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This booklet provides an overview of the performance of The
Kowloon Motor Bus Company (1933) Limited (“KMB") over the ten-
year period ended 3| December 2010. It also covers various aspects

of KMB's operations, financial position, services and customer relations.

The operating environment for KMB in 2010 was particularly
challenging. Due mainly to the expansion of the railway network, KMB's
ridership in 2010 fell by 1.9% compared to 2009, resulting in a
decrease in fare revenue of |.7%. Taking this together with total
operating costs that increased by 3.5% over 2009, mainly as a result of
the upsurge in fuel oil prices, KMB'’s after-tax profit from franchised
public bus operations for 2010 decreased to HK$296.3 million, 31.2%
lower than 2009. In order to maintain the financial viability and the
existing service levels of our bus operations, KMB submitted an
application to the Transport Department of the HKSAR Government
on 30 July 2010 for a fare increase of 8.6%. On |19 April 2011, the
HKSAR Government granted a fare increase of 3.6% for KMB with
effect from |5 May 201 |.We are very disappointed with the approved
rate of fare increase as it is grossly insufficient to offset the burden of
rising fuel costs alone, not to mention that brought about by the
escalation of the other operating costs. It should be noted that soaring
fuel oil prices and cost escalation driven by inflationary pressure are

beyond our control.

We expect KMB's operating environment to be increasingly
challenging in 201 | due mainly to escalating cost pressures driven by
continuously rising fuel prices and inflation. The expanding railway
network will also continue to adversely affect bus patronage.We will
respond to these challenges by proposing additional rationalisation
plans for routes with low demand while increasing the service for
routes with growing demand. We will also address the oversupply of
transport services in some areas resulting from duplication of services.
The support of the HKSAR Government and the District Councils is

crucial for the implementation of these measures.
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Serving ever more sophisticated and demanding customers, KMB
understands the importance of delivering value in all the services it
provides. We will continue to explore the development and use of
environment-friendly buses, including zero-emission electric vehicles,
and work with the HKSAR Government and our manufacturers and
suppliers to develop solutions that are as environmentally sound as rail
transport but require far less capital investment. In September 2010,
we put the zero-emission supercapacitor bus on trial with encouraging
results. WWe remain convinced that the adoption of zero-emission buses
takes us in the right direction in line with our commitment to
sustainable business development. As a world-class public bus
operator according top priority to safety in our daily operations to
meet or exceed customers’ expectations, we adopt a “'Plan-Do-Check-
Act” framework for safety and health management as we evolve our
practices towards the Occupational Health and Safety Assessment
Services ("OHSAS") 18001 standards. We also strive for continuous
improvement in safety performance in all aspects of our operations. In
addition to these initiatives, the other major service enhancement

measures implemented by KMB in 2010 include:

® A total of |31 new superlow floor air-conditioned buses,
comprising 35 Euro IV and 48 EuroV double-deckers and eight
Euro IV and 40 EuroV single-deckers, featuring the latest safety,

environmental and design features, were added to our fleet;

® |7 new bus shelters were built and three were refurbished, raising
the total number of bus shelters to 2,417. llluminated bus route
information panels were installed at bus shelters to help

passengers read bus route information at night;

¢ |nformation facilities at four major bus termini were enhanced and
upgraded to help passengers find the locations of bus stops more
easily. Bus route information display panels were redesigned and
upgraded to provide more details such as bilingual destination

names, grid reference codes, platform numbers, fares, etc,; and
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40 new luminous crystal bus stop poles were added in busy urban
areas, raising the total number to 60.The multi-sided, 360-degree
rotating route information panel on this new type of bus stop pole
allows passengers to obtain route information conveniently. These
luminous crystal bus stop poles are lit by pollution-free, recyclable
LED lighting, which has treble the lifespan and consumes only one-
sixth the amount of electricity compared to fluorescent tubes. To
further save energy, each of these new bus stop poles is equipped

with a timer to regulate the power supply for the LED lighting.

