East Rail Line West Rail Line Light Rail
Tung Chung Line & Disneyland Resort Line (Including Ma On Shan Line)
99.5% 99.9% 99.5% 99.9% [99.5% 99.9%99.5% 99.9%

Bz *BERERE (AE3AP)
Target Performance better than target (January - March)

B #Z K& R Target and performance
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Passenger Journeys on Time

99.5% 99.9%

99% 99.9% 99% 99.9% | 99% 99.9% -
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Train Punctuality
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Train Reliability (Train Car-km per train failure causing delays > 5 mins)

99% 99.7% 99% 99.9% 99% 99.9% | 99% 99.9% | 99% 99.9%
650,0002 & (km) 650,0002 £ (km)
2,272,391 A2 (km) 7,762,583 A & (km) B

Ticket Reliability (Smart ticket transactions per ticket failure)

8,000;X (transactions)
27,003)X (transactions)

BERAFRE
Add Value Machine Reliability

99% 99.8% 99% 99.8% | 99% 99.9% | 99% 99.7%

BEEREAERE
Ticket Machine Reliability

99% 99.7% 99% 99.7% | 99% 99.8% | 99% 99.9%

H AR A S22
Ticket Gate Reliability

99% 99.9% 99% 99.9% | 99% 99.9% _

HEA L/ EBRERATEEE
Light Rail Platform Octopus Processor Reliability

99% 99.9%

BF T B2
Escalator Reliability

99% 99.9% 99% 99.9% | 99% 99.9% —
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Passenger Lift Reliability

S8 2 38 Temperature and Ventilation Levels
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Trains: To maintain a cool, pleasant and comfortable train environment
C

99.5% 99.9% 99.5% 99.8% [99.5% 99.9% —

97.5% 99.9% -

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

<3(R) 0(R)
times time
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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)

91% 99.8% -

/5272 Railway Cleanliness
JEER  FRBR

99% 99.9%

Train Compartment : Cleaned daily
FEES  FHEMRBEL IR

Train Exterior : Washed every 2 days (on average)
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Northwest Transit Service Area Bus Service

99% 100%

99% 99.8%

RIRRMEILRITE Service Delivery
BHEEZ : BK/E% Cleanliness : Washed daily

99% 100%

NMETERAREREENR

Passenger Enquiry Response Time within 6 Working Days

99% 100%

2015 AR75 7RI L HE service Performance Arrangement
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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 :3
Amount put aside for "10% Same-Day Second-Trip Discount" promotion from mid 2016: $4 Million

HEE (%1 %) Total passengers carried (1st quarter) : 478,818,000

ARFEFRIA (5512F) Service performance (1st quarter)
209 §&E sk LA - #YIERR Delays of 20 minutes or more : 10
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There were 1.51 complaints on Staff, Train Services and Environment per 1,000,000 passengers carried.

e TR M BNRF (%1?) Customer satisfaction level (1st quarter)

FREREARNAZ|MER BE (B1F)
Reportable events/Aper million passengers carried (1st quarter): 0.652
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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.

H|E B IR Average Train Frequency

A 2HARARBE ADEE) Weekdays, Sundays and Public Holidays (based on minutes)

FREL | FEKE | FRAFRTHER
B | ZRHER | EHARAREBY

[Weekdays Moming| Weekdays Evening|  Weekdays Non-peak Hours/
Peak Hours Peak Hours Sundays and Public Holidays*

B B4 Island Line 1.9 2.1 36-6
£ B4 Tsuen Wan Line 2 2 3.1-55
BHE4E Kwun Tong Line 2.1 23 3.1-59
# E B4 Tseung Kwan O Line

3t A - #F 3 North Point - Tseung Kwan O 22 22 4-58
1t £ - 3t North Point - Po Lam 25/4 | 25/4 4-6
3t £ - B4t North Point - LOHAS Park 6.7 6.7 -
FRR 5 - UL Tiu Keng Leng - LOHAS Park - - 10.5-13.8
FUFAE Tung Chung Line

&% - &K Hong Kong - Tsing Vi 4 4 6-12
&% - BB Hong Kong - Tung Chung 4-8 4-8 6-12
@it e 4% Disneyland Resort Line 45-5 | 45-5 104
R4 East Rail Line

