
Delay 
Repay 15
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R D

ELAY REPAY

Passenger  
claim form

What compensation am I entitled to?
From December 1st 2017, if your journey has been delayed by  
15 minutes or more, we’ll provide compensation under our Delay 
Repay scheme. The amount of compensation you are entitled to 
is as follows:

First MTR South Western Trains Limited. Registered in England and Wales 07900320. 
Registered office: 4th Floor, Capital House, 25 Chapel Street, London NW1 5DH.  
A FirstGroup and MTR company. 

SWR20817

If you have a season ticket your compensation will be calculated 
on the proportionate journey cost. There is more information on 
the Delay Repay scheme in our Passenger Charter, available at all 
staffed South Western Railway stations or online at  
www.southwesternrailway.com

How to claim?
To make your claim you should fill in this form or the online 
version. The easiest and quickest way to receive compensation  
is to apply online at southwesternrailway.com. You need to  
make your claim within 28 days of your delay and include one  
of the following:

• Your original ticket

• A ticket receipt (this is usually issued with your ticket)

• A copy of your season ticket

• A scan or photograph of your season ticket and photocard  
is required for ALL season ticket claims

• If you are a registered Oyster PAYG or Contactless user, a 
journey print-out showing where you touched in and out and 
the cost of your journey. If your card is registered, you can 
obtain a statement by visiting tfl.gov.uk 

• If you have an Oyster season ticket, please provide a receipt 
showing the date of purchase, the price you paid and the zones 
covered by your Oyster card

• For all other smartcard users, please complete this form, adding 
your smartcard number a journey print-out showing where you 
touched in and out and the cost of your journey

• As detailed in the National Rail Conditions of Travel, Train 
Operating Companies are not liable for any consequential 
losses incurred due to train delays.

Length of delay 
(minutes)

Amount of compensation available for tickets 
purchased
Single ticket Return ticket Season ticket

15-29 (for travel 
from 1 Dec 2017) 25% 12.5% 25%

30-59 50% 25% 50%
60-119 100% 50% 100%
120 or more 100% 100% 100%

Of the cost of the 
single ticket

Of the cost of the 
return ticket

Of the value of the 
delayed journey
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