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TERMS AND CONDITIONS FOR EVENTS AND PRIVATE CAPSULES 

SECTION A - DEFINITIONS 

“Booking Details”  the details set out on the form attached to these Terms and Conditions. 

“Client”   the individual firm company or other party from whom a booking is received by Merlin 
and with whom this Contract is entered into. 

“Agent”   the individual firm or company with whom the Client contracts to book the Venue on his 
or her behalf. 

“Contract”   the Booking Details and these Terms and Conditions for provision of facilities and 
services by Merlin to the Client subject to variation in writing by Merlin. 

“Event”   a conference and/or other event to be held at the Venue details of which are set out in 
the Booking Details. 

“Venue”   the facilities, rooms and services, including the London Eye (where applicable) to be 
used by the Client for the Event and as set out in the Booking Details. 

“In Writing”   a written communication including (but not limited to) a letter facsimile transmission or 
electronic communication signed by a duly authorised representative of either Merlin or 
the Client (as is appropriate). 

“Premises”   the premises (as specified in the Booking Details) of which the Venue is part and at 
which the Event shall take place. 

“Third Party”  any firm, contractor, individual or other person authorised or licensed by the Client or 
with which it has a direct or indirect relationship of a contractual or any other nature 
(including, but not being limited to employees, agents or sub-contractors) and any 
guest or visitor attending the Event whether or not at the express invitation of the 
Client. 

“Merlin”   Merlin Attractions Operations Limited trading as Madame Tussauds (Company No. 
6272935) whose registered office is at 3 Market Close, Poole, Dorset BH15 1NQ. 

“Merlin Approve List”  list of Merlin approved contractors with whom the Client can contract under the terms of 
this Contract. 

“Working Days”  any day which is not a Saturday, a Sunday or a bank or public holiday in England. 

Words importing the singular number shall include the plural and vice versa, words importing the masculine shall 
include the feminine and neuter and vice versa. 

SECTION B - RESERVATIONS 

1 Once Merlin has issued the Contract to the Client, the Client must sign and return it to Merlin within 10 
Working Days of the date of issue or, in the absolute discretion of Merlin, any shorter period of time 
stated by Merlin.  If the Contract is not signed and returned by the Client within this period, Merlin 
reserves the right to cancel any provisional booking and re-let the Venue. 

2 Notwithstanding that Merlin may have given a detailed quotation or estimate either orally or in Writing, all 
bookings will be considered as provisional until the Booking Details have been signed by a duly 
authorised officer of Merlin. 

3 The estimated number of attendees is noted in the Booking Details.  The final expected number of 
attendees must be notified to Merlin in Writing at least 5 Working Days before the Event.  This final 
expected number of attendees (or in the absence of such notification the estimated number of 
attendees) will be treated as being the minimum number of attendees for the purposes of the payment 
due from the Client.  Merlin will attempt to accommodate more than this minimum number if requested to 
do so by the Client, but cannot guarantee to be able to do so.  If the actual number of attendees is 
greater than the minimum number of attendees, it is this number which will be used to calculate the 
payment due from the Client. 

4 At least 10 Working Days prior to the Event the Client must confirm to Merlin in Writing: 

4.1 final timings; 
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4.2 menus, beverages and entertainment requirements;  

4.3 any special requests such as special dietary requirements; and 

4.4 room layouts for exhibitions and events. 

5 If the Client wishes Merlin to provide any of the following additional items: 

5.1 audio visual equipment; 

5.2 computer terminals; 

5.3 external telephone lines; 

5.4 any other equipment Merlin is able to supply; and 

5.5 games cards and/or money vouchers (for use in Merlin’s arcade games if available at location), 

 then at least 4 weeks prior to the Event the Client must confirm such request to Merlin in Writing. 

6 The Booking Details must state all requirements for Merlin to hire, arrange or supply Third Party 
services.  Any variations in such requirements must be confirmed to Merlin in Writing at least 10 Working 
Days prior to the Event. 

7 If the Client wishes Merlin to provide bar facilities beyond the time of 23.00 then at least 6 weeks prior to 
the Event the Client must confirm such request to Merlin in Writing to enable Merlin to make application 
to obtain the appropriate bar extension licence. 

8 Merlin will attempt to accommodate any of the requirements requests or variations to the Event referred 
to in Conditions 4, 5, 6 or 7 but cannot guarantee to be able to do so.  If it is unable to do so Merlin may 
at its discretion provide a substitute of equivalent value or quality where possible. 

9 All costs incurred by Merlin in accommodating any of the requirements requests or variations to the 
Event referred to in Conditions 4, 5, 6 or 7 shall be borne by the Client. 

10 If, (in the reasonable opinion of Merlin), significant changes to the nature of the Event or the estimated 
number of attendees are made by the Client, an appropriate amendment may be made by Merlin to the 
rates charged and the Venue provided. 

SECTION C - PAYMENT 

11 A deposit as agreed between the parties and detailed in the Booking Details is payable by the Client 
upon confirmation of the booking when the Client signs and returns this Contract.  80% of the original 
total estimated account is payable 16 weeks prior to the Event unless alternative arrangements have 
been agreed by Merlin in Writing.  Merlin may, in its absolute discretion, require payment of a further 
deposit, details of which will have been discussed with the Client and included in the Booking Details.  In 
the case of Events held on the London Eye, payment in full must be made to confirm the booking. 

