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Resumption of cross-boundary service

Following the reopening of control points between Hong Kong and the
Mainland, short-haul train services of the High Speed Rail (Hong Kong
Section) were resumed on 15 Janurary, taking passengers from West
Kowloon Station to the Mainland.Long-haul train services to destinations in
Guangdong Province and cross-provincial train services were resumed on
11 March and 1 April respectively.

In addition, the ticketing system has been upgraded to full E-ticketing. The
E-tickets link up ticket information with passengers’travel documents upon
ticket purchase, allowing passengers to pass through the entry gates with
just their travel documents.

Lok Ma Chau Station and Lo Wu Station on the East Rail Line also resumed
services on 8 January and 6 February respectively. Currently, train services to
Lo Wu and Lok Ma Chau stations largely follow the same pattern as before
the pandemic.
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New platform stopping positions of East Rail Line trains
implemented

The preparation works for adjusting train stopping positions for the East
Rail Line were completed on 19 February to prepare for the installation of
platform gates. A total of 25 platforms from Lo Wu/ Lok Ma Chau to Mong
Kok East stations have new stopping positions, which help minimise

platform gaps, and allow more even distribution of passengers on
platforms and a smoother flow of people.
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Passengers bid farewell to Phase 2 Light Rail Vehicles

Phase 2 Light Rail Vehicles (LRVs) were retired on 26 February after
dedicatedly serving the northwestern New Territories for over 30 years.The
Corporation specially arranged a swansong ride from Yuen Long Stop to
Siu Hong Stop for passengers.The Phase 2 LRV stopped at Siu Hong Stop,
attracting over 1,000 passengers and railway fans to take snapshots to
commemorate its retirement.
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“Caring for Dementia” Programme launched

MTR is committed to providing an elderly-friendly railway service.ln January
2023, the Corporation launched the “Caring for Dementia” programme,
which includes an initiative that enhances the automatic fare collection
system of the MTR network. The new function will send alerts to staff
when a missing person who has dementia is detected in the network.

MTR is the first public transport operator to have such collaboration with the
Police, assisting Police in locating missing persons. Investing over HKS$3
million for the initiative, the Corporation has added new functions to the
automatic fare collection systems of the heavy rail, Light Rail and MTR Bus
with facilities enhancements for entry/exit gates at MTR stations, Octopus
processors and the backend systems.
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2023 Customer Service Performance (January - March)

Bz REERERE (AE3A)
Target Performance better than target (January - March)

R RIVIFE Service Performance Item ERKRR Target and performance
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D EIERREIIRITAE (5B BRASHLRE)
Train Service Delivery
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Tung Chung Line & " iy . N "
Kwun Tong Line, Tsuen Wan Line, sland Line, Disnf;,,and Mosoime  Airport Express  East Rail Line Tuen Ma Line Light Rail
Tseung Kwan O Line & South Island Line

99.5% 99.8% 99.5% 99.9% * ' 99.5% 99.9%
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Passenger Journeys on Time
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99.5% 99.9% 99% 100% * - -
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Train Punctuality

=

99% 99.7% 99% 99.9% = — 99% 100%
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Train Reliability (Train Car-km per train failure causing delays = 5 mins)

[ -]

1,000,000 £ (km) 1,000,0002 2 (km)
1,687,9102 & (km) 8,980,789 A & (km)

HEAFIEE CREFREREES VRSB —REZLR)
Ticket Reliability (Smart ticket transactions per ticket failure)

18,000)X (transactions)
37,936, (transactions)

HEMATSERE (EROEHRER)
Add Value Machine Reliability (At applicable stations)

H

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

BEERMA FREE
Ticket Machine Reliability

99% 99.8% 99% 99.8% | 99% 99.8% | 99% 99.8%

AR SEARE
Ticket Gate Reliability

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

HE AL/ VERRE R SEIZE
Light Rail Platform Octopus Processor Reliability

- ‘ - ‘ - - - 99%  99.9%

KFEHAIFIZE
Escalator Reliability

99% 99.9% 99% 99.9% | 99%  99.8% .

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

RS K i8[E| Temperature and Ventilation Levels Eﬁ}’l
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99.5% 99.8% 99.5% 99.9% | 99.5% 99.9%

97.5% 100% -

generally at or below 26°C
BRERRGS A R EREREK

On-train air-conditioning failures per month
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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)

949% 99.9% -

782722 Railway Cleanliness
FIEERE : BRER

Train Compartment : Cleaned daily

99% 99.9%
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Train Exterior : Washed every 2 days (on average)
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Northwest Transit Service Area Bus Service

99% 100%

99% 99.7%

1RERREITRTIE Service Delivery
BHER : §REJE Cleanliness : Washed daily

99% 100%
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Passenger Enquiry Response Time within 6 Working Days

