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Customer Service Pledge for 2023

AR¥EZRIRIBE Service Performance Item B1Z Target Achievement

B ean pana  TOMOMIRS mape  xme  ume 6w
Jung ChungLine& - pjrport Express  EastRailLine  TuenMaline  Light Rail

Kwun Tong Line, Tsuen Wan Line, Island Line, Dine Brel Rsartli
Tseung Kwan O Line, South Island Line Eneyianc nesorttine

[,T SEZRRmE PRTTE (BRI HE) 99.5% —t —t 99.5%

Train Service Delivery

@ REBERERIEE 99.5% 99% —# —t o
Passenger Journeys on Time ’
m 7B RIS RS2 E 99% —t —t 99%
= Train Punctuality
[J) 7B AREE GIEGES SR EARS B -RES BN LOER) 7 GO AR i) ~
8 Train Reliability (Train Car-km per train failure causing delays = 5 mins) T
SENREY (REEREEEES DR BE—REEER) 18.0001%
Ticket Reliability (Smart ticket transactions per ticket failure) (transactions) =

HEKAFERE (ERNEREL)

Add Value Machine Reliability (At applicable stations) 99% -
HEEZMA] FIZE Ticket Machine Reliability 99%

AR SEIZE Ticket Gate Reliability 99% -
HE A& N\EBIWERASFIZE Light Rail Platform Octopus Processor Reliability - 99%
HKFEH A 522/E Escalator Reliability 99% -
FEFBEHET] SEF2/E Passenger Lift Reliability 99.5% —

JBE K 3B E Temperature and Ventilation Levels
IE:  HR—ERR - SENERER  THREEBREEIUT 97.5% -
a1

Trains:  Tomaintain a cool, pleasant and comfortable train environment generally at or below 26°C

<3k
HREAZ T AR EREIRS On-train air-conditioning failures per month . (tm?é/;)
B ER—ERR  FENERRE - AR TREERK2IERUAT -
HIPAFAIERK20E AT (FrRIA R B FERIN 949 _
Stations : To maintain a cool, pleasant and comfortable environment generally at or below o
27" Cfor platforms and 29°C for station concourses (except on very hot days
B2 T2 Railway Cleanliness 99%
FIEEfE : §R)FR Train Compartment : Cleaned daily
o 5 i ¥
PIEE G : FIGEMAEE—IX Train Exterior : Washed every 2 days (on average) |fei 99%
BRFERIFIER Service Performance ltem B#& Target Achievement
E% Pab & AR 75 # B R 2 BB £ AR 7 Northwest Transit Service Area Bus Service 99%
=27 EREEIIAITE Service Delivery
HHER : BRB Cleanliness : Washed daily 99%
[ o erneEszsy -
Passenger Enquiry Response Time within 6 Working Days °
#RARNDBRERIR - BERYAFRERRRARENRERE SRR EMFLEELT ! TESRNZERERT  BEREAERERZRARENLERTREMFOSBEAT - EHFIERREEIRITE - FEE
#The performance requirement, customer service pledge target and actual performance result will be available upon completion of two-year revenue TR 1 TR 5 B R L O R RS B 125 B1/599.5% . 99.0%599.0% *
operations of tha East Rai Line Cross-Harbour Extension.  The performance requirement, customer service pledge target and actual performance result will be available upon completion of two-year revenue

operations of the Tuen Ma Line. The customer service pledge targets for Train Service Delivery, Passenger Journeys on Time and Train Punctuality will be set
a5 99.5%, 99.0% and 99.0%.
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Provision of a safe, reliable and
efficient railway service for the people
of Hong Kong is the top priority for the
MTR Corporation. This is a staunch
commitment of MTR since our
inauguration and has remained at the
core of our service values. This
commitment is an important driving
force for our continuous pursuit for
excellence as a leading railway
internationally.

Our focus is on railway service quality
and reliability. In 2022, over 1.5 billion
passenger trips were made on the MTR
network, with a total of more than 2.5
million train trips provided in the heavy
rail and light rail networks. Thanks to the
concerted efforts of our staff, we
maintained  train  service  delivery
performance and passenger journeys
on-time at a world-class level of 99.9%
consistently. In the two incidents that
occurred late last year, we worked hard
to resume service as soon as possible
and investigated these incidents to learn
from them to prevent recurrence.

