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Beijing MTR Corporation (BJMTR) upholds to the service concept of

‘Customers first” and commits to providing customers with safe, reliable,
comfortable and convenient life service since it was established. At present,
BJMTR operates 4 lines in the Beijing rail transit network, namely Beijing
Metro Line 4, Daxing Line, Line 14 and Line 16, with 73 stations and a total
route length of 147.1 km, of which 113.4 km is opened for service.

Over the past 10 years, BIMTR has made continuous progress in improving
operation service through various ways. By optimizing transportation
management and improving transportation capacity, with the headway of the
four lines shortened for a dozen times, we make travel faster. By improving
service standards and providing humanistic services, we make travel
smoother. By upgrading the equipment and facilities and improving
accessibility facilities, we make travel more convenient. By continuously
introducing convenient amenities and creating cultural and artistic atmosphere
in station, we make travel experience more diversified.

In 2018, the average daily patronage of the four lines operated by BIMTR
was 1.974 million. The train service delivery and train punctuality reached
99.99% and 99.98% respectively. The reliability of service equipment and
facilities reached 99.83%. The operation hours was extended in up to 112
days. While providing quality travel services, we ride on the core advantages
of the corporate, integrating social responsibility into daily operation to create
modern urban travel space, actively connecting communities along the lines
to carry out public welfare activities in diverse forms and with creative
contents, and striving to achieve the sustainable development of the
corporate, society and environment.

2019 is the 10th anniversary of the opening of the first line operated by
BJMTR. We will continue to strive for excellence and provide better quality
and more attentive services. In addition to meeting government requirements
and industry standards, we put forward four pledges to customers. We would
like to invite customers to supervise and look forward to constructive
suggestions. | hereby represent every employee of BIMTR to sincerely thank
you for your choice and trust in the last 10 years.

General Manager
Wilson Shao
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Pledge 1
Maintain a high level of performance for trains
on lines operated by BIMTR in 2019

At present, the average daily patronage in Beijing rail transit network is over
10 million. With the aim of providing safe, reliable, comfortable and convenient
life service, BIMTR rides on the mature experience of MTR, through modern
and professional management, to realize lean and humanized management,
and actively explores and applies information technology to improve the
operation efficiency and intelligence level of metro systems.

To provide customers with more punctuality and smoothness, we will
continue to improve the operational performance of trains. In 2019, BIMTR
pledge to maintain train punctuality and train service delivery beyond
99.80% and 99.90% respectively.

Meanwhile, during peak hours in the morning, we will keep the shortest
headway of south-to—-north trains on Line 4 under two minutes, dispatch
two additional trains on the east section of Line 14 to increase the
one-way hourly capacity by 13.33%, and dispatch one additional train on
Line 16 in both directions to reduce the shortest headway from 8 minutes
to 6 minutes, and to increase the one-way hourly capacity by 13.33%.
Through a series of approaches, we will ease the pressure of traffic during
peak hours in the morning in different degrees, making travel more

convenient for customers.

www.mtr.bj.cn
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Pledge 2
Maintain the reliability of equipment
and facilities in 2019

BJMTR is committed to providing reliable equipment and facility services. We
put forward suggestions at the early stage of the construction for the new
lines, and made modifications based on customers’ needs during operation
to improve travel experience.

To ensure safety, BIMTR pledges to keep the reliability of equipment
and facilities in 2019:

- Ticket Vending Machine (TVM) reliability: beyond 98.60% for Line 4 and
Daxing Line and beyond 98.80% for Line 14 (east and west section) and north
section of Line 16;

- AFC gate reliability: AFC gate reliability in lines operated by BJTMR beyond
99.60%;

- Escalator reliability: beyond 99.30% for Line 4 and Daxing Line and beyond
99.00% for Line 14 (east and west section) and north section of Line 16;

- Lift reliability: beyond 99.50% for Line 4 and Daxing Line and beyond 99.00%
for Line 14 (east and west section) and north section of Line 16;

- Passenger Information System (PIS, the TV screens in stations and trains)
reliability: the PIS reliability in all stations of lines operated by BUMTR beyond
99.80%, and PIS reliability in all trains beyond 98.00%.
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Pledge 3
Create modern urban transportation environment

We will be customer-oriented to further develop a new model of
customer-friendly service, and to create a modern urban transportation

environment.

More convenient equipment and facilities

- Achieved full coverage of 5G signal in Line 16 and will continue to promote
5G network construction by realizing 5G signal coverage in Line 4, Daxing

Line and Line 14 to further improve travel experience.

