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This guide explains how we ‘Protect the Magic’ at all 

our attractions by using rigorous and methodical 

safety management systems. It also shows how this is 

supported by a team of people who care deeply about 

keeping our guests safe and secure.

Our efforts are enhanced by the leading role we 

play alongside industry partners, both nationally 

and internationally, to develop and deploy 

innovative new safety standards and solutions. 

At Merlin, we always seek to go beyond legal 

compliance with our high standards and 

advanced technologies - which are overseen 

by a global team of certi½ed safety experts 
with extensive experience in theme park 

design, engineering, construction, quality, 

operations, maintenance, facilities, 

zoology and security. 

We deliver millions of safe 

experiences to our guests every 

year and this comes in no small 

measure from our strong health, 

safety and security processes 

which are underpinned by a 

genuine commitment from 

management - as well as by 

a huge team of employees 

and contractors who are 

dedicated to playing their 

part in full.
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Merlin Entertainments is a world leader in branded entertainment 

destinations, offering a diverse portfolio of resort theme parks, city-centre 

gateway attractions and LEGOLAND Resorts which span across the UK, US, 

Western Europe, China and Asia Paci½c. Dedicated to creating experiences 
that inspire joy and connection, Merlin welcomes more than 60 million guests 

annually to its global attraction portfolio in over 20 countries.  An expert in bringing 

world-famous entertainment brands to life, Merlin works with partners to create 

destinations where guests can immerse themselves in a wide array of brand-driven 

worlds, rides and uplifting learning experiences. 

Whilst our passion is putting smiles on people’s faces, our primary goal is delivering safe 

and memorable experiences to our guests. Central to this is our absolute commitment to 

achieve the highest standards in health, safety and security. We are dedicated to protecting 

everyone who visits our attractions and also the people who work for us around the world. 

Health, safety and security is our number one priority. It’s re¾ected in our corporate values 
and culture, together with the training our people receive and our day-to-day safe working 

practices. We have a dedicated programme to sustain awareness, drive workforce engagement 

and uphold a positive and proactive safety culture. It’s called ‘Protecting the Magic’ and it helps 

our management teams and employees to manage risks, prevent accidents and deliver truly 

memorable guest experiences. It means that everybody at Merlin plays a crucial role in safeguarding 

guests, colleagues and the animals within our care.

Supporting this, we have systems and procedures to effectively assess and mitigate risk, whilst 

fostering strong health, safety and security expertise across the Merlin Group.  

    PROTECTING

THE MAGIC
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Put Safety First by reflecting

this priority in our daily

decisions and behaviours.

Act responsibly by applying 

our training and following the 

relevant safety rules and 

procedures.

Take action to report any 

concerns, incidents or 

near-misses so that these

can be investigated.

Suggest new ideas, or better 

ways of working, so that

we can continuously learn 

and improve.

COMMIT 

ACT 

REPORT

ENCOURAGE 

TO SAFETY

RESPONSIBLY

CONCERNS

NEW IDEAS

MERLIN’S

SAFETY VALUES

At Merlin, our people deliver real magic to our guests in a way that 

makes Health, Safety & Security (HSS) part of what we do, each 

and every day.  We have a dedicated programme - ‘Protecting the 

Magic’ - which sustains awareness, drives workforce engagement 

and upholds a positive and proactive safety culture.

Merlin’s approach to ‘Protecting the Magic’ is guided by a 

set of four Safety Values. These simple and straightforward 

Values are our overriding principles for good health, safety 

and security conduct - applicable to all our employees and 

contractors, no matter what their role is.
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Put Safety First by reflecting this

priority in our daily decisions

and behaviours.

Act responsibly by applying our 

training and following the relevant 

safety rules and procedures.

Take action to report any concerns, 

incidents or near-misses so that

these can be investigated.

Suggest new ideas, or better ways

of working, so that we can 

continuously learn and improve.



