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Customer Service pledge for 2022 B g
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AR¥EZRIRIEE Service Performance Item B1Z Target Achlevement

A nn saes  TARMIEE mape  Rme  GEE 6
Kwun Tong Line, Tsuen Wan Line, Island Line, "9 =NUhd Mih€ & Ajrport Express  East Rail Line  Tuen Ma Line Light Rail
" Tecung Kwan OLine, outh sand Lne | Dbneyiand ResortLine | "1POT =P 9

[: S EZ R mE PRTTE (BB HE) 99.5% —t 99.5%

Train Service Delivery

) remenes SSETL - o _
Passenger Journeys on Time

m 5| BB RS IRE 99% —t 99%

= Train Punctuality

(] [V EsT RS Glmis SR AR BS RES W LTS SRR (e ~
Train Reliability (Train Car-km per train failure causing delays = 5 mins)

BHRAISFRE CRECAERERSDRA BE —RERKR) 11,5008

Ticket Reliability (Smart ticket transactions per ticket failure) (transactions) =
EERATERE (ERNEAE) )

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

. H AR SE72/E Ticket Gate Reliability 99% -
HE A& N\EBIWESRFSIZE Light Rail Platform Octopus Processor Reliability - 99%
HKFEHAISEIZE Escalator Reliability 99% _
FEFBEHET] SEF2/E Passenger Lift Reliability 99.5% —

JBJE N 3B[E Temperature and Ventilation Levels
FIE - AER—ERK - FENBERER - THOREERK26ERUAT e 97.5% —

Trains:  To maintain a cool, pleasant and comfortable train environment generally at or below 26°C 19

S
HREAZ T A ERE RS On-train air-conditioning failures per month — (;r:g;)
B ER—ERR  FENERRE - AR TREERK2IERUAT -
HITAZRIFERR20E AT (FRIARE B FHRIN o _
A A . 93%
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 days)
B2 T2 Railway Cleanliness 99%
F|EEfR : FXER Train Compartment : Cleaned daily
P|EE Y : FHEFMAEKL—IX Train Exterior : Washed every 2 days (on average) 99%
BRF$3RIRIER Service Performance Item EZ Target Achievement
E% AL AR 75 &8 R 2 BB £ AR 7 Northwest Transit Service Area Bus Service 99%
=4 RBETEIDRITE Service Delivery
99%

BHER : ®X/E Cleanliness : Washed daily

i T (ERNEERESH 99%
Passenger Enquiry Response Time within 6 Working Days °

THEERNZERERR  BEREFERERXRDEENERRTME 2 FNEERAM o
t The performance requirement, customer service pledge target and actual performance result will be available upon completion
of two-year revenue operations.
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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 commitment has never
changed in the history of MTR
operations and remains at the core of our
service values.This commitment has also
made us a leading railway internationally.

The COVID-19 pandemic continues to be
very challenging with a severe fifth wave
affecting Hong Kong from the start of
2022. Throughout the pandemic, our
focus at MTR has been to ride through
the storm together with the people of
Hong Kong and to keep the city moving.
We have provided a series of relief
measures,including fare rebates on every
Octopus  trip and  various fare
promotions as well as rental concessions
for our tenants at MTR Malls and stations.
Enhanced ventilation, cleaning and
disinfection across our railway lines and
managed properties help to ensure a
safe environment for customers and staff.
In addition, various initiatives have been
launched to support different sectors of
the community.

I ' would like to thank our staff for their
dedicated and professional service amid
the pandemic. In 2021, we maintained
train service delivery and passenger
journeys on-time at a world-class level of
99.9% in our heavy rail. While the overall
performance was very good, there were
also a small number of longer service
disruptions. In these cases, we worked
hard to resume service as soon as
possible and  investigated  these
incidents to prevent recurrence.

Our performance is recognised not only
by the targets we achieve each year and
report in this Customer Service Pledge,
but also from the visible support we
receive from our customers and the
community. Last year, over 1.6 billion
passenger trips were made on the MTR
network.

Whatever we have achieved, we will
always strive to do even better. In 2021,
we continued to deliver service
enhancements to  bring  more
convenience and comfort for the people
of Hong Kong in their daily journeys. Our
customers may have seen some of the
projects underway in the past year,
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including  new and  refurbished
escalators and lifts and the addition of
more babycare rooms and public toilets.
We opened the full Tuen Ma Line on 27
June 2021, which greatly enhances the
accessibility and connectivity of Hong
Kongs railway system and enables
residents of Kowloon City and To Kwa
Wan to access the MTR network via new
stations. In 2022, we look forward to
opening the East Rail Line cross-harbour
extension from Hung Hom to Admiralty
via the new Exhibition Centre Station,
which will make travel more convenient
for multiple journeys across our rail
network.