In 2010, KMB was presented with the following prestigious awards in

recognition of its commitment to outstanding performance:

“Class of Excellence” Wastewi$e Label in the Hong Kong Awards
for Environmental Excellence organised by the Environmental

Campaign Committee;

Award of Excellence presented by The Community Chest of Hong
Kong;

Yahoo! Emotive Brand Awards 2009-2010 — Logistics/
Transportation organised by Yahoo! Hong Kong;

Championship in the 2009-10 Best Corporate Volunteer Service
Project Competition organised by the Social Welfare Department;

Awards of Excellence for the monthly magazine “KMB Today" and
the KMB website in The Communicator Awards 2010 organised by
the International Academy of the Visual Arts;

Distinguished Honoree Medal in the International Business Awards
for the KMB Website;

Award of Excellence in the Apex 2010 Awards for Publication
Excellence organised by Communication Concepts for the “2009

KMB Passenger Liaison Group Report”;
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® Most Popular TV Commercial Award (Info-Service) for KMB's Civic
Education Campaign “Good Passenger in Nature” in the TVB's
Most Popular TV Commercial Awards 2010;

®* Diamond Award for the KMB Website in the 2010 WebCare

Award organised by the Internet Professional Association;

® Merit Prize for Corporate Group in the 2010 Top 10 .hk Website
Competition organised by the Hong Kong Internet Registration
Corporation Limited for the KMB Website; and

e 2010 Meritorious Website Award for the KMB Website from the

Television and Entertainment Licensing Authority.

We will continue to deliver quality services to our customers by
upholding our core beliefs, which are based on sustainable business
growth, good corporate governance, corporate social and

environmental responsibility, and care for the communities we serve.

Edmond HO Tat Man
Managing Director
30 May 201 |
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CENRBEERBEN-HE Summaries of Operational and
Customer Service Information

ER—E Operational Information Summary

FE2001F Z2010F 1056 [ - LB - In the past decade from 2001 to 2010, KMB:

e FEBK36.15ELEE, 449*5 Aic 65 BX * added 1,449 new buses fitted with Euro Il, Euro lll, Euro IV or EuroV
BE_RK BEE=RK BEEOKxK standard environment-friendly engines to its bus fleet at a total
FEERLRRR %l%ﬂ@%ﬁ@i ; cost of HK$3,615 million;

o WEHIKMOELRER * introduced a total of 32 new bus routes;

o HEHHAT2EF N/ ERE T ERE ® introduced a total of 72 new Octopus Bus-bus Interchange

Schemes;

e BERBNAT6EELRE S ; * constructed and renovated 726 bus shelters;

o INEIF IR EZ MR H 44208 * improved frequencies and services on 442 occasions;

s RAERTHEREURMHEAZNR * upgraded the standard of bus maintenance to enhance service
% reliability and delivery;

o EBIlREFREBREIRE  BER * enhanced the training facilities and programmes for bus captains to
2008F 1 ARV HERARLENE L improve safety and customer service standards, including the
ERERE  URAZZURERERS introduction of the state-of-the-art Driving Simulator Studio at our
KA ShaTin Depot in January 2008;

s FHARREIAENEX  FEHEL A * contained the “staff per bus” ratio at a low level of 3.05 through
BT HHE 2t Bl 4 #73.058 KK F : productivity enhancement; and
54

s BUHREEZEES - * provided concessionary fares to senior citizens.

BUEFER  BATESZTEREELRE Over the years, we have also improved the quality of our bus services

Bx - fl: in various aspects. For instance, we have:

° B1999F11A i’% CEEERRAGME * maintained I1SO 9001 certification on a corporate-wide basis for
HEFISO001TmERSE - i D H our quality management systems since November 1999 and also
BEREHKA $J7-ﬁ§ E’\] BEREBND AR ISO 14001 certification in respect of environmental management
20014 11 A & 20034 11 78 % /5 1SO for our Sha Tin Depot and Lai Chi Kok Depot since November
14001 F - 2001 and November 2003 respectively;

s EMME LT FEREEREE  UHE ® equipped new buses with barrier-free facilities for the convenience
BRAL: of disabled persons;
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installed Bus Stop Announcement Systems on our entire bus fleet

to broadcast and display information about the next bus stop;

installed Integrated Bus Service Information Display Systems at
selected major termini, where LED display panels are positioned to
provide information on next departure times, destinations and
fares of individual bus routes, as well as urgent messages

conceming major traffic disruptions etc.;

equipped our entire fleet with the Octopus Smart Card System for

fare payment;