STRATEGIC
INITIATIVES

LEADERSHIP AND 

ENGAGEMENT
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LEADERSHIP AND ENGAGEMENT:

Requiring our leaders to exhibit visible, proactive 

and unwavering leadership towards HSS, supported 

by our people who are fully engaged with this 

shared responsibility.

COMPETENCY AND CULTURE:

Fostering a proactive and self-monitoring safety 

culture, with competent and talented people 

focused on the effective management of 

HSS risks.

ASSESSMENT AND CONTROL OF RISK:

Identifying, understanding and controlling 

HSS risks effectively so that the greatest effort 

and resource is placed on our most material 

risks, whether existing or emerging.

STANDARDS AND PROCEDURES:

Developing and rigorously implementing clear and 

suitable standards and procedures for safe 

designing, constructing, maintaining and operating.

ASSETS AND EQUIPMENT:

Managing our assets and equipment to 

ensure they are fit for purpose throughout 

their life-cycle such that no unacceptable or 

uncontrolled HSS risk is created.

MONITORING AND ASSURANCE:

Assessing and critically reviewing our 

performance, in a balanced and objective 

manner, in order to understand, improve 

and sustain our HSS performance.
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SAFETY IS
IN OUR ‘DNA’

Our Safety Values are actively communicated and nurtured throughout our business. 

It is our way of embedding an effective approach to health, safety and security into 

the culture of success and fun that runs through our attractions. 

Everybody who works at Merlin looks out for, and tells us about, anything they 

think could be better. This can be at the start of the day when they’re doing 

their daily checks - by raising issues to their manager or supervisor ; or through 

formal near-miss reporting for other matters which are then promptly 

noti½ed to the relevant management teams for resolution.

We are also dedicated to ensuring that we go beyond legal compliance 

and deliver standards that continuously raise the bar.  Our aim is to set 

and achieve world-class performance through the on-going attainment 

of the following strategic initiatives:
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Our engineering and operational teams then receive all the necessary training 

they need to ensure they are able to safely maintain and operate the new ride or 

attraction.  This training and instruction covers both general safety principles and 

the technical or operating speci½cs relevant to their particular role. Employees are 
assessed at the end of this training to ensure they fully understand the intended 

learning objectives.

Safety information and signage is carefully developed and installed around a new ride 

or attraction to ensure that our guests are kept fully informed of how to enjoy these 

experiences safely. It’s imperative that guests are able to understand and follow these 

directions to help ensure their safety and comfort at all times.

Once a new ride or attraction is put into service, engineering maintenance 

continues throughout its operating life.  This maintenance takes place 24 hours a 

day, seven days a week. A parallel programme of inspections is also implemented, 

ranging from daily inspections and tests to extremely thorough annual examinations 

involving full asset strip downs and non-destructive testing. Only once an annual 

safety certi½cate has been issued by an independent inspection body can a ride be 
put into operation.

All of our attractions have in place structured arrangements for management 

oversight and compliance monitoring. These help to ensure that our high standards 

are constantly achieved and best practice is shared. Safety performance is actively 

assessed and benchmarked to help ensure that we are ‘Protecting the Magic’ every day.
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At Merlin, we have a full lifecycle approach to safety – from initial design, through 

construction to engineering maintenance and to day-to-day operations where our 

teams deliver the magic and ensure our attractions remain safe on an ongoing basis.

Our Merlin Magic Making teams play a critical role in ‘Protecting the Magic’.  Whether 

it’s ½nding, creating, producing or delivering new magical experiences and attractions, 
safety is an essential part of our working processes - all the way through our business 

development programme. 

Teams of Merlin Magic Makers are based around the globe, making sure that 

the features necessary for the safe operation of all new rides and attractions are 

considered and implemented during the design and construction phases of all our 

projects. Commissioning, training and structured handovers, managed by our Merlin 

Magic Makers, address relevant health, safety and security issues so that we can ensure 

each of our attractions achieve best-in-class standards.

These standards are maintained in all of our construction projects across the world. 

