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More frequent train services

Starting from 29 August, the comfort and convenience of travel was further
enhanced with the addition of 58 extra weekly train trips under the MTR
Corporation’s “Listening - Responding” programme. The additional services on
the Kwun Tong Line, East Rail Line and West Rail Line increase the overall
carrying capacity by 148,000 passenger journeys per week.

The new services bring the number of extra train trips added per week to more
than 2,600 since the “Listening - Responding” programme began in 2012 to
deliver service enhancements that directly respond to customer feedback.
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MTR awards major contract for replacement of 93 8-car trains

As part of its long-term asset renewal strategy to sustain high quality railway
service for passengers, the MTR Corporation has confirmed to purchase 93
new eight-car trains to replace the trains now operating on the Kwun Tong,
Tsuen Wan, Island and Tseung Kwan O lines. The new trains, featuring more
modern operating systems and equipment, will be delivered to Hong Kong
between 2018 and 2023.
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Mong Kok Station paid concourses are merged

The two paid concourses at Mong Kok Station were connected to form an
enlarged, paid area starting from 30 August. This not only provides easier
access to all locations around the station but also makes room for the installa-
tion of three additional escalators to facilitate smoother passenger flow
between the concourse and platform levels. The installation works are
targeted for completion in 2017.
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2015 MTR Escalator Safety Campaign

A video and posters highlighted the serious consequences of unsafe escalator
behaviour to passengers as part of the 2015 MTR Escalator Safety Campaign
which was launched in August.

During the campaign, passengers were also reminded to “hold the handrail
and stand firm” when using escalators. Escalator Safety Ambassadors were
deployed at selected stations and presented hand-shaped highlight pens to
passengers who demonstrated correct and safe behaviour when using
escalators.
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Creativity of students displayed in MTR “roving art” exhibition
Innovative household design solutions created by Hong Kong students to
improve the daily lives of people with dementia were featured in an‘art in mtr —
roving art”exhibition in August at Tin Hau and Yau Tong stations.

The exhibition showcased winning entries from a contest in which students
were challenged to design a kitchen and a flat to improve the home
environment for elderly people suffering from early dementia.




2015 FEERKE KRB Aa208)

2015 Customer Service Performance (July - September)

BR#%3RIBIFH Service Performance Item B #ZE & 3R Target and performance

Bz
Target

RRERAR TAZIA)

Performance better than target (July - September)

Passenger Enquiry Response Time within 6 Working Days

B 2HE 258 RERE . RERRAELIES HSHRE REZBERBLE) i 7 LS
Kwun Tong Line, Tsuen Wan Line, Island Line,Tseung Kwan OLine,  Airport Express East Rail Line West Rail Line Light Rail
‘Tung Chung Line & Disneyland Resort Line (Including Ma On Shan Line)
PIERRFEEVERITE BIERISHERE)
E Train Service Delivery 99.5% 99.9% 99.5% 99.9% |99.5% 99.9%99.5% 99.9%
. ifi;ﬁfgﬁfﬁi on Time 99.5%  99.9% 99% 99.8% | 99% 99.9% |99% 99.9% |  —
E ﬂiﬁgﬁiﬁ%}g 99% 99.8% 99% 99.8% 99% 99.9% | 99% 99.9% | 99% 99.9%
m P ERRF A SEI2E (FlEFTES L BERAZTBE KA EHIA LHIER) 650,0002 £ (km) 650,0002 £ (km)
Train Reliability (Train Car-km per train failure causing delays > 5 mins) 4,460,610 E (km) 9,164,835 £ (km) B
. ZAHRE REEMHLLERS LRABE RERER) 8,000 (transactions)
Ticket Reliability (Smart ticket transactions per ticket failure) 18,026, (transactions) B
EEHATSEIRE
n Add Value Machine Reliability 99% 99.7% 99% 99.8% | 99% 99.9% | 99% 99.7%
HEERMAEIZE 9 9 9
n Ticket hx;chine ReliaSt()iIity 99% 99.7% 99% 99.7% | 99% 99.8% | 99% 99.9%
AR AT SERR 9 % 99.9% % 99.9%
ﬁ Ticket Gate Reliability 99% 99.5% 9% o | 99% ’ -
N REAS/ EBNERERE
Light Rail Platform Octopus Processor Reliability - - - - 99% 99.9%
== £ 70 @F
i S Eﬁ;éﬁ% 99% 99.9% 99% 99.9% | 99% 99.9%|  —
TR FHPEMEA] SEFZ o 9 9 o 9 _
E Passenger Lift Reliability 99.5% 99.8% 99.5% 99.9% |99.5% 99.8%
2 & 38/ Temperature and Ventilation Levels . )
FIE : (ARG « APERBRRE - TIREERE26 AT 97.5% 99.9% -
Trains: To maintain a cool, pleasant and comfortable train environment
generally at or below 26°C ] N S
SREMEGE AR ERERN % - <3(X) 0()
On-train air-conditioning failures per month times time
Bk ER—ERIR - SFENEREE - AT REERK27 S [
VAT - b RZAIFERR29 kAT (RIAZAAFERSN) |
Stations : To maintain a cool, pleasant and comfortable environment generally at 91% 99.9% -
or below 27°C for platforms and 29°C for station concourses
(except on very hot days)
/5272 Railway Cleanliness Y )
. SlEER SRR 99% 9.9%
Train Compartment : Cleaned daily
SIEES : PHEMEAE—R i
Train Exterior : Washed every 2 days (on average) 99% 100%
(e 7O2LSEIEE ARAS %0 B N 2 B 4 AR AS
@ Northwest Transit Service Area Bus Service 99% 99.6%
— REBHEEVDAITE Service Delivery
BHEZ : BK/E% Cleanliness : Washed daily 99% 100%
. AATERAEEREEH 99% _—

