
 

 

Natural History Museum Rotterdam  

GENERAL VISITOR TERMS AND CONDITIONS 

 

Definitions  

Article 1.1 

The Natural History Museum Rotterdam Foundation is understood to mean the organisation which manages and 

operates the museum complex, which includes, but is not limited to, the directors, the curators, security staff and 

other museum officials, who are empowered to act on behalf of the museum. The Natural History Museum 

Rotterdam is an independent foundation.  

Article 1.2  

The ‘museum complex’ is understood to mean the entirety of the site (built-on or undeveloped), that falls under the 

legal or supervisory authority of the management of the Natural History Museum Rotterdam including, but not 

exclusively, offices, storage, exhibition halls, reception areas, museum café and shop, and other outdoor spaces. 

Article 1.3  

‘Visitor’ is understood to mean anyone who has made an agreement with the Natural History Museum Rotterdam 

by any means, whether directly or indirectly, to enter the museum complex or visit an exhibition or activity 

organised by the Natural History Museum Rotterdam for visitors during normal opening hours. 

 

Scope 

Article 1.4  

These General Visitor Terms And Conditions apply to any agreement between the Natural History Museum 

Rotterdam and a visitor. The Terms And Conditions do not apply to exceptional activities outside of the normal 

opening hours or not intended for general visitors, such as renting a hall, catering and the like. There are specific 

conditions for these activities, in as much as they are required. These specific conditions do not appear in the 

General Visitor Terms And Conditions. 

 

Intentions of the Natural History Museum Rotterdam towards visitors 

Article 1.5 

 The Natural History Museum Rotterdam endeavours to provide the public with a perspective on the 

relationship between all biological lifeforms and humans and their surroundings. It strives to inspire visitors, 

to interest them and to provide educational information.  

 The Natural History Museum Rotterdam shall within reason do everything necessary to make a visit to the 

museum complex, and to exhibitions and activities organised by the Natural History Museum Rotterdam, 

satisfy the wishes of the visitor. 



 The Natural History Museum Rotterdam shall attempt to minimise all disturbances and discomfort and to 

ensure safety as much as possible for visitors during their visit.  

 The Natural History Museum Rotterdam attempts as much as possible to offer the visitor: 

o Equal quality of service for all members of society; 

o Information and activities which are curated with care and are both stimulating and educational; 

o Scientifically correct exhibitions, publications and catalogues; 

o Precise and accurate answers to questions from visitors about the collection, current exhibitions or 

activities related to these items; 

o Safe, clean and comfortable visitors’ and exhibition spaces, which comply with the requirements of 

the Dutch Fire Brigade Federation and the Dutch Federation for the Handicapped; 

o Sufficient and fully functional emergency equipment and escape routes; 

o Qualified, trained and sufficient safety officials who can guide visitors to safety during an emergency; 

o High quality maintenance and preservation of museum buildings, collections and the library; 

o Complete accessibility in as much as structural elements of the buildings allow; 

o Fully functional organisational, structural and electronic security measures to preserve the 

collections and information entrusted to the museum. 

 

Ticket sales, special offers and prices  

Article 2.1  

The Natural History Museum Rotterdam accepts no liability for any errors made by the museum itself or third parties 

in quotations, communications or any other information provided to visitors. 

Article 2.2  

Visitors are obliged, when asked, to show any and all tickets and any discount card or voucher that entitles the 

visitor to a discount on the entry fee, and if required a valid form of identification, to any officials of the museum 

including, but not limited to, representatives and security personnel. Entry tickets must be shown every time a 

visitor (re)enters the museum. 

Article 2.3  

Prospective visitors are not entitled to compensation of any sort if their ticket is lost or stolen before they enter the 

museum complex. If a prospective visitor does not use any ticket purchased this is also a situation where no refund 

or compensation will be given. This is also relevant for time or date-limited tickets. Purchased tickets cannot be 

exchanged or refunded. The ticket price can be refunded if influences beyond the control of the purchaser prevent 

their being able to access the museum; the museum board has the final say on the validity of any claim. 

