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“Listening - Responding” programme enhances customer service

Responding

A new $1-billion “Listening - Responding” programme has been launched to
ease crowding and reduce waiting time at platforms,improve station access and
provide more facilities for the comfort and convenience of passengers. Since 24
March, 368 extra train trips per week have been added covering weekday peak
periods, shoulder periods and weekends on the Tsuen Wan, Kwun Tong and
Island lines. Some 500 extra station staff will be deployed to facilitate smooth
passenger flow during the busy peak periods. As for station facility upgrades, the
MTR Corporation has adopted a new direction to provide public toilets at
existing interchange stations when major modifications are being made. Mong
Kok, Prince Edward and Admiralty will have public toilets installed by 2015.Seven
more interchange stations will have public toilets by 2020.To improve station
access, 13 more external lifts will be added to stations,and more wide gates will
be installed. Extra seats will also be added to platforms and passageways at
some interchange stations. The installation of automatic platform gates on the
Ma On Shan Line will be accelerated as part of the Shatin to Central Link project
to complete the works one year earlier than originally scheduled.
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New entrance further connects Tseung Kwan O Station with community

A new integrated entrance at Tseung Kwan O Station is now open for public
use, providing even greater access for the community. Located at concourse
level, Entrance/Exit C connects the station with PopCorn, the newest MTR mall,
and also provides a convenient link to the Public Transport Interchange on the
ground floor. Alternatively, it allows passengers to walk to The Grandiose and
Park Central under a weatherproof and comfortable footbridge on the first
floor.
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Facelift for Fanling and Sheung Shui stations

Two more stations on the East Rail Line are being renovated under the “In
Touch with Nature”theme. This time, the design concept for both Fanling and
Sheung Shui stations takes inspiration from a geographical landmark, the
Sheung Yue River, which flows from the boundary with the mainland to just
north of Sheung Shui Station. When renovated, the station ceiling will show
the shape of flowing current of the river. Refurbishment of the two stations
aims to provide a modern and tranquil travelling environment with a touch of
nature for the enjoyment of passengers. Completion is targetted for 2013.
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Words speak: do not eat or drink

Eye-catching words come to life in MTR
Corporation’s newest icons to promote
safe and courteous passenger behaviour in 2012. Chinese characters used in
the cleverly designed promotional artwork double up as both words and
pictograms to communicate the message of each campaign. In the first
campaign, the icons are transformed into 3D ninjas in the shape of the Chinese
character for “refrain”to remind passengers not to eat and drink while on trains
or inside the paid areas of stations.
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Dragon boat makes waves at Tuen Mun Station

A meticulously crafted six-metre-long “Dragon Boat” rows into the upper
platform of Tuen Mun Station.Created by Beijing artist Mr Zheng Lu, the exhibit
gives a unique modern twist to traditional Chinese architecture and vividly
captures the dynamic motion of a dragon boat. The art piece uses the
interlocking brackets from ancient wooden dou-gong architecture to convey
the essence of a boat swaying and cutting through the waves. Stunning
hand-painting techniques ensure the exhibit retains a wooden feel, even
though — in a break from tradition — the piece is made from metal.”Dragon
Boat” is the 42nd piece of artwork installed under the MTR Corporation’s
“art-in-mtr”- art in station architecture (AiSA) initiative.
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2012 Customer Service Performance (January - March)
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P EIRRARERITE (5B MRS HERE)
Train Service Delivery

REEHIZERIZE

Passenger Journeys on Time
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Train Punctuality

IR F] SRARE GIETES VERARABE—RASEAU LHITH)
Train Reliability (Train Car-km per train failure causing delays > 5 mins)

BRAERE (REEBUEERS RS BE —RERLR)
Ticket Reliability (Magnetic ticket transactions per ticket failure)
EEHASEIZE

Add Value Machine Reliability

B ERHA FEE

Ticket Machine Reliability

HARKAISERZE

Ticket Gate Reliability

HE AL/ ERRERTERE

Light Rail Platform Octopus Processor Reliability
KFERAIREE

Escalator Reliability

TR A ERE

Passenger Lift Reliability

8 Z 3B /E Temperature and Ventilation Levels -
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Trains: To maintain a cool, pleasant and comfortable train environment
generally at or below 26°C
BRERRAE AR ESERE
On-train air-conditioning failures per month
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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)

