


FINAL DRAFT – 12th July (following direction from the DfT) 
 
Thameslink/Great Northern Season Ticket Compensation Scheme June 2018 
Background  
A new timetable was introduced across the GTR network on 20th May 2018, primarily 
driven by the reopening of the Thameslink route through London Bridge. Thameslink 
operates on one of the busiest parts of the rail network. Passenger journeys in London 
and the south east have more than doubled in the last two decades, increasing from 547 
million in 1995-96 to 1.1 billion in 2016-17. 
The Programme has been designed to deliver: 

• new infrastructure 
• better stations 
• new technology 
• and new trains 

 
All these changes are happening on an expanded Thameslink network to deliver 
significant improvements that respond to the growth in passenger demand now and into 
the future. 
As part of these changes, some services previously operating by Great Northern, Southern 
and Southeastern have moved to Thameslink.  
We anticipated some degree of disruption to services while we made the huge changes in 
operational processes that the new timetable required and had planned for it with the 
gradual introduction of services on some routes. However, the impact of the late delivery 
of the timetable and engineering work plan by Network Rail has been much more 
disruptive than we expected. Since the 20th May, this has therefore left customers on 
Thameslink and Great Northern routes inconvenienced and frustrated, with a reduced 
service and regular short notice cancellations of service. The introduction of an interim 
timetable on the 15th July aims to deliver a more reliable service that customers can plan 
around, with a focus on services in the peaks.  
 
In summary 
In recognition of the substandard level of service currently being provided to customers an 
additional industry compensation scheme has been agreed with the Department for 
Transport (DfT) and will be delivered by GTR, on behalf of the industry.  This will be in 
addition to Delay Repay (since the 20th May – paid against the planned May timetables or 
the service on the day) and enhanced compensation. 
In summary, season ticket holders travelling from the most impacted stations will qualify for 
refunds in two tiers. 
Tier one stations 
Those season ticket holders travelling from the most severely impacted stations towards 
London will qualify for up to 4 weeks of compensation under the following criteria; 

• Where a season ticket (weekly, monthly or annual) has been held for 1 week or more over 
the 10 week qualifying period (from 20th May to 28th July 2018). Only one claim per season 
ticket holder. 

The compensation is payable on a sliding scale with the maximum of 4 weeks compensation 
for 4 weeks of travel over the qualifying period. For example, if a qualifying season ticket 
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Tier two stations  







Compensation will be offered to customers regardless of the type of product (paper ticket, 
Smartcard, Oyster season travelcard including Capped CPAY) or where the season ticket was 
originally purchased from. The customer will need to meet the minimum qualifying criteria – 
as above, certain eligible origin stations and the tenure of a season ticket (or tickets) 
between two date ranges.   
Method of payment options available to the customers will be Electronic bank transfer 
(BACs), Visa debit/credit or e-vouchers. Cheque payments will be made to customers 
communicating by post as customer bank/card details will not be available. It may not be 
possible to offer e-voucher for customers who live on the South Eastern network. 
 
How do customers claim compensation? 
Phase 1 - Whitelisted customers will be proactively prompted by email or letter advising 
them that they are entitled to compensation.  The email/letter will include the amount the 
customer is entitled to and guidance regarding next steps.   This made 60% of all claims with 
the Southern scheme in 2017 and is a much simpler experience for customers.  
Phase 2 - To take into account customers who may not have been captured via the phase 1 
process but still believe they are entitled to compensation (anticipated to be around 40%), a 
dedicated compensation claim form will be available via the Great Northern and Thameslink 
websites.  This will only be made available once phase 1 is complete. Customers will be 
prompted to upload information relating to their tickets to enable their claim to be assessed 
and where appropriate payment made.  
DfT have confirmed GTR will have discretion in calculating the compensation payment 
described above in circumstances where additional evidence is provided to support a 
customer’s claim.  There is no discretion with regard to stations outside of scope.  
How will customers be told about the compensation scheme? 
We are very keen to ensure all customers who are eligible for compensation get it.  Where 
we can identify eligible customers we will proactively contact them (phase 1).  In addition to 
this we will be publicising the scheme via our website, social media (Twitter) and putting 
posters up at our stations.  
A cut-off date for applications will apply but is yet to be determined.  
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It is fully appreciated that many customers travelling from stations outside of those included 
within the scheme have had their journeys impacted since May 20th and we continue to 
promote that customer claim the compensation they may already be due through the delay 
repay and enhanced compensation scheme. The delay repay scheme includes compensation 
for journey delays from 15 minutes against either the planned May timetable or the service 
in operation on the day. 
This is an industry compensation scheme which, in recognition of the industry failures which 
led to the current poor service provision for customers, has been defined agreed with by the 
DfT but will be funded by the industry. 
 