used ultra-low sulphur diesel in our bus fleet since January 200
and “Euro V Diesel” with 0.001% sulphur content commencing
| December 2007,

installed Multi-media On-board Systems on some 3,400 buses to

provide passengers with bus service information and infotainment;

installed bus captains’ name plates inside buses and terminus

supervisors’ name plates at their kiosks and offices;

broadcast a series of [0-second civic education television
programmes to promote the themes of environmental protection,
safety, and caring for passengers and a series of |5-second
educational television programmes to convey various safety tips to

passengers on television and Multi-media On-board Systems; and

obtained certification from the Hong Kong Q-Mark Council of the
Federation of Hong Kong Industries for having met the Hong Kong
Green Mark Standard prescribed under the Hong Kong Green

Mark Certification Scheme.
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Customer Service Information Summary

Effective communication with customers is a critical factor for
continuing service improvement. Throughout the years, we have used a
wide range of effective channels to establish rapport with our

customers. For instance, we have:

® operated a number of KMB Customer Service Centres to provide

information on bus services and to collect customers’ opinions;

® maintained a Passenger Liaison Group programme to obtain

feedback from our customers;

® launched a brand-new online point-to-point route search function
“Street View" browser in the KMB Website (www.kmb.hk). By
conducting a 360-degree photo tour of the street near the bus
stop, passengers can familiarise themselves with the location of the

bus stop in its surroundings, as if they were actually on the street;

® maintained a 24-hour Customer Service Hotline with a voicemail
service to answer customers’ enquiries and to collect customers'
opinions, and extended the Customer Service Hotline's Operator
Service to serve customers from 7 am.to || pm.every day, seven
days a week including Saturday afternoons, Sundays and public

holidays;

® installed the Digital Map Passenger Enquiry System at the
Customer Service Hotline to enhance the efficiency of handling
customers’ enquiries and launched a Short Message Service
(*SMS™) facility to provide bus route information and digital maps

to Customer Service Hotline users’ mobile phones;

® installed route information plates at bus stops and termini as well
as inside bus compartments to provide bus service information,

such as timetables, fare tables and route information;
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e distributed route maps, including various leisure route maps, at

KMB Customer Service Centres,

® equipped our Customer Service Centres with the Digital Map
Passenger Enquiry System to provide customers with the

advanced bus route information search facility; and

® introduced an innovative enquiry service, the BAT (Bus Arrival
Timeline), to allow passengers to check the arrival time of the next
two buses of our overnight bus services on Routes N216, N24 1,
N260 and N293 through our Customer Service Hotline.

We are confident that through our continuous improvement efforts
and the strengthening of our core competencies, we will continue to

add significant value to the service we provide to our customers.
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Total number of passengers carried for the year Bus kilometres operated for the year (million km)
(million passenger trips)
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600
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0 0
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BEFEL BIREAH BEFRLICEREREE (TURE)
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B
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4295 .
: 4,150 4029 4021 A0Fhohn o
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Average age of bus fleet at the end of the year
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Average percentage of lost trips for the year

4.27%

409
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326%

5.68%

or 02 03 04 05 06 07 08 09 10
PRKREREIRZED L

The percentage of number of lost trips to number of

scheduled bus trips

2EVYERBERLR

Average fleet utilisation for the year
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ERRATEREECERMCERHAZADL
The percentage of actual number of buses operated
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examination for the year
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A 7] SE

Mechanical reliability
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injuries and deaths for the year (per million vehicle/km)
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004 315
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B EHE5H
Minor accidents
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Serious accidents involving hospitalisation of
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Fatal accidents

MiEE © B2008F 2 » SHEEEET AEFERINH
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Note: From 2008 onwards, basis of calculation revised to
include number of buses involved in accidents

1
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Total service rationalisation items for the year
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Total service improvement items for the year
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Average number of complaints handled by KMB
for the year (per million passenger trips)
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* RETEIR - EMBEERERBBEHE
Frequency improvement, capacity improvement and
extension of operating period
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Number of routes with deployment of air-conditioned buses
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Number of new routes introduced
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Total Passenger Liaison Programmes for the year
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Results for Franchised Public Bus Operations for the year ended 3|1 December 2010