782722 Railway Cleanliness

DIEEE : BRBER

Train Compartment : Cleaned daily

FIEE S  FHEMRBELR R

Train Exterior : Washed every 2 days (on average)

PEERR AR €6 [ R 2 B £ AR 7%

Northwest Transit Service Area Bus Service
TRBR AR EITXTTE Service Delivery
BHFR : BREE Cleanliness : Washed daily

NMETERARERETEN

Passenger Enquiry Response Time within 6 Working Days

AL ZHE ERE REAL FEARAIER
Kwun Tong Line, Tsuen Wan Line, Island Line,Tseung Kwan O Line,
Tung Chung Line & Disneyland Resort Line

99.5%

99.9%

Big
Target

BBRE

Airport Express

=BERAR (AZ3A)

Performance better than target (January - March)

RERKEERBLS)
East Rail Line
(Including Ma On Shan Line)

99.5% 99.9%

it 14
West Rail Line

99.5% 99.9%

LS )
Light Rail

99.5% 99.9%

99.5% 99.9%

99% 99.9%

99% 99.9%

99% 99.9%

99% 99.7%

99% 99.9%

99% 99.9%

99% 99.9%

99% 99.9%

500,000% £ (km)
2,466,895 & (km)

3,809,313 22
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ansactions)
ansactions)

99% 99.5%

99% 99.9%

99% 99.7%

99% 99.6%

99% 99.6%

99% 99.7%

99% 99.7%

99% 99.9%

99% 99.8%

99% 99.9%

99% 99.9%

99% 99.9%

99% 99.9%

99% 99.9%

99% 99.9%

99.5% 99.8%

97%

99.5% 99.8%

100%

99.5% 99.9%

<3(R) 0(R)
times time

90%

99.9%

98.5%

99.9%

99%

99%

100%

99.9%

99%

100%
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HEE (5517F) Total passengers carried (1st quarter) : 428,140,000

T MK Customer satisfaction level
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There were 1.41 complaints on Train Services, Staff and Environment
per 1,000,000 passengers carried.

AR5 23R service performance
205§ sk LA | HRERR Delays of 20 minutes or more : 8
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Reportable events/Aper million passengers carried :1.12
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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 1 rail breakage 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.

5B SEIGIEIR Average Train Frequency

FH - EPBARARERE A5 ERHE) Weekdays, Sundays and Public Holidays (based on minutes)

FEEL | FAKLE | FAFRTHS

SRR

Weeldays Moming| Weekdays Evening

Peak Hours

SRR

Peak Hours

EHARARBRY
Weekdays Non-peak Hours/
Sundays and Public Holidays*

BB Island Line 2 2.1 4-6
Z B4 Tsuen Wan Line 2 2 3.5-55
B¥E4E Kwun Tong Line 2.1 24 3.5-59
#EHAE Tseung Kwan O Line

At 75 - # TR North Point - Tseung Kwan O 25 25 4-58
1t £ - B3t North Point - Po Lam 25/5 | 25/5 4-6
4t £ - g5t North Point - LOHAS Park 10 10 -
FA= 5 - FEHL Tiu Keng Leng - LOHAS Park - - 10.5-13.8
SRA#E Tung Chung Line

& - &K Hong Kong - Tsing i 4 4 8-12
&% - HJB Hong Kong - Tung Chung 4/8 8 8-12
Sé /E#& Disneyland Resort Line 45-5 | 45-5 10#
SREAR East Rail Line

AL# - 7K Hung Hom - Sheung Shui 3-8 4-8 4-8
ATHY - 7838 Hung Hom - Lo Wu 6-8 6-8 6-8
ATH - 5255 Hung Hom - Lok Ma Chau 10-12 | 10-12 12-14
F5 #1014 Ma On Shan Line 3 4 5-8
42 West Rail Line 3 4 6-89
IS R4 Airport Express 10 10 10-12
844 Light Rail