The approach to claiming compensation 
The detail of timings as to when the scheme ’opens’ for claims will be defined in due course, 
with the qualifying period ending on the 28th July. It is proposed that the scheme is run in 
two phases, in the same way as the 2017 Southern Season Ticket compensation scheme. 
The first phase will see customers who can be identified as meeting the qualifying criteria 
and are known to us (e.g. email contact details and ticket information held and customers 
‘opting in’ for contact) automatically contacted and offered the appropriate level of 
compensation. GTR have already started work to identify customers who qualify based upon 
season tickets held from 20th May to end June.   
The second phase will be where customers who have not been contacted however believe 
they are entitled to compensation will be able to then apply for compensation via a 
dedicated online compensation form on the Thameslink and Great Northern websites. Nb. 
Dependent upon the volumes of customers identified and contact via phase 1, to ensure 
resilience of web site and timely handling of claims the scheme may be opened for claims in 
phase 2 by station line of route rather than open to ‘all’. 
An initial list of FAQs will be made available online to support customers following any 
imminent announcement of the scheme, with more detail added as this is defined and 
available. The intent is that customers are able to find relevant information online 
 
What are we offering customers? 





How will customers be told about the compensation scheme? 
We are very keen to ensure all customers who are eligible for compensation get it.  Where 
we can identify eligible customers we will proactively contact them (phase 1).  In addition to 
this we will be publicising the scheme via our website, social media (Twitter) and putting 
posters up at our stations.  
A cut-off date for applications will apply but is yet to be determined.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 





From: @gtrailway.com]  
Sent: 11 July 2018 13:16 
To: @dft.gov.uk> 
Cc:  

Fiona Walshe  
 

Subject:  
 

Hi , 

Thank you for your time this morning. 

As discussed, based on the call this morning, I have made the final requested tweaks to the 
internal scheme outline document (attached), this covers; 

- addition of line re. GTR flexibility with claims without referral to DfT (highlighted in blue) 

I understand that you need to secure ministerial approval to the scheme outline and you're 
aware that we urgently need DfT sign-off to this to ensure that all final documentation 
(internal and external) is correct and key teams can be briefed in advance of a press release 
which provides details of the scheme. 

You have confirmed that whilst regular daily ticket holders remains an open discussion, that 
the industry scheme GTR will announce details of is a season ticket scheme (in line with the 
attached scheme outline doc) and discussion regarding 'regular dailys' would be a further 
and future discussion between the DfT and GTR. 

We have previously provided thoughts to the DfT on the inclusion of 'regular dailys' - 
including in our original document requesting clarity as to whether DfT were simply looking 
at only a season ticket holders scheme and the fact that the disruption since the 20th May 
has material impacted regular daily travellers (including carnet holders). We would highlight 
the following; a claims process is by it's nature not customer friendly and would have to 
purely rely on customers being aware and making a claim for dailys, the industry costs to 
administer a claims process for this would be significant (all having to be manually 
processed), alongside a high and impossible to quantify fraud risk etc. We have discussed 
and suggest alternative options outside of another scheme based on individuals claiming, 
which could include future ticket discounts or a period of 'free' travel. 

The DfTs urgent approval today of the agreed season ticket scheme outline document 
(attached) enabling GTR to finalise all communications and brief teams would be 
appreciated. 

Kind regards, 

 

 



 

Head of Customer Experience & Engagement 
 

 
 
 
Govia Thameslink Railway Limited 
Registered in England and Wales No. 07934306. 
Registered office: 3rd Floor, 41-51 Grey Street, Newcastle upon Tyne, NE1 6EE 
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DRAFT – 2nd July 2018, amended 3rd July, amended 6th July and 10th July (following 
further direction from the DfT) 
 
 
Thameslink/Great Northern Season Ticket Compensation Scheme June 2018 
Background  
A new timetable was introduced across the GTR network on 20th May 2018, primarily 
driven by the reopening of the Thameslink route through London Bridge. Thameslink 
operates on one of the busiest parts of the rail network. Passenger journeys in London 
and the south east have more than doubled in the last two decades, increasing from 547 
million in 1995-96 to 1.1 billion in 2016-17. 
The Programme has been designed to deliver: 

• new infrastructure 
• better stations 
• new technology 
• and new trains 

 
All these changes are happening on an expanded Thameslink network to deliver 
significant improvements that respond to the growth in passenger demand now and into 
the future. 
As part of these changes, some services previously operating by Great Northern, Southern 
and Southeastern have moved to Thameslink.  
We anticipated some degree of disruption to services while we made the huge changes in 
operational processes that the new timetable required and had planned for it with the 
gradual introduction of services on some routes. However, the impact of the late delivery 
of the timetable and engineering work plan by Network Rail has been much more 
disruptive than we expected. Since the 20th May, this has therefore left customers on 
Thameslink and Great Northern routes inconvenienced and frustrated, with a reduced 
service and regular short notice cancellations of service. The introduction of an interim 
timetable on the 15th July aims to deliver a more reliable service that customers can plan 
around, with a focus on services in the peaks.  
 
