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MTR keeps Hong Kong moving safely amid the pandemic

Amid the severe fifth wave of the COVID-19 pandemic, MTR strives to
maintain trains and various services, and has also introduced measures to
meet the needs of various communities in the society.

Apart from a special fare rebate of 3.8% which benefits the majority of
passengers, rent concessions have been offered to tenants of MTR stations
and malls. The Corporation has also donated to charities to support the
disadvantaged, and offered free tickets to Hospital Authority staff.

In addition, cleaning robots continue to be deployed to conduct deep
cleaning and decontamination in stations. Meanwhile, more than 100 lifts
are now equipped with contactless sensor buttons to reduce the risk of
spreading the virus.
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Supporting the city’s fight against COVID-19

MTR has been fighting the pandemic with the community. The MTR Lo Wu
Marshalling Yard was reopened on 2 March to actively support and
facilitate various government departments to transport goods to Hong
Kong by cross-boundary cargo trains, without affecting the operation of
the East Rail Line.

Moreover, the first Community Vaccination Centre at an MTR station was
set up at Tsing Yi Station on 11 March, providing a convenient location for
members of the public in the vicinity to make bookings and receive
COVID-19 vaccinations.
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Fares frozen this year, 3.8% fare rebate extended to Jan 2023

According to the established Fare Adjustment Mechanism and the latest
statistics published by the Government, there will be no adjustment of
MTR fares this year.This is the third consecutive time that the FAM results
in no fare increase. Furthermore, to ride together with the public under the
pandemic, MTR will further extend the special 3.8% fare rebate till 1
January 2023.There will also be no price adjustment for frequent user passes.
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More choices for MTR QR Code Payment

Mobile ticketing is a key focus of MTR’s smart mobility. UnionPay App and
WeChat Pay have been added to the MTR QR code ticketing service
starting from 20 February 2022, in addition to the existing MTR Mobile and
AlipayHK. Passengers can choose from these four apps when using QR
code tickets to travel on the MTR with ease.



2022FFEEERERB 82358 Biz ERERTE (AF3H) 5| a i -

2022 Customer Service Performance (January - March)

PR#EFRIBIE R Service Performance Item

FIERRREILRITE (GIERIHLE)
Train Service Delivery

BEE - ZHE ERE -
HERLE  BEBA

Kwun Tong Line, Tsuen Wan Line, Island Line,
Tseung Kwan O Line & South Island Line

99.5% 99.8%

Target Performance better than target (January - March)

et and performance

RERKEIEE  MERE

Tung Chung Line &

Disneyland Resort Line  AIFPOIt Express

99.5% 99.9%

RéE LER

East Rail Line Tuen Ma Line

99.5% 99.9% :

Lis:
Light Rail

99.5% 99.9%
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Passenger Journeys on Time

Bl R PR AR IR

Train Punctuality

P BRI AISEIRE GIETES D ERART B —RED EHA TR
Train Reliability (Train Car-km per train failure causing delays > 5 mins)

99.5% 99.9% 99% 99.9% | 99% 99.9% - -
99% 99.9% 99% 99.9% 99% 99.9% ' 99% 99.9%
850,000 £ (km) 850,0002 £ (km)

3,895,915 £ (km) 7,457,727 A & (km) a

BEAFIEE (REEASHEZSLRABE—REEKRR)
Ticket Reliability (Smart ticket transactions per ticket failure)

11,500;X (transactions)

34,515)X (transactions)

EEMASERE (EROGERER)

Passenger Lift Reliability
. B K382 Temperature and Ventilation Levels

Add Value Machine Reliability (At applicable stations) 99% 99.9% 99% 99.9% | 99% 99.9% B
BEEERAERE o

Ticket I\X;chine ReIiaT)iIity 99% 99.8% 99% 99.8% | 99% 99.8% | 99% 99.8%
H AR AT S22 9 % 99.9% | 99% 99.9%

Ticket Gate Reliabﬁity 99% 99.9% % | 9% ’ B
RHAR/N\EBRBRAEERE 99% 99.9%
Light Rail Platform Octopus Processor Reliability o SeIn
KFEMAERE

Escalator Reliability 99% 99.9% 99% 99.9% | 99% 99.9%

RET AR T 99.5% 99.8% 99.5% 99.8% 99.5% 99.9%

B F3JBEIX Average Train Frequency

FA (ADEHH)

Weekdays (based on minutes)

