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Effective June 2026  ·  Version 2.0
These terms and conditions apply to all Guided Tour bookings at The Big Cat Sanctuary. Please read them carefully before booking. By making a booking, you confirm that you and everyone in your party accept these terms.
1.  About the Guided Tour
The Sanctuary Tour is our entry-level visit experience. It comprises a keeper-led 90-minute guided tour of the sanctuary, together with full-day access to the site on the day of your tour.
· Format: a keeper-led 90-minute guided sanctuary tour, plus full-day site access from 9:30 am to 4:00 pm.
· Schedule: tours run on selected days at the published time. Each tour slot has a limited capacity and must be pre-booked.
· Included: the keeper-led 90-minute tour and full-day site access on the day of the tour.
· Not included: hand-feeding, stand-off area access, lodge stays, other experiences, and lunch. Lunch may be purchased separately on site.
2.  Bookings, Capacity and Payment
· Every participant must book and pay individually. There are no group rates, family rates or guest passes for this experience.
· Each tour slot is capped and walk-ins are not accepted. All places must be pre-booked and paid for in full at the time of booking.
· Your place is confirmed only once full payment has been received and you have received a booking confirmation from us.
3.  Ages and Accompaniment
The Sanctuary Tour is open to all ages. We simply ask that families help us keep everyone safe by following these rules:
· Children and under-16s are welcome but must be accompanied and supervised at all times by a responsible adult aged 18 or over, who is also booked onto the same tour.
· One accompanying adult may supervise no more than three under-16s, for safety and tour quality.
· Because every participant books and pays individually, each accompanying adult and each child requires their own paid place.
· This is a walking tour over uneven outdoor ground. Please consider suitability for very young children and let us know in advance of any mobility or access requirements.
4.  Cancellation by You
If you need to cancel your tour, you must tell us in writing at enquiries@thebigcatsanctuary.org. The date we receive your written notice is the date used to calculate any cancellation charge. Cancellation charges are applied on a sliding scale based on how much notice you give before the scheduled date, and are calculated as a percentage of the total booking value.
	Notice given before the scheduled date
	Cancellation charge
	Amount refunded

	28 days or more
	20% of total booking value
	80% refunded

	14 – 27 days
	40% of total booking value
	60% refunded

	7 – 13 days
	60% of total booking value
	40% refunded

	Less than 7 days
	85% of total booking value
	15% refunded

	On the day / no-show
	100% of total booking value
	No refund



“Total booking value” means the full price paid for the booking, including all participants, guests, add-ons and any pre-booked extras (such as catering or equipment hire) attached to the same booking.
Where a refund is due under the scale above, it is calculated on the total booking value and returned using the original payment method, normally within 10 working days. All cancellations are subject to the refund conditions in the “Refunds” clause below.
5.  Rescheduling by You
If you would like to move your booking to a different date rather than cancel it, we will always try to accommodate this subject to availability. Rescheduling charges are applied on the following sliding scale, calculated as a percentage of the total booking value:
	Notice given before the scheduled date
	Rescheduling charge

	28 days or more
	10% of total booking value

	14 – 27 days
	20% of total booking value

	7 – 13 days
	30% of total booking value

	Less than 7 days / on the day
	Treated as a cancellation (see cancellation scale)



· A booking may be rescheduled once. Any further change is treated as a fresh request and the scale is applied again from the new date.
· Rescheduling is subject to availability; we cannot guarantee a specific alternative date, slot or animal.
· A request to reschedule with less than 7 days’ notice, or on the day, will be treated as a cancellation and the cancellation scale will apply.
· If you reschedule and then cancel, cancellation charges are calculated against the original booking date.