99% 100%

FEE (5517F) Total passengers carried (15t quarter) : 454,606,000

1 AR#GZRIR (5517F) Service performance (1%t quarter) 2043 $ % A #E 52 Delays of 20 minutes or more : 12
(BHETRE1T /3 2 SMEFE Fincluding passenger behaviour and external factors)

(f N 2023fR75KRIBEIAE (RIEZEEE12F) service Performance Rebate (up to 1t quarter)
i R (EW R )31 5 ERA_ERRBSER I Y SRR E RS REA 4R
B [RFRFER] RENSBERAY: AE&ET

No.of service di { f 31 minutes or il and light rail) provisionally attributed to be due to factors within MTR control:4
Amount put aside for the pool of "Service Performance Rebate": $5 Million

@

M B KT (8813F) Customer satisfaction level (15t quarter)

Q F1008BRETD - H1.9BRFREELRF - TEPR=FEER : JIERY  BEATNETREE -
There were 1.99 complaints per 1,000,000 passengers carried. The top three complaint categories were Train
Services, Staff and Environment.

SHREARTARNAS|MEL BE (B1F)

Reportable events#per million passengers carried (15t quarter): 0.643
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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 0 rail breakage cases on the running lines.
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ustomer service pledge target and actual result lable up on of two-year the East Rail Line

Cross-Harbour Extension.
A EEBRMAE AR BRRE A R ERARS RIS AT EMEN S E R AN
A Th i ustomer service pledge target and actual resultwill be available up ion of two-year the Tuen Ma Line.
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Morning Peak Hours Evening Peak Hours Non-peak Hours Saturdays Sundays and Public Holidays

7B # Island Line 19 2.1 36-5 28-5 36-5
ZB4E Tsuen Wan Line 2.0 2.0 35-5 22-42 3.1-5
BIER Kwun Tong Line
=48 - {3 [ 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 £ - #4E% North Point - Tseung Kwan O 22 22 . 22-2:5 GRAR, . o azas -
1t #5 - EHt North Point - Po Lam 25/4 25/4 5-6 25-5 5-6
4t 75 - 45 North Point - LOHAS Park 6.7 6.7 - 67 o 010t 15 R
=48 - FEUL TiuKeng Leng - LOHAS Park = - 10-14 82-10 10-14
B 542 South Island Line 33 33 6-75 4-75 5-75
FREAE Tung Chung Line
&% - &K Hong Kong - Tsing Vi 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
@t fe 4 Disneyland Resort Line” 10 10 10-20 10-20 10-20
H 542 Tuen Ma Line 27-3 33-35 6-7 47-73 6-7.3
R4 East Rail Line
&8 - K Admiralty - Sheung Shui 2.7-38 3.2 4-8 4-8 4-8
B4 - 7# 8 Admiralty - Lo Wu 5.5 47 6-10 6-10 6-10
& 4% - &5 Admiralty - Lok Ma Chau 12 9.5 12-145 12-145 12-14.5
IS REE Airport Express 15 15 15 15 15
848 Light Rail
&4 / Route 505 6-10 8-12 10-18 4-17 5-17
&2 / Route 507 5-9 6-11 7-16 7-16 7-17
FE#E / Route 610 8-10 8-13 9-17 8-17 6-17
&4 / Route 614 12-18 14-18 12-23 10-23 17-23
B4 / Route 614P 9-13 9-13 11-16 7-23 7-21
#4E / Route 615 14-18 14-18 15-24 13-24 17-24
E&#E / Route 615P 9-12 9-12 10-19 7-22 8-18
4% / Route 705 5-7 5-7 7-12 5-12 5-12
&4 / Route 706 5-7 4-7 7-12 4-11 5-12
4 / Route 7517 5-11 7-11 8-17 6-17 6-17
B2 / Route 761P 5-8 5-8 6-15 5-15 6-15
FREPRTRER BBR D08 BEL $ERE  BESARENAIINES6SE I fiH % B3 BR % B & Hours of Daily Operation
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In the early morning and late night, train frequency of the Island Line, Tsuen Wan Line, Kwun Tong Line, Tseung Island Line, Tsuen Wan Line, Kwun Tong Line,Tseung Kwan O Line, South Island Line, Tung Chung Line

Kwan O Line, South Island Line and East Rail Line have been reduced to every 16 minutes, whereas train frequency of ) 2 ) L Y 11970 ' & :

some routes of Light Rail have been reduced to every 25 minutes. Disneyland Resort Line, Airport Express and Light Rail : 19778/ hours

%%Eﬁiggzoig:ﬁ%&Amhﬁﬁgﬁ%& S10HE—YIE PR EAE B ERE B East Rail Line and Tuen Ma Line : 19.5/)\8/hours

~ 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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# An enhanced train service for some sections of Route 751 is provided by Route 751P during weekday peak hours.
MTR Corporation Limited
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