Article 2.4  

Potential visitors can be denied entry to the museum if their ticket, discount card or voucher has not been provided 

by the Natural History Museum Rotterdam or an organisation approved by the Natural History Museum Rotterdam.  

Article 2.5  

The Natural History Museum Rotterdam will refund the ticket cost only if the visitor is required to leave the museum 

complex prematurely as a result of a genuine emergency in which the museum complex is partially or completely 

evacuated. The cost will not be refunded if the visitor is present during evacuation exercises because these are 

generally brief interruptions and re-entry is possible.  

Article 2.6 

Exchange or return of items purchased in the museum shop of the Natural History Museum Rotterdam is possible 

within 14 days of the purchase date on presentation of the original receipt. Exchange or return is only possible if the 

product is complete and (as far as possible) in the original packaging. When exchanging an item for a cheaper 

product, the remaining amount will be refunded in cash. Exchange or return is possible only in the museum shop. 



 

Visiting the museum complex 

Article 3.1 

The Natural History Museum Rotterdam expects visitors to obey the code of conduct of the organisation in as much 

as they apply to visitors. The following preconditions apply to the code of conduct:  

 Whilst present in the museum complex, the visitor is required to behave respectably and responsibly and 

comply with public safety, and any other specific rules appropriate to the activity being visited.  

 The visitor is required to follow instructions from museum personnel immediately.  

 If after careful consideration by an appropriate staff member of the Natural History Museum Rotterdam it is 

decided that a visitor is acting, in any way, in contravention of the code of conduct or does not comply with 

the requests of employees then the visitor can be denied further access to the museum complex and is not 

entitled to any compensation for tickets or other costs related to visiting the museum. 

Article 3.2  

Parents or guardians of children under the age of 16 are always responsible and accountable for the behaviour of 

the children they accompany. They are required to ensure that children do not touch exhibits. Young children must 

be held by their hand or pushed in a pushchair.  

Teachers and group leaders are responsible and accountable for the behaviour of their group members; they are 

required to lead the groups during visits and to follow the instructions of the museum guides or staff. They are 

required to ensure that the group members do not touch the exhibits. There needs to be one group leader per 5 

group members under 16 years of age, who is responsible for their behaviour.  

Security staff are not allowed to, and must not be asked to, supervise any groups because this will interfere with 

them carrying out their responsibilities.  

Live pets and other animals, including emotional support animals (ESA) are not allowed in the museum. 

Article 3.3  

Visitors are not allowed to:  

1 Bring pets or other animals into the museum. Given the physical nature of the exhibits guide or support dogs or 

other (emotional) support animals are also not allowed in the museum; this is due to the danger of contamination of 

the collection with insects and other invertebrates, via live animals; 

2 Run, shout or smoke anywhere in the museum complex including the toilets; 

3 Consume illegal substances anywhere in the museum complex including the toilets;  

4 Bring food or drink into the exhibition areas of the museum complex;  

5 Bring dangerous items into the museum complex, including but not limited to walking sticks, umbrellas or large 

bags, at the discretion of an official of the Natural History Museum Rotterdam. These items can be deposited in a 

place deemed appropriate by the Natural History Museum Rotterdam; 

6 Touch objects on display and display materials such as display cases, lights, partitions and the like unless clearly 

allowed;  

7 Offer for sale or to give away to third parties, goods of any nature;  

8 Use roller skates, skateboards or scooters or the like;  

9 Block other visitors passage or access to the objects on display for long periods or intentionally;  



10 Disturb other visitors, which includes but is not limited to the use of mobile phones, personal stereos, or other 

noise generating equipment (the use of such equipment in spaces which do not have exhibitions can be specifically 

allowed by the Natural History Museum Rotterdam); 

11 Wear head coverings that prevent visibility of the visitor’s face to the security cameras in the museum;  

12 Enter areas within the museum complex that are not intended for visitors. 

Article 3.4  

In exceptional circumstances where personal safety or the collection are deemed at risk a representative of the 

Natural History Museum Rotterdam, who must be recognisable as such, is permitted to inspect visitor’s bags. If this 

is deemed to be required, specially trained personnel can ask the visitor when entering or leaving the museum 

complex to accompany them outside of the museum complex in order to submit to a security search. 

