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Dear Ms. LO,

Contingency response by the MTR Corporation Limited (MTRCL)
in dealing with major incidents

Thank you for your letters dated 14 and 20 February 2017. Our
consolidated reply to the alleged arson incident at Tsim Sha Tsui (TST)
Station raised in Hon LUK Chung-hung’s and Dr Hon Elizabeth QUAT’s
letters is set out below.

Details of the incident

On the night of February 10, 2017, a passenger was alleged to
have started a fire on a Tsuen Wan Line train running from Admiralty
Station to TST Station. A total of 19 passengers were injured or felt
unwell. The train captain, having received the alert of the emergency
button pulled by passengers at 7:11 p.m. and felt smoke, made a report to
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the Operation Control Centre (OCC) right away. The staff of the OCC
instantly requested the staff of TST Station to make preparation at the
platform and inform the Police and the Fire Services Department
(FSD). Within five minutes after the train concerned arrived at the TST
Station at 7:14 p.m., the MTR staff evacuated the passengers on the train
and the platform, called for ambulance assistance for injured passengers
and put out the fire together with the passengers. The Police and the
FSD personnel arrived at the scene within two minutes and four minutes
respectively after the train arrived at the platform. At that time, the
situation at the scene had basically stabilised. Within a brief several
minutes, the Government and MTR staff arrived at the scene to provide
emergency services and put things under control, meeting the design and
requirements of contingency plans.

The MTRCL disseminated the information in no time after the
occurrence of the incident.  The train captain concerned made
broadcasts before arriving at the TST Station, advising passengers to
leave the train immediately upon arrival at the station. There were also
broadcasts at the TST Station immediately upon the arrival of the train,
that the train would not take on passengers. Within minutes after the
arrival of the train, the station staff released information to passengers
through broadcasts and passenger information display panels about the
occurrence of an emergency. Staff on duty in the concourse and platform
also instructed passengers to evacuate from the station. At the same time,
the MTRCL released train service message through smartphone
application, advising passengers that an emergency occurred in TST
Station and that the trains would not stop at that station.

Firefighting equipment and clear directional signs

Railway is the backbone of the public transport network of Hong
Kong. Over 5 million passenger trips are made on the MTR
everyday. Railway safety should be of prime importance. Although
unexpected incidents or improper behaviour of individual person is
difficult to prevent, there are adequate facilities and emergency
arrangements in the MTR system to handle various types of incidents.



Regarding the hardware, the MTRCL has installed Closed
Circuit Television (CCTV)' in the stations and some train compartments
to monitor passenger flow and handle emergency situations. All train
compartments are constructed with fire retardant materials and equipped
with safety devices including fire extinguishers, ventilation windows,
emergency telecommunication system with train captains, broadcasting
systems in the stations and train compartments, and emergency exits, etc.
There are also fire service installations and equipment’, such as fire
alarms, fire hydrants and fire hose reel systems, and fire extinguishers,
etc., inside stations including platforms. Moreover, adequate ventilation
and emergency lighting systems are provided in tunnels. Generally
speaking, if an incident occurs in a train, the train will continue its
journey and evacuate the passengers at the next station. This is the most
effective arrangement to safely evacuate large number of passengers in
the train.

The MTRCL has provided clear instructions regarding various
safety equipment on trains, including emergency call handles or call
buttons, emergency door releases, ventilation windows, emergency exits
and fire extinguishers. The MTRCL has also compiled a “Travel safely
every day in the MTR” booklet. Passengers can ask for a copy from
station staff or download it from MTR web site. In the face of this
incident, the MTRCL will strengthen its publicity work.

" At present, the CCTV system is installed on all trains currently running on the West
Rail Line, Ma On Shan Line and Disneyland Resort Line. It is also installed on some
of the East Rail Line and Kwun Tong Line trains. The MTRCL awarded a contract
in July 2015 to purchase 93 trains to fully replace the first generation trains currently
running on the Kwun Tong Line, Tsuen Wan Line, Island Line and Tseung Kwan O
Line. These new trains will be equipped with the CCTV system. In addition, the
trains purchased by the MTRCL for new railway projects will also be equipped with
the CCTV system, including the ones for the South Island Line (East) and those
which will gradually replace the existing trains of the East Rail Line starting from
2018 to tie in with the commissioning of the "North-South Corridor" of the Shatin to
Central Link.

* Such as fire alarms, fire hydrants and fire hose reel systems, and fire extinguishers,
etc.



Emergency response, training and review of the incident

Apart from the hardware, the MTRCL has all along put in place
operational and safety manuals, covering the contingency arrangements
for various incidents (including fire and flooding). The MTRCL has to
consult government departments in formulation of these manuals. These
manuals are applicable to all railway lines, including fully automatic
operation trains. All MTR staff should be conversant with these safety
manuals and contingency procedures. In the unfortunate event of an
incident, the MTR staff will activate the relevant contingency procedures
in the manuals depending on the nature and severity of the incident. The
train captain and station staff will maintain close communication with the
OCC while the staff of the OCC will coordinate response actions. Where
warranted, train service will be adjusted and additional staff deployed to
affected stations to assist passengers. The MTRCL will inform the
relevant government departments as soon as possible, including the
Electrical and Mechanical Services Department (EMSD) and the
Transport Department (TD). If railway services are disrupted, the
MTRCL will handle properly in accordance with established contingency
plans (see Annex).

