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section
Discount entitlements 4

A Railcard discount entitlement must not be added to an Oyster card 
for holders of the following:

•	 Network Railcard

•	 Family & Friends Railcard

•	 Two Together Railcard.

If the Railcard number is too long, you must record only the last nine 
digits as the Photocard number.

Customers holding any valid NR Annual Gold card season ticket or 
an Annual Travelcard may request the addition of the NR Railcard 
discount to their Oyster card.

If an Annual Travelcard holder does not have their Gold Record card, 
the NR Railcard discount can still be added, if the Oyster card contains 
a valid Annual Travelcard.
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section
Lost, stolen or failed Oyster cards 7

Type of 
Refund

ID 
required

Action on 
TOM

TSID holder’s Action

Non-UK 
resident

Passport or 
National ID 
card

Skip customer 
search and print 
long receipt

Ask customer to sign and print their 
name and home address on the 
receipt printout

Card fully 
registered by LU 
TOM

Proof of 
name

Customer details 
automatically 
displayed

Ask customer for their home 
address.  If it matches that 
displayed – proceed with refund. 
If address does not match, request 
proof of their address then enter 
details.

Card registered 
but no details in 
TODB

Proof of 
name

Perform a 
customer search 
using their house 
number and 
postcode

If customer is listed at address 
given – proceed with refund.  If 
not listed, request proof of their 
address then enter details.

Unregistered 
card

Proof of 
name

Perform a 
customer search 
using their house 
number and 
postcode

If customer is listed at address 
given – proceed with refund.  If 
not listed, request proof of their 
address then enter details.

Oyster 
Photocard

Confirm 
applicant is 
cardholder 
shown on 
Photocard

Perform a 
customer search 
using their house 
number and 
postcode

If customer is listed at address 
given – proceed with refund.  If not 
listed, then enter details.
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io
n Resolution of PAYG journey10

10.1	 Same Station Exits

A Same Station Exit occurs where a customer’s PAYG journey starts 
and finishes at the same station. This may be due to them deciding 
not to travel and exiting through a gate, or where they have travelled to 
another station and returned without exiting.

In cases where a customer has re-entered at a station where the 
gateline is set up to allow interchange or re-entry, the customer may 
be charged for two seperate incomplete journeys. These cannot be 
resolved at a station and you will need to advise the customer to 
contact the Customer Contact Centre for the appropriate refund.

The charge made will depend upon the length of time that has elapsed 
between their entry and exit validations.

A Same Station Exit can be resolved via the staff sign on screens on 
the AFM/MFM.










