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This logo represents SMRT Corporation Ltd (SMRT Corp).
The SMRT and red roundel respresent our enduring heritage.

The “SMRT" typeface is oriented towards the right, projecting SMRT
as a dynamic and forward-looking company that strives relentlessly
towards excellence in public transport. Red highlights the passion
and energy we embody.

When the roundel was first conceived in 1983, the two bands
were meant to symbolise the two main rail lines being built then
- the North-South and East-West Lines. Cutting across the circle
at the centre, the bands portray how the system is a combination
of at grade, viaduct and underground rail lines. Over the years,

the roundel has come to symbolise our island-wide operations

that encompass our trains, buses and taxis.

The gold band accentuates our continued emphasis on excellence.

Our Vision
Moving People, Enhancing Lives

Our Mission

To be the people’s choice by delivering a world-class transport
service and lifestyle experience that is safe, reliable and
customer-centric

Our Core Values

Safety & Service Excellence
Mastery

Responsibility & Respect
Teamwork

nurture

Integrity



Mobility at
your service

A network
of transport
solutions

Enhancing
the travel

experlen

We are driven by service excellence and are
working hard to provide safe, reliable and
pleasant journeys for all.

With a portfolio of effective, efficient and
sustainable mobility offerings, SMRT Corp
reimagines the commuter experience through
new technologies, innovative solutions and
diverse travel options to meet all travel needs.
With Mobility at Your Service, SMRT Corp
transforms the way our community lives,
works and plays.
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* SMRT Institute, an
accredited educational
institution, is
established to
develop and deliver
transport-related
training and
education services.
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¢+ Woodlands MRT station is the first MRT

station in Singapore to be awarded
the Building and Construction
Authority’s Green Mark (Gold).

* SMRT Trains embarks on a multi-year
Sleeper Replacement Project to
improve journey times and provide
commuters with a smoother ride.

¢ * SMRT Trains embarks on a holistic

i network-wide predictive maintenance
regime on the North-South and
East-West Lines (NSEWL), with
introduction of new technologies.

* MAN A22 buses are added to the
fleet, increasing the fleet size to
more than 1,200 buses.

* SMRT Taxis introduces 30 new
wheelchair-enabled London cabs
and 600 Prius Hybrid taxis to its fleet.

* Woodlands Xchange opens and
tenants are the first shop owners in
Singapore to be certified with the
Project: Eco-Shop label, which was
jointly developed by SMRT and the
Singapore Environment Council.

* SMRT Engineering wins contract
for the installation of Automatic
Fare Collection faregates for the
Tuas West Extension.

* SMRT Corp introduces Adopt-A-
Station/Adopt-an-Interchange, :

a community outreach
programme with local schools. :

* SMRT Trains crosses the landmark :
10 billion passenger journeys carried. :

* SMRT Buses progressively :
installs buses with telematics :
solutions to encourage safe :

and eco-friendly driving.

* SMRT signs a Memorandum of
Understanding with e2i and :
National Transport Workers’ Union
to jointly develop and operate the :
first Bus Career Development Centre. :

* Singapore Rail Engineering Pte Ltd :
is incorporated. Together with :
Toshiba, it establishes a joint :
venture, Railise, to market :

and supply energy-efficient
propulsion systems to mass :

transit operators globally. :
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SMRT celebrates
SG50 with free
travel on SMRT trains
and buses.

SMRT Corp sponsors
the Bishan-Ang Mo Kio
Inclusive Playground,
which offers play
features that encourage
inclusive play.

0 SMRT-Temasek Cares

RIRAINS

AED on Wheels is
launched, a pilot
programme where

100 SMRT taxis have
Automated External
Defibrillators (AEDs)
installed in their vehicles.

SMRT Corp establishes
an Environmental
Sustainability Committee
to oversee green
sustainability efforts.

The SMRT Trains
Engineering Programme
is launched to develop

a sustainable pipeline of

engineering professionals.
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*+ Singapore Bus Training
and Evaluation Centre,
Singapore’s first
team-based bus
training centre, opens.

+ Kallang Wave Mall,
managed by SMRT
Alpha, opens.

* SMRT Advertising
& Properties and
The X Collective are
incorporated.

* Singapore Rail
Engineering enters
into an agreement
to set up a joint
venture, Faiveley Rail
Engineering Pte Ltd,
with Faiveley Transport
to market and supply
Maintenance, Repair
and Overhaul Services
for Rolling Stock
Components in
South East Asia
(excluding Thailand).

[ ]
o—0
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SMRT Corporation in Brief

Milestones

¢+ Seven SMRT Trains engineers

are accredited as Singapore's first
Chartered Engineers in Railway
and Transportation Engineering.

* SMRT Corp is delisted from SGX
on 31 October.

* The JurongHealth Mobility Park,
sponsored by SMRT, is the first of
its kind in Singapore where life-size
public transportation models help
in patients’ rehabilitation.

i+ The second inclusive playground
i islaunched at Ghim Moh.
i * SMRT Corp's inaugural Green Forum

for the sharing of sustainability
practices is launched.

oo SORFOIRATE

* SMRT Trains transitions to the
New Rail Financing Framework on
1 October, following shareholders’
vote at the Extraordinary General
Meeting on 29 September.

oA

* SMRT's private hire vehicle business,
Strides Transportation, is launched
offering limousine services, chauffeured
services and car rental services.

L

* 2getthere Asia, a joint venture between
SMRT Services and 2 Getthere, is
set up to market, install, operate
and maintain Automated Vehicle
systems for customers in Singapore
and the Asia-Pacific region.

o IS

i+ SMRT Corp, Nanyang Technological
University, Singapore and JTC sign a
Memorandum of Understanding
(MoU) to launch a joint ‘Mobility-as-a-
Service' Laboratory, the first of its
kind in the region aimed at improving
commuters' travel experience by
seamlessly integrating train and bus
networks with next-generation
transport modes.

* SMRT Corp signs an MoU with Prasarana
Malaysia Bhd to form a joint venture
company as the Johor Bahru-Singapore
Rapid Transit System Link (RTS Link)
operating company, to design, build,
finance, operate, maintain and renew
the RTS Link operating assets.

i * SMRT Trains celebrates 30 years
i of MRT operations.

Sleeper and power rail replacement

works on the NSEWL are completed.

* Trial of the new signalling system

i onthe NSL begins.

i+ The Tuas West Extension opens,
adding four new stations on the
EWL. SMRT Trains is awarded the

Thomson-East Coast Line (TEL)
contract to operate and maintain
the line in stages from 2019 for an
initial nine-year period. TEL will add
43km and 31 new stations to the
existing train network.

TAXIS

1 o

* SMRT Buses opens
Bukit Panjang
Integrated Transport
Hub, its first integrated
transport hub, with
a host of innovative,
commuter-friendly
features.

(S

S s O

o

* SMRT Taxis partners
with Grab, enabling
all SMRT Taxis' drivers
to use Grab for taxi
bookings and dynamic
fixed fares.

+ Strides Transportation

establishes its first
overseas joint venture,
SMRT Strides Toyotsu
Alliance, in Yangon,
offering limousine and
car rental services.
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Overview

Group at a glance

SMRT Trains

SMRT Strides
Transportation

A network of
transport solutions

Enhancing the
travel experience

*  SMRT Trains is the dominant train operator * SMRT Commercial

in Singapore, operating and maintaining the
North-South and East-West Lines, Circle Line
and Bukit Panjang Light Rail Transit system.

SMRT Buses manages a fleet of over
1,450 buses and provides 99 bus services.

SMRT Taxis is the third largest taxi
operator in Singapore, managing a fleet
of over 3,000 taxis, and has more than

20 years of experience in taxi operations.

Strides Transportation offers a

whole fleet ranging from luxury limousine
and spacious private car services to premium
bus transportation, providing abundant
options for travelling in comfort and style.

See page 28
D

manages the retail and advertising
spaces within the SMRT network of
MRT stations and bus interchanges,
as well as our trains, buses and taxis.
It achieved 97% occupancy, with over
860 retail units in the network.

also manages businesses in media
and marketing, as well as properties
and retail management, including
40,000sgm of retail and food areas at
Kallang Wave Mall, Singapore Indoor
Stadium and Water Sports Centre.