In the peak of the COVID-19 pandemic in
2022, we stood with the community in the
fight against the virus by implementing
various measures. | would like to extend my
heartfelt thanks to our colleagues for their
unwavering efforts to provide professional
service to our passengers.

During the year, we were able to achieve
a number of important milestones to
enhance our services. The opening of the
cross-harbour  extension  of  the
century-old East Rail Line in May from
Hung Hom to Admiralty via the new
Exhibition Centre Station has enhanced
the connectivity across our rail network,
linking the New Territories, Kowloon and
Hong Kong Island with just one single
trip. Moreover, the Corporation has
embarked on the largest investment for
the upgrade of train assets for urban
lines, with the first new train (Q-train)
launched on the Kwun Tong Line in
November. A total of 93 new trains will
be gradually put into service with
upgraded equipment to offer more
comfortable journeys to passengers. In
addition, as the pandemic stabilised in
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the new year, we were able to resume
cross-boundary services to Lok Ma Chau
and Lo Wu. Train services of the High
Speed Rail (Hong Kong Section) have
also been fully resumed to re-connect
Hong Kong with the Mainland.

We are committed to advancing
customer  service, operation and
maintenance with our “Go Smart Go
Beyond” development strategy, through
adopting new  technologies and
sustainable practices so as to enhance
the Corporation’s performance and
customer’s experience. We have been
putting in resources to upgrade MTR
stations and facilities in the past year,
including the set-up of more babycare
rooms and the provision of smart toilets
at more stations. We also introduced
new smart services including the
extension of “Train Car Loading indicator”
to the East Rail Line, “Cross-Harbour Easy”
in Admiralty Station, as well as the launch
of "MTR - Care"mobile app to improve the
travelling experience of passengers in
need. We were also pleased to
incorporate more art elements to the
network, including at Admiralty and
Exhibition Centre stations, as well as
redecorating the subways connecting
East Tsim Sha Tsui and Tsim Sha Tsui
stations with iconic murals, for the
enjoyment of our passengers.

Railway services are closely connected
with the everyday life of the public. We
take our responsibilities by heart and are
committed to enhancing our services to
providing customers with a caring and
high-quality  journey. This  booklet
includes information about our quality
services and Customer Service Pledge for
2023. Customers may understand more
about our services via the quarterly MTR
Service Newsletter as published on the
MTR website www.mtr.com.hk.

Thank you for your sincere support of
MTR and | assure you that every member
of the MTR team is committed to caring
for you along the journey.

ety

Tony Lee
Operations Director
April 2023
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AFrequent and Punctual Service
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As one of Hong Kong's major
mass public transport systems,
the MTR network comprises 9
railway lines on Hong Kong Island,
in Kowloon and the New
Territories. In addition, a Light Rail

network serves the local
communities of Tuen Mun, Tin
Shui Wai and Yuen Long while a
fleet of buses provides convenient
feeder services. The MTR
Corporation also operates the
Airport Express, a dedicated
high-speed rail link providing the
fastest connections to Hong Kong
International Airport. In 2022,
over 4.4 million passenger trips

were made on MTR services each
weekday. MTR fully recognises its
important  responsibility  in
keeping Hong Kong moving by
providing frequent and punctual
services each day.

We strive to ensure that at least
99.5% of scheduled train trips will
be operated and at least 99% of
them will punctually complete
their journeys. The trains will
reach terminal stations within two
minutes of scheduled arrival
times for the Kwun Tong, Tsuen
Wan, Island, Tseung Kwan O,
South Island, Tung Chung and
Disneyland Resort lines, three
minutes for the East Rail and Tuen
Ma lines, and five minutes for the
Airport Express and Light Rail
services.

We focus on the needs of our
customers when scheduling our
train services and regularly review
our train schedules to ensure that
our service can provide customers
with the greatest convenience.
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Safe and Reliable Trains, Smooth and Comfortable Journeys
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We understand that safe and
reliable train services are vital to
our customers to enjoy a smooth
and comfortable journey.