FE = (5537 Total passengers carried (3rd quarter) : 487,786,000

AR#EFRIA (B532F) Service performance (3rd quarter)
2053 §@ sk LA FHIFERR Delays of 20 minutes or more : 7

2015 RIS FRIVELHE (RIEZESE3ZE) Service Performance Arrangement (up to 3rd quarter)
Ve (T RITE) 31 DS LR IRIER Y B R EREESIEHIEERN : 68
B 2016 AN [RBREZZNN] BENSEEY : ta8T

No.of servi
Amount p

ice disruptions of 31 minutes or more (heavy rail and light rail) confirmed to be due to factors within MTR control :6
ut aside for "10% Same-Day Second-Trip Discount” promotion from mid 2016: $7 Million

FF M BT (8537F) Customer satisfaction level (3rd quarter)
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There were 1.74 complaints on Staff, Train Services and By-law Enforcement per 1,000,000 passengers

carried.

FHEREARNAZ|MER BE (B3F)

Reportable events/Aper million passengers carried (3rd quarter): 0.86
~REBEEBHRRY  BHARFTEFNTRERNERLEERRREMA BRI EEMBEAN - B

RELRFEBETESR LN REIRBRERTEAL (REREERE) ERAR/CEER  BAK

B UEERFER - ARBRTARET LHENSI -
~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.

H|E G BEIR Average Train Frequency

FA - 2HARDRBRE A5 5EE) Weekdays, Sundays and Public Holidays (based on minutes)