Our constant focus and attention is crucial, given the huge range of construction work 

going on at any one time. We could be building the world’s ½rst fully immersive dark 
ride in the UK or a new SEA LIFE centre in the US, not to mention a whole new 

LEGOLAND theme park, or an associated hotel complex.

Consequently our work on safety starts as soon as we begin to contemplate a new 

attraction or guest experience. There is early research into local legal requirements 

and how these align with our own global standards. Then we establish and use a local 

network of trusted professionals and support organisations to help us understand 

construction practices in that location and ½nd quality local contractors who are able 
to perform the required works to the highest of safety standards. 

   SAFE BY DESIGN

We carefully control and oversee the construction and manufacturing processes to 

help ensure the quality of work and materials, including the integrity of our ride safety 

systems. This includes the periodic inspection and quality assurance checking of the 

construction and fabrication arrangements. This may involve the engagement of an 

independent inspection body to undertake these examinations and tests.

Once a new ride or attraction has been built and installed, it undergoes rigorous 

testing and inspection to ensure it fully meets the original design standards and 

speci½cations and is ready for safe operation. A new ride, for instance, is subjected 
to a detailed testing and inspection schedule by an independent inspection body to 

ensure all safety features are working correctly and the works are compliant to the 

necessary standards.
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Structured arrangements are in place for management oversight 

and compliance monitoring. This helps to ensure that our high 

standards are constantly achieved and best practice is shared.

10

Our rides undergo a thorough annual examination involving full asset strip down and 

non-destructive testing. Only once an annual safety certi½cate has been issued by an 
independent inspection body can a ride be put back into operation.

9

Once a new ride or attraction is put into operation, maintenance continues 24 hours a day, seven days a 

week. Rides and attractions are inspected every day to con½rm that they are ready for safe operation.8

Each new ride is subjected to a detailed testing and inspection schedule by an independent inspection body 

to ensure all safety features are working correctly and the works are compliant to the necessary standards.7

Commissioning, training and handovers, overseen by our Merlin Magic Makers, address relevant health, 

safety and security issues so that our attractions can achieve best-in-class standards and procedures.6

We carefully control and oversee the construction and manufacturing processes to help 

ensure the quality of work and materials, including the integrity of our ride safety systems.5

Most new rides and attractions in Merlin are created 

by our in-house team of Merlin Magic Makers. 

From the early design stages our Magic Makers 

work closely with their counterparts in operations, 

maintenance and safety, as part of a collective team 

effort, to ensure that safety is literally built into 

every design.

Our full lifecycle approach to safety - from design, through construction to engineering maintenance and to 

day-to-day operations - helps ensure our rides and attractions remain safe on an ongoing basis.

Our teams of Merlin Magic Makers help build the fun of the future and ensure that ‘Protecting the Magic’ is 

central to delivering new magical experiences and attractions. Safety is part of our working processes all the 

way through our business development programme. 

Here’s how we create and maintain the safety of our rides and attractions:

BUILDING THE FUN OF THE FUTURE 

Our expert ride manufacturers help 

us to develop and build the safest, 

most exciting rides on the planet.

4

A dedicated Technical Committee helps ensure that high standards

of safety are integral to all our major construction projects. 

A specialist Safety Of½cer is also appointed to help
oversee high standards on all our new ride

and attraction projects.

3

We engage highly experienced professionals and support organisations to help us understand 

construction practices in each speci½c global location and ½nd quality local contractors who are 
able to perform the required works to the highest of safety standards.

2

Teams of Merlin Magic Makers are based around the globe making sure that the features necessary 

for the future safe operation of all new rides and attractions are considered and implemented 

during the design and construction phases of all our projects. 

1
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       DID YOU KNOW?
1. All new rides are thoroughly inspected and tested by an   

 independent inspection body to ensure their safety prior to  

 being put into service, and then annually thereafter.

2. Our engineering and operational teams undergo extensive

 training and assessment before being authorised to maintain  

 or operate any of our rides.
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Great people, supported by rigorous systems 

and processes, are the key to ensuring the safety 

of our guests, our people, our contractors and 

the animals in our care.  Within Merlin we foster 

a safety culture that encourages our people 

to be fully involved and generates a sense of 

personal ownership. 