We strive to ensure that our trains
are always well maintained to
provide safe and reliable services.
There will be less than one train
failure per 1,000,000 train-car
kilometres operated (Light Rail
shares the road with other road
users and is excluded).

If a failure does occur, we strive to
restore our service quickly and
effectively to reduce the impact
on our customers to an absolute
minimum, especially for service
disruptions that would cause
delays of 20 minutes or more.

We believe that every MTR
passenger should enjoy a smooth
and uninterrupted journey. We
strive to ensure that at least 99.5%

of our passengers’ journeys on the
Kwun Tong, Tsuen Wan, Island,
Tseung Kwan O, South Island,
Tung Chung and Disneyland
Resort lines will be completed
within five minutes of their
scheduled arrival times. For
journeys on the Airport Express,
East Rail and Tuen Ma Lines, at
least 99% of passengers should
reach their destinations within
five minutes of their scheduled
arrival times. The calculation of
delays does not include those
caused by passenger actions,
external factors (such as typhoons)
or exemption events (such as new
extension works).




Clean and Smart stations and Trains
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Please move to Cars with more space
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We recognise the importance of
providing our customers with a
clean and pleasant environment for
travelling. We strive to ensure that
all of our stations will appear clean
and bright at all times and the
compartments of our trains will be
cleaned daily before service begins
(Target achievement: 99%). We will
wash the exterior of our trains once
every two days (Target achievement:
99%).

To safeguard the health of passengers
and staff, comprehensive hygiene
measures and new technologies have
been adopted at stations and on
trains during the COVID-19
pandemic. Cleaners have been
regularly cleaning and disinfecting
places which passengers frequently
come into contact with by using
1:99 diluted bleach and over 100
cleaning and disinfection robots
have been introduced in the MTR
network since 2020 to help keep the
travelling environment hygienic.
“Nano  Silver-Titanium  Dioxide
Coating” has also been applied to
train compartments.

Further to the launch of the Tuen Ma
Line, “Train Car Loading Indicator”
has been extended to the East Rail
Line to provide real-time passenger
loading information of train
compartments via the Passenger
Information Display System.
Passengers can choose train cars
with more space for boarding and
enjoy more comfortable journeys.
Using lift button sensors in more
than 180 station lifts, passengers
can take the lift by simply waving
their hands in front of the sensors
without touching physical buttons.

To facilitate seamless communication for
passengers on the move, free Wi-Fi
service covers concourses and
platforms at all MTR stations.
“iCentre” at 13 stations allow
customers to access the Internet
free of charge via the computers
installed. We have also installed
mobile charging facilities, including
USB charging sockets and wireless
charging pads, at 16 additional
stations. Customers can power up
their mobile devices at the relevant
stations and iCentres.
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An All-season Comfortable Travelling Environment
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We understand our customers’
need for a comfortable travelling
environment whenever they use
our service.

maintain  the
temperature  of our train
compartments at or below 26°C
throughout the year (Target
achievement: 97.5%). For Light
Rail, we strive to minimise on-train
air-conditioning failures to less
than three times per month.

We strive to

Station temperatures can be
adversely affected by outside
temperatures, the openness of
station entrances, tunnel

ventilation and the size of stations.
Although our customers spend
most of their journey time on
trains rather than in stations, we
still strive to provide a comfortable
station environment.

We strive to ensure that our
enclosed or underground stations
are ventilated and air-conditioned,
so that the temperatures on
platforms and in the concourses
are at or below 27°C and 29°C
respectively, while on very hot
days (over 32°C ), the indoor
temperature will be at least 3°C below
the ambient temperature (Target
achievement: 94%).
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A Convenient and Reliable Ticketing System
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MTR has been using a fully
automatic fare collection system
to provide the most convenient
and reliable ticketing service for
our customers. About 95% of MTR
customers enjoy the convenience
of cash-free travel offered by the
Octopus card system, which they
can also use on other modes of
public transport.

We strive to ensure that all
ticketing facilities, including Ticket
Machines, Octopus Add Value
Machines and Ticket Gates are
available for use at least 99% of
the time.