Communicating effectively with customers
remains a priority for the MTR. Over the
past year,we have continued to enhance
the functions of “MTR Mobile’ New and
innovative smart  mobility  features
include the “Book Taxi” function, the
“Waiting Time Indicator” and the “Train
Car Loading Indicator; which have been
well received by users. Customers can
also continue to earn and redeem "MTR
Points” for free rides and other attractive
rewards through the “MTR Points Loyalty
Scheme!

The popularity and importance of rail
travel in Hong Kong serve as constant
reminders of our responsibility to meet
the high expectations of our customers.
We will seek continuous improvements
in our railway service while providing a
caring service to all of our customers.

This booklet contains our Customer
Service Pledge for 2022. | invite you to
track our performance which will be
published in the MTR Service Newsletter
every three months and made available
at all MTR stations as well as the MTR
website www.mtr.com.hk.

Thank you for your support of MTR and |
assure you every member of the MTR
team is committed to providing you with
caring service from the heart.

ety

Tony Lee
Operations Director
April 2022
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A Frequent and Punctual Service
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As one of Hong Kong's major mass
public transport systems, the MTR

network comprises 10 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 2021, over 4.7 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 850,000 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).
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Clean and Smart stations and Trains
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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 achieverent:
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. Stations have
stepped up fresh air intake for
enhancing ventilation, as well as
deaning and replacing air-conditioning
filters. “Nano  Silver-Titanium  Dioxide
Coating’” has also been applied to train
compartments.

“Train Car Loading Indicator”is a new
initiative at platforms on the Tuen Ma
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 100
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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We understand our customers’
need for a comfortable travelling
environment whenever they use
our service.

We strive to 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.

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

KB

Priority Seat

RIBEFAE memn
An All-season Comfortable Travelling Environment

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.
On very hot days (over 32°C ), the
indoor temperature will be at least
3°C below the ambient temperature
(Target achievement: 93%).
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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 94% 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 11,500
times before experiencing a failure.

“3-in-1"Ticket Machines at the new
stations on the Island Line, Kwun

Tong Line, South Island Line and
Tuen Ma Line 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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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.

U EegmtiRE
Efficient Feeder Bus Service
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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.

Our feeder bus fleet is comprised
of 165 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.

In 2021, to ride out the difficult times with
the public during the pandemic, the
Corporation continued to offer a wide
range of fare promotions. In late March,
the Corporation announced fare
reductions in 2021/22 and the
introduction of different measures,
allowing Octopus & QR code ticket users
to save around 5% of actual fare
expenses from 1 April 2021 till 1 January
2022. In late May, in response to the
revision of the year-on-year percentage
change in Composite Consumer Price
Index for December 2020 by the
Government, the Corporation announced
torevise the overall fare adjustment rate to
-185%. Together with the topped-up
3.8% rebate for every trip, the actual fare
of the Octopus and QR code ticket
passengers was more or less the same
starting from 1 April 2021.  The
Corporation  later  announced  an
extension of the special fare concession
for another six months, until the effective
date of a fare adjustment in June 2022.
Furthermore, there was a reduction on
the prices of “MTR City Saver,"Monthly
Pass Extra’ and “Tuen Mun - Nam
Cheong Day Pass” starting from July
2021. Passengers also enjoyed a $50 flat
reduction for every purchase of“Monthly
Pass Extra” from July to December 2021,
and of “MTR City Saver”from 1 July 2021
to 1 January 2022.

In 2021, more than $10 hillion was
invested to upgrade and maintain
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.

MTR also strives to enhance travel comfort

and convenience for passengers. To bring
an even more convenient and
comfortable  travel  experience  to
passengers, stations are being enhanced
and refurbished. The Corporation is
installing public toilets and babycare
rooms when camying out major
renovation works at 10 interchange
stations. The project will be completed
soon and the remaining works at Tsim Sha
Tsui Station are expected to be completed
inthe second quarter of 2022.