See page 36
D
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Overview

O SMRT Services

SMRT International

<\ />

SMRT Automotive Services

Singapore Rail Engineering

The future of
urban mobility

Expanding our
technical capability

+ SMRT Automotive Services maintains + SMRT Services provides transport-related
close to 6,500 vehicles and is the market leader in technical services and support capabilities,
Government-owned, non-military fleet maintenance. both locally and overseas. It also spearheads
It provides comprehensive repair and maintenance new and innovative growth paths in urban
services to external fleet owners as well as SMRT mobility for Singapore.

Buses' and SMRT Taxis’ vehicles.

+ Singapore Rail Engineering provides
rail engineering solutions to mass transit
operators locally and internationally. It has
joint ventures with Toshiba to market and
supply energy-efficient propulsion systems
to mass transit operators globally (excluding
Japan), and with Faiveley Transport to provide
Maintenance, Repairs and Overhaul services
for rolling stock components in South East Asia
(excluding Thailand).

* SMRT International provides operations
and maintenance, engineering consultancy and
project management services overseas, and has
been appointed as consultants for projects in
Mauritius, Indonesia and India.

See page 42 See page 48
+ +
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Overview @

BUSi ness model Our business model has been developed to transform the

way commuters and our community live, work and play, bringing
to life the concept of ‘Mobility at your service'. It is designed to
build upon our strengths in Singapore, support our growth in the
global transportation sector and reimagine urban mobility for
the long-term benefit of our key stakeholders.

Our focus

Dedicated and
professional workforce

We employ about 10,500 dedicated and
committed people. We are committed
to their development and training so
they are able to serve and delight our
commuters while working to achieve
high standards of excellence in our

daily operations. SmRT

Engineerir?g and CORPORATION
technological strength o

Our expertise in engineering and =

technological innovations open countless

doors for us to enhance our operations We provide a complete suite of first- and
and allow us to conceive and incubate last-mile connectivity solutions and aim
different models for urban mobility. In : . .
addition, our partnerships with various to shift the paradigms of urban mobility
institutes enable us to tap multiple pools through new technologies, innovative solutions
of resources for inspiration and to grow and diverse travel options.

our capabilities.

Enabling the vision of a
Smart Nation

We are onboard to realise Singapore’s
vision of becoming the world's first
Smart Nation. As we move a nation,
we are also developing capabilities for

urban mobility for all.

Driven by our culture

Our culture and core values underpin our focus on
providing reliable, safe, efficient and sustainable services.
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Our urban mobility capabilities How we create sustainable value

We provide a multi-modal transportation Customers and community
service across Singapore, combining our role . .
in the operation of train and road networks We provide our commuters with

with an eye on the future by reimagining public transport options that

urban mobility throughout the wider region. are safe, reliable, of high quality ~3m
and affordable. We continue to Daily

e innovate and improve on our A GrTET
Our capabilities lie in: services to enhance our customers’  journeys
experience when travelling with in 2017
us. We recognise that we play a
critical role for a more inclusive
society through accessible
transport for everyone.

Our network of
transport solutions

" . Strategic business partners
Our ability to deliver -
service excellence Our ability to change urban

mobility paradigms and provide

excellent service to our customers

rel:jes o|r|1 s;rong. strateglﬁ alliances Spending
and collaborations with our i (eeal
business partners. suppliers

Our focus on enhancing
travel experiences

Employees and union

We invest heavily in training
Our engineering expertise and engagement initiatives
to continuously develop our
employees’ expertise and skills. of our
Our people are engaged, energised,  empjoyees

. empowered and proud to share are
Our drive towards the future SMRT's vision. sustainably

of urban mobility engaged*

* Organisation Climate Survey by Towers Watson

See pages 28-52 See pages 18-21
D +

Steering our strategy

Our business model steers the five thrusts of our strategy
to become a key player in the global transportation sector.
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Highlights

Health and Safety: @

1.47

Eralonee sacti: Customer Satisfaction:

frequency rate
Employee accident frequency rate is significantly
below the accident frequency rate for the Logistics
& Transport sector. According to statistics from the

Workplace Safety and Health Institute, Singapore,
the accident frequency rate for the industry was
2.8 as at end of June 2017.

Results from the Public Transport Customer
Satisfaction Survey by the Public Transport Counci

Trains

Buses

Taxis

Results from the Customer Satisfaction Index
of Singapore (average score 0-100) by the
Institute of Service Excellence, Singapore
Management University




S,

Community:

>$2 million

Cash and in-kind sponsorship

£

Loy

288 units of
blood donated

In two successful blood donation
drives at Raffles Place MRT Station
concourse in 2017

S,

Sustainable Procurement:

>90%

Spending on local suppliers
for the past 3 years

SMRT Corporation in Brief

Highlights

People:

11.3% 26%

growth in staff strength of employees with
i more than 15 years
of service

Environment:

58,874 billion litres
of bus diesel used

Figure rounded to nearest billion litres.
Progressive fleet renewal as well as use of
telematics solutions resulted in better fuel
efficiency, reducing diesel consumption




10

SMRT Corporation Ltd Group Review 2017

Mobility at your service

Chairman’s Message

In 2017, SMRT commemorated

30 years of train operations. Over
the last three decades, we have
journeyed to provide multi-modal
public transport services. As we

look ahead, our task is clear: to
deliver an outstanding MRT system
which puts commuters first and that
can be the pride of Singapore.

Ensuring Reliability,
Availability, Maintainability,
Safety and Security

The SMRT team must deliver
cost-effective public transport
services that provide reliable,
seamless and a pleasant travel
experience for our community.
There should be fewer disruptions;
and with an ongoing preventive
and predictive maintenance regime,
our trains and road vehicles must
spend less time in the workshop.
Our system therefore needs to
rise to and be sustained at the
highest standards of reliability,
availability, maintainability,

safety and security (i.e. RAMSS).

@

As we look ahead, our task is clear:
to deliver an outstanding MRT system

which puts commuters first and that
can be the pride of Singapore.

An SMRT Readiness Inspection
Team (READI) has been set up
to enhance quality standards

in rail maintenance and
engineering. This is being led
by an Assistant Chief Executive
at SMRT Trains, who is also
working closely with the Land
Transport Authority (LTA)

as Chief of Joint Readiness
Inspection to audit standards in
rail maintenance and operations
at SMRT.

In addition, we are working on
our multi-year rail renewal efforts,
strengthening the operations and
maintenance teams, and building
robust engineering capabilities to
enhance RAMSS. These initiatives
aim to continually deliver desired
rail performance over the entire
life of our MRT system. SMRT

will continue to collaborate with
LTA and various stakeholders to
keep the MRT network resilient
and robust.

Ongoing Plans & Focus

We are pushing ahead to
complete most of the renewal
works on the North-South

and East-West Lines by 2020.
Later this year, we will scale up
pre-opening preparations for
the Thomson-East Coast Line,
which opens progressively from
2019. We are also participating
actively in the Rapid Transit
System Link project that will
connect Singapore and Johor
Bahru to benefit the people of
Singapore and Malaysia.

For our Bus business, we must
keep pace with emerging trends as
technology continues to transform
the way public bus services are
delivered. At the same time, our
SMRT Commercial, SMRT Taxis,
SMRT Services, SMRT International
and corporate business teams
should stay focused on making
SMRT future-ready and support
the push to offer best-in-class
options in urban mobility.



Putting People First

At SMRT, our Common Purpose is
to “build trust and bring on smiles,
every day and in everyone who
journeys with us”. When our
commuters experience reliable

and comfortable transport services,
we gain their trust and confidence.

We must continue to develop and
train our people and build a highly
disciplined and competent organisation
that performs to its fullest potential.
This is critical especially as we
quicken our pace to acquire new
technology in rail engineering and
boost our capabilities.

