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First new urban line train commenced service

The first new eight-car train commenced passenger service from 27
November 2022 on the Kwun Tong Line. The new trains will gradually
replace the first generation of urban line trains that have served Hong Kong
since 1979.

With assurance to safety, the new trains will enhance passenger experience,
and further strengthen the reliability and efficiency of train operations. Six
enhancements in the new trains include smoother train boarding and
alighting, the addition of more grab poles and straphangers, seats with
ergonomic design, full LED lighting, the use of Dynamic Route Map and
smart features on trains.
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New "MTR - Care" App launched

MTR strives to foster social inclusion and rides on the latest technology to
facilitate the travel needs of customers with special needs, making their
MTR journeys more convenient.

On 10 November 2022, MTR launched the “MTR - Care” App - a brand-new
mobile app equipped with an easy-to-use interface and enlarged font size
for the elderly and customers in special need. There are two inaugural
functions in the App, namely a simplified and elderly-friendly version of
“Trip Planner” and the trial of “In-station Navigation” function at Exhibition
Centre Station for the visually-impaired. It is expected that further
innovative and caring functions will be launched in the “MTR « Care” App in
the second half of 2023.
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Iconic murals uplift pedestrian subways

MTR has completed the redecoration of the subways connecting East Tsim
Sha Tsui and Tsim Sha Tsui stations with iconic murals with artistic
directional instructions.

The initiative reflects MTR's support for the Transport Department’s “Walk in
HK? which aims to make walking “enjoyable” and “smart” The murals, which
are over 200 metres long, not only create a comfortable and enjoyable
environment but also serve a wayfinding purpose for our passengers.
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Overnight train service on Christmas Eve and New Year’s Eve

To facilitate the public to celebrate the festive season, all railway lines (except
the Airport Express and Disneyland Resort Line) and seven Light Rail routes
provided overnight train service on Christmas Eve and New Year’s Eve in 2022.
Additional train services were also provided during the holiday period.

To spread festive joy to our passengers, Christmas decorations were put up on
some trains and stations,and the“East Rail Line - Fun Fun Art"train was given a
Christmas-themed makeover.
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2022 Customer Service Performance (October - December)

Target

Performance better than target (October - December)

PR RIZIFR Service Performance Item et and performance
BEG 2Eg BRE N
N RASRELER  BBRE R LR a
Kwnﬁigﬁenﬁﬁiﬁd Line, D;‘,'.’;g.ﬂ;’,;ﬂ:;’,‘ff;m Airport Express  EastRailLine  Tuen Ma Line Light Rail
Tseung Kwan O Line & South Island Line
HIEIRBAREITRITE (3 ERIEHLE) s . ) )
. Train Service Delivery 99.5% 99.7% 99.5% 99.9% 99.5% 99.9%
FRBREREE + _a o
. Passenger Journe;\s on Time 99.5% 99.8% 99% 99.9% o
| B AR AERS A2 E o+ o
. Train Punctuality 99%  99.7% 99%  99.9% 99% 99.9%
. DB AR Al A2 E (FlETES L ERARTBE KA B ERFER) 850,0002 £ (km) 850,0002 £ (km)
Train Reliability (Train Car-km per train failure causing delays > 5 mins) 1,833,172 2 (km) 5,737,350 2 & (km) a
. ERAHRE (REERSEERS LRI BI—RERLR) 11,500)X (transactions)
Ticket Reliability (Smart ticket transactions per ticket failure) 34,905)X (transactions) o
EEMASERE (EROGEMER)
. AEtl:ld Value Macﬁine Reliability (At applicable stations) 99% 99.9% 99% 99.9% | 99% 99.9% B
BEEEHRAERE 0
. Ticket l\;;chine ReIiaT)iIity 99% 99.8% 99% 99.9% | 99% 99.8% | 99% 99.8%
HAR# A SEIRE 9 9 % 99.9% | 99% 99.9%
. Ticket Gate Reliability 9% 99.9% 99% | 99% ’ o
RHAR/N\EBRBRAERE 99% 99.9%
Light Rail Platform Octopus Processor Reliability o SeIn
KRFEEHA EIEE
. Escalator Reliability 99% 99.9% 99% 99.9% | 99% 99.9% —
. TETHERER] A2 99.5% 99.7% 99.5% 99.9% 99.5% 99.8% |

Passenger Lift Reliability
. B K382 Temperature and Ventilation Levels

Passenger Enquiry Response Time within 6 Working Days

BIE : @E—(ERR  SENSEREE  TREERK6EIT 97.5% 99.9% -
Trains: To maintain a cool, pleasant and comfortable train environment
enerally at or below 26°C N N
B BRS AR AR - <3(R) O(R)
On-train air-conditioning failures per month times time
B ERERR - FEMERRE - AR TREERK27E SR
AT - BIKEBFEREC29 kAT (R RIA 2 B FRRAN)
Stations : To maintain a cool, pleasant and comfortable environment generally at 93% 100% -
or below 27°C for platforms and 29°C for station concourses
(except on very hot days)
B /212 Railway Cleanliness o Y
. SIEEE SRR 9% 29.9%
Train Compartment : Cleaned daily
FIEE S : FHEMREL— -
Train Exterior : Washed every 2 days (on average) 99% 100%
PR EER RS E N 2 B LIRS
. Northwest Transit Service Area Bus Service 99% 99.6%
IRBRARE VT RITE Service Delivery
BEHEZ - §RIE Cleanliness : Washed daily 99% 100%
& Z \E
. AEATIERNEER TSN 99% 100%