Article 3.5  

Visitors are forbidden from using photo- or video-graphic equipment in combination with lights, flash equipment 

and/or tripods unless written permission is obtained in advance from the director of the Natural History Museum 

Rotterdam. Equally it is also forbidden, without written permission from the director of the Natural History Museum 

Rotterdam, to publish photographic or video recordings with a commercial purpose through any media whatsoever 

including electronic media. If the director is unavailable a representative will address any requests.  

Article 3.6  

The Natural History Museum Rotterdam reserves the right to prevent access to the museum permanently or 

temporarily to any potential visitor who has intentionally damaged, or was suspected of intending to damage, an 

item in another Dutch museum or is otherwise suspected of (intending) to damage museum objects; the museum 

can always apply the ruling in Article 3.4 of these General Terms And Conditions to visitors of this sort. Any decision 

to deny access to the museum must be stated clearly and without delay, and in writing where possible, to the visitor. 

Article 3.7 (added 28 May 2020) 

During the corona crisis, the visitor will agree to the hygiene measures and the measures in the event of health 

complaints, as stated in the ‘Protocol for safe and responsible reopening of museums’ of the Dutch Museum 

Association, as well as to the ‘Corona measures of the Natural History Museum Rotterdam’, which are published on 

the museum website. 

 

Complaints and claims  

Article 4.1  

The Natural History Museum Rotterdam will do whatever is reasonable to ensure that a visit to the museum 

complex, or an exhibition organised by the Natural History Museum Rotterdam, will match as much as possible the 

as-advertised offering; this also includes the requirement to inform the public if possible of partial or early closures 

of the museum complex, or exhibitions organised by the Natural History Museum Rotterdam. Similarly, the Natural 

History Museum Rotterdam will inform potential visitors of renovation or (re)construction of exhibition spaces. 

Visitors are not entitled to compensation as a result of this inconvenience. 

Article 4.2  

Compensation for following complaints and inconveniences which could not be prevented by the Natural History 

Museum Rotterdam will not be given, nor is there any obligation for the museum to pay damages to the visitors:  

 Complaints in relation to the visibility of objects from the permanent collection of the Natural History 

Museum Rotterdam; 

 Complaints and inconvenience prompted by other visitors who cause discomfort or disturbance, including 

but not limited to unwanted noise, poor behaviour, theft or assault; 



 Complaints and inconvenience prompted by maintenance work, which includes but is not limited to, 

remodelling or (re)decorating of the exhibition spaces; 

 Complaints and inconvenience related to disturbance and/or inconvenience caused by malfunctioning 

facilities in the museum complex.  

Article 4.3  

Complaints about, and requests for, refunds of entry fees related to the contractual agreement between the Natural 

History Museum Rotterdam and the visitor should be submitted in writing to arrive at the head office of the Natural 

History Museum Rotterdam within six weeks of the relevant visit. Complaints and requests for recompense which 

are submitted outside of this timeframe will not be addressed.  

Article 4.4  

The Natural History Museum Rotterdam will investigate any written claim and will respond to the claimant within a 

week to inform the claimant of the procedure and timeline; subsequently a formal response will be given within four 

weeks of receiving a written complaint. 

This period may be extended by a maximum of four weeks; in such cases the claimant will be immediately informed. 

The complainant will receive a written explanatory reply to their claim.  

The complainant who is either partially or completely successful in their claim will be informed of the next steps in 

handling their complaint. If the complaint relates to municipal policy and/or the complainant is someone other than 

the victim of the claim, the Natural History Museum Rotterdam will not address the complaint. 

Complaints must be addressed to the Natural History Museum Rotterdam, the director, Westzeedijk 345, 3015 AA 

Rotterdam. The latter will act as complaints handler. 

 

Liability of the museum  

Article 5.1  

Any visit to the museum complex is entirely at the visitor’s own risk unless an unlawful act and/or formal malpractice 

(shortcoming) can be attributed to the Natural History Museum Rotterdam or to third parties in the employ of the 

museum. 