Our priority is to improve the work lives
and workflows of our workforce, while
ensuring a safe working environment
for our staff. To nurture a disciplined
workforce culture, we are implementing
Kaizen company-wide. At SMRT,
Kaizen embodies “Continuous
Improvement” (222 in Mandarin,
Peningkatan Berterusan in Malay,

or Blgfhe(wsmGemmmb in Tamil).

We are establishing more efficient
workflows and processes in our
depot workshops, allowing our
workers to carry out tasks diligently
with stronger accountability,
ownership and discipline.

@

This should enable us to achieve
higher overall productivity,

with higher Mean Kilometres
Between Failures per labour cost:
a more motivated, disciplined
and productive worker will lead
to MRT trains travelling a longer
distance before encountering a
delay of more than five minutes.

We must push for higher standards
of service to serve commuters

as best we can. A strong Service
Culture goes beyond friendly

and courteous service. It is about
putting commuters at the heart
of everything we do at SMRT. We
have therefore appointed a Chief
Commuter Engagement Officer to
focus on commuter feedback and
to better understand their needs.

We have also enhanced our
SMRTConnect mobile application,
providing commuters with real-time
train arrival timings. In addition, we
have appointed a Chief Technology
Officer, two Chief Maintenance
Officers, a Chief Operating Officer,
and a Chief Spokesperson to
strengthen specific job functions.
We hope these steps will deepen
SMRT's capabilities to better serve
our commuters.

Building a Forward-Looking Strategy

Chairman’s Message

Thank You

We thank our commuters for
their patience and understanding
as we work hard to provide
safer, more reliable and
customer-centric services.

At SMRT, we must all have

the courage to undertake the
task ahead of us. This is the

only way to serve our commuters
well and to build an outstanding
MRT system we can all be

proud of.

To the Board, | extend my deep
appreciation for the support and
guidance you provide to SMRT.
I would also like to express my
gratitude to the management,
employees and union leaders
for their continued diligence,
discipline and passion. You
have soldiered with us over
the last 30 years. You have my
unwavering and full support as
we continue to work with key
stakeholders to drive reliability
and build trust by putting
commuters first.

Seah Moon Ming
Chairman

Our priority is to improve the work lives and workflows of

our workforce, while ensuring a safe working environment
for our staff. To nurture a disciplined workforce culture,
we are implementing Kaizen company-wide.

1
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CEO’s Message

Last year, we marked our 30" year
of operations since the first MRT
stations opened. Our journey
continues, as we strive to be the
people’s choice by providing a world
class public transport service and
lifestyle experience that is safe,
reliable and commuter-centric.

We take our mission seriously,
knowing that we touch the lives

of millions of passengers because
of their daily commute on our
trains, buses and taxis. Successive
generations of Singaporeans have
grown up with our stations and
interchanges being part of their
collective memories. At SMRT,

we are committed to moving people,
enhancing lives - serving with a
common purpose to build trust and
bring on smiles every day, and with
everyone who journeys with us.

Journeying toward Rail Excellence

Key to that service excellence

goal is our emphasis on improving
rail reliability and availability. Our
multi-year, multi-project effort to
renew and improve the North-South
and East-West Lines, our oldest lines,
is one of the most ambitious rail

transformation programmes undertaken

on a live system anywhere in the
world. Extended engineering hours
afforded by early closure and late
opening of the lines have enabled

@

We take our mission
seriously, knowing that

we touch the lives of
millions of passengers
because of their daily
commute on our trains,
buses and taxis.

rail maintenance and renewal

works to be accelerated. With the
replacement of all 188,000 wooden
sleepers, change-out of the entire
power (third) rail system, expansion
of the power system and introduction
of a new Communication-based

Train Control signalling system,

we are now seeing significantly
improved reliability on the lines.

Last year, Mean Kilometres
Between Failure (MKBF), a reliability
indicator used by international
metros, improved on the Circle Line
to 523,000km, 129% better than

in 2016. The North-South Line
(NSL) and East-West Line (EWL)
achieved 336,000km and 278,000km,
improving by 115% and 92%
respectively compared with the
previous year. Early indications

this year show promising results,
and we expect to reach even closer
to our goal of 1 million in MKBF.

We have overcome the initial teething
issues faced with the new signalling
system on the NSL, and look forward
to smoother implementation on the
EWL in the coming months. When
the project is completed this year
and with more new trains delivered,
the improved train availability and
shortened headways will increase
overall passenger capacity, especially
during peak hours.

Total journey time and train arrival
punctuality are also important
service quality measures, and

are expected to improve with

the stabilising of the new signalling
system. In addition, we are
harnessing technology as a

key enabler to transform rail
operations. A Future Systems Office
has been set up to engender a
knowledge-driven enterprise for
operations and maintenance,

with condition monitoring sensors
and data analytics for predictive
maintenance of our rail assets.

A new integrated Maintenance
Operations Centre will be established
this year, further improving our ability
to troubleshoot faults responsively.
We launched an upgraded mobile
application to aid commuters in
journey planning, with relevant
real-time information on train
arrivals and station crowdedness.

Although much progress was

made in rail reliability, public
confidence was unfortunately
shaken by a tunnel flood in
October 2017 resulting from
maintenance failure by the work
team, and a train collision in
November 2017 because of
unexpected disabling of a protective
feature on the affected train. Safety
remains of paramount importance,
and a comprehensive review was
conducted to strengthen safety
audits and procedures, control
measures, and staff training to
prevent future occurrence.

We continue to work closely with
the Land Transport Authority to
manage asset life cycle to achieve
greater reliability, availability,
maintainability, safety and security,
under the new rail financing
framework that was approved in
2016 and successfully implemented
last year. Following the privatisation
of SMRT from November 2016,

we have also been addressing
with our stakeholders the urgent
resource demands for rail system
sustainability over the long term.



Building People Competencies

With our eye on the future, we have
been developing indigenous capabilities
in rail engineering, procurement and
construction, and our first locally
refurbished trains will be fielded in
the coming months. Our core of rail
experts and technical staff have also
been boosted, with engineering and
technical manpower numbers growing
more than 150% since 2013. We expect
to raise our engineer numbers from
500 by another 40% over the next
two years. 1,000 more staff will be
added this year to our rail headcount
to increase maintenance and
engineering capability, strengthen
commuter touchpoints, and prepare
for the first phase of the Thomson-
East Coast Line (TEL) in 2019.

We have been working in partnership
with the National Transport Workers'
Union to instil a culture of discipline
and accountability amongst managers
and staff. A milestone Memorandum
of Understanding was signed to jointly
create a future-ready workforce with
life-long employability, increased
productivity, enhanced professionalism
and strong employee engagement.

Shaping the Future of
Urban Mobility

With better tools for demand
aggregation, we look forward to
meeting commuters’ needs in first-
and last-mile transport connectivity.
SMRT has been developing its Mobility-
as-a-Service capabilities to provide
customised solutions and a digital
platform through which users can
decide on their preferred travel mode
based on time, cost and convenience.
Nanyang Technological University's
lush campus and CleanTech Park in
Jurong Innovation District have been
transformed into a live test-bed for the
integration of multiple transportation
options and new technologies.

SMRT Buses also launched its first
Integrated Transport Hub at Bukit
Panjang, dramatically improving the
connectivity and travel experience
for residents and visitors using bus
services to the LRT system and
Downtown MRT Line.

Expanding Our Operational
Footprint

We are excited to have won the
tender for the TEL which will add
43km and 31 new stations to our
network when fully operational in
2024, improving accessibility for
our commuters. We also accepted
the offer by the Governments of
Singapore and Malaysia to work
jointly with Prasarana in the
Johor Bahru-Singapore Rapid
Transit System Link.

In 2017, SMRT Taxis successfully
rolled out Singapore’s first taxi
sharing scheme, providing taxi
partners more flexibility in
managing their work schedule.
We also entered an exclusive
partnership with Grab for access
to our current and future taxi
and private-hire car fleet.

Overseas, our subsidiary Strides
Transportation entered a joint
venture with Toyota Tsusho
Corporation and Myanmar's
Alliance Urban Transport to
establish limousine and car
rental services in Myanmar.
SMRT International also won
consultancy contracts to assist
local authorities in the upcoming
Palembang and Jabodebek LRT
projects in Indonesia, and with
the Mauritius Government for
their new LRT system.