2010 2009
HK$°000 HK$'000

Turnover
Fare revenue 5,723,730 5,821,323
Advertising income 103,657 104,973
Other operating income 2,297 2,273
5,829,684 5,928,569
Other net income 161,688 35911
5,991,372 5,964,480
Operating costs
Staff costs (2,776,334) (2,795,151)
Fuel and oil (1,040,992) (860,183)
Spare parts and stores (232,914) (224,480)
Toll charges (321,629) (327,634)
Depreciation (802,672) (801,123)
Finance costs (5,001) (8,726)
Other operating expenses (458,868) (431,926)
(5:638410) (544922
Profit before taxation 352,962 515,257
Income tax (56,684) (84,598)
Profit after taxation from franchised public bus operations 296,278 430,659
Accumulated balance of passenger reward as at 3|1 December (Note) 26,491 52,986

Note:

Under the revised Modified Basket of Factors (MBOF) approach, which is the existing basis for the Administration to assess bus fare adjustment
application, 50% of any return of a franchised bus operator in a given year in excess of a prescribed triggering point of return on its average net
fixed assets would be shared with passengers to relieve the pressure for future fare increase and to facilitate the offer of bus fare concessions. The

prescribed triggering point of return for the period from | January 2009 to 31 December 2010 was 9.7% per annum.
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RE :
R2010FE1A1B&EE (BY) 970,941 8,358,491 75238 2,453,236 11,857,906 115,102 11,973,008
RE 8,820 17,822 649,249 323,022 998,913 — 998,913
Br&g — 285722 (285,722) — — — —
FEREAMSHRYBAER — — — 982 982 — 982
e — (303,643) — (261,939)  (565,582) — (565,582)
R2010F12A318 &R 979,761 8,358,392 438,765  2,515301 12,292,219 115,102 12,407,321
RELIME:
R2010F1 1B &7 (E5) 741,678 5,867,916 — 2,153,967  8,763,56I — 8,763,561
KEEHE 20,234 495,541 — 286,897 802,672 — 802,672
HEER & — (303,524) — (258,130)  (561,654) — (561,654)
R2010512A31H&ER 761,912 6,059,933 — 2,182,734 9,004,579 — 9,004,579
FEZE:
R2010F128318 7% 217,849 2,298,459 438,765 332,567 3,287,640 115,102 3,402,742
m:ENGTEELES 49,631 — 49,631
3,337,271 115,102 3,452,373
FEIE:
R2009F12A31B&F (&) 229,263 2,490,575 75,238 299,269 3,094,345 15102 3,209,447
m:ENiTEELEZS 62,779 — 62,779
3,157,124 115102 3,272,226
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Fixed Assets

hBER

2010 More About KMB

Cost:
At | January 2010 (restated)
Additions

Transfer of buses

Adjustment to capital stores
and spares unused

Disposals

At 31 December 2010

Accumulated depreciation:
At | January 2010 (restated)
Charge for the year

Written back on disposal

At 31 December 2010

Net book value:
At 31 December 2010

Add: Deposits paid in
respect of buses on order

Net book value:
At 31 December 2009 (restated)

Add: Deposits paid in
respect of buses on order

Buses and Buses Tools Interest in Total
other motor under and leasehold fixed
Buildings vehicles  construction others Sub-total land assets
HK$'000 HK$'000 HK$'000 HK$'000 HK$'000 HK$'000 HK$'000
970,941 8,358,491 75,238 2,453,236 11,857,906 115,102 11,973,008
8,820 17,822 649,249 323,022 998,913 — 998,913
— 285,722 (285,722) — — — —
— — — 982 982 — 982
— (303,643) — (261,939) (565,582) — (565,582)
979,761 8,358,392 438,765 2,515,301 12,292,219 115,102 12,407,321
741,678 5,867,916 — 2,153,967 8,763,561 — 8,763,561
20,234 495,54| — 286,897 802,672 — 802,672
— (303,524) — (258,130) (561,654) — (561,654)
761,912 6,059,933 — 2,182,734 9,004,579 — 9,004,579
217,849 2,298,459 438,765 332,567 3,287,640 115,102 3,402,742
49,631 — 49,631
3,337,271 115,102 3,452,373
229,263 2,490,575 75,238 299,269 3,094,345 [15,102 3,209,447
62,779 — 62,779
3,157,124 [15,102 3,272,226
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