Apart from the reliability of
Octopus facilities, we also strive to
ensure that, on average, smart
tickets used on railway lines will
be reliable for use for at least
18,000 times before experiencing
afailure.

“3-in-1" Ticket Machines at some
stations provide customers with a
one-stop shop to add value to
their Octopus, check recent
Octopus transactions or buy
Single Journey tickets.

Besides, ticket machines that
accept both coins and bank notes
for payment and purchase of
multiple Single Journey tickets
have been installed in all 68 Light
Rail stops to provide customers
with greater convenience.

MTR launched QR code ticketing
service in  January  2021.
Passengers can travel on MTR
heavy rail lines (except Airport
Express stations) with QR code.
The new service provides
passengers with more diverse
payment options and a new smart
mobility experience.
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Escalators and Passenger Lifts for

Fast and Convenient Access
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Efficient Feeder Bus Service
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We understand our customers’
need for a fast and convenient
means to access our stations, to
reach the platforms, and to exit
the stations after each journey.

We strive to provide an adequate
number of escalators and
passenger lifts to link all levels of
the station.

We also strive to ensure that all
escalators and passenger lifts will
be available for use at least 99%
and 99.5% of the time
respectively. To save energy,
some escalators will be turned off
during non-peak travel periods.
We will ensure that there is
always an  alternate and
convenient escalator available for
our customers to use.
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MTR provides efficient feeder bus
service for the East Rail Line, Tuen
Ma Line and Light Rail to facilitate
convenient connections for our
commuting passengers.

Qur feeder bus fleet is comprised
of 172 buses, which serves the
public for 19 hours each day. We
strive to ensure that the service
delivery of our buses will be at
least 99%, and at least 99% of our
feeder buses will be cleaned
every day before they go into
service.
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Committed to Seeking Continuous Improvement
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The Corporation continuously
listens to the views, opinions and
suggestions of customers with an
eye to enhancing their travelling
experience on the MTR.

The Corporation announced at the
beginning of 2022 that it has set
aside additional resources to
extend the 3.8% fare rebate for six
months. In late March, the
Corporation announced that there
would be no adjustment of MTR
fares under FAM and further
extended the “3.8% Rebate for
Every Trip”for another six months to
ride through the pandemic together
with the public. Besides, there were
no price adjustments for “MTR City
Saver”,"Monthly Pass Extras” and the
“Tuen Mun-Nam Cheong Day Pass”
in 2022.

The Corporation continues to invest
heavily to maintain, upgrade and
renew existing railway assets and
station facilities. The Corporation
will continue to closely monitor the
situation in the MTR network to
ensure a smooth and comfortable
travelling environment for everyone.

The Corporation strives to provide
comfortable and convenient service
through continuous enhancement
of station facilities. To better serve
the needs of passengers, stations
on new railway lines are all
equipped with toilets. The smart
toilet and babycare room in Tsim
Sha Tsui Station have been opened
in July 2022, With that, all MTR
interchange stations are equipped
with toilets.

During the year, we enhanced our
MTR Mobile with a host of new
functions to help our customers stay
abreast of important transport
information and enjoy added
convenience while travelling in the
MTR network. We have enhanced QR
code ticketing function to support
WeChat Pay and UnionPay, extended
"Next Train" function to cover the East
Rail Line and South Island Line, and
provided “Train Car  Loading
Indicator” on all East Rail Line
platforms. Meanwhile, in order to
cater to the needs of tourists, we have
upgraded the purchase experience of
Airport Express tickets and have
launched mini programs in Alipay
and WeChat for tourists to access MTR
stations and route information more
easily.