FRRE | FAKLE | FHERTRR

B | ZRHER | EHARAREBY
B4 Island Line 19 21 36-6
£ B4 Tsuen Wan Line 2 2 3.1-55
BHE4E Kwun Tong Line 2.1 23 28-59
#E B Tseung Kwan O Line
1t 75 - #5 T North Point - Tseung Kwan O 22 22 4-58
1t £ - At North Point - Po Lam 25/4 | 25/4 4-6
3t £ - B35t North Point - LOHAS Park 6.7 6.7 -
SR - K Tiu Keng Leng - LOHAS Park - - 10.5-13.8
FUFAE Tung Chung Line
&% - 1K Hong Kong - Tsing Vi 4 4 6-12
&% - BB Hong Kong - Tung Chung 4-8 4-8 6-12
@it e 4% Disneyland Resort Line 45-5 | 45-5 104
R4 East Rail Line
ATRY - _£7K Hung Hom - Sheung Shui 3-8 4-8 35-8
ATH# - 7834 Hung Hom - Lo Wu 6-8 6-8 55-8
ATRY - 5555 Hung Hom - Lok Ma Chau 10-12 | 10-12 10-14
F5 81U 42 Ma On Shan Line 3 4 5-8
P42 West Rail Line 29 3.5 5-7
ISR Airport Express 10 10 10-12
#24 Light Rail
B4 / Route 505 6-9 5-9 7-14
&4 / Route 507 6-9 6-9 6-16
4% / Route 610 5-9 5-10 6-17
B4 / Route 614 10-17 | 10-16 14-23
B / Route 614P 7-12 7-13 9-20
B4 / Route 615 10-18 | 10-18 11-23
FE#E / Route 615P 9-12 7-12 10-20
B4 / Route 705 5-6 5-7 6-11
i / Route 706 5-7 5-7 5-13
&4 / Route 751 4-9 5-9 6-19
F&#E / Route 751P 7-15 5-12 -
i / Route 761P 3-7 4-6 5-14

PRRERTEEE BE& IR BER #EAR RERRRARTARHAES29E
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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.

{EMERARES G LRERESELRLET FRNFRY (EERRENINA45E55 B -

#0n Sundays and public holidays, Disneyland Resort Line trains will operate at 45 to 5 minute frequencies
when Hong Kong Disneyland Resort opens in the morning and after the evening fireworks.

£ . .
%I B8 B 7 B P8 Hours of Daily Operation
BEAR - TAL  BUER  BERAR  ERE a1 - AR #ShEREY
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//\85/hours
RERERERLE
East Rail Line and Ma On Shan Line : 19.5/)\¥/hours

H|E I BEIR Average Train Frequency

EHN AP $EFE) Saturdays (based on minutes)

FESIT [ mLEg

B ER BEER FEN R
MoringPeak | Evening Peak Non-peak Hours*

Hours Hours
B4 Island Line 3 2.8 4-5
E842 Tsuen Wan Line 2.5 2.5 4-55
BYER Kwun Tong Line 2.5 24 4-53
# R Tseung Kwan O Line
1t £ - #5838 North Point - Tseung Kwan O 22 - 4-56
1t £ - &3t North Point - Po Lam 25/4 - 4-6
4k £ - g5 North Point - LOHAS Park 6.7 - -
SEE4E - B Tiu Keng Leng - LOHAS Park - - 10.7-13.8
SR Tung Chung Line
& - B4 Hong Kong - Tsing Vi 5 - 6.5-12
&% - B Hong Kong - Tung Chung 10 - 6.5-12
@+ B 4& Disneyland Resort Line 45-5 45-5 10
R4 East Rail Line
AT#Y - 7K Hung Hom - Sheung Shui 3-8 4-8 4-8
ATHY - 4 85 Hung Hom - Lo Wu 6-8 6-8 6-8
ATHY - 5% 55 M Hung Hom - Lok Ma Chau 10-12 | 10-12 12-14
FS#LAE MaOn Shan Line 3 4 45-7
74 West Rail Line 35 4 5-7
#IS R Airport Express 10 10 10-12
E244 Light Rail
4 / Route 505 6-9 6-9 8-14
B5# / Route 507 6-9 6-9 7-15
4% / Route 610 6-12 7-10 8-17
E&4% / Route 614 1M-15 | 11-16 12-23
4 / Route 614P 7-14 8-13 9-15
4% / Route 615 1-15 | 12-15 14-23
B / Route 615P 9-14 8-12 11-15
B4 / Route 705 4-6 5-6 5-11
&4 / Route 706 5-6 4-7 6-10
F&#E / Route 751 5-9 8-11 8-19
& / Route 751P - - -
B&#E / Route 761P 4-6 5-8 6-14

FRERRTEER BRE 2L BRL KBRS REEREISIINEREE125E
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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.

I+ . o
%I 25 iR 75 BF & Hours of Daily Operation
BB A BIEL  BERE  BURE  BTRR - TEE  BISREREY
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/)\#%/hours
East Rail Line and Ma On Shan Line : 19.5/\i/ hours

MTR Corporation Limited
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