Dudley Zoo & Castle Terms & Conditions

Zoo Admission Tickets:-

In purchasing a Zoo admission ticket with Dudley Zoo & Castle (DZC) you enter into an agreement
with Dudley & West Midlands Zoological Society Ltd, registered charity number 507221, and do so
on the basis of the following terms and conditions.

This site contains material that is owned or licensed by DZC. You may not copy, reproduce, upload,
post, distribute, republish, retransmit, or modify in any way any of the material on this site
without prior permission.
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All prices include VAT. Dudley & West Midlands Zoological Society Ltd's VAT number is 823
8433 27.

Zoo admission tickets are provided to the payer in digital format immediately after payment.
Please bring this with you to gain admission on the day of your visit.

Tickets are for general Zoo & Castle admission only and are not valid for special events.

Pre-purchased Zoo admission tickets with a date and time of visit chosen at the time of booking
are non-exchangeable and non-refundable.

Tickets purchased online must be bought at least 12hrs before the time of admittance.

Zoo Admission Tickets are transferable to other persons, but concessions are only available to
eligible visitors. Proof of eligibility will be required for purchase of a concession ticket.

Tickets are non-refundable and can only be used once.

We reserve the right to close parts of the Zoo and Castle as necessary. Dudley Zoo & Castle
cannot be held responsible for any error, subsequent alterations or inconveniences.

Car parking is £4.00 for the day operating on a barrier token system. Car parking is only
available for the day of visit to Dudley Zoo & Castle.

The right to Zoo admission is reserved by DZC, who may take health and safety, environmental
and security concerns into account at their reasonable discretion, and may from time to time
carry out security searches.

DZC has a Zero Tolerance Policy. We will not tolerate physical or verbal abuse to our staff or
visitors and anyone in breach of this will be escorted off site.

Any resale or attempt to resell the tickets at a price higher than purchased will result in your
tickets being rendered invalid without prior notification.

As a condition to your use of this site you agree to indemnify us and hold us harmless in respect
of all losses, damages, fees, costs and expenses (including legal expenses) which we may incur
by reason of (a) your use of this site in any way not expressly authorised hereby; (b) any breach
by you of copyright in this site or any material displayed in it or comprising part of it; and/or (c)
any taxes (except corporate or profit taxes) or customs or import duties or postage costs we
may incur in respect of any order you may make.

If you encounter any problems or require any advice regarding your purchase, please email
andrea.marketing@dudleyzoo.org.uk We regard the satisfaction of each and every customer as
central to our business and will always give any complaint the highest priority.
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15. These terms do not affect your statutory rights.

Gift Vouchers:-

Gift Vouchers will be posted out to you.
Please present the physical gift voucher on arrival at the main entrance of the Zoo.
Ticket is only valid for one admission for the ticket type stated.

Child is classified as 3-15 years.

Retail Purchases:-
The products on the Website are offered subject to availability.

All prices are in £ sterling, including tax where applicable, and must be paid in full including the
delivery charge which is an additional charge.

Dudley Zoological Gardens takes every care to ensure its product descriptions; price; colour and
availability are accurate. However, there may be some changes which are beyond our control and
variations are to be expected. Sizes are given as a guide only.

Goods will be sent to the address given by you in your order and stated in your order confirmation.
By ordering a product you accept these Terms. The Terms are subject to change at any time, and it is
your responsibility to check these Terms regularly before ordering products in case there are any
changes.

If we cancel your order you will receive a full refund.

Payment

Your credit/debit card may be debited before the contract is formed. In the instance that your order
is subsequently rejected by us for whatever reason, you will be provided with a refund.

Acknowledgement of Order

When completing and submitting the electronic order form you are making an offer to purchase
goods which, if accepted by us, will result in a binding contract.

When you have completed the ordering process you will be sent an e-mail confirmation. It will state
what the products are on order, the total cost including VAT (where appropriate) and Post &
Package charges, together with delivery and invoice details. This email is acknowledgement of your
order only and shall not constitute acceptance of your order by us. If for any reason your order
cannot be processed, a member of the customer services team will try to contact you to explain
why.