In November 2022, we introduced
“MTR - Care”, an app that offers smart
functions to cater to the needs of the
elderly and passengers with special
needs. Phase 1 features a simplified
version of “Trip Planner” as well as an
“In-station Navigation” function at
Exhibition Centre Station for the
visually impaired. We are also
exploring further additions to MTR -
Care to offer hassle-free journeys to
passengers with special needs.
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MTR considers safety its primary
responsibility. A stringent set of safety
standards was followed when we built
the system. In addition, we have a
comprehensive and exhaustive set of
safety standards in place which is
strictly adhered to in our daily
operation. Maintaining a safe railway
system requires not only our dedication
but also your support and co-operation.
You can help to ensure that your MTR
journey and that of fellow passengers
are completed safely by keeping in
mind the following tips:

On MTR trains or inside MTR stations:

« Pay attention to announcements and
electronic display messages and
always follow instructions

« Never enter any MTR Restricted Area

- Never access the ftrack, even to
retrieve your belongings

« Ask MTR staff for assistance via Help
Lines

« Stand behind the yellow line in the
areas marked by the queuing lines and
directional arrows

+« Do not lean against or touch the
platform screen doors/gates

« Let passengers alight from the train
before boarding

« Be aware of the gap between the
platform and the train

« Once aboard a train, move into the
centre of the train compartment

« Do not rush in or force your way out of
a train when the warning chimes
sound or the doors are closing

+ In an emergency, operate the Emergency
Call handle or Call button. If you feel
unwell, ask station staff for assistance
at the next station

« Please offer your
passenger in need

+ Be aware of the direction of the
escalator before stepping on. Always
hold the handrail and stand still

« If travelling with trolleys, bulky
baggage, baby pram or wheelchair,
always use the lift

« Always take extra care of your children
and the elderly to ensure their safety

+ Do not eat or drink in the paid areas of
stations or on trains

seat to any

« Elderly, mobility impaired passengers
or wheelchair users are advised to
use the lift

Do not cause a nuisance to other
passengers

Do not bring dangerous/flammable
goods, floating LED balloons or
metallic balloons into station areas
and on trains

Do not bring baggage with total
dimensions (i.e. length, width and
height) exceeding 170cm or the
length of any one side exceeding
130cm into station areas or on trains
(except in Airport Express)
Passengers holding an MTR Carriage
of Oversized Musical Instrument
and Sports Equipment Permit may
bring one oversized instrument or
sports equipment with the longest
side not exceeding 145cm and total
dimensions below 235cm (including
the case or bag)

If you witness a crime or see
unattended baggage, backpacks,
parcels, or other suspicious objects,
please report it to MTR staff or the
Police immediately.

.

.

.

.

.

Light Rail Pedestrian crossings /

junctions

« When using the Light Rail pedestrian
crossings, obey pedestrian signals

+ Pedestrians should stop behind the
yellow line; check if it is safe to cross
and always follow instructional
signage before crossing

« Drivers should always observe traffic
lights, including the "Arrow signal”
before crossing a Light Rail junction

« Drivers should lower cranes and
secure loose items before crossing a
Light Rail junction

MTR Bus

« Hold the handrail, especially when
using the staircase or standing in
the compartment

+ Don't stand on the staircase or on
the upper deck

« Always fold baby prams before
boarding

Thank you for your co-operation !
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From time to time, our customers
may have enquiries about our
service or suggestions for
improvements. If so, they can
contact our staff on duty at
stations. Moreover, customers can
express opinions through our monthly
phone-in radio programme on RTHK.

To reach us by phone, customers
may call the MTR Hotline at 2881
8888, which is staffed from 8:30am
to 6:00pm on weekdays and from
8:30am to 1:00pm on Saturdays,
(except Sundays and Public
Holidays). When a phone call cannot
be put through to an operator
immediately, it will be placed in a
call queue and the caller will be
notified of his/her position in the

m@
NN.

queue. After office hours, customers
may leave a voice message and
customer service staff will call them
back on the following working day.
They can also obtain general MTR
service information via our
Interactive  Voice  Recognition
System.

Customers may also write to the
Corporate Relations Department,
MTR Corporation, MTR Headquarters
Building, Telford Plaza, Kowloon Bay,
or submit Online Feedback through
our website, We strive to ensure that
at least 99% of the enquiries will be
responded to within six working
days. For more information about
MTR and our services, please visit
our website at www.mtr.com.hk
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The "Art in MTR" initiative aims not
only to enhance MTR journeys, but
also offer inspiration in customers'
life journeys.

