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MTR Corporation is a diversified company, involved in a wide
range of business activities, included Hong Kong's urban metro
construction and operations, railway construction and operations,
property development and management, investment projects and
consultancy services worldwide. It is one of the leading transport

providers in Hong Kong.

Leadership

Merging two organizations, with different history and culture, is
never easy. On merging MTRC and KCRC, MTR Corporation
successfully launched its new Vision, Mission and Values (VMV)
to facilitate cultural change. Thereafter, the momentum was
sustained by various well-planned and executed programmes and

activities.

MTR  Corporation demonstrates strong commitment to
governance and Corporate Social Responsibility (CSR). The
company has built a strong structure for governance, with
various committees involving senior leaders, while ensuring many
channels, in communication and training, for all staff to promote
ethical behaviour. Its CSR policy promotes engagement with the
communities where it operates, and the company is successful in
drawing its workforce to participate in activities to support these

communities.

Strategic Planning

MTR Corporation demonstrates strong commitment to strategy
planning, with well-executed strategy development and deployment.
The strategic planning process is structured and rigorous and
involves all levels of management. Corporate vision and strategic
challenges are reflected in business objectives, which are clearly

defined and measureable.

Business objectives are cascaded via a well-managed process to
various levels of the organization. Action plans, budgets, Key
Performance Indicators (KPIs), etc are well-developed, deployed,
monitored and reviewed, enabling the company to manage its

performance with great agility.
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Customer Focus

MTR Corporation uses a comprehensive Customer Relationship
Management approach, aligning brand development with customer
communication, loyalty, rewards and feedback. Its customer service
strategies inculcate a customer-focused culture, fostering customer

engagement and positive customer experience.

Since 1979, MTR Corporation has used a variety of channels to
gather Voice of the Customer data and continues to expand and
improve these channels. The data is used to continuously improve its
services. Customer complaints are handled promptly and efficiently

via well-defined processes, within strictly-enforced deadlines.

Measurement, Analysis, and Knowledge Management

Using the Operating Railway Business Management Scorecard,
MTR Corporation ensures that its strategic challenges and core
competences are addressed and the needs of stakeholders are balanced.
Opportunities for improvement and innovations are prioritized and
acted upon based on the company’s strategic objectives. Performance
results are monitored and reviewed systematically and rigorously,

and benchmarked against other international metros.

MTR Corporation demonstrates outstanding capability in its use of
IT. It has well-structured IT systems to support operations. Its
infrastructure ensures hardware stability, back up and recovery, data
integrity and security, as well as reliability and user friendliness.
Information is available to the workforce and other stakeholders via

a number of tailor-made platforms and portals.

Workforce Focus

As a company, MTR Corporation has achieved outstanding
workforce engagement and environment. It has successfully brought
about large-scale cultural changes (due to company merger) and
engaged its staff in dealing with strategic challenges. It has created
a positive workforce environment which is essential to sustaining
the long term success of the company. The company promotes
“Enterprising Spirit,” with staff showing high degree of ownership

in improving their daily work life. The company positions itself as a
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“Learning Organization,” with excellent and comprehensive learning

and development programmes.

Process Management

MTR Corporation has developed excellent work systems to include
both vertical and horizontal process management, with objectives
of clear operational accountability and budget responsibility. Well
developed systems are in place to link the company’s core competences
to its VMV and competitive environment. A comprehensive crisis
management system ensures emergency preparedness and rapid

response.

The company uses a multitude of internal (e.g. work improvement
teams) and external (e.g. customer feedback) mechanisms to ensure
process performance and continuous improvement. It continually
sources new technology, e.g. MTR Corporation Railway Vision 2020

brings in new technology in station facilities.

Results

MTR Corporation continues to increase its overall share of the
franchised public transport market in Hong Kong. It shows good
benchmarking results cagainst other transport providers, both local
and international. Its measured indicators, relating to customer
satisfaction, staff satisfaction, financial results, service quality, etc all
show upward trends, while achieving decreasing trends in operation

costs.

MTR Corporation has clearly demonstrated its strong commitment
to quality, balanced and supported the interests of its stakeholders,

and contributed to Hong Kong as a world class city.
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