Delivery

All items are usually dispatched within 7 working days after an order has been placed. We will
however aim to deliver within 3-5 working days for UK orders.

Standard UK delivery is sent by Royal Mail, these are usually received 2-3 days after dispatch.
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We shall have no liability to you for any failure to deliver goods you have ordered or any delay in
doing so or for any damage or defect to goods delivered that is caused by any event or circumstance
beyond our reasonable control.

Delivery Charges

All parcels are charged by size, as follows;

Small: Free
Medium: £2.95
Large: £4.95

Extra Large: £7.95

Guarantee

If you are not satisfied with your purchase, or it has been damaged in transit, please return it in its
original packaging and with all relevant documentation within 14 days. On receipt of the returned
item(s), we will issue either a refund or replacement(s) subject to availability. Please specify which
you would prefer. Refunds will be issued within 30 days of the date on which we receive your
returned item(s). A refund will be issued for postage paid only if the item is found to be defective or
if it was incorrectly supplied from the original order. We reserve the right to charge the direct costs
for the return of your item if you do not cover this expense yourself. We may offset the postage cost
which we have incurred against your refund.

By law, customers in the EU also have the right to withdraw from the purchase of an item within
seven working days of the day after the date the item is delivered (the statutory cooling off period).
Goods should be returned to Dudley Zoological Gardens, Castle Hill, Dudley, West Midlands DY1
4QF.

The above address is the correct contact address to use should you wish to write to us to complain
about any part of the service you have received.

Amendments

We reserve the right to amend or revise these Terms at any time without notice. Any such changes
to the Terms will be effective once reflected in the text of these Terms and published on this
Website.

Membership:-

On-line purchase - In entering any transaction using the Dudley Zoo & Castle (DZC) membership
online forms you do so on the basis of the following terms and conditions. This site contains
material that is owned or licensed by DZC. You may not copy, reproduce, upload, post, distribute,
republish, retransmit or modify in any way any of the material on this site without prior permission.
Each member must print their confirmation email and bring it with them to the Zoo on their next
visit in order to have their Membership validated in person at the Safari Gift Shop.

1. Your membership card will include a photograph. To collect and validate your membership

card(s) each Member must visit our Admissions desk to have their photograph taken and
card produced. The Membership card must be presented on every visit.

Issued March 2026



10.

11.

12.

13.

14.

15.

16.

Thank you for allowing us to take a photograph of your child/children. We take the issue of
child safety very seriously and we would never knowingly use an image of your
child/children without your prior consent.

Members receive 10% discount on retail purchases (excluding consumables, promotional.
multibuy and reduced items). To receive retail discount, membership card must be
presented at the start of the transaction.

Members receive 10% discount on zoo keeper and animal experiences (maximum one of
each per membership per annum).

Member benefits may be subject to change.
Membership lasts 12 months from date of purchase.
Children 0-2 years enter Dudley Zoo & Castle for free.

Refunds cannot be given if membership is cancelled mid-term or is not used during the 12
month period.

We reserve the right to refuse admission and/or cancel membership without refund if a
member behaves in a threatening or abusive way to our staff, contractors, visitors or
animals or any other behaviour that we deem to be dishonest or fraudulent.

A membership will automatically be deemed void and shall be withdrawn without a refund if
we reasonably believe a member to be a convicted child sex offender or subject to the
notification requirements of the Sexual Offences Act 2003, or subject to the Sexual Risk
Order, Child Abduction Notice, or any other restrictions or requirements that protects the
safety and welfare of children.

Benefit of membership includes discounted prices for some events; details of which are
published at the appropriate time.

A membership pass can only be used by the named member and is not transferable.

Lost or stolen membership cards can be replaced at a nominal charge of £5 per card. Please
note you will be allowed access without your card on two consecutive occasions, after this
we will ask you to purchase a replacement.

Your information is secure and data supplied will not be shared with a third party.

Only one annual car park & membership pass can be issued to each member. Children do
not qualify to receive annual car parking passes.