[bookmark: _heading=h.qarx18gko1cu]6.  Other Guests and Shared Enjoyment
During your full-day access and free time around the sanctuary, please remain mindful and considerate of other guests and of the experiences taking place throughout the day, so that everyone can enjoy their visit.
7.  Changes and Cancellation by Us
In the rare event that we have to cancel or reschedule your booking due to circumstances beyond our reasonable control, we will give you as much notice as possible and offer you the choice of an alternative date or a full refund of the amount paid to us.
The Big Cat Sanctuary cannot be held liable for any costs incurred by you in connection with a cancellation or change, including (but not limited to) travel expenses, fuel, parking, or accommodation or other costs booked with third-party providers. We strongly recommend that you arrange your own travel and cancellation insurance.
We reserve the right to alter the format, content, timing or staffing of any experience, and to substitute animals, where this is necessary for animal welfare, health and safety, weather, or operational reasons.
8.  Animals, Weather and the Nature of the Experience
The Big Cat Sanctuary is home to wild animals in a living, working sanctuary. The behaviour of our cats cannot be predicted or guaranteed, and animal welfare always takes priority over any part of your booking.
· Our experiences take place largely outdoors and run in most weather conditions. You should dress appropriately for the forecast. We will only cancel for weather where conditions make the experience unsafe, in which case the “Changes and Cancellation by Us” clause applies.
· We do not guarantee that any particular animal will be visible, active, awake, or in any particular location during your visit. Cats may rest, move out of view, or be unavailable on welfare grounds.
· Keepers and guides may alter the route, content or duration of a tour at any time where this is necessary for animal welfare or the safety of any person.
9.  Health, Safety and Conduct
Your safety, the safety of our staff, and the welfare of our animals depend on every guest following instructions at all times. By attending, you agree to the following:
· You must follow all instructions given by keepers, guides and staff immediately and without exception.
· You must check in at reception before your experience begins and arrive at the stated time. Late arrival may reduce the time available to you and cannot be made up; persistent lateness may be treated as a no-show.
· You must not bring food into the sanctuary for the animals, and you must not feed any animal except as directed by a keeper as part of a booked feeding experience.
· We operate a no-tolerance approach to behaviour that endangers people or animals, including being under the influence of alcohol or drugs. We may refuse entry to, or remove from site, any person behaving unsafely, abusively or in breach of these terms, without refund.
· You attend and take part at your own risk. Please tell us in advance of any medical condition, mobility requirement, allergy or pregnancy so we can advise on suitability and make reasonable adjustments where possible.
10.  Photography, Filming and Image Rights
You retain ownership of, and copyright in, any photographs or video you personally capture during your experience. You are free to use your own images for personal, non-commercial purposes.
· Commercial or professional use of images captured on site (including stock libraries, paid commissions, advertising, or resale of prints) requires our prior written agreement. Professional photographers should contact our Lead Photographer to agree terms before booking.
· Where prints or photo products are ordered through us, they are produced from your own photographs. You confirm you hold the rights to any image you submit for printing.
We may take photographs or film for our own marketing, training and record-keeping. We will not knowingly use a clearly identifiable image of you for marketing without a reasonable basis to do so; if you do not wish to appear in our marketing material, please tell a member of staff or email us, and we will take reasonable steps to accommodate your request.
11.  Vouchers and Gift Codes
· The expiry date is printed on each e-gift code or voucher. It is your responsibility to check this date: the experience must be both booked and taken before the voucher expires.
· Voucher codes are normally valid for 12 months from the date of purchase. This period may differ for special promotions, in which case the promotional terms and the date shown on the voucher apply.
· Vouchers and gift codes have no cash value, cannot be exchanged for cash, and cannot be replaced if lost, stolen or used without authorisation.
· Expired vouchers cannot be honoured, extended or refunded. A booking made against a voucher is subject to the same cancellation and rescheduling terms set out above.
12.  Liability
Nothing in these terms excludes or limits our liability for death or personal injury caused by our negligence, for fraud, or for anything else that cannot lawfully be excluded.
Subject to that, we are not liable for loss or damage that is not reasonably foreseeable, for loss of or damage to personal property brought on to site (which you bring at your own risk), or for losses arising from your failure to follow staff instructions or these terms. Our total liability in connection with any booking is limited to the total amount you paid us for that booking.
13.  Refunds
Refunds are made at our discretion in line with these terms, and any request must be made in writing. Refunds are made only to the person who originally purchased the booking, and not to any user or third party.
Where the booking was paid by card, the refund is made to the same card. If that card has expired, you will need to request the refund in writing and provide details of a replacement card. Refunds are normally processed within 10 working days of being agreed.
14.  Data Protection and Privacy
We process your personal data in accordance with the UK GDPR and the Data Protection Act 2018, using it only to administer your booking, contact you about your experience, and meet our legal obligations.
· We do not store full payment-card details, and we do not share your financial details with any third party.
· We will not pass your personal details to third parties for their own marketing without your consent, except where we are required to do so by law.
· You have rights over your personal data, including the right to access, correct or request deletion of it. To exercise these rights, or to view our full privacy notice, please contact us using the details below.
15.  Complaints
We want every visit to be a positive one. If something is not right, please speak to a member of staff during your visit so we can try to put it right at the time. If you remain unhappy, please write to us at enquiries@thebigcatsanctuary.org within 14 days of your visit and we will respond as quickly as we can.
16.  General
· We may update these terms from time to time. The version in force at the date of your booking is the version that applies to it.
· If any part of these terms is found to be unenforceable, the remaining terms continue to apply.
· These terms are governed by the law of England and Wales, and the courts of England and Wales have exclusive jurisdiction.
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