‘Protecting the Magic’ is integral to our company 

values and operating philosophy.

This captures the essence of how we deliver safe 

and memorable experiences to our guests. Our 

people strategy underpins this goal, driving our 

ambition to be the best company to work for in 

our industry and giving our teams the skills and 

expertise to be the best at what they do.

    OUR ATTRACTIONS,

EVERYONE’S SAFETY
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OUR PEOPLE

The importance of safe working practices is engrained throughout Merlin’s culture and values, as is the

recognition that HSS is the responsibility of all who work at Merlin, regardless of their position or role.

We share new 

ideas and ways

of working,

We continuously 

learn and improve.

We report any 

concerns to our 

deadicated teams 

We’re guided by 

strict safety rules 

and procedures.

We take action to 

investigate incidents 

and near-misses  

We follow 

and apply our 

training Safety is our no.1 priority 

in all our decisions.
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A business as diverse as ours demands a great team with specialist skills 

that focuses on the safety of our guests. Our diverse teams take every step 

possible to provide the most exciting and safest fun on the planet.  

Here are just some of the people who make up Team Merlin.SPECIALIST SKILLS  
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Every one of our attractions across the globe has a clear, comprehensive and site-speci½c health and safety plan or 
programme.  This describes the priority placed on all health and safety matters and outlines that attraction’s organisation 

and arrangements for managing health, safety and security risks. It details the key health, safety and security roles and 

responsibilities of the leadership team, together with the responsibilities of all employees across the attraction. 

Management teams at each attraction are supported by dedicated health, safety and security specialists. As part of 

this approach, we institute two key safety management activities:

Risk Registers:  These enable us to identify, assess and manage safety or security risks on an on-going basis. Every 

attraction develops a comprehensive Risk Register each year, the outcome of which helps focus management 

attention on the required on-going safety risk controls as well as the priorities for the year ahead. 

Action Plans:  Attraction leadership teams prepare an annual Health & Safety Action Plan. This is in¾uenced 
by the results of the attraction’s Risk Register as well as routine or annual safety inspections and audits, any 

near-miss or incident investigations and employee feedback. Additional arrangements are then implemented 

and progress against the annual Action Plan is actively monitored.

We also integrate health and safety priorities into our wider management objectives. This means that 

for our managers, good performance is de½ned by the attainment of excellent health and safety 
standards.

Health and safety management systems are also in place at each attraction. They incorporate vital 

safety elements such as planning activities, the production of safety procedures or Codes of Safe 

Working Practice for each ride, safety instructions and other protocols or assessments, and 

associated safety training. 

PROCESSES AND
PROCEDURES

O
U

R
 A

T
T

R
A

C
T

IO
N

S
, E

V
E
R
Y
O

N
E
’S

 S
A

F
E
T

Y



CONTRACTOR SAFETY
Our approach to safety and security naturally extends to our contractors. For instance, 

a key step in any construction project is their assessment and selection. Health and 

safety performance is one of the elements we look at during the tendering process. 

We will ask a contractor to explain and verify their health and safety management 

systems and practices, and provide details about how they will comply with both local 

legal requirements and our expectations.

All of our projects are set-up to allow contractors to complete the work safely and to the 

correct standards. Site inspections and audits by our project managers, health and safety 

teams and external consultants help us to make sure that our rigorous standards are 

continuously met by our contractors. Our project management systems also allow for 

regular feedback to be obtained on any health and safety issues, incidents or challenges.

SAFETY AUDITING
All attractions in Merlin are subjected to routine health and safety audits, conducted 

by health and safety professionals. These audits maintain compliance with our Global 

Health & Safety Manual and associated safety policies. 

Any non-compliance or improvement opportunities identi½ed are immediately 
actioned. These audits complement regional and attraction initiated safety inspections 

and audits that take place during the course of each year.