Reaching Out to the Community

As part of our 30" anniversary
commemoration, we launched
The Gift of Mobility Fund with
$30 million in cash and contributions
in kind, working with Community
Chest to lend a helping hand

to those with mobility needs.
Together with the Ministry of
Social and Family Development
and NTUC Learning Hub, we
initiated an inclusive service
delivery programme to train
frontline staff in supporting the
elderly, visually impaired, and
those with special mobility needs.

Building a Forward-Looking Strategy

CEO’s Message

Students and community groups
have been active on Learning
Journeys at Kim Chuan Depot.
Since introducing the Adopt-a-
Station/Interchange project in
2014, over 1,500 students from
more than 30 schools have
become our ambassadors to
serve the community while
upholding themselves as
gracious commuters. More
community engagements

are being planned around
existing stations and along

the TEL in the coming year.

Appreciation

Our appreciation goes to

Mr Koh Yong Guan, who stepped
down as Chairman in July 2017
after 11 years on the SMRT Board.
We welcome Mr Seah Moon
Ming as our new Chairman and
look forward to his stewardship
with the Board and Management
as we forge ahead to the future.

I'would like to thank my
Management and staff for

their incredible teamwork and
dedication as they commit

each day to do their best

in providing safe, reliable and
comfortable journeys for all

our commuters. As our network
expands to provide better
accessibility and older lines

are renewed to ensure higher
reliability, we are confident that
the quality of our public transport
services will continue to improve.
We appreciate the support and
understanding of our commuters
as we work through these many
initiatives to bring about higher
operational and service excellence.

Desmond Kuek
President & Group Chief
Executive Officer
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Strategy

Vision

Strategic Thrusts

Highlights

Improving
Operational
Performance

We are committed to raising
and sustaining reliability,
availability, maintainability,
safety and security (RAMSS)
for superior service operations
and asset management. We
will ensure a safe and secure
operating environment; this
anchors the service that we
provide to our commuters.

45

new trains delivered
for the North-South and
East-West Lines for a
better travel experience
for commuters

S
Moving

People,
Enhancing
Lives

oo
Imhlmd

Strengthening
Workforce Health

We hold our people to
high standards of quality
and accountability. We
engage and empower each

individual to serve with pride,
proficiency and professionalism.
We optimise our organisational
systems and structures

for effectiveness.

1,400

SMRT frontline service
professionals will have
undergone Inclusive
Service Delivery Programme
by mid-2018



@

To be the people’s choice
by delivering a world-
class transport service
and lifestyle experience
that is safe, reliable and
customer-centric

Entrenching
Organisational
Excellence

We aim to engender a
knowledge-driven and
intelligent enterprise,

with a focus on developing
future systems capabilities

for Operations & Maintenance,
and enabling productivity and
process innovation through
infocommunications and
supply chain transformation.

Future
Systems Office

set up to harness digital
technology and data
analytics for predictive
maintenance

Mission

I

Winning
Hearts and
Minds

We are focused on delivering

excellent customer experiences.

We nurture partnerships with
our community, to build the
trust and confidence of the
people of Singapore. We will
sustain our corporate social
responsibility efforts in enabling
mobility and promoting
environmental responsibility.

$30m

Gift of Mobility Fund
unveiled to aid those
with mobility needs in
our community

Building a Forward-Looking Strategy

Strategy

Driving
Sustainable
Growth

We continue to develop
organic train engineering
capabilities, while expanding
our train and road operational
footprint both locally and
overseas. We are gearing up
to lead the transformation

of urban mobility in Singapore
to be future-ready in a

digital landscape.

Thomson-East
Coast Line

contract awarded for
$1.7b and set to open
progressively from 2019

15



SMRT Corporation Ltd Group Review 2017

Mobility at your service

Leadership

Board of
Directors

CLICK HERE
FOR BIOGRAPHIES
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Seah Moon Ming #@ Desmond Kuek Bak Chye #@  Lee Ling Wee @
Chairman, SMRT Corporation President & Group Chief Executive  Chief Executive Officer,
and SMRT Trains Officer, SMRT Corporation SMRT Trains

Moliah Hashim @
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Philip Nalliah Pillai #@ Quek Gim Pew @ Peter Tan Boon Heng #

®

Tan Ek Kia #@ William Tan Seng Koon @ Yap Kim Wah #@

Legend:

# Board member of SMRT Corporation Ltd
@ Board member of SMRT Trains Ltd.
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Leadership

Group Senior
Management

CLICK HERE
FOR BIOGRAPHIES

N
Desmond Kuek Bak Chye

President & Group Chief
Executive Officer

Lee Ling Wee
Chief Executive Officer,
SMRT Trains

Tony Heng Yew Teck
Managing Director, SMRT Taxis
& Private Hire Services

o
LY
Colin Lim Fung Wan
Managing Director, SMRT

Services and Vice President,
Strategic Relations Office

Jacquelin Tay Gek Poh
Vice President, Legal and
Corporate Secretariat

Building a Forward-Looking Strategy

Cindy Lau Kee Mei
Group Chief Financial Officer

V

Ng Bor Kiat

Chief Technology Officer
and Senior Vice President,
Future Systems

Dawn Low Kar Mun
Managing Director, SMRT
Commercial Business

)7

Goh Eng Kiat

Managing Director, SMRT
International and Vice President,
Business Development

4
Anson Lim
Head, Safety & Inspectorate

Vi

Leadership

e
.;/
Gerard Koh Keng Swee
Chief Corporate Officer

|
{
£
-
< N

Tan Kian Heong
Managing Director, SMRT Buses
and Roads Services

v,

Mario Favaits
Managing Director, Singapore
Rail Engineering

Margaret Teo
Vice President,
Corporate Communications

’,.f{lﬂ( a

Wong Kiew Kwong
Head, Internal Audit
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Sustainability

®
our

Commitment
to Sustainability

Seah Moon Ming, SMRT Chairman and Desmond Kuek, SMRT President and Group CEO
regularly engage with staff to understand their needs and concerns.

Materiality Process

As part of SMRT's strategic approach
to sustainability, a robust materiality
assessment was conducted in early
2016. This assessment was in line
with the Accountability AAT000
Assurance Standard and Global
Reporting Initiative’s (GRI's) four-step
process of identification, prioritisation,
validation and review to define material
issues. The extensive materiality
assessment process was essential

to defining SMRT's economic,
environmental, social and governance
material issues that influence the
decisions of our key stakeholders.

As our key stakeholders remain largely
the same as when the previous
materiality assessment was conducted,
with the exception of our shareholders,
the material issues identified last year
are still considered material now. We
therefore consider the materiality
assessment to be still valid for 2017,



Assuring Sound Governance

Sustainability

Our approach to sustainability is based on accountability and

transparency. We are committed to open communications with
our various stakeholders about our operations and business.
Sustainable business growth is a key strategic thrust for SMRT,
and we aim to embed sustainability into our core operations.

Materiality Assessment

Establish the spectrum of important or material issues that are of relevance

Identification : o .
dentificatio to our core businesses. This is done through active stakeholder engagement.

Consider both external and internal perspectives through a combination
of information sources:

Benchmarking study of our peers in the transport industry

GRI G4 guidelines

UITP Sustainability Reporting Framework

5 strategic thrusts

Group top risks

Existing policies and procedures

Prioritisation

O ©

Internal discussions and reviews with Management, the Environmental
Sustainability Committee and employees. The sessions were facilitated by
an independent sustainability expert.

Validation

©

List of 14 key material issues was finalised and signed off by the CEO
and Management.

Periodically assess list of material issues (following report publication)
based on changing business landscape, emerging trends and key
stakeholder feedback.

Review

6

Our 2016 materiality assessment followed GRI's four-step process to define material issues.
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Sustainability

Identification

Stakeholder Engagement

Our stakeholders are critical to the sustainability of our business.
We are committed to actively engaging our stakeholders to
understand and look for better ways to address their economic,
environmental, social and governance concerns.