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. New QR code ticketing,
through MTR Mobile, lets customers use
e-payment platforms to pay for tickets and
gain contactless access to MTR station
entry and exit gates. Customers can use
MTR Mobiles new “Next Bus” function to
see the estimated arrival time of MTR bus,
public franchise bus and green minibus,
and also use ‘Book Taxi” function to
connect customers to local taxi hailing
apps. These new functions allow
customers to complete their trip planning
on a single platform. Other innovative
new smart mobility features including
the app’s “Train Car Loading Indicator;
enhanced “Next Train! and extended
coverage of “Waiting Time Indicator”
function are well received by customers.
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MTR regards our passengers' safety as our
primary responsibility. A stringent set of
safety standards was followed when we
built the system and we have a
comprehensive set of safety principles in
place which is strictly adhered to in our
daily operation. However, success in
maintaining a safe railway system requires
not only our dedication but also the
support and co-operation of our
passengers. 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:

+ Read notices, listen to announcements
and always follow instructions

+ Never enter any MTR Restricted Area

+ Never go down onto the track, even to
recover your belongings

+ Contact MTR staff if you need help or
assistance and inform staff immediately
in the event of an accident or an
emergency

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

+ Do not lean on the automatic platform
gates or the platform screen doors

+ Let passengers alight from the train
before boarding

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

» Once aboard a train, move inside 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 seat to the elderly,
disabled or any passenger in need

+ Hold the handrail, stand still and don't
walk on escalators

- If travelling with a baby pram, trolleys,
bulky baggage 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

+ Elderly are advised to use the lift

+ Do not cause a nuisance to other
passengers when using your mobile
phone, personal radio or other
devices

+ 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 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, especially 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
standing or using the staircase

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

+ Always fold baby prams
boarding

before

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

Em%ﬁﬁﬂil’ﬁﬁ&ﬂmﬂ! j]‘Fi o

Tosearch forthe locationof

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.mtrcom.hk
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Contribute to A Better Community
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Customers can enjoy art in stations
to enhance their journeys.

Over 90 pieces of original artwork
installed in more than 50 MTR
stations are part of the Corporation’s
“Art in MTR" programme which
enriches the travelling environment
in the MTR network. The Corporation
also offers designated locations at
Central, Sheung Wan and Sai Wan
Ho stations for aspiring artists,
designers, talented individuals and
organisations to organise temporary
art exhibitions to provide customers
with easy access to different art

elements and promote the public’s
art appreciation.

In October 2021, the Corporation
and Hong Kong Ballet (HKB) jointly
presented “The Ballet Encounters @
MTR" to create cheerful and
energetic art experiences for the
community. Choi Hung and Wan
Chai stations were transformed into
stages where dancers from HKB
frolicked around the iconic “Art in
MTR"  station  artworks. Their
performances were captured in
entertaining  videos  offering
passengers a fresh perspective to
appreciate multiple forms of art at
one glance.
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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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B1ZM&FIR Target and Performance

AR s el
Kwun Tong Line, Tsuen Wan Line, Island Line, Tungl Ch:ng Lme%
Tseung Kwan O Line, South Island Line Disneyland Resort Line

BERR Rés [if 73 hER L
Airport Express  EastRail Line ~ WestRailLine  Tuen Ma Line Light Rail

99.5% | 99.5% - 99.5%
99.9%® | 99.9%* 99.9%

I 01 3 {m] . 9 9 Y
T E B F2AERFFZE Passenger Journeys on Time 99.5% 99.9% 9%?9@) 93%{2@ 9399@0X —t —

99.5%  99.9%" 99.5% 99.9%"

99.9%2 | 99.9%* 99.9%
FIERSAISHIRE GIETEZLERRARTBE —REDER I ERER) 800,000 2 (km) 800,000 A& (km)

E S o 4 A B 0 o o
5| BB AR AERF 2 Train Punctuality 99%  99.8%° 99%  99.9% Sk | S| g ks

Train Reliability (Train Car-km per train failure causing delays = 5 mins) 4,509,944 AE (km) 5,432,499 RE (km)** -
BERAFREE REERSRERS VRS BE —RERKR) 10,500/ (transactions) _
Ticket Reliability (Smart ticket transactions per ticket failure) 34,511)K (transactions)™

[) Hosies @roamey - 0% | 99% | 99% |

) Add Value Machine Reliability (At applicable stations) 99.9%® | 99.9%* | 99.9%
B8 AT 5272 Ticket Machine Reliability 99%  99.8% 999_‘9):2@ 959’_9;@0 ., 9%?8%;& —
- e o 5 99% | 99% | 99% B

AR AT SEF2F Ticket Gate Reliability 9%  99.9% 99.9%€ | 99.9%* | 99.9%
g A & /@I B A $72/E Light Rail Platform Octopus Processor Reliability - _#

