
Benchmarking Performance

Sustainability practice creates dynamic interaction amongst 
systems and people, policy and process and opportunity and risk. 
In 2004 the GRI Guidelines and an independent assurance 
programme aided us in benchmarking our performance in these 
areas as they affect our social, environmental and economic best 
practice performance. 

    
Social Responsibility
Central to our contract with staff, customers and our community of 
stakeholders is the commitment to best practice. Our efforts for 
the year focused on the review and assessment of those practices 
and targets prioritised under the corporate growth strategy. 

The company introduced a revised Code of Conduct to reflect the 
international presence of our operations and extended its 
availability to our suppliers, partners and contractors.  Health and 
safety procedures and employment practices align with 
international standards and continue to be monitored for best 
practice for our staff as well as the manpower employed by 
contractors on our projects. In 2004  a zero prosecution rating for 
any breach of contract or law in these areas was achieved.  

The 13 Customer Service Pledges, reviewed annually, set the 
targets for our service standards as well as being a priority business 
risk process indicator. Actual performance against pledges 
improves each year with 2004 being notably high in exceeding 
most targets. 

Efforts to this effect undertaken in 2004 included strengthening the 
underlying systems and controls that track the business to risk 
relationships as used in our priority business risk management 
process. This process now serves as a pivotal component of the 
enterprise-wide risk management strategy currently in the 
advanced stages of development.  The new risk strategy will 
consequently integrate sustainability across all divisions of the 
organisation as well as provide the governance systems and 
measurement processes essential to best practice in risk 
assessment, prioritisation and management.  
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Identify economic, social and 
environmental risk ( Risk Register 
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Determine the relative severity of 
economic, social and 
environmental risks in parallel
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Monitoring implementation and 
effectiveness of action, internal 
and external reporting.
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assign indicators for priority 
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risks

- Review risk portfolio
- Risk management process fits for
   the purpose intended
- Choice of indicator to measure
  risk
- relevance and effectiveness of 
   the risk mitigation measures 
   chosen
- Alocation of resources to 
  mitigate risks
- Achievement of targets

Enterprising Spirit

Moving the corporation forward to meet the challenges of industry 
and enterprise is also about engaging our people.  Enterprising 
Spirit, a new core value complementing our Diamond Strategic 
Vision was introduced in 2004 to encourage a new working ethos – 
to be a thinking and learning organisation.  This work ethic 
empowers employees to take initiative, overcome obstacles, find 
creative solutions and manage risk.  
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Sustainability in Practice

We acknowledge that effective sustainability in addition to dynamic 
stakeholder and staff engagement requires a cohesive risk 
management strategy. As this strategy gains momentum, 
managing the inherent risks to best practice requires changes in our 
management systems and corporate mindset.    

With this framework in place, the basis for formalising CSR and 
stakeholder engagement policies and their governance structures 
is established. Subsequent actions centre on the identification of 
our expanding universe of stakeholders, their vested interests and 
how to manage these interests as they impact on sustainable 
enterprise.

ROAD MAP FOR SUSTAINABLE DEVELOPMENT

Strategic Steps Forward

During 2004 the MTR Corporation made substantial headway 
in its international business efforts, in particular the mainland 
PRC. Our work to integrate sustainable practices in operating 
in this and other developing markets required a review of the 
internal strategies and systems that drive and govern our best 
practices.  A number of strategic steps were taken to ensure 
the continued development in sustainability while at the 
same time laying the groundwork to meet the risks and 
opportunities ahead. Most notably is the formal adoption of a 
corporate-wide sustainability framework.

Sustainability drives MTR Corporation’s business culture 
through work practices that: 
-

-

-

-

-

-

Provide value for money to customers while delivering safe 
and environmentally sound rail and property services 
Develop and build environments that create quality living 
and working communities in Hong Kong 

Pursue a business model that promotes long-term 
economic and financial viability for MTR Corporation  

Provide employees a safe, healthy and caring work 
environment 

Sustain environmental, health and safety standards in 
relationships with suppliers, contractors and business 
partners 

Maintain on-going stakeholder communications and build 
relations that seek to achieve common objectives 

FOCUS

The Sustainability Advisory Board (SAB) introduces a ground 
breaking model in stakeholder engagement for projects in 
Hong Kong.  Created as a stakeholder consensus building 
mechanism for the Tung Chung cable-car project, the SAB 
involves its committee members in the decision-making 
processes for the planning, development and operational 
management of the project.  Its greatest contribution has been 
the ability to balance the social and environmental impacts 
against the burden of extra costs and delays to the project. The 
activities, programmes and progress of SAB can be tracked 
online at http://web.hku.hk/~cablecar/.
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