In 2017, we engaged our key stakeholder groups through a wide
variety of formats. We communicated regularly with them and
sought their feedback on areas of mutual concern.

Stakeholders Forms of

engagement
Customers Customers Social media (Facebook, YouTube, Twitter, LinkedIn)
and Feedback handling

Community

Commuter focus groups

Community Educational tours and community programmes

Regular volunteering activities and programmes
SMRT's Green Committee collaborates with PUB to raise public awareness
on water conservation

Regulators Regular meetings on statutory requirements and new developments
for a wide range of issues ranging from safety to employment
Communication of energy consumption and production data, and
greenhouse gas emission levels to the authorities

Business Ongoing progress meetings

Partners

Employees Employees Townhalls and senior Management walkabouts

and Union Staff engagement sessions by Chairman and CEO
Newsletters and circulars
Biennial staff engagement surveys

Union Frequent meetings on upcoming changes in policies and schemes as well

as briefings to gather feedback

Suppliers Ad hoc workshops to exchange procurement ideas and procedures

and

Contractors

Investors Dedicated investor relations email to address queries




Prioritisation & Validation

Eo

Material Issues

Following consultations with external as
well as internal stakeholders, we prioritised
the material issues identified into two tiers.
Critically important issues were classified as
Tier 1, while those of high importance were
classified as Tier 2.

Operational Performance and Excellence

Anti-corruption/Fair and Ethical
Operating Practices

Access to Essential Services

Customer Health and Safety

Occupational Health and Safety
(Employees and Contractors)

Environment (Climate Change, Energy Management,
Water Management, Waste Management,

Noise Management, Sustainable Resource Use,
Compliance)

Customer Satisfaction

Community Investment, Involvement
and Development

Managing Supply Chain Sustainably

Diversity and Equal Opportunity

Labour Rights

Employee Development and Training

Research and Development/Innovation for
Engineering Capabilities

Noise

Assuring Sound Governance

Sustainability

Review

Next Steps

We aim to conduct a review

of these material issues at an
appropriate time. Our focus is to
drive performance improvements
around our key material issues,

as these represent our main
sustainability risks and opportunities.

We have taken steps to address
our material issues. For example,
we have put in unstinting effort to
improve train reliability with our
multi-year, multi-project renewal
works. We have established four
sub-committees to spearhead

our environmental sustainability
pillars throughout the organisation.

Over the next few years, our intention
is to be able to fully integrate
sustainability in all aspects of our
business units. At the same time,

we will also be looking at mega
trends which may affect us in the
future, by conducting continuous
dialogue with our stakeholders and
taking a risk-based approach to our
entire value chain.
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Governance

Corporate
Governance

The Board and Management of

the Company are committed to
ensuring high standards of corporate
governance. The Group's corporate
governance guidelines and practices
are regularly reviewed to ensure
they remain current and relevant.

The Company closely adheres to the
principles set out in the Singapore
Code of Corporate Governance 2012
(the Code) for listed companies
although it is not required to do so
following the delisting of the Company’s
shares from the Singapore Exchange
(SGX). The Company has adopted the
Code as its guide and has put in place
an internal framework to ensure
good corporate governance in its
business practices and activities.

As the Company is not listed on SGX, it is
not obliged to comply with the principles,
guidelines and recommendations in
the Code. This report is modelled on
but not in full compliance with the
Code; it sets out the Company's key
corporate governance practices.

Board’s Conduct of Affairs

The Board provides stewardship to,
and oversees the overall strategy
and business direction of the Group.
In addition to its statutory duties,
the Board:

provides entrepreneurial leadership,
sets strategic objectives, and
ensures that the necessary
resources are in place for the
Group to meet its objectives;
establishes and maintains a guiding
framework of prudent and effective
controls to enable risks to be
assessed, managed and contained
in order to safeguard shareholder’s
interests and the Group's assets;
reviews Management's performance;
identifies the key stakeholder
groups and recognises that their
perceptions affect the Group's
reputation;

sets the Group’s values and
standards (including ethical
standards), and ensures that
obligations to all stakeholders

are understood and met; and
considers sustainability issues,

e.g. environmental and social
factors, as a component of its
strategic formulation.

Board Composition

As a cornerstone to achieving high
standards of corporate governance,
there is a strong independent element
on the Board.

The Board consists of Directors with
core competencies in areas such

as accounting, finance, audit, law,
management, engineering and
customer service excellence. In
addition, the Directors' combined
work experience spans the areas

of risk management, strategic
planning and business development.
The Board believes that the present
Board size and composition are
appropriate for the requirements
of the Group's businesses.

Access to Information

Board meetings are scheduled quarterly
to, inter alia, approve the Group's
financial results. A Board meeting is
also scheduled at the end of each
financial year for Directors to consider
the Group's annual budget for the
next financial year. In addition to
these scheduled meetings, Board
meetings are held whenever the
Board's guidance is required. To give
Directors the opportunity of having
in-depth discussions with Management
on the Group's longer-term strategies,
a Board retreat is held annually.
Members of the Board are provided
with relevant information prior to
Board meetings and on an ongoing
basis so as to enable them to make
informed decisions to discharge

their duties and responsibilities.

The Board has separate and independent
access to senior Management. Where
necessary, in the furtherance of the
relevant Director’s duties, the Director
can seek independent professional
advice at the Company's expense.

As part of the Company’s continuing
education for all Directors, the Company
Secretary circulates, to the Board,
articles, reports and press releases
which are relevant to the Group's
businesses. In addition, Directors

are regularly updated on changes

to applicable laws, regulations and
accounting standards. The Company
Secretary informs Directors of relevant
upcoming conferences, courses

and seminars.



Management conducts a
comprehensive and tailored
induction and orientation
programme for newly appointed
Directors. This programme includes
briefings on the businesses and
corporate units of the Group,

its strategic plans and objectives,
key business risks, the regulatory
environment, its financial performance,
meetings with the Group’s senior
Management team and site visits.
First-time Directors will also be
provided with comprehensive
training on their roles, duties

and obligations as Directors.

Ethics and Accountability

The Board is responsible for
presenting to the shareholder,
a balanced and transparent
assessment of the Company’s
and the Group's performance,
positions and prospects.

The Board provides the shareholder
with quarterly and full-year financial
results which include a detailed
explanation and analysis of the
Company's performance, position
and prospects. Directors receive
monthly operational and financial
reports on the performance of each
business unit and key corporate
departments. These monthly reports,
which include key performance
indicators such as financial and
productivity indicators, are given

to Directors to provide the Board
with a better view of each business
unit's performance.

To strengthen ethical business
conduct in the Group, the
Company has clearly defined and
well-established whistle-blowing
channels for reporting and
investigating any alleged improper
conduct, including corruption.

Board Committees

Various Board Committees, namely
the Audit and Risk Committee (ARC),
Nominating and Remuneration
Committee (NRC), Executive
Committee (EXCO) and Board
Safety and Security Committee
(BSSQ), have been established

to assist the Board in discharging
its responsibilities. Every Board
Committee has its own Charter

which sets out, inter alia,

each Board Committee's terms
of reference, composition

and responsibilities.

Audit and Risk Committee

A majority of the ARC members
have accounting, finance
qualifications or work experience.

The primary function of the ARC

is to assist the Board in fulfilling its
oversight responsibility pertaining
to the systems of internal controls
including financial, operational,
compliance and information
technology controls, and risk
management policies and systems,
of the Group, established by the
Management and the Board.

The ARC also assists the Board in
fulfilling its oversight responsibility
pertaining to the Group's risk
profile, controls, policies and the
effectiveness of the Group's risk
management system. In order to
do so, the ARC is supported by
the Risk Management Committee
to review the robustness of the
risk management system and

key enterprise-wide risks.

The ARC examines and reviews the
following items:

the quarterly financial statements
prior to approving or recommending
their release to the Board for
approval, as applicable;

the annual audit plan of the
external and internal auditors
and the results of the audits
performed by them;

the non-audit services rendered
by the external auditor in
connection with its review

of the independence and
objectivity of the external auditor;
oversight of the Group's internal
audit function;

the appointment, re-appointment
and removal of the external
auditor for recommendation

to the Board and approving

its remuneration;

the independence of the external
auditor; and

the Group's Whistle-blowing
Programme.