- Will start the renovation of air conditioning system in XIZHIMEN Station of
Line 4. By upgrading and adding air treatment equipment in public area, the
environmental temperature of the station will be lowered and the travel

environment of XIZHIMEN Station will be improved.

- Installed canopy in the square in front of gate A of the Beijing Zoo Station on
Line 4 to improve the environment when customers are waiting for the train.
The design of leaves and small animals adds to the childishness of the

canopy.
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- Remove some seats in some of trains and change the spare space into
multi-function area. Bring convenience for customers who use wheelchairs,
baby trolleys or large luggage, and meanwhile increase transportation
capacity to some extent to improve travel experience during peak hours.

- Ensure that the restrooms in stations on lines operated by BUMTR are
well-ventilated, as well as well-equipped with convenient facilities such as
baby-care platforms and toilets for the disabled and wash sinks for children in
some stations to improve the overall environment since 2014 when all the
restrooms in stations on Line 4 were renovated.

- Guarantee daily train disinfection on each line. In summer, air conditioning
and ventilation should be supplied continuously in the station for no less than
18 hours a day to create a good travel environment.

« Willintroduce screen door media into more stations along the lines operated
by BUMTR following the successful installation in 8 stations including
NONGDANANLU Station of Line 16, JINTAILU Station of Line 14 and
ZHONGGUANCUN Station of Line 4, broadcasting short video programs and
operation information, and providing more interesting travel information so that
customers could enjoy a more informed and convenient travel service.

- More convenient service facilities will be introduced in station to provide
convenient life services on the basis of existing self-service equipment such
as ATM, coin exchange machine and automatic camera shooting machine
and etc.

www.mtr.bj.cn
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More attentive services

- We will continue to extend the operating hours on Line 4 every Friday, every
Sunday and during special periods to provide more convenient travel services
for customers arriving at Beijing South Railway Station at night time.

« A new BJMTR CSST(Customer Service Support Team ) will be set up to
strengthen station service workforce in case of emergency. In case of any
emergency occurring in station, staff in pink vest will help evacuating
customers or guiding them to change other trains.

- The existing operation notice board will be completely redesigned to use
different colors to represent different types of operation information, to deliver
service messages efficiently and accurately.

- To pay attention to the needs of all customers, we will release an information
foldout on caring special people, introducing the accessibility facilities and
services in lines operated by BJIMTR.

- More than 10 stations, such as HAIDIANHUANGZHUANG Station and
Beijing South Railway Station of Line 4, and XIJU Station of Line 14 laid
through-ground stickers to provide clearer guidance for customers.

- In addition to broadcasting safety notice and setting safety signs in stations,
ways likes giving out Safety Manual, making use of advertising light boxes
and TV media in stations will be adopted to give warm safety reminders to

customers.
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More diversified cultural experience

To create a comfortable and pleasant travel environment, BIMTR has been
carrying out various public welfare projects of culture and art, hoping to
create underground space with artistic and cultural atmosphere through
various forms.

« We will continue to carry out cultural and artistic projects like ‘M series’ ,
including ‘M-Library’ , ‘M-Gallery’ , ‘M-Broadcast’ , ‘M-Project’ and
etc. By showing distinctive works of art in several stations, make
underground space full of sense of urban culture, and create unique
underground scenery.

- We will continue to carry out BIMTR Safety Camp program. By giving

‘BJMTR Safety Class’ , and ‘Metro Job Shadow’ , we actively convey the
concept and knowledge of safe and courteous travel to the communities
along the lines, and through various activities such as contests, we guide
more youth to pay attention to urban transportation and participate in urban
development.

In the future, BJMTR will continue to uphold to the concept of ‘Customers
first” and ‘Promoting the construction and development of the community’

While providing customers with safe, reliable, comfortable and convenient life
services, we will be committed to taking corporate social responsibility,

promoting sustainable development and bringing greater value to urban

development.

www.mtr.bj.cn
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Listen to the voice of customers
and provide hotline service

BJMTR has always uphold to the service concept of ‘Customers first’ |
focusing on collecting customer opinions, proactively listening and responding
to their needs. In 2018, we constructed customer satisfaction index system
matching our business characteristic, providing an effective tool for evaluating
customer satisfaction and service level. In the future, we will conduct annual
customer satisfaction survey to extensively collect opinions, suggestions and
evaluations. You are welcome to put forward your valuable opinions and

suggestions for the service of BIMTR.

Any valid complaint with contact information will be responded within 5

working days.

BJMTR service hotline 010-63988622 (operator service time 6:00 to

21:00) We will provide related services of consultation, suggestions and

complaint handling through operator or self-service.
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