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Use this form if you have been delayed by 
15 minutes or more upon arrival at  

your final destination. 

Please remember to enclose your tickets.

What compensation am I entitled to?
If your journey with GWR was delayed by 15 minutes or more, 
we’ll provide compensation under our Delay Repay scheme. The 
amount of compensation you are entitled to is shown below.

Length of 
delay

Amount of compensation paid 
as a percentage of your ticket 
price

Amount of 
compensation 
paid as a 
percentage of 
the value of 
your journey 
cost

Single ticket Return ticket Season ticket

0-14  
minutes none none none

15-29  
minutes

25% of  
ticket cost

12.5% of 
ticket cost

25% of 
journey cost

30-59  
minutes

50% of  
ticket cost

25% of  
ticket cost

50% of 
journey cost

60-119  
minutes

100% of 
ticket cost

50% of  
ticket cost

100% of 
journey cost

120 minutes
or longer

100% of 
 ticket cost

100% of  
ticket cost

200% of 
journey cost

How to claim?
The easiest and quickest way to receive compensation  
is to apply online at GWR.com/DelayRepay

You can also fill in this form and send it with your tickets to 
Freepost GWR DELAY REPAY

We need to receive your claim within 28 days of your delay, and 
you must include one of the following:
•	 Your original ticket
•	 A ticket receipt 
•	 For Touch Smartcard users, please complete this form adding 

your smartcard number
•	 For monthly or annual ticket holders: A scan or photograph of 

your Season Ticket and photocard 
•	 Oyster PAYG or contactless users, please register your card 

with TfL (Tfl.gov.uk) and provide a statement showing where 
you touched in and out and the cost of your journey. 

Delay Repay compensation or a Refund?
If you completed your journey, but were delayed doing so, you 
should apply for compensation using Delay Repay. If you had to 
abandon your journey, or weren’t able to start it, you should claim 
a refund from where you bought your ticket - restrictions apply to 
certain ticket types.

Information correct at the time of issue E&OE - July 2026
Issued by Great Western Railway Milford House, 1 Milford Street, Swindon. SN1 1HL
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