In 2022, we collaborated with M+
through the form of mobile art and
transformed a Tuen Ma Line train into
"Yayoi Kusama-themed train" with a
pumpkin yellow base and black
polka dots design. Additionally, the
Corporation also partnered with the
Hong Kong Youth Arts Foundation to
launch the "East Rail Line « Fun Fun
Art" train, featuring local artist
creations. This allows passengers to
enjoy world-class art creations and
understand the cultural characteristics
of communities along the East Rail

Line during their journey.

Upon the commissioning of the East
Rail Line Cross-Harbour Extension,
new station artworks “Mapping Our
Way" and "Water Memory” are
placed at Admiralty Station and the
new Exhibition Centre Station
respectively.  The suspended
sculpture “Mapping Our  Way"
represents the four railway lines
converging at the station while the
“Water Memory” is composed of
about 1,200 photographs capturing
the seascape right in front of
Exhibition Centre Station at different
moments, as if submerging the
station in variations of waves, hues
and reflections.
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MTR Corporation makes use of the
“Community Connect” platform to
support everyone from the young to
the old and engage with the
community. We also strive to embed
our businesses and operations with
three primary ESG goals: promoting
social inclusion, reducing
greenhouse gas emissions, and
fostering advancement and
opportunities so that together we
can grow and thrive in a sustainable

city.

We are committed to investing in
youth development. We design and
implement programmes that enable
young people to realise their
aspirations, such as the Train" for
Life's Journeys programme for
secondary school students and
collaboration with universities and
youth organisations to provide
innovation opportunities for young
people. The Corporation also runs a
number of programmes specifically
designed for children to help

cultivate safe and courteous
behaviour among our young
passengers.

We run the Budding Station Master
programme under which primary
school students are invited to visit
MTR stations to learn about the
daily operations of stations and to
enhance their awareness on safety
and courteous behaviour on the
MTR through various interactive
sessions, such as visiting the Station
Control Room, Customer Service
Centre and role-playing the daily
duties of Station staff.

Moreover, we teamed up with the
Department of Health for the “Step
your way to Health” Programme
which encourages customers to use
stairs in the MTR network.

We will continue to support healthy
living and art appreciation activities
for both our customers and the
Hong Kong public at large.
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2022 gustomer Service Target and Performance

IRFERIRIER Service Performance ltem

i RAG ALER  gape R wE
Kwun Tong Line, Tsuen Wan Line, Island Line, T”"g Chung '-'"e{“ Airport Express. East Rail Line Tuen MaLLine Light Rail
Tseung Kwan O Line, South Island Line Disneyland Resort Line
SIERBEEIDRITE (FIEMRISHIE) Train Service Delivery 99.5%  99.8% 995%  99.9% | 295% - 99.5%
o 99.9% 99.9%
FEBIZERIZE Passenger Journeys on Time 99.5% 99.9% 9%99%02 9%?;/;0“ —} -
F 5 o . : 9 9
HI|EL AR 75 ERFFZE Train Punctuality 99% 99.8% 99% 99.9% 9%?9/:/0“ =i 9%?9/:/0
D" FIBRBAIREE GIETESLERRES B —REDEN A FHIER) 850,000 22 (km) 850,000 A2 (km) B
8 Train Reliability (Train Car-km per train failure causing delays = 5 mins) 3,238,124 A E (km) 8,005,373 A E (km)
BRAFREE REERSEERS VRSB —RERKR) 11,500} (transactions) B
Ticket Reliability (Smart ticket transactions per ticket failure) 37,079)K (transactions)
REHATRIZE (ERPNEREL) o o 99% 99%
99% 99.9% = 2 -
Add Value Machine Reliability (At applicable stations) 99.9% 99.9%
0, 0, 0,
BB E AT SEI2PE Ticket Machine Reliability 99%  99.8% o | i | By
0, 0,
AT $32 7 Ticket Gate Reliability 99%  99.9% o5 oo 9%?9@) -
0,
HE A& N\ERKE R SIEE Light Rail Platform Octopus Processor Reliability - 9%99/;’/0
— o s 99% 99% 99%
HKFEH 7] 5272/ Escalator Reliability 99.93/0 99.90% 99.93A; -
0, 0,
REFFEHEA] 5212/ Passenger Lift Reliability 99.5% 99.8% 9999-_20/2 gg:goﬁ _
JBJE N 38R Temperature and Ventilation Levels
PIE . ERF—ERR - SENEREE - TREERR26EHIAT 97.5% 99.9% -
Trains:  Tomaintain a cool, pleasant and comfortable train environment generally at or below 26°C
T S
BRAZEH R 58 A B EHE XS On-train air-conditioning failures per month b‘ — ,‘A( I.mes)
01K (time)
B ERERR  FENERRE - AR TREERR2IESIAT -
HIEAFAIERK20E AT (RERIA 2 B TR A1) o o _
s S . 93% 99.9%
Stations : To maintain a cool, pleasant and comfortable environment generally at or below
27" Cfor platforms and 29°C for station concourses (except on very hot dayg
7B /22 E Railway Cleanliness 99% 99.9%
DIEERT : FRER Train Compartment : Cleaned daily
FIEE & : FIHEMKIEE—IX Train Exterior : Washed every 2 days (on average) 99% 100%
Pab & AR 75 #B B R 2 BB £ AR 7 Northwest Transit Service Area Bus Service o o
o o 99% 99.7%
1RBBREIDRATE Service Delivery
BHBR : §RB Cleanliness : Washed daily 99% 100%
NETERAEERETEN 99% 100%
Passenger Enquiry Response Time within 6 Working Days

