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Being one of the world’s most intensively utilized and successful
railway systems, MTR demonstrates a firm commitment in quality
management throughout the organization. The Board of Examiners
highlighted some of the company’s particular strengths in various
categories including:

Leadership

MTR’s vision, mission, core values, corporate and business
objectives as well as strategies are well-defined, communicated
and monitored regularly under the leadership of a well-
structured three-tier hierarchy, namely the Board, Executive
Directorate & Executive Management Committees and Divisional
Senior Management Groups. It has established multiple channels
and tools for internal communication to ensure all employees
understand and work towards a common corporate direction
and common gaals. These include the Staff Consultative Council,
Joint Consultative Committees and MTR Express. MTR also
places strong emphasis on corporate governance, business
ethics and support of key communities. The MTR Corporation
Community Involvement Team has been established to serve the
underprivileged.

Strategic Planning

MTR has established a comprehensive system for strategy
development and deployment. Its corporate short term and long
term strategies and objectives are set and reviewed annually.
Performance measurement and improvement systems are also in
place with defined key performance indicators (KPI).

Customer and Market Focus

MTR uses various scientific methods to identify customer
needs and expectations for its railway business, which include
passenger surveys, customer satisfaction studies, quad-map
service attribute analyses, KCR/KMB Benchmarking Surveys and
others. The MTR club with more than 200,000 members provides
a powerful and effective marketing platform to understand
customer needs and enhance their loyalty.

Measurement, Analysis, and Knowledge
Management
MTR has established an enhanced Information System and
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Information Technology (IS&IT) Planning framework, which
aims to align and support the overall corporate objectives
and business needs. A new Enterprise Information Portal was
launched in January 2002 for data integration and knowledge
management, which supports operational effectiveness and
manages organizational performance. Employees are encouraged
and equipped to make use of its Knowledse Library, InforMalls,
e-learning, and other tools to enhance knowledge sharing within
the organization. All staff members can retrieve the required
information from the enterprise information portal to perform
their job duties via notebook computers and workstations in
offices, depots, railway stations and site offices.

Human Resource Focus

MTR places a strong emphasis on its employees’ well-being,
learning and motivation. Various committees and channels were
set Up to promote teamwork, staff consultations and
communications.  Various recognition schemes have been
established to reward and motivate employees, such as the MTR
Grand Award for Outstanding Contribution, the Encouragement
Award, and the Performance Award. A leaming environment
is nurtured through continuous leadership development
programmes, accelerated development programmes, and the
corporate knowledge management system. It uses a Cyclical
Training Process framework to align the staff training and
development initiatives with the corporate business objectives.
A Learning Resources Centre supports the training and
development initiatives.

Process Management

MTR has achieved world-class performance in safety, quality
and environmental protection. It is partly attriouted to the
implementation of the Operations Divisional Integrated
Management System (IMS). It aligns team goals with those of the
company, systematically measures and monitors performance
using a strategy-driven balanced scorecard. The Safety
Management System provides a sound management framework
to ensure safe operation of the railway system. Value creation
processes are identified for business operations. It has made
outstanding achievements in value creation processes in the
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Alirport Express Line (AEL)-related Services resulting in a cost
saving of $4.9 million. With the concept of Total Station Operations,
staff members are trained to become more skilled in performing
multiple tasks. The company also uses the Infrastructure Internal
Contracting Team to maximize on the deployment of in-house
staff capacity in managing projects. In addition, the company
strives to keep the support processes relevant and current with
the corporate business objectives.

Business Results

MTR achieved satisfactory results in various areas despite
the difficult economic and business environment since late
1997. Its customer-focused and product and service results
are outstanding. It has consistently ranked top amongst its
competitors over the years. Its customer satisfaction index
has continued to rise from 1997 to 2003. It was also ranked as
one of the world’s finest railways in terms of safety, reliability,
customer service and cost-effectiveness, according to a railway
benchmarking study conducted among a 10-member community
of Metros in 2002. Its financial results, both the Operating Profit
Before Depreciation as well as Operating Profit Generated
Per Staff, have shown an improving trend from 1997 to 2002.
Operating costs per car-km have also shown a 26 percent drop
since 1998. MTR’s staff productivity has been on an upward trend
in terms of revenue per staff from 1998 to 2002. In relation to staff
training and development, it has obtained several prestigious
international awards over the years such as the “2003 ASTD Best
Award” for its exceptional achievements in staff training and
development. It also achieved good organizational effectiveness
results, maintaining or exceeding targets in key operation
performance pledses while succeeding to roll-out a 25 percent
reduction in workforce since 1998 while. Railway maintenance
cost per revenue car-km since 1997 has dropped by 24 percent.
Over the years, MTR has won numerous external awards for
its corporate governance, annual reports and environmental
management. Recently, it became the first company from Hong
Kong and China to be included in the Dow Jones Sustainability
Index and the FTSE4 Good Global Index.
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