99% 99% 99% 99%

HRFE A 5ETZE Escalator Reliability 99.99% 99.9%€ | 99.9%% | 99.9% —

o . AT 99.5% 99.5% | 99.5%
TeEFHEEHET] SET2IE Passenger Lift Reliability 99.5% 99.8% 5 9%‘3@ 6 9%‘; o 9%‘: —

JBE K 3B Temperature and Ventilation Levels ,
P& @R—ERR - FENERER - TOREERK26EHUT E"},’ 97.5% 99.9% -

1
Trains:  Tomaintain a cool, pleasant and comfortable train environment generally at or below 26°C s
N _ . Eﬁﬁ <3R times)
BRIZEH R 58 A B EHE XS On-train air-conditioning failures per month — 0‘£(time)
§ Y
B ERERR  SFENEERE - AR TREERR27ERIAT -
HITAZRIFERR20E AT (FRIARE B FHRIN o o
. . ’ 93% 99.8% —
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 days)
7B 2F2E Railway Cleanliness 99% 99.9%
SI|EE g : §X/EZ Train Compartment : Cleaned daily
e [ i
P|EE Y : FHEFMAEL—IX Train Exterior : Washed every 2 days (on average) |88} 99% 100%
E% Pab R AR 75 #[E R 2 BB £ AR T Northwest Transit Service Area Bus Service 99% 99.79%
== 1RBBREYLRATE Service Delivery :
BHHEZ : &R Cleanliness : Washed daily 99% 100%
NETERANLEREEH 99% 100%
Passenger Enquiry Response Time within 6 Working Days
N BBRM021F6A27A 12831 A 2 ERRT  BIER - S84 458  HEAR  wEBE RS Bt A18 #99.9% ° ~ BB RAR2021F6 A27 AE12A31 A 2 EMAR - @IBRBH202151718 E6 526 A MR RRAR90.9%
A The figure reflects the actual performance for the period between 27 June and 31 December 2021. The performance of Kwun Tong Line, Tsuen Wan Line, Island ~ The figure reflects the actual performance for the period between 27 June and 31 December 2021. The performance of Airport Express for the period between 1 January
Line, Tseung Kwan O Line, South Island Line, Tung Chung Line, Disneyland Resort Line and Airport Express for the period between 1 January and 26 June 2021 and 26 June 2021 was 99.9%.
yas 99.9%. — 1A1AZ6A26ATSH 5 A27TAZ12A31A%
1 R

#The figure includes the performance of Tuen Ma Line Phase 1 and West Rail Line for the period between 1 January and 26 June 2021, s wellas the performance of
@The figure includes the performance of Tuen Ma Line Phase | forthe period between 1 January and 26 June 2021. Tuen Ma Line for the period between 27 June and 31 December 2021,

* S RM20215F1 A 1A 26 26 F 2 EMRIR *

T b .
#The figure reflects the actual performance for the period between 1 January and 26 June 2021. Bisioas rizhtelo sl s fon of repairand testing works.
> SR : PEEAA TREEEGS 3 17 N o
il ilabl leti ™ a/EEY A7 HaF #  WHRATRBEDS
1 The performance requirement, customer service pledge largel and actual result will be of two-year revenue operations. # Light Rail Octopus Pr . ‘works and testi data will be available aft o installation, esting and trial
©aﬂﬁ;saazaz1 F1518 2626 ARERRAT BEMRIER operations of the new processors.

©OThe figure includes the performance of Tung Chung Line g Disneyland Resort Line for the period between 1 January and 26 June 2021. 29
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How to Contact Us

VSR Z4E - 2881 8888
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BEAT
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EA1E4EERIE Kwun Tong Line Stations
#5458 Tiu Keng Leng
JEIE Yau Tong
EZH Lam Tin
#¥% Kwun Tong
498/ Ngau Tau Kok
J1LEE& Kowloon bay
4T Choi Hung
# 7 1L Diamond Hill
# Al Wong Tai Sin
45 Lok Fu
J18E¥E Kowloon Tong
AR Shek Kip Mei
AF Prince Edward
it A Mong Kok
St Yau Ma Tei
A3 Ho Man Tin