B EHARARBE D EHE)
Saturdays, Sundays and Public Holidays (based on minutes)
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Morning Peak Hours Evening Peak Hours Non-peak Hours Saturdays Sundays and Public Holidays
BB Island Line 1.9 2.1 3-8 36-8 36-8
Z B4 Tsuen Wan Line 2.0 2.0 35-7 36-8 36-8
BYERE Kwun Tong Line
=45 - XX TiuKeng Leng - Ho Man Tin 21 23 29-7 3.1-8 36-8
fa] 3C - #Z 4 Ho Man Tin - Whampoa 42 46 35-7 36-8 36-8
#& B B4 Tseung Kwan O Line
1t 75 - #5FR North Point - Tseung Kwan O 22 22 - - -
1t £ - At North Point - Po Lam 25/4 25/4 6 6 6
3k A - G4k North Point - LOHAS Park 6.7 6.7 - - -
R - FEH Tiu Keng Leng - LOHAS Park - - 12-14 12 12-14
R 542 South Island Line 33 33 6-9 75-9 75-9
FRUAAE Tung Chung Line
&8 - F1K Hong Kong - Tsing Yi 36 4 8-12 8-12 8-12
&% - BB Hong Kong - Tung Chung 6-8 4-8 8-12 8-12 8-12
3t /2 £ Disneyland Resort Line~ 10 10 10-20 10-20 10-20
3 5548 Tuen MaLine 27-3 33-35 6-8 47-8 68-8
SRE4E East Rail Line”
AT#) - 7K Hung Hom - Sheung Shui 29-8 33-8 4-9 4-9 4-9
H#IZ IR Airport Express 15 15 30 30 30
#24 Light Rail
&% / Route 505 6-9 4-9 6-17 4-17 5-17
&4 / Route 507 7-10 7-1 7-16 7-16 7-17
PE#E / Route 610 9-12 9-14 8-17 8-17 6-17
54 / Route 614 12-20 12-20 12-23 10-23 17-23
FE4E / Route 614P 7-15 7-14 7-23 7-23 7-21
BE#4E / Route 615 14-21 14-19 14-24 13-24 17-24
FE#E / Route 615P 7-15 7-15 8-23 7-23 8-21
B4 / Route 705 6 5 5-12 5-12 5-12
F&#% / Route 706 4-7 3-8 5-11 3-11 5-12
FE#E / Route 751 6-10 9-12 8-17 6-17 6-17
BX#E / Route 751P* 64-82 40-44 - - -
B4 / Route 761P 5-9 5-8 5-15 5-15 6-15

Passenger Enquiry Response Time within 6 Working Days

B : e —EREE - APEMERRR - POREERRK26ERIAT 97.5% 100%
Trains: To maintain a cool, pleasant and comfortable train environment
enerally at or below 26°C N N
%ms&%&%m@m _ <M) q(u’t)
On-train air-conditioning failures per month times time
B SR ERR - SENENIRE - A A T REERK27E S
AT - BIKEBFEBEC29F SRAT (R RIA 2 B FRRAN)
Stations : To maintain a cool, pleasant and comfortable environment generally at 93% 99.9% -
or below 27°C for platforms and 29°C for station concourses
(except on very hot days)
T —— . .
B2 12 Railway Cleanliness o o
. S - GRAE 99% 99.9%
Train Compartment : Cleaned daily
FIEE S : THEBMREE R .
Train Exterior : Washed every 2 days (on average) 99% 100%
L SR R TS E N« B+ AR 7
. Northwest Transit Service Area Bus Service 99% 99.7%
RIRMMEILRITE Service Delivery
BHEZ : §KE Cleanliness : Washed daily 99% 100%
& Z N
. NEIERNEEREEN 99% 100%

ARFEZREL (55 12) Service performance (15t quarter) 205> 482k A _I @932 Delays of 20 minutes or more : 7

D HEE (551%) Total passengers carried (15t quarter) : 271,658,000
(BUEFRELT 4} SMEE 2= Including passenger behaviour and external factors)

2022fR#EFRIAZHE (RFEZE 1) service Performance Arrangement (up to 1t quarter)
R (R )31 5B A L M IRBER ) SRR E R MR EEN 1R

B {F2023F R FMAEY \EE [F123%S Al ] ERAS me *ﬁ;ﬂt

No.of service disruptions of 31 minutes or more (heavy rail and light rail d
Amount put aside for "3% Rebate for Each Octopus Trip" promotion from mid 2023 : $3 Million

FEMBE KT (%1 §) Customer satisfaction level (1st quarter)
FI00BERER - H19RFJE(ELEF - TESR=(EER : BHARNET - JIBRBRIEHE -

tors within MTR control: 1

There were 1.59 complaints per 1,000,000 passengers carried. The top three complaint categories were Staff,

Train Services and Environment.

SHEAMEARNASRELS BE (B1F)

Reportable events:per million passengers carried (15t quarter): 0.457
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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 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 was no rail breakage case on the running lines.
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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.

NEAEHEAR - RSATRIAE RS R SN0 D B RS 120209 2 A4 R AR E 1%
A Amid the pandemic, East Rail Line train services from Hung Hom to Lo Wu and Lok Ma Chau stations were
suspended from 4 February 2020.

CELRANTH « BHN ARDRBELICER - 1098 JE  FRCHENFEaLELE
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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.

FERBERYEERREHE - SRS 1PHRISIE IR -
# Light Rail Route 751P ran at reduced frequencies during school holidays and temporary suspension of
face-to-face class.
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%I 22 iR 7 B% [ Hours of Daily Operation
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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 : 1918/ hours

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

MTR Corporation Limited
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