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Your guide to getting compensation explains how to get some money back if your journey
is disrupted

Tweet 715 Email Print RSS Share

Whether it's flooding, landslides, leaves on the line, the
wrong type of snow, trespassers on the track or vandalism,
train delays have many causes. But if your journey is
delayed, you're often entitled to compensation. Recent
research by the Office of Rail Regulation revealed that
75% of passengers don't know when they're entitled to a
claim for bad service, or how to apply for a refund. Train
companies often seem to be less than keen to make this
information easily available, so we've created this guide to
the UK's train companies, with links straight to the claim
form, where available online, and instructions on how to
claim if the form isn't online.

There are two types of compensation for delayed train
journeys: charter and delay repay.

Charter is the minimum level of compensation and is payable if the train company was responsible for the train's delay
or cancellation. This could include delays because of engineering works but not because of exceptionally severe
weather conditions or vandalism. The minimum compensation levels for an hour's delay are: 20% refund of a single
ticket cost; 10% of return ticket cost if one leg is delayed; 20% of return ticket price if both legs are delayed.

If advance warning of engineering works and timetable alterations is given you won't normally be entitled to
compensation.

The 'delay repay' system gives more generous compensation, and varies from rail company to rail company. It pays out
if a train is delayed by 30 minutes or more.

Both types of refund are paid in National Rail Vouchers, which can be used in person (not online) to buy rail tickets for
anywhere in the UK.

Recent research by the Office of Rail Regulation revealed that 75% of passengers don't know when they're entitled to a
claim for bad service, or how to apply for a refund. So to make it easier, here are the details of where to claim or get
more info for every UK rail company. And the rail companies could make it easier by creating an online form (as
Southeastern and some others already have). Where there's a link and no more details, you'll find the form and all the
info you need to claim on the page that's linked to.

And if you're a regular passenger and concerned that you might forget to claim for a delayed journey, try the Train
Refunds app. Register your journey details and it automatically fills in a claim form for you.

Where to claim
Arriva Trains Wales - obtain a form from conductors, from staffed stations or by post from The Customer Relations
Department, Arriva Trains Wales, St Mary's House, 47 Penarth Road, Cardiff CF10 5DJ

c2c - complete a customer comment form available at staffed stations, or write to our Customer Relations Manager, c2c

How to claim refunds for train delays
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Rail Ltd, FREEPOST ADM3968, Southend SS1 1ZS. Email: c2c.customerrelations@nationalexpress.com. Tel: 0845
601 4873 (option 3, open Monday to Friday 8am - 6pm)

Chiltern Railways - refer to the Passenger Charter for how it works and fill in the online form

CrossCountry - fill in the Delay Repay form on the website or write to Customer Relations Manager, CrossCountry,
5th Floor, Cannon House, 18 The Priory, Queensway, Birmingham B4 6BS

East Coast Delay Repay

East Midlands Trains

First Capital Connect

First Great Western

First TransPennine Express

Greater Anglia

London Midland

London Overground

Merseyrail - If you hold a daily ticket and are delayed for more than half an hour, ticket price will be refunded. Please
speak to staff at the station you are travelling from.

Northern - details here

ScotRail - details here

Southeastern

Southern

South West Trains - details here

Transport for London (Tube delay refunds; you can claim if your Tube journey is delayed by 15 minutes or more)

Virgin Trains - details here, select 'Claim for a delay' from the menu
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