For the alleged arson incident in question, the MTR staff have
acted in accordance with safety manuals and contingency procedures.
The MTRCL will review and timely update the safety manuals according
to the operational conditions and experiences of overseas railway systems.
Independent consultant will also be engaged every three years to fully
review the manuals.

At present, the MTRCL arranges regular training for staff and
conducts 12-15 drills with the Police and the FSD jointly every
year. Emergencies and major incidents were simulated to test evacuation
and emergency response procedures. Practices and training are
conducted repeatedly so that staff become conversant with the details of
response procedures and how to implement them. The last major drill
was conducted in November 2016 (about three months ago) and
participated by about 2 000 persons, including MTR station staff, train



captains and members of the public (simulating as passengers). The
Government and the MTRCL will both enhance and increase the
frequency of drills, in the light of the alleged arson case in question.

As evidenced by the speed and results of the response action for
the alleged arson case, the above-mentioned established emergency
procedures were successfully activated and achieved its effectiveness. In
view of the seriousness of the incident, the MTRCL has set up a
high-level committee (with participation of external consultants) to
conduct a full investigation and review of the incident. The areas to be
covered include safety equipment and response procedures of the station
and train car, whether the staff have effectively carried out the established
procedures, the timeliness and effectiveness of service recovery, whether
the information to passengers was disseminated properly, as well as
further improvement measures. The MTRCL will submit a report to
EMSD upon the completion of the investigation. EMSD, in conjunction
with other departments such as FSD and the Police, will examine the
report and follow up on the implementation of improvement measures
proposed by the MTRCL. The report will be made public.

Yours sincerely,

(M

( Chris NG)
for Secretary for Transport and Housing

c.c.
MTRCL (Attn: Ms. Maggie So)



Annex

MTRCL’s contingency plans for railway service disruptions

Purpose

The MTRCL has drawn up contingency plans for various service
disruption situations specific to the needs of individual stations. They
are made available to the staff assigned to contingency duties. For
information that is of use to passengers, it is made available to them in
stations and in the Internet. This note gives an account of the MTRCL’s
contingency plans for railway service disruptions.

Handling of railway service disruptions

2. When a serious incident happens and is expected to lead to a
prolonged suspension of railway services for 20 minutes or more, the
MTRCL will issue a “Red Alert” message to inform Government
departments including the TD, other public transport operators and media
organisations of the incident. Upon notification by the MTRCL, other
public transport operators will provide appropriate supportive services as
best as they can under the co-ordination of the TD. On its part, the
MTRCL will suitably adjust its railway service to minimise impact and
arrange free MTR shuttle buses to carry passengers from the affected
stations to convenient locations, such as the nearest MTR station with
railway service still in operation.

Alert System

3. “Red Alert” is defined as a signal which denotes that serious
railway service disruption will continue or is expected to continue for 20
minutes or more, and emergency transport support services from other
public transport operators are required. Upon being alerted, public
transport operators will urgently mobilise their resources to provide
appropriate supporting services as quickly as possible.

4. Prior to the issuance of a Red Alert message, the MTRCL may
issue an “Amber Alert” message. ‘“Amber Alert” is defined as an early



warning in respect of an incident which may lead to a serious disruption
of service. After receiving this Alert, other public transport operators
will alert their emergency unit, get prepared for possible emergency
actions which may be demanded for at short notice and keep close contact
with the MTRCL.

5. The MTRCL is also required to notify TD within § minutes on
any service disruption incident which has lasted for 8 minutes or is
expected to last for 8§ minutes or more. Train service disruption
incidents refer to those incidents that lead to a suspension or delay of
service at a railway station or a Light Rail stop, or on a section of a
railway line.

6. Besides, according to the Mass Transit Railway Regulations
(Cap. 556A), the MTRCL shall report to the EMSD any incident that
occurs at any part of the entire railway premises and which has a direct
bearing on the safe operation of the railway.

Dissemination of information during incident

7. Regarding dissemination of information to passengers, the
MTRCL has formulated measures to ensure effective communication
with passengers during service disruption, with a view to assisting them
to make appropriate alternative travel arrangements. These measures
include:

(a) broadcasting details of the service situation at stations and in
trains;

(b) providing information of alternative public transport service
such as franchised bus routes, bus stop locations and free MTR
shuttle bus boarding/alighting points on large information
displays installed at stations;

(c) displaying signs from concourse ceilings and at street level to
mark routes to free MTR shuttle bus boarding/alighting points
when free shuttle bus service is ready;

(d) during service disruption, using LCD screens installed at visible
locations near station entry gates of to provide train service
information and other important notices;



(e)

()

(2

posting railway service disruption message and information on
free MTR shuttle bus services on the MTR website and MTR
Mobile App “Traffic News”;

displaying alternative public transport information on maps in
the concourse of affected stations; and

distributing “Rail Service Suspension — Passenger Guide” to
passengers.

