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A New Reward and Penalty System to Enhance the Safety of Station Shop Delivery
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Tangible Benefits

® Since the trial launch of the System to shop fenants with frequent delivery
activities in February 2012, the fofal number of non-compliance in 2012 and
2013 were reduced by 15% and significantly by 50% respectively compared
with that in 201 1. The number of non-compliances of the first 5 months in 2014

= . = was 88% lower than that of the same period in 2011.
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; 201248125 * LAR20134M75R © 201451 Z5ATF @ The numbers of passenger injury cases incurred by noncompliant delivery of
DAvA=D: G 20129F9A : REBARREXBFMS - goods also decreased from 18 in 2011 fo 12 and 7 in 2012 and 2013
Date of Formation | September 2012 l: respectively. The number of cases recorded from January fo May in 2014 was
wegg ey e 7 T T G - B T e 2 4B 5 o HUBBRSUARRKANBREELRE T RES 4 only.

e The marrhours for sfafion staff and members of the Station Retail Section in

deployment cost was saved in 2012 and 2013.

PR EE FEERER . n . hond\ing non—compl'\onf.del'\very cases dropped, resulting in total savings of
Torinn Faclliiatar Jolie Chan e %ggﬁméﬂggﬁggﬁggggigﬁﬂigﬁ approximately HK$ 1M in 2012 and 2013.
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B & FRIR BRZ MR N2012F R2013FAEME THI32BE o We have adopted the Non-compliant Delivery Point Deduction Scheme 1o
Team Leader Ryan Lee : e quantify the severity of noncompliance, and deployed security guards fo
Ei 2B SEet BEEN RED : . monitor the delivery activiies of shops that have repeatedly breached the
Team Members Ty YR EEE : BiSm guidelines. A tofal of around HK$320,000 of adhoc security guards

Intangible Benefits

e Passengers have been provided with @ safe and pleasant station environment as
well as excellent service.
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REESINMEHEENZZENR - BEEIN0H1,300 HEHEBEAARNRBT 2T  AREREBRER - BREULERE :
Safe delivery is of paramount importance for the station operation.  In order fo ensure a safe operating environment for our passengers, siation shep tenants are

required to ensure all their delivery workers comply with the delivery guidelines and safely requirements of operating shops at MTR Stations. Daily delivery acfivities

of the 1,300 station shops along the MR lines are extremely frequent. Salety risks were generated due to noncompliant delivery cases occurring occasionally.
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Value creation was achieved with a reduction of workload for both station staff
and Station Retail Section members in handling non-compliant delivery cases.

e The team took a proactive approach in o mutually respectful manner in
overcoming obstacles and communicating with shop fenants to implement the
System, fully demonstrating the Corporation's VMV spirit.

Fﬂﬁ %Eﬁ, Cause of the Problem
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To cater for the customer demands, fenants have fo replenish products frequently fo ensure adequate supply. However, owing fo the constraints of station design and
ancillary facilifies, such as the lack of goods lifts in some stafions, noncompliant delivery cases which pose safety risks occur occasiondlly. This project aims at
defining the major causes of noncompliant delivery and working out a solution o improve the situation.
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As some MTR sfafions are not equipped with goods lifis, noncompliant
delivery cases have been found occasionally.

o EEEREBTASITTARTOWNE LT 54 o Wih analysis made using various analyfical tools, the feam members decided o
B  EEERMEELREEEET - adopt the “Reward and Penally System” to rectify the problem of noncomplicint
delivery at staions.
o [HE] REMRMET [ENEHL2REREED] - :
SEZETHXETHMEETARESRE 7 [5] e The reward” refers fo further prometing the Safe Delivery Campaign, which rewards :
B2 fHT EEEENA%IE]  FRERESERENR more delivery workers complying with the delivery guidelines; and the “penalty” refers :
BEEENREEE  TELZERESREE R o launching the Noncompliant Delivery Point Deduction Scheme by deploying security :
VERE] o guards to monitor the delivery acivities of repeated offenders at the cost of relevant :
fenants. '
o REESEFPEXANN [ZARERNIFE] - : RTARRENIHE | RARERERE AP OEEED -
B RBRETARTE - e The SR Circle implemented the Noncompliant Delivery Point Deduction Scheme in 3 ' The Noncompliant Delivery Point Deduction écheme has been launched and security guards are

phases lo gain acceplance of the fenants in the innovative programme. deployed fo monitor the delivery activifies of tenant who has delivery malpractice repeatedly.

o ERITARGM  BETEHEFER - ARBRMOMA
MERHARETHE YRASEHEREYHEE o Duing the tral pericd, the feam members confinuously communicated with tenants fo
TR o collect their feedback on the scheme, which was then fineuned and fully implemented
with promotion and an enhanced reward system.
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Colleagues are promofing the station delivery guidelines and the
reward system.
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