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MTR Corporation was established as the Mass Transit Railway
Corporation in 1975 to construct and operate, under prudent
commercial principles, a metro system to meet Hong Kong’s public
transport requirements.

Following an Initial Public Offering (IPO) in June 2000, the
Company was re-established as the MTR Corporation Limited and
listed on the Stock Exchange of Hong Kong in October of the same

year.

On December 2, 2007, MTR Corporation marked another major
milestone when it took over operations of the Kowloon-Canton
Railway Corporation, heralding a new era in Hong Kong railway

transport that promised not only growth but also better services.

The merged rail network comprises nine heavy rail commuter
lines with 82 stations in addition to a Light Rail network and the
dedicated Airport Express link.

“Rail plus property development” has been a successful business
model for MTR Corporation. ~ Rail and property development
around stations complement each other, creating a high quality

living environment.

Profit from property development has helped MTR Corporation
build new railway projects and ensure the continued maintenance
and upgrading of the system while maintaining reasonable fares for

passengers.

Leadership

MTR Corporation’s senior management sets the corporate Vision,
Mission and Values (VMV), balancing the interests of its customers,
staff and shareholders.

VMV is communicated to all levels of staff through various events
and channels like the VMV Heroes election, Living the MTR Values
Award, etc. The innovative use of a video series “MTR People
Making a Difference” has successfully engaged MTR staff. MTR

managers always act as role models in living out the MTR Values.
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MTR Corporation displays the spirit of empowerment, innovation
and continuous learning which is key to realizing the vision as “a
globally recognized leader connecting and growing communities

with caring service”

Strategic Planning
MTR Corporation’s strategic planning process starts with and
cascades down from the VMV.

The corporate short-term and longer-term strategies and objectives
are regularly reviewed to ensure they provide a good response to the

changing business environment and emerging technologies.

Performance targets are set in the areas of finance, safety & reliability
of railway services, property development & management, staff

learning & growth, new railway construction, and new businesses.

For strategy alignment and deployment, each Division develops its
own strategy and cascades this across its departmental and sectional

function units.

Customer Focus
MTR Corporation adopts the Customer Experience Model where
passenger service initiatives are developed and executed to enhance

the customer travelling experience.

Over the years, our Customer Satisfaction, Service Quality and Fare
indexes have helped MTR gauge customer satisfaction levels and

service quality.

In MTR shopping malls, the monthly Total Quality Service Regime
(TQSR) s established through ‘mystery shoppers” to monitor
frontline customer service staff performance. The Annual TQSR
Reward Scheme is in place to further motivate tenants to deliver a

total service quality culture.

For MTR managed properties, a Customer Service Survey is

conducted annually to understand customer needs for continuous
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improvement.

Measurement, Analysis, and Knowledge Management

To review and analyze performance and capabilities, MTR
Corporation uses an organization—wide, systematic approach at
the senior management level. Committees use Key Performance
Indicators (KPIs), information and reports to review organizational
performance on an ongoing basis. These committees frequently
identify issues which require further analysis and investigation for

improvements.

In view of the business expansion and forthcoming wave of
retirement of long-service staff, MTR Corporation implements
a culture of knowledge and experience sharing, essential for the

creation of excellent customer service.

Workforce Focus
MTR Corporation encourages staff to be innovative in their work and
to participate in various programmes to seek improvement, e.g. the

Staff Suggestion Scheme, Work Improvement Team Programme.

Reward and recognition schemes such as the Grand Award, Living
the MTR Values Award, etc are used to motivate and recognize staff

with outstanding performance.

MTR  Corporation’s “Knowledge Management” and “Learning
Organization” aim to provide a systematic framework for retaining
and sharing knowledge and experience, re-skilling and up-skilling
the capabilities of staff and adopting new and innovative ways of

working,.

Process Management

All key work processes are directly related to MTR Corporation’s
vision, mission and core competencies. The process requirements
are determined through multiple channels, including information

from customers, staff, management teams and business partners.

By focusing on the key processes, MTR Corporation provides the

Report Summary
(Gold Award)

RUR P

(4:3%)

A RIER [ B R R
AW [MAEE ] Sk > #
LI R AR B N B R RS R B g 4F —
JE R T 48 O A s S I ) ) B
72 5 S 4 T ) RDAR 5 SCAL o WS
R AR AR IR AR B M) ST — Ik [ &
B EREE] - WRARMBEFRFEE
NEZE -

Wl > 2 B Ak 4 B

s w) A T PR A AL i O gt A
M AT RBLLRET o Bl HEHE
H& LIRS SRR IR - AR - B
o M AT o F A BB SR BE > 00 AR 1 F
FIHZOROEITE L B0 - A E
BEM I -

PEE BRI R OB TR B TIERURIK >
B VR EAT TAVERRE ] BHE > ARG
— AR ELE MR~ R - AR R AR AR
RN Sl o 7 B A 7 R R 7 R S
KT EEA -

AR R A

WL F) BB B AR AR RAIRT RS - I
R hR 22 B A JH G E AN 5 7 Hl > fln [ R
TARIERE ] A [RERE ) 585 .

W F] B A ) SRR AR
(SRR A TEaE] &
SO A R R B R T

WA A REE TR ] S T A



17

communities that it serves with the best possible transportation,

property management and other related services.

These result in overall value to all stakeholders, which in turn brings

financial and organizational success and sustainability.

Results

Since MTR Corporation’s IPO in 2000, its share price has nearly
tripled. The total revenue (turnover) for 2010 was 57% higher at
HKS$29.5 billion and the overall operating profit for the year was up
by 15% to HK$15 billion.

As in previous years, MTR Corporation exceeded all customer
service performance targets in 2010. The overall share of the
franchised public transport market in Hong Kong rose from 42.6%
in 2009 to 44.3% in 2010.

MTR Corporation maintained a strong position in train reliability
and safety in the benchmarking studies performed by CoMET in
2008 and 2009.

MTR Corporation’s voluntary staff turnover rate of 2.6% in 2010
stood at a low level when compared with the general market. During
2010, 5,396 training courses were delivered across the Company

covering approximately 6.4 trainee man-days per employee.

MTR Corporation’s “More Time Reaching Community” scheme
encouraged 198 volunteering community service projects during

2010 involving about 4,400 volunteers.

With major asset replacement / refurbishment projects being
implemented on top of the five new lines to be completed in
the coming decade, MTR Corporation aims to create a travelling

environment of a globally leading railway.

MTR Corporation creates not only integrated rail and property
developments but also sustainable developments that benefit the

society as a whole.
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All of these initiatives are part of an over-arching vision of
sustainability that permeates the Company’s corporate culture.
MTR Corporation strives to provide quality travelling and living
experiences to the people of Hong Kong, showing its commitment

to “caring for life’s journeys”
g ] b
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