The ARC typically meets at least
four times a year.

Assuring Sound Governance

Governance: Corporate Governance

Nominating and
Remuneration Committee

The main functions of the NRC are
as follows:

to formulate and review the Board
succession plans for Directors
and senior Management;

to recommend to the Board, on
an annual basis, various processes
for the evaluation of the
performance of the Board, the
Board Committees and each
individual Director as well as the
Chief Executive Officer (CEO);
to set objective performance
criteria for individual Directors
for the purposes of evaluation
by the Chairman of the Board;
to review and evaluate, on an
annual basis, the independence
of Directors;

to review annually, and
recommend the Board size
and composition of the Board
and Board Committees;

to review and recommend to
the Board the most suitable
candidates for appointment to
the Board and Board Committees;
to review and recommend

to the Board the nomination,
appointment and promotion
of the CEQ; and

to approve all nominations,
appointments and promotions
of senior Management.

In addition to the above, the NRC
performs the following functions:

to assist the Board in implementing
a formal and transparent
procedure for developing
policies on remuneration
matters in the Company;

to review and recommend to
the Board the remuneration
framework for compensation to
each Director and the CEO; and
to review and approve the general
framework of remuneration and
specific remuneration packages
of senior Management.

The remuneration packages

for the Board and the CEO are
ultimately approved by the Board.
No person is involved in deciding
his own remuneration.

The NRC typically meets at least
four times a year.
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Governance Executive Committee
Corporate The responsibilities of the EXCO include:
Governance

approving transactions within
designated financial limits in
accordance to the Financial
Policy Manual (FPM);

acting on behalf of the Board in
urgent situations, when it is not
feasible to convene a meeting
of the entire Board; and
evaluating and approving
proposed strategic investments,
divestments, acquisitions and
disposals of businesses and
assets and other similar corporate
transactions relating to the core
and non-core businesses of the
Company and its subsidiaries
which are within the designated
financial limits in accordance

to the FPM.

The EXCO meets as often as may
be required.

Board Safety and Security Committee

The BSSC assists the Board in fulfilling
its oversight responsibilities by:

putting in place a safety and
security-related framework which
complies with laws and regulations
and ensuring that procedures

and processes will be in place

for such compliance;

Composition of Boards* and Board Committees

Nominating and

Audit and
Board Members Risk Committee

Remuneration
Committee”

establishing goals to enhance
safety and security awareness
and culture within the Group;
ensuring sufficient resource for
the safety and security functions;
reviewing the security framework
of the IT systems and operations,
including defences against cyber
threats; and

investigating into accidents,
concerning safety and security,
and ensuring that remedial
actions are implemented.

The BSSC typically meets at least
two times a year.

Board Developments

The Board has identified the
following Board focus areas for
the financial year ending 2018:

Establishment of a Board Crisis
Management Framework
Operational discipline towards
excellence and enhanced rail
reliability and safety

Business Model Innovation -
Urban Mobility

Alignment of Management's

KPIs to reliability and growth
Investments that build on the
Group’s core competency

Use of technology for operational
effectiveness and efficiency
Stakeholders’ engagement strategies

Board Safety

Mr Seah Moon Ming (Chairman)*® - Chairman
Mr Desmond Kuek Bak Chye (CEO)*® - -

Mr Lee Fook Sun* Chairman -

Mr Lee Ling Wee® - -

Mr Lee Seow Hiang* - Member
Mdm Moliah Hashim® - Member
Dr Philip Nalliah Pillai*® - -

Mr Quek Gim Pew® - -

Mr Peter Tan Boon Heng*
Mr Tan Ek Kia*®

Mr William Tan Seng Koon® - -
Mr Yap Kim Wah*@

Member -
Member

Member -

Composition of Boards is as of 31 December 2017

Mdm Moliah Hashim is the co-opted member of the NRC
Board member of SMRT Corporation Ltd

Board member of SMRT Trains Ltd.

BSSC was constituted on 8 February 2018

> @ # o+ +

Executive and Security
Committee Committee”
Chairman -
Member -
Member -
Member -
- Member
- Member
Member Chairman
- Member
- Member



Governance

Key Dynamics
and Risk
Management

Assuring Sound Governance

Governance: Key Dynamics and Risk Management

Establishing
the Context

Define external
and internal
parameters to
be considered
when managing
risk

SMRT Risk Management Process

Tl 1l 1l T T

Risk
Identification*
Find, recognise

and describe
a risk

Risk
Analysis*

Understand
the causes
and sources of
risk, potential
impact and
likelihood of
risk occurring

Risk
Evaluation*

Evaluate the
risk against
predetermined
criteria

1

Develop
Action Plans

Develop
action plans
to mitigate risk

T T T T T

* Risk assessment

The Risk Management Process,
based on the ISO 31000:2009

Risk Management - Principles and
Guidelines, enables the Company to
deal with business and operational
uncertainties by identifying key risks
and implementing the appropriate
mitigating plans and actions. Key
steps are outlined above.

Safety, Security and Business
Continuity Risks

Safety is a core value the Company
embraces to protect commuters and
employees as we deliver a public
transport service that is safe, reliable
and customer-centric. Our safety
system is reviewed constantly to
mitigate any risk in the changing
environment. Before commencing
their roles, all our employees are
trained for competency, to adhere
to authorised instructions and
honed on safety awareness.

A Technical Safety Board was
established in 2014 to review
modifications of our transport
system and protect the design
integrity of equipment and facilities

for safe operations. The Company
adopts a risk-based maintenance
approach supported by automated
condition monitoring and tracking
systems. This enables us to anticipate
required maintenance interventions
early as we continue to conduct
existing corrective and preventive
maintenance regimes designed

to identify and address potential
technical issues before they
become system-level risks. We aim
to inculcate a shared vision of a
Zero Security Breach operating
environment, shaped by our three
principles of strong leadership,
individual commitment and

system discipline.

A Safety and Security Steering
Committee, chaired by the Group
CEO, oversees and governs the
Company's safety and security.

This is cascaded to the respective
business units and division meetings.
Division Safety Officers directly assist
the divisions in planning, organising,
directing, coordinating and evaluating
all safety efforts within the divisions,
serving as a conduit between

Management and Line Units to
promote tighter safety-operation
integration, ground engagement,
and to deepen ties within

and amongst business units.
Security platforms at all levels
institutionalise policies,
procedures and practices

aimed at incorporating security
into our daily operations.

We actively engage in a network
of inter-agency and international
collaborations, such as with

the Public Transport Security
Committee, Protective Security
Workgroup, Crisis Consequence
Management Workgroup,

Public Vigilance & Education
Training Workgroup and the
UITP Security Commission.

We regularly conduct security
vulnerability studies to assess
the risks in our infrastructure
and network. Identified gaps

in security are managed
through structure and system
enhancements. We have started
to use active surveillance systems
such as Video Analytics CCTVs
to augment the overall security
of all our depots. Supervisory
checks, security inspections

and Red Teaming exercises are
constantly conducted by both
Premise Managers and our
Security Operations Team to
validate effectiveness of security
systems, ensure compliance with
security procedures under the
Code of Practice (CP 1 and 6),
and check the operational
functionality of security equipment.

We maintain organisational
vigilance and readiness through
drill exercises that help us to
enhance our capacity to handle
potential threats including
terrorism, as well as through

the validation of our business
continuity plans. Inter-agency
collaboration, with key ministries
and agencies including the
Singapore Police Force, Singapore
Armed Forces and Singapore
Civil Defence Force, is central

in such exercises.

The Company is certified I1SO
9001, ISO 14001 and OHSAS
18001, underscoring our
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Governance

Key Dynamics and
Risk Management

CLICK HERE
FOR MORE ABOUT
OUR WORKFORCE

commitment to adopt international
standards and best practices in
quality, health, safety and environmental
management. We are also certified
ISO 22301 in Business Continuity
Management Systems.