Article 5.2  

The Natural History Museum Rotterdam is not liable for the safe storage of any visitor’s items, such as clothing, 

luggage and photographic equipment, unless a payment is received or a receipt has been provided. 

 

Processing of personal data  

Article 6.1  

The Natural History Museum Rotterdam refers visitors to its Privacy Statement as published on the website for 

information relating to the processing of personally identifiable data and, for example, their rights related to this 

subject. 

Article 6.2  

Personal data from visitors will be processed according to the AVG, the Dutch data protection legislation. It is 

relevant to the following:  

The Natural History Museum Rotterdam is required to process data from visitors In the context of making an 

agreement and prior to visiting the museum and museum complex. If a third party is used to process some of or all 



of the data, when required, a data processing agreement will be made with the third party. The relevant personal 

data will be stored as long as legally appropriate for example according to fiscal data retention rules.  

The Natural History Museum Rotterdam processes the personal data of people who have caused damage to the 

museum complex or collection, as described in Article 3.6 of these General Visitor Terms And Conditions, as well as 

those data of people that acted in conflict with other Articles of this document. The Natural History Museum 

Rotterdam maintains a file of these visitor details in order to prevent them entering the museum. This file is only 

used internally in the museum and will not be shared with third parties.  

The Natural History Museum Rotterdam processes the personal data of complainants as defined in Article 4.3 of 

these General Visitor Terms And Conditions. These personal data will only be processed in connection with the 

purpose for which they were captured, namely the correct processing of a complaint. The data will only be retained 

during the lifecycle of the complaint, refund or suggestion or any questions pertaining to it. 

 

Lost property  

Article 7.1  

Items found by visitors to the museum complex can be handed in at the ticket office. Items found in the museum 

complex by museum personnel will be left at the ticket office. 

Article 7.2  

The Natural History Museum Rotterdam will energetically attempt to find the rightful owner of any lost property and 

will be in regular contact with the local police. Any items that have remained unclaimed at the Natural History 

Museum Rotterdam for six months will be handed over to the local police.  

Article 7.3  

If the rightful owner of the lost property contacts the museum they can retrieve the object in person or have it sent 

to them (at their own cost). The owner will need to show a valid form of identification in both circumstances.  

 

Force majeure  

Article 8.1  

Neither the museum or the visitor is responsible for delays or inconvenience as a result of force majeure (an 

unavoidable incident). 

Article 8.2  

Force majeure includes but is not restricted to: natural disaster, strikes, work to rule, illness or disability of museum 

staff, rebellion, neglect, delay or force majeure by persons, services or organisations used by the museum to carry 

out its responsibilities, military actions, insufficient or missing items to be displayed, epidemics, transport issues, 

construction obstructions (including ones outside of the museum complex) complete or partial migration, 

import/export bans, government regulations, fire, explosions, frost, communication failures, blackouts, earthquakes, 

floods and similar disasters. 

 

Other regulations  

Article 9.1  

The applicability of these General Visitor Terms And Conditions does not affect the applicability of other Natural 

History Museum Rotterdam (contractual agreement) conditions and/or regulations, such as the Regulations on 

Video Recording or the parking regulations.  



 

Applicable law  

Article 10.1  

Dutch law applies to these General Visitor Terms And Conditions and to contractual agreements between visitors 

and the Natural History Museum Rotterdam.  

Article 10.2  

All litigation in connection with the contractual agreements between visitors and the Natural History Museum 

Rotterdam will be exclusively presented to the appropriate judge from the Rotterdam court.  

 

Availability  

Article 11.1  

These General Visitor Terms And Conditions, which are mentioned on tickets, are available to all for inspection at the 

Natural History Museum Rotterdam visitor counter. If requested, a visitor is entitled to their own copy. 

 

 

These General Terms and Conditions for Visitors were most recently approved by the Board of the Natural History 

Museum Rotterdam Foundation on 24 November 2020. 

 

Validity 

Please note these General Visitor Terms And Conditions are an informational translation of the Dutch language 

‘Algemene Bezoekvoorwaarden’. The Dutch version is the only legally binding version. 
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