# RELBEAN02F5A15AEXES - RESNEEHEAE BERYEEIRERRDLEBRRAZBTATAEMFEELLS - HBBRRMR
WEMAZSAZER -

# The performance requirement, customer service pledge target and actual It will be available upon completion of two-year perations of the
East Rail Line Cross-Harbour Extension which commenced services on 15 May 2022. The figures reflect performance from January to May only.

T ESSNEEHHREE  BERYEERENRRARENTRERAEMENERLLS o

1 The performance requirement, customer service pledge target and actual It will be available upon completion of two-year
Tuen Ma Line.

perati f the
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Howto Contact Us

FEHIZE : 2681 8888
ST  EENELEEES 8y Ma
AR
BH AT
TERERS
B EYE Kwun Tong Line Stations
FF % Tiu Keng Leng
SE¥E Yau Tong
EMH Lam Tin
4 Kwun Tong
4385 Ngau Tau Kok
#2/& Kowloon bay
F4T Choi Hung
#7511 Diamond Hill
= Afll Wong Tai Sin
%% Lok Fu
H.Be¥E Kowloon Tong
BB Shek Kip Mei
A F Prince Edward
Af A& Mong Kok
S Yau Ma Tei
{3 Ho Man Tin
=3l Whampoa

EEAEEE Tsuen Wan Line Stations
2 Tsuen Wan

A&M Tai Wo Hau

228 Kwai Hing

235 Kwai Fong

#%5 Lai King

%% Mei Foo

#1%A Lai Chi Kok
£/ Cheung Sha Wan
%7K Sham Shui Po

A F Prince Edward

AE A Mong Kok

SRRt Yau Ma Tei

{31 Jordan

AR Tsim Sha Tsui
%88 Admiralty

AR Central

B Island Line Stations
EEHII Kennedy Town
EBARE HKU

P8 Sai Ying Pun

_3® Sheung Wan

AR Central

% 4$E Admiralty

J&fF Wan Chai

Ai%E Causeway Bay

MTR Hotline : 2881 8888

: Corporate Relations Department

MTR Corporation
MTR Headquarters Building, Telford Plaza,
Kowloon Bay, Hong Kong.