HE 2 (5547F) Total passengers carried (4th quarter) : 440,580,000

ARG ZREL (55472 Service performance (4th quarter) 2053 4% 5 A _HIIEEE Delays of 20 minutes or more : 9
(BUEFRELT 4} SMEE 3= Including passenger behaviour and external factors)

2022fR G FRIAEHE (RFEZEE47F) service Performance Arrangement (up to 4th quarter)
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No.of service disruptions of 31 minutes or more (heavy rail and light rail tors within MTR control:8
Amount put aside for "3% Rebate for Each Octopus Trip" promotion from mid 2023 : $65.5 Million

FZ M BT (8547%F) Customer satisfaction level (4th quarter)

BI00BEFED - HL00BREMEHRF - TESRMDER : JIERE - BHRANE TRIRSE -
There were 2.00 complaints per 1,000,000 passengers carried. The top three complaint categories were Train
Services, Staff and Environment.
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Reportable events+per million passengers carried (4th quarter): 0.690
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% Reportable events notifiable to the Secretary for Transport and Logistics, 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 were 2 rail breakage cases on the running lines.
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the East Rail Line
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Weekdays (based on minutes)

BN EMARDREH (U0 EHH)
Saturdays, Sundays and Public Holidays (based on minutes)

B BT e b EATRSER FETEER 2N EHARARES

Morning Peak Hours Evening Peak Hours Non-peak Hours Saturdays Sundays and Public Holidays
BB Island Line 1.9 2.1 36-5 28-5 36-5
£ 848 Tsuen Wan Line 2.0 2.0 35-5 22-42 3.1-5
B Kwun Tong Line
R - fa] 3XH Tiu Keng Leng - Ho Man Tin 2.1 23 35-5 25-5 3.1-5
fa] 3 - Z 3 Ho Man Tin - Whampoa 42 46 35-5 42-62 5-6.2
# = B4 Tseung Kwan O Line
1t £ - #5838 North Point - Tseung Kwan O 22 22 - 22-25 SRR 01001 -
1t £8 - BBt North Point - Po Lam 25/4 25/4 5-6 25-5 5-6
1k £ - FEH North Point - LOHAS Park 6.7 6.7 - 6.7 §|;rir;H;E($7 100-10:15 -
FR 5 - B Tiu Keng Leng - LOHAS Park - - 10-14 82-10 10-14
B B4 South Island Line 33 33 6-75 4-75 5-7.5
SRE# Tung Chung Line
& - &K Hong Kong - Tsing i 3-4 3-5 7-10 7-10 7-10
&% - B Hong Kong - Tung Chung 6-8 4-9 7-10 7-10 7-10
3+ 242 Disneyland Resort Line 10 10 10-20 10-20 10-20
548 Tuen Ma Line 27-3 33-35 6-7 47-73 6-73
SRE4E East Rail Line
&% - K Admiralty - Sheung Shui 2.7-52 33-35 55-8 5-8 5-8
5 RAZ Airport Express 15 15 15 15 15
244 Light Rail
EE#E / Route 505 6-10 8-12 10-18 4-17 5-17
&4 / Route 507 5-9 6-11 7-16 7-16 7-17
&% / Route 610 8-10 8-13 9-17 8-17 6-17
FE#E / Route 614 12-18 14-18 12-23 10-23 17-23
FE#E / Route 614P 9-13 9-13 11-16 7-23 7-21
BE#% / Route 615 14-18 14-18 15-24 13-24 17-24
B&4% / Route 615P 9-12 9-12 10-19 7-22 8-18
B4 / Route 705 5-7 5-7 7-12 5-12 5-12
5% / Route 706 5-7 4-7 7-12 4-11 5-12
BA#E / Route 751° 5-11 7-1 8-17 6-17 6-17
B/ / Route 761P 5-8 5-8 6-15 5-15 6-15

FRRERTRER BSR  ZTER  BEL  BEAR  MASRRRERIINES 1208 I - M
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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, South Island Line and East Rail Line have been reduced to every 12 minutes, whereas train frequency of
some routes of Light Rail have been reduced to every 25 minutes.

NAREABRRERE  RELENETMETRAN  RESEE DKIOSIERBABSES -

A Following the Government’s anti-pandemic measures, Lo Wu and Lok Ma Chau stations on the East Rail Line are
closed. Train service between Admiralty and Sheung Shui stations remains normal.

TETRENTR - 2HN ARARRHZETER  S1098JE  FETKRANEBELRE
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~ Disneyland Resort Line trains operated at 10 - minute intervals during peak hours on weekdays, Saturdays, Sundays
and public holidays. Train service maintained at 20 - minute intervals during non - peak hours and during the closure
of the Hong Kong Disneyland Park.
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# Route 751P runs same as partial of Route 751 for train service enhancement during peak hours on weekdays.
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Island Line, Tsuen Wan Line, Kwun Tong Line, Tseung Kwan O Line, South Island Line, Tung Chung Line,
Disneyland Resort Line, Airport Express and Light Rail : 197N/ hours

East Rail Line and Tuen Ma Line : 19.5/)\/hours
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