Workforce Health Risks

The Company works to align our
People, Processes and Technology

to meet both immediate and
strategic challenges, by reinforcing

a workplace culture of integrity,
discipline and accountability, sustaining
staff engagement, and boosting
staffing and competency levels.

We have strengthened our suite of
leadership programmes, complemented
by on-the-job coaching facilitated

by DuPont Sustainable Solutions.

We have optimised the structure

and processes of our work teams for
greater efficiency (e.g. delayering to
streamline reporting lines to enable
better line-of-sight between managers
and their teams).

We continue to engage our workforce
through regular touchpoints such

as townhalls, dialogue sessions

and internal feedback platforms,

and maintain open two-way
communication channels.

The Company strives to deepen
employees’ competencies to deliver
high standards of rail reliability,
with programmes such as the SMRT
Train Engineer Professionalisation
programme and Engineering
Maintenance Manager career scheme.

We continually enhance our
training capability with new
courses and training systems,

such as the Singapore Bus Training
and Evaluation Centre, Singapore's
first team-based bus training centre.
SMRT continues to partner LTA
and other industry partners and
academic institutions, both locally
and globally, to launch initiatives
such as the Chartership in Railway
and Transportation Engineering,
Postgraduate Certificate in Urban
Railway Engineering, and the
set-up of Singapore Rail Academy,
in support of the national effort

to raise rail competency levels

in Singapore.

We adapt to the changing needs

of our workforce as it ages. SMRT
has partnered National Transport
Workers' Union (NTWU) to address
the implications of our ageing
workforce and also with the Fullerton
Health Group in implementing
initiatives such as free flu vaccinations,
on-site physiotherapy and a chronic
disease management programme.
SMRT also partnered UniSIM on

age management research to
enhance the work environment for
mature employees. Various design
enhancements have been made to
leverage automation and ergonomics
to transform existing jobs, processes
and equipment to improve posture,
illumination, visibility and safety.

Regulatory and Operational Risks

The Group's train, bus and taxi
operations are subject to extensive
regulation by the authorities and
the Public Transport Council (PTC).
Fares charged by SMRT Trains and
SMRT Light Rail require the approval
of PTC. However, this is not the case
for SMRT Buses which comes under
the Bus Contracting Model (BCM).

In our rail operations, SMRT is
required to comply with the

Asset Management Requirements,
Key Performance Indicators,
Operating Performance Standards
and Maintenance Performance
Standards governing train service
delivery, train punctuality, safety and
equipment reliability and is subject
to financial penalties as set out in the
Company Overview in the event of
non-compliance. As a rail operator,
SMRT also complies with various
Codes of Practices issued by LTA
and other agencies.

The Bus Service Operating Licenses for
SMRT Buses expired on 31 August 2016.
From 1 September 2016, the LTA
completed the transition of the

public bus industry into the BCM,
formerly known as the Government
Contracting Model. LTA oversees

bus services and service standards
and pays a service fee to bus

service operators. All fare revenue

is retained by the Government.



Under BCM, LTA owns all operating
assets (except for our SMRT-owned
buses and Woodlands Depot, which
are leased to LTA via availability fees)
and collect all fare revenue. LTA has
bundled Singapore’s bus services
into 14 bus packages; three packages
(20%) were tendered out with each
contract lasting for five to seven
years and the remaining 11 packages
(80%) were negotiated with incumbent
operators and run for a period of
two to 10 years. When the negotiated
contracts expire, the bus services

in the 11 packages will be gradually
tendered out.

Bus operators will bid for bus routes
by packages through a competitive
tendering process, and be paid a
service fee based on cost per km to
operate the bus services. Additional
incentives can be earned based on
service performance while penalties
are levied for not meeting the
service standards.

To excel in the BCM League,

SMRT established action plans to
continue our efforts on productivity
improvement and cost management,
such as ensuring sufficient Bus
Captains and buses to run the

bus services with a spares pool for
contingency. SMRT will continue to
strengthen our identity and develop
our workforce as a key differentiator
through career schemes to enhance
our competitiveness.

SMRT Taxis operates under the
Taxi Service Operator Licence and
is required to comply with the
Quality of Service (QoS), Taxi
Availability (TA) standards, codes
and audit requirements. While the
QoS standards monitor the level
of service and safety performance
delivered by taxi operators and
drivers to ensure commuters'
satisfaction, the TA standards

are set to ensure an adequate
taxi supply on the road especially
during peak periods through
improving the availability of taxis
to serve commuters. Likewise,
new vehicle purchase is also subject
to other policies like the Certificate
of Entitlement, Vehicular Emission
Scheme and European emission
standards which are becoming

Assuring Sound Governance

Governance: Key Dynamics and Risk Management

increasingly stringent. SMRT Taxis
works closely with the regulatory
authorities to keep abreast of
developments and policies that
may affect our businesses and
the competitive landscape,
especially from the Private Hire
Vehicle trade. SMRT Taxis adopts
competitive marketing strategies
to attract and retain its taxi
partners while it cultivates and
forges long-lasting partnerships
to strengthen the business.

Energy Cost Risks

The Group is exposed to
fluctuating oil prices, which

affect its energy costs. The Group
mitigates the effects of electricity
price fluctuations by entering into
fixed price electricity contracts over
fixed tenures where appropriate.
The Group may, where deemed
appropriate, engage in short-
term diesel hedging contracts to
partially mitigate any diesel price
fluctuations. Where appropriate,
foreign exchange contracts are
created to mitigate any currency
risk from the purchase of diesel
in a foreign currency. Such hedging
practices adhere to the Group's
Dealing Mandate approved by
the Board of Directors. In addition,
the Group engages in fuel-
conservation and fuel-efficiency
efforts, including conducting
feasibility studies for alternate
energy resources and emerging
technologies, to efficiently
manage electricity utilisation
throughout the organisation.

Investment Risks

The Group's investment risks
relate largely to capital
investments made for the
maintenance of operating assets,
and acquisitions or investments
in business entities. The capital
investment projects, including
the selection of suppliers and
contractors, are subject to
financial procedures and internal
selection criteria for the purpose
of expenditure control.

Investment activities relating to
acquisitions or investments in
business entities are supported
by experienced employees and,
where necessary, by external
professionals for specialised
services. The Group adopts a
disciplined approach in investment
evaluation and decision-making
aligned with the Group's strategy
and investment objectives. Business
proposals for such activities are also
guided by operational and financial
procedures and presented to the
Management and, where relevant,
the Board for approval.

Financial Risks

The Group's activities are
exposed to a variety of financial
risks including credit, foreign
currency, market, interest rate
and liquidity risks. The Group's
risk management strategy
features a system of controls to
create an acceptable balance
between the cost of risks occurring
and the cost of managing the risks.
The Audit and Risk Committee
oversees the Group's financial risk
management process through
timely reviews of the adequacy
and effectiveness of the financial
risk management policy, tools,
practices, strategies and treatments.

Property and Liability Risks

The Group has an insurance
programme with reputable
insurance companies to insure
its exposure to property damage,
terrorism and sabotage, business
interruption and general liability
risks. Professional indemnity
insurance is also undertaken in
respect of professional advice
and services rendered by the
Group. The Group adopts a
proactive approach, with advice
and recommendations from its
appointed insurance brokers.
Risk exposure is reviewed
periodically to ensure that SMRT's
insurance coverage continues to
be appropriate and adequate in
light of the cost of premiums and
the relevant risk profiles of the
Group's businesses.
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Portfolio

A network
. of transport
+° solutions

W AS Singapore’s premier multi-modal
land transport provider, we offer a
range of transport options designed-to
suit the diverse needs of commuters.
From modes of public transport such
as MRT trains, buses and taxis, to
private car services and premium bus e
transportation services, we connect '
people to the places they want to go.
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Service Ambassador Wee Kwee Wan serves a commuter at
the open concept passenger services counter at Bukit Panjang
Integrated Transport Hub (BPITH). SMRT Buses' first integrated
transport hub, BPITH incorporates an air-conditioned bus
interchange with the Bukit Panjang MRT and LRT stations

for seamless connectivity.
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Mobility at your service

Our efforts to

improve the journey

for train commuters

by enhancing rail
operations, maintenance
and engineering are
seeing steady results.
We strive to be a safe,
reliable and responsible
operator, committed

to building trust and
bringing on smiles
every day in all who
journey with us.

