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Customer Experience, Revenue Policies: Staff Briefing Notice 19 
 
Enhancement to Oyster online:  Online refund applications for 
incomplete journeys  
 

Effective date: 

9 Dec 2012 

 

Pay as you go customers must touch in at the start and touch out at the end of all 
Tube, DLR, London Overground and National Rail journeys. If not, their journey is 
'incomplete' and a maximum pay as you go fare could be charged.  
 

Autofill 
 

In April 2011, ‘Autofill’ was introduced. This facility automatically adjusts incomplete 
journeys charged to customers’ Oyster cards if they didn’t touch in. We do this by 
making a reasonable prediction of where the customer did not touch in and, where 
appropriate, a credit is made to their Oyster card. We do this a maximum of once 
every 28 days. 
 

Incomplete journey refund applications via Oyster Online  
 

From 9th December 2012, customers with an Oyster online account can apply for an 
incomplete journey refund online; both ‘unstarted’ and ‘unfinished’ are eligible. 
 
•  Only adult-rate journeys are available for online refunds (no concessions or 

discounts) 

•  Online refunds are restricted to one per calendar month 
•  Customers can apply for Online Refunds over the entire period of their journey 

history (8 weeks) 

 
Customers should get an email response to their online refund application within 24 
hours. Customers who submit a successful application before 11pm can pick up their 
refund from their nominated station the next day.  
 
Customer service agents can submit online refund requests on behalf of customers. 
 

The ‘Autofill’ facility will continue as normal. 
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Applying online for refunds for Incomplete journeys 
 

How do customers apply online? 

 
Customers need to login into their account and go to 
the card overview screen (they need to select the 
correct Oyster card if they have more than one card 
associated with the account).  
 

•  They can only apply for a refund if the 

incomplete journey is displayed in this screen  
 

•  Customers will need to supply the missing 

journey information (station and time) and the 
reason they were unable to touch in or touch out 

 

 

•  Customers need to nominate a 
station to pick up the refund from 
 

•  They must apply within 8 weeks of 
making the incomplete journey  
 

Once the refund application is 

submitted, customers will receive two 

emails: 

 

1. 

Refund Acknowledgement Email 

-  sent immediately after the customer 
submits the application form 
 

2. 

 Refund Confirmation Email -

sent overnight and contains details of 
the refund (amount, pickup station, 
reference number, date of journey etc) 

 

Customers who do not have an Oyster online account can create one. However, 
refund applications can only be submitted after the account was created.  
 

Customers who have successfully applied for a refund will see that their journey 
history is updated accordingly: 

 

TfL’s website had new information about incomplete journeys posted in the Tickets 
section from 7 December 2012. 

 

If you have any questions, comments or suggestions concerning this briefing please email 

xxxxxxxxxxx@xxx.xxx.xx 
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