Training and instruction is fundamental in our approach to safety. We implement 

extensive health and safety training programmes, including regular refresher training. 

Requirements are initially established through training needs analyses. We also support 

individuals with their own speci½c development needs as part of their annual personal 
development programme. All employees receive health and safety inductions as well 

as regular safety brie½ngs.

Our ride operators and hosts complete extensive training and assessments 

before they can work on our rides and attractions. This means that they have a 

comprehensive knowledge of each ride they operate, that includes checking the ride 

environment, monitoring and controlling the ride, con½guring the seating, checking 
the restraint system and knowing how to shut the ride down and disembark guests 

TRAINING AND INSTRUCTION
if necessary. Every team member is coached on how to communicate with guests, 

answer questions and ensure their well-being.

Our ride engineers and technicians also undergo extensive training, both technical and 

safety related, in order to allow them to work on any of our rides or attractions. This 

speci½c training complements their trade training and associated quali½cations, such as 
mechanical or electrical engineering. Ride engineers are required to demonstrate their 

knowledge levels and competency through the completion of various assessments 

prior to being authorised to work on any ride unsupervised.
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Managers at our attractions participate in 

safety leadership courses to equip them 

with the right skills and knowledge to 

help oversee safety standards correctly 

and effectively.  

All new employees receive thorough 

induction brie½ngs, and role-speci½c 
training, to equip them with the 

necessary skills and experience 

in order to perform their duties 

safely and pro½ciently.
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WE CARE

OWN YOUR

CRAFT

DRIVE &

DISCOVER

GO

TOGETHER

ENJOY

THE RIDE

Awarding our people in line with our valuesBeing a...

As part of our proactive and positive safety culture we encourage our people to celebrate 

safety excellence and understand the crucial part they play in ‘Protecting the Magic’. To 

acknowledge this role, there’s even a speci½c award within our internal recognition programme 
- STARS - which rewards outstanding performance in health, safety and security. There’s no limit 

to the number of these awards because we believe we can never do enough to promote safety 

within our business.

Awards are also formally issued to attractions and teams that have shown exemplary performance 

and innovation in the ½eld of health, safety or security. Such awards help recognise where exceptional 
efforts have been made in their pursuit of world-class and company leading standards for ‘Protecting 

the Magic’.
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Supplementing this engineering expertise we also have detailed processes and 

procedures, including Codes of Safe Working Practice, which help ensure our daily 

maintenance works are undertaken safely and correctly. Procedures relating to new 

ride pre-use inspections and testing, emergency planning and ride evacuation are also 

in place as standard. 

Merlin has an extensive team of engineers who keep our rides and attractions running 

safely. They are highly trained and quali½ed with core mechanical and electrical skills. 
Each engineer undergoes ride-speci½c training and their individual performance is 
continually assessed through shadowing, performance monitoring and auditing.

Our rides are maintained for safety by our engineering experts throughout their 

life cycle. Our expert ride manufacturers provide additional ongoing support and 

technical assistance to help ensure our rides are kept reliable and in excellent 

condition throughout their life. We also draw on specialist skills in our supply chain 

when particular works or projects are required.

 

ENGINEERING EXPERTISE
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TECHNICAL SAFETY

       DID YOU KNOW?
The most common reasons why rides stop are:

• Guests using cameras and mobile phones

• Guest illness

• Lost property within a ride area

•  Weather conditions
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Rides are also ½tted with track sensors to monitor vehicle speeds and 
locations, and we have systems in place to check the structural integrity 

of the track. Guests are also kept safe by automated barriers and Closed-

Circuit Television (CCTV) coverage. 

Our ride operations and maintenance teams receive ongoing status 

information via computerised control and messaging systems. Any 

detected abnormalities will automatically shut down a ride safely to allow 

for investigations to occur.  Finally, rides have back-up power supply in 

case of a mains power failure.

