Frequently Asked Questions about Individual and Joint Memberships

Can | bring a friend to the garden?

You most definitely can bring a friend to the garden. Unfortunately, there is no facility for free entry
for friends or family who are not members of the garden. However, please do encourage your
friends and families to join us and enjoy the excellent garden and benefits our membership offers.
(Individual Life Members have a gift option for 1 person)

Can | lend my card to a friend?

Membership cards are strictly non-transferable so please do not offer them for someone else to use.
We may ask for proof of ID upon entry. We absolutely encourage you to introduce The Garden House
to your friends and family and hopefully they will want to join our membership too.

Can | upgrade my day admission ticket to a membership?

Absolutely. You can receive a full refund on your admission ticket on the day of your visit, when
upgrading to an annual membership. This cannot be done after your visit to the garden has finished.
You can still join us online at our website, but the full membership price will be payable.

How do | receive a replacement card?

That’s no problem. Just contact us and we can send you a replacement card.

Do | need to bring my card to access the garden?

It is easier for our team if you bring your card to the garden, but we can find your details on arrival if
you have forgotten this.

| have changed my contact details.

Thanks for letting us know. The easiest way to update your information with us is to send us an email
with your old and new details so that we can update your records. Please do contact us so that we
can keep you information up to date.

Discounts

As a charity, we do not offer general discounts on membership. Your membership helps us to look
after our amazing garden and continue our charitable objectives. Now, more than ever, we need
your support to continue to invest in our ongoing work, guaranteeing that your favourite place is
here for generations to come.

How does direct debit work?



Payments are made annually, taken automatically from your bank account. Paying by Direct Debit
gives you peace of mind and security, as you're protected by the Direct Debit Guarantee. This means
you have the right to cancel and receive a full refund for any payment taken in error.

Direct Debit also helps us — it reduces our administration costs and gives us the confidence to
commit to vital garden work.

| pay by direct debit — what happens at my annual renewal?

At renewal we will notify you 5 days before the direct debit is taken. (This is a direct email from
GoCardless, our direct debit provider). Once this has been processed you will receive an email
receipt and your cards will follow in the post within a month.

How soon can | use my membership?

You can start using your membership straight away. You will receive an email with temporary
membership details and your membership cards will be sent in the post within one month. If you
have not received them after this time please contact us for replacements.

Can | buy Gift membership?

Most definitely you can buy a gift membership. You can do this at the Garden or online at our
website. This is available as an ongoing membership by direct debit where you will be billed annually
for the gift or as a one off payment for 1 year membership.

You are also able to buy gift vouchers to gift.

Personal details and data protection
Why do you need my date of birth?

We may use your date of birth to make offers and discounts to members based on age and birth
dates.

We may also use your date of birth as one of our security questions when you contact us to discuss
your membership

Why do you need my telephone number?

If there are any issues regarding your membership, we may contact you by phone in order to resolve
them.

If | give you my personal details, what will you do with them?

We take personal data protection very seriously. Read our privacy policy to find out how we keep our
members’ personal details safe.

What data to your collect when | visit the garden?


http://www.directdebit.co.uk/DirectDebitExplained/pages/directdebitguarantee.aspx

When you visit the garden, we use your membership number to capture the date and time of your
visit. We also may retain details of the money spent in the retail areas of the Garden. This
information is stored on a secure central database.

What personal information is on my membership card?

The membership card will only contain your membership number and the name of the member.
There is no further personal information held on your membership card.

Cancelling my membership

You can cancel your membership at any time, but please note that all memberships are non-
refundable. Payments to The Garden House are classified by HMRC as a charitable donation. As such,
we are not able to refund a donation at any time. This applies to single payments and direct debit
payments. (This does not affect your rights regarding direct debits).

If you would still like to cancel you can call us or emails us, please include your full name, address
and membership number.