B&#E / Route 505 6-9 6-9 7-14
B4 / Route 507 6-8 6-9 7-14
B4 / Route 610 6-8 8-10 8-17
B4 / Route 614 12-15 | 12-15 15-23
B4 / Route 614P 10-12 | 10-12 10-20
B4 / Route 615 12-15 | 12-15 15-23
&4 / Route 615P 10-12 | 10-12 10-20
B4 / Route 705 5-6 5-7 5-10
B4 / Route 706 5-6 5-6 5-10
B4 / Route 751 6-10 6-10 6-20
B4 / Route 751P 7-14 7-1

B4 / Route 761P 4-6 5-6 5-14

frequency of some routes of Light Rail will be reduced to every 23 minutes.
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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, East Rail Line and West Rail Line will be reduced to every 12 minutes, whereas train

fRMARARES  GTREREEELRLET FRNFRY CBERRENINA45E52E I -

#0on Sundays and public holidays, Disneyland Resort Line trains will operate at 4.5 to 5 minute frequencies

when Hong Kong Disneyland Resort opens in the morning and after the evening fireworks.
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%1 B8 B 75 B B8 Hours of Daily Operation
BB 2% BES  SERL  RBR  BTRER  mEE  BEREREE
Island Line, Tsuen Wan Line, Kwun Tong Line, Tseung Kwan O Line, Tung Chung Line,
Disneyland Resort Line, West Rail Line, Airport Express and Light Rail : 19/)\i%/hours

RERE R BRI

East Rail Line and Ma On Shan Line : 19.5/)\8/hours

S| B35 IR Average Train Frequency

EHIX (A9 $E5HE) Saturdays (based on minutes)
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KR REER FFEATHEER™
MoringPesk | Evering Peek Non-pek Hours*

Hours Hours
7B 54 Island Line 3 - 4-5
E84E Tsuen Wan Line 25 4-55
BYER Kwun Tong Line 2.5 4-53
#4 B4 Tseung Kwan O Line
3t £5 - #5FEH North Point - Tseung Kwan O 2.5 - 4-56
1t £ - ETHE North Point - Po Lam 25/5 - 4-6
1k A - B8t North Point - LOHAS Park 10 - -
HE 4 - B Tiu Keng Leng - LOHAS Park - 10.7-13.8
SR®# Tung Chung Line
&% - B Hong Kong - Tsing Vi 5 - 8-12
&% - BUE Hong Kong - Tung Chung 10 - 8-12
S#i /248 Disneyland Resort Line 45-5 | 45-5 10
FREAE East Rail Line
AT - 7K Hung Hom - Sheung Shui 3-8 4-8 4-8
ATHY - 78 Hung Hom - Lo Wu 6-8 6-8 6-8
AT - 5555 Hung Hom - Lok Ma Chau 10-12 | 10-12 12-14
S5 #2114 Ma On Shan Line 3 4 5-7
4% West Rail Line 3.5 4 6-7
H#IZ R Airport Express 10 10 10-12
#2484 Light Rail
B4 / Route 505 7-9 7-9 9-14
B4 / Route 507 7-9 7-9 9-14
B4 / Route 610 8-10 8-10 10-18
542 / Route 614 12-15 | 14-18 16-19
BE#% / Route 614P 10-12 | 10-12 12-20
B4 / Route 615 12-15 [ 12-17 16-19
542 / Route 615P 10-12 | 10-12 12-20
542 / Route 705 5-6 5-7 6-10
E&4% / Route 706 5-6 5-6 6-10
B4 / Route 751 6-10 9-10 9-17
& / Route 751P - - -
B4 / Route 761P 5-7 6-7 7-14
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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, East Rail Line and West Rail Line will be reduced to every 12 minutes, whereas train
frequency of some routes of Light Rail will be reduced to every 23 minutes.
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%1 B8 B 75 B P8 Hours of Daily Operation
BEAR - TAR  BUER  BEAR RG  aTRR  mER  HISRE REE
Island Line, Tsuen Wan Line, Kwun Tong Line, Tseung Kwan O Line, Tung Chung Line,
Disneyland Resort Line, West Rail Line, Airport Express and Light Rail : 19/)\&5/hours
REERFRILE
East Rail Line and Ma On Shan Line : 19.5/)\/hours