Operation of train and free MTR shuttle bus during serious railway
service disruptions

8.

In the event of serious service disruption, the MTRCL will

endeavour to minimise the area being affected and provide train service to
the farthest extent by:

(a)

(b)

(©)

(d)

9.

reversing trains at designated track sections to maintain train
service in unaffected sections;

diverting trains through supplementary track sections to bypass
the affected section;

diverting trains across lines through designated track sections to
reduce the impact of service disruption; and

diverting trains through spare track sections to reduce the impact
of service disruption (for example, when the cross-harbour
section of Tseung Kwan O Line is suspended, depending on
which section is affected, cross-harbour train service can be
maintained via the Service Connection Tunnel of Kwun Tong
Line to provide linkage between Lam Tin Station and Quarry
Bay Station).

The MTRCL has formulated free shuttle bus deployment plans

for railway incidents and agreements have been entered into with bus
operators for the provision of such services during railway incidents to
take affected passengers to the nearest MTR station still under normal



operation to continue their journeys.
Operation of free MTR shuttle buses

10. Free MTR shuttle bus service is a supplementary measure to
assist passengers to travel to convenient locations. Given the limited
carrying capacity of shuttle buses, it is not intended to be a substitute for
normal train service. It brings passengers to the nearest station outside
the affected section of a railway line where service is disrupted, to enable
them to continue with their journeys. Shuttle buses would also stop at
stations in the affected section to provide services to passengers.

Activation of free MTR shuttle bus services

11. The number of free MTR shuttle buses and the level of shuttle
bus service to be deployed during a railway incident will depend on
which section of the railway line is involved and the seriousness of the
situation. Generally speaking, according to the agreement between the
MTRCL and the Public Omnibus Operators Association (POOA)’, when
free MTR shuttle bus service is needed, the POOA will arrange about 7
buses to provide service within 30 to 45 minutes after receiving the
MTRCL’s notification; an additional 40 buses, if required, will be
deployed within 1 to 1.5 hour; and about 100 buses in total after 2 to 2.5
hours. The actual number of buses to be deployed will depend on the
extent of impact to train service and road traffic condition. Depending
on the actual situation, the MTRCL may operate additional shuttle buses
or modify the operating details of shuttle bus services to suit the need of
the affected passengers.

12. Information on the estimated arrival time, locations of and routes
to boarding and alighting points of free MTR shuttle buses is included in
MTRCL’s “Rail Service Suspension — Passenger Guide” which is
tailor-made for each station for distribution in the station. The Guide is
also uploaded to MTRCL’s website
(http://www.mtr.com.hk/en/customer/services/needs index.html).

> POOA is the confederation of non-franchised public bus operators in Hong Kong.

At present, more than 200 non-franchised operators are members of the POOA,
and together having a fleet of about 4 000 buses which accounts for about 60% of
the total non-franchised buses operating in Hong Kong.



13. Since the carrying capacity of shuttle buses is far below that of
the railway, they can only serve as a support service to assist affected
passengers to continue with their journeys. It is not possible for shuttle
buses to serve as replacement for the entire railway service. Therefore,
lines queuing for such bus service are expected and most passengers may
have to change to other unaffected MTR lines or take alternative public
transport services to travel to their destinations.

Manpower Deployment

14. In response to a service disruption incident, the MTRCL staff
would be on duty at each MTR station to carry out crowd management
duties, make public announcements, issue station notices and help
passengers on fare matters according to the established procedures in
times of incidents. The number of station staff will be increased as
needed.

15. The MTRCL has also established a dedicated Customer Service
Rapid Response Unit (“CSRRU”) with around 90 members to provide
additional support focusing on customer service on top of the manpower
stationed at individual stations. The MTRCL will from time to time
review the number of team members of the CSRRU as necessary.

16. Upon calling out the free MTR shuttle bus services during
serious service disruption, the Operations Control Centre (“OCC”) of the
MTRCL will mobilise team members of CSRRU to affected stations to
provide extra support on:

e setting up facilities for the implementation of free MTR shuttle
bus services;

e maintaining order at affected stations and free MTR shuttle bus
boarding/alighting points;

e making timely reports to the OCC during incidents to facilitate
more effective co-ordination with relevant Government
departments such as the Police for better crowd management;

e handling enquiries and advising passengers on alternative routes
and transport choices; and

e providing guidance and assistance to passengers.



17. Upon notification of deployment, CSRRU team members will
proceed to the affected stations by the best available means of transport,
including taxi. The first team would likely arrive within 20 minutes in
most cases according to past experience. CSRRU team members are
easily identifiable in their pink vests.

Regular review and updating

18. The MTRCL will continue to regularly review and update its
contingency plans for railway service disruption in consultation with
relevant Government departments, in the light of operational experience
gained.