Car park passes are only valid when used in conjunction with a visit to Dudley Zoo & Castle
between the hours of 0930 & 1830. Car park passes musts be purchased within 21 days of
an adult membership and will terminate on the same date.
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17. The Zoo opens at 10 am every day except Christmas Day. Last admission is 2 pm and the
grounds close at 4.30 pm (winter) and last admission is 3 pm and the grounds close at 5.30
pm (summer).

18. Details are correct at time of going to press. We reserve the right to close parts of the Zoo
and Castle as necessary. Dudley Zoological Gardens cannot be held responsible for any
error, subsequent alterations or inconveniences any unscheduled closings may cause.

19. If you encounter any problems or require any advice regarding your purchase, please email
admin@dudleyzoo.org.uk. We regard the satisfaction of each and every customer as central
to our business and will always give any complaint the highest priority.

20. As a condition to your use of this site you agree to indemnify us and hold us harmless in
respect of all losses, damages, fees, costs and expenses (including legal expenses) which we
may incur by reason of (a) your use of this site in any way not expressly authorised hereby;
(b) any breach by you of copyright in this site or any material displayed in it or comprising
part of it; and/or (c) any taxes (except corporate or profit taxes) or customs or import duties
or postage costs we may incur in respect of any order you may make.

21. None of the above Terms and Conditions affects your statutory consumer rights.

Direct Debit Membership Terms and Conditions:-

Payment of Fees

If paying by 10-month instalments, payments will be taken out the 1% day of each month, or nearest
working day.

Annual Direct Debit payments will be taken on the 1%t day of the month or nearest working day after
the renewal month.

If DD membership is taken out after the 20™ of the month, payment will be taken on the 15t day (or
nearest working day) of the following month, rather than the subsequent month. For example if
you take the membership out on the 20™" April then payment will be taken out on the 15 June.

We will contact the lead member via email prior to the renewal to confirm payment. Renewals will
not be charged an upfront fee.

Direct debit car park passes must be purchased with a direct debit membership. If you wish to
purchase a car park pass at a later date you will not be able to purchase it via direct debit.

If a payment fails, we will contact you to give you the opportunity to either pay the outstanding
payments by alternative means or set up a new direct debit.

Failure to make the outstanding payment(s) (within 14 days) or set up a new direct Debit will result

in your membership being suspended (and entry to the zoo and castle will be refused) until all
amounts owed are up to date.
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If outstanding payments are not made within 28days then this will result in the cancellation of your
membership(s) and no further Direct Debit payment plans will be allowed. Any new purchases of
Memberships thereafter, will need to be paid upfront in full.

Direct debit is a safe, secure and easy way to pay and you are protected by the Direct Debit
Guarantee.

Refunds and Cancellations

Dudley and West Midlands Zoological Society Limited memberships are classified by HMRC as a
charitable payment and, as such are non-refundable. You can cancel your membership at any time
but we’re unable to refund any part of your donation that has already been paid. This applies to
card and cash payments.

If you’ve chosen the 10-month direct debit option, we can cancel any future scheduled payments
but are unable to refund any donation which has already been made.

If you terminate your membership you will be refused entry to the site from that date.

If you would like to cancel your membership, you can call us on 01384 215313 or email us at
admin@dudleyzoo.org.uk. If you are emailing, please include your membership number(s).

The Direct Debit Guarantee
This guarantee is offered by all banks and building societies that accept instructions to pay direct
debits.

If there are any changes to the amount, date or frequency of your direct debit Dudley and West
Midlands Zoological Society Limited will notify you 10 working days in advance of your account being
debited or as otherwise agreed. If you request Dudley and West Midlands Zoological Society Limited
to collect a payment, confirmation of the amount and date will be given to you at the time of the
request.

If an error is made in the payment of your direct debit by Dudley and West Midlands Zoological
Society Limited or your bank or building society, you are entitled to a full and immediate refund of

the amount paid from your bank or building society.

If you receive a refund you’re not entitled to, you must pay it back when Dudley and West Midlands
Zoological Society Limited asks you to.

You can cancel a direct debit at any time by simply contacting your bank or building society. Written
confirmation may be required. Please also notify us.
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