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Frequently asked questions

Here you'll find answers to the questions we are most commonly asked.


At the moment our customers are asking us:



	Do I need to wear a face covering when travelling with GWR?

You are no longer required to wear a face covering when travelling on GWR services. However, in line with Government advice and to reduce the risk to fellow passengers and staff, we continue to encourage customers to wear a face covering on busy services.



	How do I reserve a bike space?

You can reserve a bike space at any time before your train arrives. You should do this as early as you can. Storage is limited and bikes can't be kept in the areas by the doors.



Reservations for bikes are mandatory on all our Intercity Express Trains and you must have evidence of your reservation with you when you travel.



You can reserve a space when you buy your ticket. If you already have a ticket and want to add a reservation, then you can do it:

	in the booking section of your online account
	by calling us on 03457 000 125
	by visiting a ticket office


If you need assistance with this please message us on Twitter @GWRhelp, or on Facebook Messenger @GWRUK.





Find out more about travelling with your bike.



	How do I reserve a seat?

You can reserve a seat when you buy your ticket. If you already have a ticket and want to add a reservation or change what you already have, then you can do it:
	in the booking section of your online account
	by calling us on 03457 000 125
	by visiting a ticket office


If you need assistance with this please message us on Twitter @GWRhelp, or on Facebook Messenger @GWRUK.



If you have a season ticket, you can make reservations for your regular trains by sending details of your services, seat preferences, the duration of time you’d like the seat reserved for, and your photocard number to gwrreservations@gwr.com.




Find out more about seat reservations.



	Can I claim compensation if my journey was delayed?

If you arrive at your destination 15 or more minutes late because your GWR train was delayed or cancelled, you can claim Delay Repay compensation. We need to receive your claim within 28 days of your delay.



Find out more about Delay Repay and make a claim here.



	How do I claim for a refund on my unused ticket?

Refunds work differently depending on the type of ticket.



You can claim a refund on an unused Anytime, Off-Peak or Super Off-Peak ticket. Advance tickets are non-refundable unless you didn’t travel because your train was delayed or cancelled. 



We will only process a refund if the ticket was bought from GWR. If you bought your ticket elsewhere, contact the original retailer.

	we need to receive your claim within 28 days of the ticket's expiry
	we charge a £10 admin fee* for every application made


*The fee will be waived if you do not travel because your train is delayed or cancelled




Find out more about unused ticket refunds and make a claim here.






	Can I change my ticket?

Advance tickets

You can change the date and time of your ticket at any time before your scheduled departure. An admin fee of £10 will be applied. If the price of your new ticket is more expensive, you'll need to pay the difference.

Off-Peak, Super Off-Peak, and Anytime tickets

You can change the date and time of your ticket up to the date of departure without having to pay an admin fee.

Find out more about changing your ticket.
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Coronavirus travel information

How we are keeping services safe for you, travel advice, and information around face coverings.




Ticket types

All the answers about different ticket types, restrictions and buying or amending a ticket.




Website and mobile app

Get help with booking your ticket on our website or mobile app.




Compensation and refunds

Refunds on unused tickets, claiming compensation for delays or other journey issues.




Travelling with GWR

Feel confident planning your journey, and what to expect at our stations and onboard our trains.




Other topics

Find out how to become a train driver, purchase GWR merchandise, and a whole lot more.



Navigation links
Your journey
Your journey
	Travel updates
	Train times
	Planned engineering
	Passenger Assist
	Onboard services


Inspiration
Inspiration	Top destinations
	Popular routes
	Festival and events
	Offers
	Blogs
	GWR gift shop


Help and support
Help and support	Refunds and compensation
	Making a complaint
	Lost property
	Frequently asked questions
	Changing your ticket


About GWR
About GWR	What you can expect from us
	Our named trains
	Our business
	Careers
	Passengers charter


Useful links
Useful links	Your tickets
	Cymraeg
	Our performance
	Security
	Safety


Contact Us

At GWR, we're always working to improve your journey. Let us know how – we want to hear from you

Help us improve our service:

Contact Us
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