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The High Speed Rail (Hong Kong Section) connects Hong Kong
with the Mainland's national high-speed rail network. Being the
fastest cross-boundary land transport in Hong Kong, the
high-speed trains run at 200km/h in the Hong Kong Section and up
to 350km/h in the Mainland Section, facilitating passengers to
travel between Hong Kong and the Mainland of China through
reliable and comfortable express service.We have set up a number
of service performance targets, passengers who have comments or
suggestions regarding our services please call the service hotline
(852) 2120 0888 during office hours (7:00 am to 9:00 pm on
Monday to Sunday and Public Holidays).
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High Speed Rail (Hong Kong Section) Customer Service Pledge for 2025
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DB RREEIRITE (FIERBHIE)

Train Service Delivery*

HBERRTERE
Ticket Machine Reliability

HA R SERE
Ticket Gate Reliability

KFERRARHUTSERE

Escalator and Passenger Lift Reliability

BERBR - HE

Temperature & Ventilation - Trains*

HEFRORIR - FENERRR 0 FHREERRK
26ESHUT

To maintain a cool, pleasant and comfortable
train environment generally at or below 26°C

BERER - BHib

Temperature & Ventilation - Station

IR - SFEMELARERE - FIRER
BER29EHUT (BRI XA H FBRIN)

To maintain a cool, pleasant and comfortable

environment generally at or below 29°C at
station concourse (except on very hot days)

RREE - JIEER

Railway Cleanliness - Train Compartment*

ARREE - JIEES

Railway Cleanliness - Train Exterior*

AMATERRNEEREEH

Passenger Enquiry Response Time within 6 working days

IRFEFRMIE B service Performance Item Bif Target Achievement
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95%
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94.5%

91%

96%
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99%

*ARERBEREHEHAREENBERIE -

The target and performance only cover Vibrant Express trains operated by MTR Corporation.
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High Speed Rail (Hong Kong Section) Customer Service Target and Performance for 2024
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Eﬁﬁiﬁﬁ E Service Performance Item
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Train Service Delivery*

BBERRTERE
Ticket Machine Reliability

HARKE SERE
Ticket Gate Reliability

KFERRARKITERE

Escalator and Passenger Lift Reliability

BERBRE - HE

Temperature & Ventilation - Trains*

HEFRORIR - FENERRE  THREEERR
26T

To maintain a cool, pleasant and comfortable
train environment generally at or below 26°C

BENRBE - B

Temperature & Ventilation - Station

HERORIR - SENEIRERE > THRER
WME29ES T (5Bl REHH FERIM)

To maintain a cool, pleasant and comfortable

environment generally at or below 29°C at
station concourse (except on very hot days)

RRRE - JEERE

Railway Cleanliness - Train Compartment*

BRREE - JEES

Railway Cleanliness - Train Exterior*

AMETERADEREEH

Passenger Enquiry Response Time within 6 working days

E a Target

95%

95%

95%

98%

94.5%

91%

96%

96%

99%

F]H performance

100%

100%

100%

99.9%

100%

100%

100%

100%

100%

*ARERBREREHEHARLENBEIRIE -

The target and performance only cover Vibrant Express trains operated by MTR Corporation.