EERE Telephone
2927 2086
2927 3110
2927 7350
2927 3341
2927 3340
2927 4330
2927 6322
2431 1588
2927 6320
2926 7311
2926 7310
2928 2300
2928 4221
2928 4220
2928 6210
2245722
2274 2622

EERE Telephone
2920 3560
2920 3566
2920 2051
2920 2050
2928 3042
2175 2801
2928 3040
2928 7231
2928 7230
2928 4221
2928 4220
2928 6210
2926 1201
2926 1200
2922 1400
2921 2710

854 Telephone
2307 5366
2517 0933
2803 7696
2921 6700
2921 2710
2922 1400
2923 5026
2923 5031

Xfa Tin Hau

M & L Fortress Hill

1t A North Point
#%2 % Quarry Bay
A Tai Koo

P8/&57 Sai Wan Ho
BEE Shau Kei Wan
Z7E%E Heng Fa Chuen

L& Chai Wan

A E4EL South Island Line Stations

$§% Admiralty

YE¥AE Ocean Park
F=MHT Wong Chuk Hang
FI® Lei Tung

Y1538 South Horizons

WIStREER, - BB BRI
Airport Express, Tung Chung Line and
Disneyland Resort Line Stations

&4 Hong Kong

H15E Kowloon

B3 Olympic

7 & Nam Cheong

#%5 Lai King

FK Tsing Vi

& Sunny Bay

i#1+JE Disneyland Resort
HF Tung Chung

35 Airport

BE L Asia-World Expo

HEEERAZER L Tseung Kwan O Line Stations
1E £ North Point

I #5% Quarry Bay

83 Yau Tong

=% Tiu Keng Leng

#&EE8 Tseung Kwan O

BEH LOHAS Park

1A Hang Hau

EHk Po Lam

R 4EES YL East Rail Line Stations
$ 8 Admiralty

/& Exhibition Centre

4T#) Hung Hom

FE A5 Mong Kok East

H.Be¥E Kowloon Tong

2922 3740
2922 3741
2922 4750
2922 4751
2022 4752
2922 7760
2922 7761
2921 5770
2921 5771

EERE Telephone

2728 0104
2728 0104
2728 0104
2728 0104
2728 0104

B

Telephone

2523 3627
2736 0162
2625 9635
2624 2801
2928 3042
2449 9059
2983 6961
2983 6961
2109 2516
2261 0522
2261 0522

EERE Telephone
2922 4750
2922 4751
2927 3110
2927 2086
2927 2087
2927 2087
2927 2085
2927 2700
EERE Telephone
2922 1400
2687 6211
2946 4405
2395 4986
2926 7310




KE Tai Wai

Y>H Sha Tin

Kk Fo Tan

515 Racecourse (RFRES B Racing days only)
A& University
AIIE Tai Po Market
AF0 Tai Wo

3% Fanling

_E7K Sheung Shui
&8 Lo Wu

FES M Lok Ma Chau

EELEL Tuen Ma Line Stations
P9 Tuen Mun
JKBE Siu Hong
K7KE Tin Shui Wai
BARE Long Ping
JCHA Yuen Long
% _F 8% Kam Sheung Road
278 Tsuen Wan West
% ¥ Mei Foo
# & Nam Cheong
At Austin
4 East Tsim Sha Tsui
4T#) Hung Hom
Al H Ho Man Tin
L& To Kwa Wan
REZ Sung Wong Toi
R {2 Kai Tak
#A11 Diamond Hill
Hin Keng

[ Che Kung Temple
7> HE Sha Tin Wai
SE—4k City One
AF9 Shek Mun
AIK$ Tai Shui Hang
2% Heng On

211l Ma On Shan
2> Wu Kai Sha

SEEIERIL
Light Rail Customer Service Centres
HF9HEEE Tuen Mun Ferry Pier
R & Leung King
R Tin Yat
JTEA Yuen Long

2605 9997
2605 3577
2604 8809
2604 8809
2605 9039
2658 7657
2650 7097
2676 1716
2673 0769
2673 5406
3404 6007

E:E Telephone
2630 2801
2214 2801
2296 2801
2257 2801
2256 2801
2208 2801
2252 2801
2175 2801
2624 2801
2314 5201
3471 5201
2946 4405
221455122
2870 2455
2870 2455
2445 2028
2431 1588
2171 4700
2605 9997
2696 9790
2144 5736
2637 5741
2635 4209
2630 5125
2630 5954
2630 5903
26316217

BiE

Telephone
2459 4417
2463 7540
2468 7508
2468 7514

MTR Corporation Limited
EREBRARAR

April/2023