=1 Whampoa

EEMEEIE Tsuen Wan Line Stations
Z& Tsuen Wan

A& O Tai Wo Hau

ZXH Kwai Hing

2535 Kwai Fong

%% Lai King

%% Mei Foo

Z4% /8 Lai Chi Kok
K% Cheung Sha Wan
w7k Sham Shui Po
AF Prince Edward

fE /5 Mong Kok

i Yau Ma Tei

%21 Jordan

ARYHIR Tsim Sha Tsui
&8 Admiralty

3R Central

AEE4EEUL Island Line Stations
EX[EMIIA Kennedy Town
FEBARE HKU

&4 Sai Ying Pun

3R Sheung Wan

#IE Central

88 Admiralty

#&{F Wan Chai

A% Causeway Bay

MTR Hotline : 2881 8888
: Corporate Relations Department

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

E:E Telephone
2927 2086
2927 3110
29270 1550
2927 3341
2927 3340
2927 4330
2927 6322
2431 1588
2927 6320
2926 7311
2926 7310
2928 2300
2928 4221
2928 4220
2928 6210
2274 5722
2274 2622

EE54 Telephone
2920 3560
2920 3566
2090 2 01
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

EB5% Telephone
2307 5360
2517 0933
2803 7696
2921 6700
2921 2710
2922 1400
2923 5026
2923 5031

Xfa Tin Hau

AL Fortress Hill
it/ North Point
#% 8 Quarry Bay
A& Tai Koo

Pa/&)7 Sai Wan Ho
LEE Shau Kei Wan
57T Heng Fa Chuen
4% Chai Wan

PB4 South Island Line Stations

£ Admiralty

J8FEAE Ocean Park
EH1 Wong Chuk Hang
FIE Lei Tung

g1a¥ 5 South Horizons

WISIREEERT, - RIFE A BT BRI
Airport Express, Tung Chung Line and
Disneyland Resort Line Stations

& Hong Kong

JLEE Kowloon

B33& Olympic

& Nam Cheong

= Lai King

X Tsing Vi

fR}2 Sunny Bay

8+ /B Disneyland Resort
S Tung Chung

35 Airport

AR Asia-World Expo

HEEEBAZERIL Tseung Kwan O Line Stations
4E £ North Point

&% % Quarry Bay

SE¥E Yau Tong

#I: %8 Tiu Keng Leng

15 E8 Tseung Kwan O

JFE# LOHAS Park

HL A Hang Hau

EH Po Lam

R4 ENE East Rail Line Stations
4T#) Hung Hom

it A5 Mong Kok East

J182%E Kowloon Tong

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

EE5E 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 6809
2109 2516
2261 0522
2215 3568

;% Telephone
2922 4750
2922 4751
2927 3110
2927 2086
2927 2087
2927 2087
2927 2085
2927 2700

ZE:E Telephone
2946 4405
2395 4986
2926 7310
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How to Contact Us

e —
AE Tai Wai 2605 9997
Y Sha Tin 2605 3577
NJR Fo Tan 2604 8809
535 Racecourse (RFRES B Racing days only) 2604 8809
KE2 University 2605 9039
KIBHE Tai Po Market 2658 7657
AHN Tai Wo 2650 7097
#)%& Fanling 2676 1716
7K Sheung Shui 2673 0769
& Lo Wu 2673 5406
&M Lok Ma Chau 3404 6007
EE#EEE Tuen Ma Line Stations ZERE Telephone
P9 Tuen Mun 2630 2801
JKEE Siu Hong 2214 2801
KIKE Tin Shui Wai 2296 2801
BAR Long Ping 2257 2801
JCEA Yuen Long 2256 2801
$%_E3& Kam Sheung Road 2208 2801
278 Tsuen Wan West 2252 2801
% Mei Foo 2175 2801
& Nam Cheong 2624 2801
£ Austin 2314 5201
42E East Tsim Sha Tsui 3471 5201
4TH#) Hung Hom 2946 4405
] 32 Ho Man Tin 2274 5722
L& To Kwa Wan 2870 2455
REZ Sung Wong Toi 2870 2455
X% Kai Tak 2445 2028
#7411 Diamond Hill 2431 1588
FA1T Hin Keng 2171 4700
AE Tai Wai 2605 9997
B2 Che Kung Temple 2696 9790
> H & Sha Tin Wai 2144 5736
% —¥ City One 2637 5741
A F9 Shek Mun 2635 4209
A 7K Tai Shui Hang 2630 5125
8% Heng On 2630 5954
811l Ma On Shan 2630 5903
5ZY> Wu Kai Sha 26316217
SEEFETIN B
Light Rail Customer Service Centres Telephone
HPIH55E Tuen Mun Ferry Pier 2459 4417
&= Leung King 2463 7540
K& Tin Yat 2468 7508
JC8A Yuen Long 2468 7514
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