Lee Ling Wee
Chief Executive Officer, SMRT Trains

CLICK HERE
FOR SMRT TRAINS
OPERATIONS REVIEW

SMRT Trains

As Singapore’s first mass rapid
transit operator, SMRT Trains runs
the North-South and East-West Lines
(NSEWL), Circle Line (CCL) and the
Bukit Panjang Light Rail Transit
(BPLRT). Driven by our strategic
priorities, we align our activities
towards building on our strengths
and capabilities to enable growth
and sustainable value.

Improving Reliability
Our efforts in renewing the NSEWL

- Singapore’s oldest, longest and most
heavily-used MRT lines - alongside the

push to raise reliability on the CCL and

BPLRT - are well on track. Our goal is an

updated and renewed railway system
that will allow us to run more trains,
carry more passengers and offer
faster connections. Commuters can
look forward to better rail reliability,
smoother and faster rides and a
quieter environment.

To reduce waiting time, we deployed
more trains during pre-peak and
peak periods. New trains are being
added progressively to the NSEWL,
CCL and BPLRT, allowing older trains
to undergo critical maintenance.

On the NSEWL, we completed the

replacement of about 200km of the
power rail, which powers the trains,
to better cope with more trains and
the new systems on which they run.

Our first and second generation

train fleets, which have been in service

for more than 20 years, have been
progressively upgraded, for safer,
more reliable journeys.

Our renewed system, with a
comprehensive preventive and
predictive maintenance regime
in place, will mean higher system
resilience, and even better train
reliability and availability.

Increasing Capacity

Keppel, Cantonment and Prince
Edward Stations will close the loop
for the CCL when completed in
2025. This will enhance CCL's role
as an orbital line, with a total of 33
stations, including 12 interchange
stations, while strengthening the
train network’s resilience.

Kim Chuan Depot will be expanded

and integrated to house 133 trains,
up from 70, and 550 buses by 2024.
Itis the first in the world to integrate
three train depots and one bus depot.

Significant Moments

We began operating the Tuas West
Extension from June 2017. The 7.5km
extension improves MRT connectivity
in the Tuas area.

We were awarded the Thomson-
East Coast Line (TEL) contract to
operate and maintain the line in
stages from 2019 for an initial
nine-year period. The TEL will add
43km and 31 new stations to the
existing rail network, with seven
interchange stations linking the TEL
to all five existing MRT lines.

SMRT Corporation Ltd and Prasarana
Malaysia Bhd, Malaysia's leading
public transportation provider, signed
a Memorandum of Understanding
to form the Johor Bahru-Singapore
Rapid Transit System Link (RTS Link)
operating company, to design,

build, finance, operate, maintain
and renew the RTS Link operating
assets. The RTS Link will help to
meet growing transportation needs
and improve productivity between
Singapore and Johor Bahru.

Looking Ahead

In 2018, we will continue to
enhance reliability with our
multi-project efforts to renew and
upgrade the NSEWL. We will also
further enhance safety through

a comprehensive review of work
safety processes and procedures.


https://smrttrains.com.sg/Portals/0/PDFs/Annual%20Reports/Trains%20Operations%20Review%202017.pdf?ver=2017-08-01-103421-340

We aspire to
be the best

bus operator in
Singapore and

an international
transport solutions
provider in

smart cities.

Tan Kian Heong
Managing Director, SMRT Buses
& Roads Services

SMRT Buses

SMRT Buses serves more than

1 million passenger journeys daily.
We have a fleet size of more than
1,450 buses and 3,300 employees.
We operate three bus packages
under the Bus Contracting Model,
consisting of 99 bus services,
three bus depots and five bus
interchanges.

A Culture of Service Excellence

SMRT Buses successfully completed
our first year under the Bus
Contracting Model, achieving
good results in operational
performance, as assessed by

the Land Transport Authority’s
Bus Service Reliability Framework.

The customer is at the heart

of what we do. We go to great
lengths to build a culture of
service excellence that focuses
on understanding our customers
and offering best-in-class service
across all customer touchpoints.

We value our commuters and
constantly seek ways to enhance

the travel experience. In the
Customer Satisfaction Index of
Singapore published in 2017, we
achieved progressive improvements
yearly and consistently outperformed
our competitor in the last four years.
Our first integrated transport hub at
Bukit Panjang opened with thoughtful
features and technological innovations
for commuters and our workforce.

Our People

Our people are our key differentiator.
We value our employees and invest

Developing Strong Capability

Portfolio: A network of transport solutions

heavily to develop them throughout
their careers with us, so as to

build a competent, committed

and professional workforce.

We also place emphasis on our
employees’ health and welfare.

In recognition of our contributions
to the labour movement and
furthering the interests of our
workforce, we were presented
with two awards at the May Day
Awards 2017.

Leveraging Technology

Technology and Innovation are

our key enablers to achieve service
excellence. We proactively leverage
technologies that enable and

drive strategic, industry-leading
innovations in training, customer
service and bus operations. A mobile
application was introduced for our
Bus Captains to keep track of their
work schedules, monitor driving
performance and carry out
administrative tasks.

Our Singapore Bus Training

and Evaluation Centre provides
training to our bus professionals.
We have also achieved full operational
capability for PROLEARN, which
employs big data analytics and
evidence-based training customised
to individual driver needs. We

were awarded the Certification

of Recognition in the Operational
and Technological Excellence for
our PROLEARN innovation at the
UITP Awards 2017.

Our Priorities

We strive to deliver the best

bus service to our commuters

and achieve the highest standards
of safety and reliability for our
operations. We are fully committed
to develop our workforce by
enabling their skills mastery

and upgrading their technical
competency. We are continuously
embracing technology and building
new competencies to stay relevant
and remain competitive. We aspire
to grow our local market share and
establish a global footprint as an
international transport

solutions provider.
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Mobility at your service

In a time of rapid
changes, technology
advances and disruptive
innovation for the industry,
SMRT Taxis pushes on for
transformative growth
and improvements. We
will continue to invest

in technologies to better
our service offerings

for both partners and
passengers. We remain
committed to forming
strategic business
partnerships to ensure

long-term sustainability.

Tony Heng
Managing Director, SMRT Taxis &
Private Hire Services

SMRT Taxis

SMRT Taxis continues to enhance
passengers’ travel experience, raise
customer service standards, and
innovate with technology in order
to adapt to the highly dynamic
market conditions.

Building Strong Partnerships

Supporting Singapore’s push
towards a cashless society, SMRT
Taxis collaborated with MasterCard
to lower cashless transaction costs.
Our taxis are now equipped with
contactless payment terminals.

We strengthened our collaboration
with Grab to build the largest and
most advanced taxi and private-hire
car fleet in Singapore. The partnership
enables all SMRT Taxis' drivers to use
Grab for taxi bookings and dynamic
fixed fares.

At SMRT Taxis, we refer to drivers
who work with us as “taxi partners”,
reflecting their value to our organisation.

To suit the different needs of our
taxi partners, we introduced a flexible
hourly rental scheme, Taxi Share.
We have more than 600 taxis at

over 250 carparks, providing 24-hour
access. This scheme has seen an
increase in taxi availability on the
road to keep up with demand.

We opened our first Driver Career
Centre, providing a one-stop service
to help potential drivers identify
their best career path with SMRT
Taxis, through driver profiling and
in-house consultations.

As part of our drive to offer
stellar customer experience and

environmentally sustainable options,
passengers enjoy newer and greener
vehicles like the fourth generation
Toyota Prius Hybrid, which boosts
fuel efficiency and has a smaller
carbon footprint. In 2017, we further
strengthened our position as the largest
hybrid taxi operator in Singapore.

Our taxi partners take pride in
delivering high-quality rides. 109 taxi
partners rece