AT#Y - _£7K Hung Hom - Sheung Shui 3-8 4-8 35-8
AT - 7834 Hung Hom - Lo Wu 6-8 6-8 55-8
ATRY - 5555 Hung Hom - Lok Ma Chau 10-12 | 10-12 10-14
F5 81U 42 Ma On Shan Line 3 4 5-8
P42 West Rail Line 2.9 3.5 5-7
ISR Airport Express 10 10 10-12
#24 Light Rail

B&#E / Route 505 6-9 5-9 7-14
4% / Route 507 6-9 6-9 6-16
4% / Route 610 5-9 5-10 6-17
B4 / Route 614 10-17 | 10-16 14-23
Bk / Route 614P 7-12 7-13 9-20
4% / Route 615 10-18 | 10-18 11-23
&% / Route 615P 9-12 7-12 10-20
4% / Route 705 5-6 5-7 6-11
i / Route 706 5-7 5-7 5-13
F&#E / Route 751 4-9 5-9 6-19
F&#E / Route 751P 7-15 5-12 -
i / Route 761P 3-7 4-6 5-14
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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, 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.

fEMARARRE atRENESETRLRT RN RS HELRRENIIRASEHE I -
# On Sundays and public holidays, Disneyland Resort Line trains will operate at 4,5 to 5 minute frequencies
when Hong Kong Disneyland Resort opens in the morning and after the evening fireworks.

£ . .
%I B8 B 7 B B8 Hours of Daily Operation
BEAL - AR BUER  BERZ  TRR  aLRR - WEA - HISTREREE
Island Line, Tsuen Wan Line, Kwun Tong Line,Tseung Kwan O Line, Tung Chung Line,
Disneyland Resort Line, West Rail Line, Airport Express and Light Rail : 19/)\&5/ hours
RERERERLE
East Rail Line and Ma On Shan Line : 19.5/\/ hours

HIE PR Average Train Frequency

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

Eé?’it nﬁﬁé? FEEATRFER*
MoringPeak | Evening Peak Non-peak Hours™
Hours Hours

B4 Island Line 3 2.8 4-5
E842 Tsuen Wan Line 25 25 4-55
BYER Kwun Tong Line 2.5 2.5 4-53
#4 B4 Tseung Kwan O Line
1t £ - #5838 North Point - Tseung Kwan O 22 - 4-56
1t #5 - EHt North Point - Po Lam 25/4 - 4-6
4k £ - g5 North Point - LOHAS Park 6.7 - -
R - B Tiu Keng Leng - LOHAS Park - - 10.7-13.8
SR Tung Chung Line
ZE - F1K Hong Kong - Tsing Vi 5 - 65-12
Z& - HB Hong Kong - Tung Chung 10 - 65-12
@1+ 248 Disneyland Resort Line 45-5 45-5 10
SREE4E East Rail Line
ATHY - 7K Hung Hom - Sheung Shui 3-8 4-8 4-8
ATH#Y - 488 Hung Hom -Lo Wu 6-8 6-8 6-8
ATHY - 5% 5 M Hung Hom - Lok Ma Chau 10-12 | 10-12 12-14
S5 %&1L 4 MaOn Shan Line 3 4 45-7
78842 West Rail Line 35 4 5-7
IS RAZ Airport Express 10 10 10-12
844 Light Rail
4 / Route 505 6-9 6-9 8-14
&4 / Route 507 6-9 6-9 7-15
4% / Route 610 6-12 7-10 8-17
B&#E / Route 614 1-15 1-16 12-23
B4 / Route 614P 7-14 8-13 9-15
B4 / Route 615 1-15 | 12-15 14-23
B4 / Route 615P 9-14 8-12 11-15
4 / Route 705 4-6 5-6 5-11
E5#8 / Route 706 5-6 4-7 6-10
B4 / Route 751 5-9 8-11 8-19
& / Route 751P - - -
&4 / Route 761P 4-6 5-8 6-14
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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, 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 75 B & Hours of Daily Operation
BEL - R BER  BERE  URR a1 BR  AER  BISREREE
Island Line, Tsuen Wan Line, Kwun Tong Line,Tseung Kwan O Line, Tung Chung Line,
Disneyland Resort Line, West Rail Line, Airport Express and Light Rail : 19/)\#%/hours

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