In summary 
In recognition of the substandard level of service currently being provided to customers an 
additional industry compensation scheme has been defined agreed with by the Department 
for Transport (DfT) and will be delivered by GTR, on behalf of the industry.  This will be in 
addition to Delay Repay (since the 20th May – paid against the planned May timetables or 
the service on the day) and enhanced compensation. 
In summary, season ticket holders travelling from the most impacted stations will qualify for 
refunds in two tiers. 
Tier one stations 
Those season ticket holders travelling from the most severely impacted stations towards 
London will qualify for up to 4 weeks of compensation under the following criteria; 

• Where a season ticket (weekly, monthly or annual) has been held for 1 week or more over 
the 10 week qualifying period (from 20th May to 28th July 2018). Only one claim per season 
ticket holder. 
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Compensation will be offered to customers regardless of the type of product (paper ticket, 
Smartcard, Oyster season travelcard including Capped CPAY) or where the season ticket was 
originally purchased from. The customer will need to meet the minimum qualifying criteria – 
as above, certain eligible origin stations and the tenure of a season ticket (or tickets) 
between two date ranges.   
Method of payment options available to the customers will be Electronic bank transfer 
(BACs), Visa debit/credit or e-vouchers. Cheque payments will be made to customers 
communicating by post as customer bank/card details will not be available. It may not be 
possible to offer e-voucher for customers who live on the South Eastern network. 
 
How do customers claim compensation? 
Phase 1 - Whitelisted customers will be proactively prompted by email or letter advising 
them that they are entitled to compensation.  The email/letter will include the amount the 
customer is entitled to and guidance regarding next steps.   This made 60% of all claims with 
the Southern scheme in 2017 and is a much simpler experience for customers.  
Phase 2 - To take into account customers who may not have been captured via the phase 1 
process but still believe they are entitled to compensation (anticipated to be around 40%), a 
dedicated compensation claim form will be available via the Great Northern and Thameslink 
websites.  This will only be made available once phase 1 is complete. Customers will be 
prompted to upload information relating to their tickets to enable their claim to be assessed 
and where appropriate payment made.  
DfT have confirmed GTR will have discretion in calculating the compensation payment 
described above in circumstances where additional evidence is provided to support a 
customer’s claim.  However, DfT have stated GTR has no discretion which stations are within 
scope.  
How will customers be told about the compensation scheme? 
We are very keen to ensure all customers who are eligible for compensation get it.  Where 
we can identify eligible customers we will proactively contact them (phase 1).  In addition to 
this we will be publicising the scheme via our website, social media (Twitter) and putting 
posters up at our stations.  
A cut-off date for applications will apply but is yet to be determined.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 











 
 
 
 
   

 
 
        
             
           4th July 2018 
 
 
 
Dear Colleague, 
 
Performance on GTR’s Thameslink and Great Northern lines has been 
unacceptable since the timetable change on 20 May.  
 
This is immensely frustrating for passengers and I would like to reassure you 
that my Department is holding the industry to account and monitoring 
progress on service improvements on a daily basis. However at the same 
time, I feel that the situation for passengers has not improved quickly enough 
on Thameslink and Great Northern lines and would like to apologise for the 
continuing disruption. 
 
The rail industry accepts that the service passengers have experienced over 
recent weeks is not good enough. Today I am pleased to confirm that a 
compensation scheme for Thameslink and Great Northern passengers has 
been announced by GTR. 
 
The compensation will be designed to refund season ticket holders up to one 
month where they have suffered severe disruption and up to one week where 
disruption to services has been moderate. 
 
Further details of the scheme, the passenger categories and stations eligible 
for compensation will be set out by GTR next week. We expect the scheme to 
open for claims in the coming weeks for timetable disruption suffered 
between 20 May 2018 and 28 July 2018. 
 
The scheme will work in a similar fashion to last year’s Southern 
compensation scheme, and GTR will be implementing administrative 
processes that worked well for customers and helped make claiming a refund 
as easy as possible. 

From the Secretary of State 
The Rt. Hon. Chris Grayling 

 
Great Minster House 
33 Horseferry Road 
London 
SW1P 4DR 
 
Tel: 0300 330 3000 
E-Mail: chris.grayling@dft.gsi.gov.uk 
 
Web site: www.gov.uk/dft 
 
 