RIDE
TECHNOLOGY

We utilise advanced technology and engineering resources to make 

sure that we continuously ‘Protect the Magic’. Every piece of safety-

critical equipment on our rides and attractions is manufactured to the 

highest possible quality.  Add to that computer control systems that are 

designed to bring a ride to a stop safely if something isn’t right, or the 

sophisticated ½re and life safety systems installed in our buildings. 

Every ride and attraction must meet a tough set of safety and engineering 

standards that have been developed over the years either by our own 

internal expertise or by the relevant international standard-setting 

organisations. These ‘gold plated’ standards ensure that the design, 

fabrication and safety features are checked and approved at every stage 

of the manufacturing process.

The mechanical and electrical integrity of our rides is safeguarded by 

numerous design features that all play an important role in keeping our 

rides safe. For example, our rides have back-up braking systems to stop 

vehicles safely even if the primary brake system fails. Our rides also 

feature dual monitoring systems where rides can only operate if both 

systems deem that conditions for safe ride operations are in effect, such 

as the correct securing of seat restraints. 
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Reactive tasks often relate to ride stoppages which can occur for numerous reasons throughout the day, for example 

guest behaviour resulting in the activation of an emergency stop, or a fault condition being reported by the ride’s 

computer control system.

Attending engineers will be competent in all relevant technical aspects of the ride and will investigate the cause 

and undertake corrective action. Safety inspections and checks will then be followed to allow the ride to be 

put back into operation.

Shutdown preparation involves planning for ‘In-service Inspection’ and ‘Annual Maintenance’ activities, 

undertaken while the ride is shut down and taken out of service.  This is usually done in early autumn 

for our theme parks that have a closed season, or on a rotational basis where the park remains open 

throughout the year. A rigorous programme of work sets out the level of ‘strip down’ and ‘non-destructive 

testing’ required, as well as whether such activities are to be undertaken in-house or with third party 

specialist assistance.

In-service Inspections require an independent and competent Inspection Body to annually check the 

condition and suitability of a ride for continuing safe use. This includes thorough examination of all 

safety critical components. Our in-house engineering team’s responsibility during this process is to 

strip down each ride and prepare safety critical components ready for independent inspection and 

non-destructive testing.

Annual maintenance takes place alongside the In-service Inspections, with the engineering team 

carrying out work on each ride in line with the manufacturer’s recommendations, replacing 

components where required. 

On completion of the In-service Inspection, annual maintenance and function testing 

processes a safety certi½cate will be issued if the Inspection Body is satis½ed with the 
condition of the ride. This will typically be valid for twelve months. There can be minor 

variances to this process depending on the location of the attraction around the world.

Our engineers review ride performances regularly, working with the ride manufacturer 

and the Inspection Body to make Reliability Improvements, enhancing reliability, 

productivity and asset life. After these reviews, it may be decided that an adjusted 

schedule of planned maintenance is required to maintain optimum performance.

The maintenance regime for each ride is derived from the 

requirements set out in the operating and maintenance manual 

provided by the ride manufacturer. This regime is then overlaid with 

any enhanced inspections or tests that are identi½ed through the 
continued use and examination of a ride asset. 

Daily inspections are completed for safety critical elements of each 

ride, for example the integrity of passenger restraint systems, brakes and 

emergency devices. On completion, the ride will be signed-off as safe for use 

and handed over to the operations team to carry out pre-opening checks.

Each ride undergoes planned maintenance, running in parallel to the daily 

inspections. With the frequency and type of work speci½c to each ride, these 
routines can be completed either out of attraction operating hours or during the 

day, for example where a ride vehicle is relocated to the maintenance workshop 

for its scheduled examination and service.

RIDE

MAINTENANCE 

AND INSPECTIONS

Merlin’s rides are kept running safely as a result of our rigorous 

approach to safety engineering. Key to this are our technicians 

and engineers – highly trained, quali½ed and technically 
competent professionals, typically with core mechanical or 

electrical skills. 

Robust maintenance systems and procedures are in place across 

all of our rides and attractions, and these typically comprise of a 

comprehensive suite of daily, weekly, monthly and annual maintenance 

activities.
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