12 After the Event, Merlin shall calculate the actual amount payable by the Client and shall submit a final 
invoice to the Client which shall be paid by the Client within 14 days of the date of such final invoice. 

13 All payments are to be made by either BACS payment, cheque (supported by a valid banker’s card) or 
cash unless Merlin has expressly agreed in Writing to accept payment by credit card, charge card or any 
other means.  If Merlin has agreed to accept payment by credit card then it shall have the right to 
increase each individual payment to include a handling charge of 5%. 

14 If the Client fails to make a payment which is due under the Contract, interest at the rate of 3% per 
annum above the base rate of HSBC Bank plc from time to time will be payable by the Client and added 
to the Client’s final account. 

15 If the Venue is booked through an Agent, the Agent shall procure, and the Client shall agree, to be 
bound by the terms of this Contract to the effect that the Agent or the Client shall be jointly and severally 
liable for any payments which fall due under the Contract. 

SECTION D - CANCELLATION BY THE CLIENT 

16 If the Client wishes to cancel the Event or if the duration of the Event is reduced or the estimated 
number of attendees is reduced by more than 10%, notification of such change must immediately be 
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given to Merlin in Writing.  Oral notice of cancellations or reductions will not be accepted.  In the 
absolute discretion of Merlin, the following charges will apply and will not be higher than stated: 

Notification of cancellation or reduction given 
before the date of the Event 

Amount of original total estimated account (as 
set out in the Booking Details) to be charged 

to the Client 

At least 16 weeks No charge 

16 - 2 weeks 80% 

Less than 2 weeks 100% 

17 For the avoidance of any doubt, Condition 1516 above will not apply if: 

17.1 the variation concerns only the reduction of the number of attendees; and 

17.2 such reduction is less than 10 % of the estimated number of attendees stated in the Booking Details; 
and 

17.3 notification of such reduction is received by Merlin in Writing at least 10 Working Days before the Event. 

18 Merlin agrees that if the Client gives notice of any cancellation or reduction, Merlin will use its 
reasonable endeavours (but without having to incur any expense) to re-let the Venue and if an 
alternative function is arranged, any income received by Merlin from such function shall be used towards 
all or partial fulfilment of the Client’s liability to Merlin.  Because of this obligation, Merlin cannot notify 
the Client of any charges payable by the Client until after the date of the cancelled event. 

19 The Client is strongly advised to consider taking out insurance to protect against the cancellation of the 
Event under this Section D and the consequent sums which the Client may have to pay. 

SECTION E - CANCELLATION OR AMENDMENT BY MERLIN 

20 Merlin will attempt to ensure that the agreed Venue is available to the Client for the Event.  However, 
Merlin will not be liable to the Client if the Event has to be cancelled by Merlin for any of the following 
reasons: 

20.1 if it comes to Merlin’s attention that the Event is of an illegal nature or, in the reasonable opinion of 
Merlin, is immoral or would in any way harm or prejudice the reputation of Merlin; 

20.2 if the Client is more than 31 days in arrears with payment to Merlin for services or facilities previously 
supplied to the Client or any subsidiary or associated company of the Client; 

20.3 if Merlin becomes aware of any alteration in the Client’s financial situation which, in the reasonable 
opinion of Merlin, might lead to the Client being unable to meet its financial obligations to Merlin. 

21 If, for any reason beyond its control, Merlin needs to amend the booking in any way, Merlin reserves the 
right to offer the Client alternative facilities which in the reasonable opinion of Merlin are of equivalent 
status and comfort. If the alternative facilities offered are deemed by the Client (acting reasonably at all 
times) to be unsuitable, cancellation of the booking must be giving in Writing to Merlin.  Any monies 
repayable to the Client under the Contract will be refunded in full at the earliest opportunity. 

22 Merlin reserves the right in its absolute discretion, to close and/or alter all or any part of the London Eye 
or facilities at the Premises including closure of rides and/or attractions for technical, operational, health 
and safety or other reasons and shall not be liable to the Client for any losses arising from such 
alteration or closure. 

23 The Client and any Third Party shall comply with the rules and regulations currently in force at the 
Premises and/or the London Eye (as applicable), a copy of which is available on request. 

SECTION F – LONDON EYE/LONDON RIVER CRUISE 

London Eye 

24 The maximum number of persons allowed per capsule is 25. A minimum of three adults (aged 18 plus) 
are permitted in a capsule, except at the absolute discretion of Merlin. 
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25 Catering and beverages for events on the London Eye must be confirmed by the Client to Merlin at least 
72 hours prior to the Event. 

26 One representative of the Third Party responsible for the booking must check in at the Priority desk at 
County Hall 30 minutes prior to the booked time slot. Guests should then meet in the Eye Bar and they 
will be collected by their London Eye Host from the Eye Bar. 

27 A ticket will be issued to each individual entitling them to visit the 4D Cinema Experience.  

28 Admission to the London Eye 4D Cinema Experience will only be valid on the day of the Event. The 
London Eye 4D Cinema Experience opens at 10am and closes 15 minutes prior to the last experience of 
the day. 

29 The London Eye 4D Cinema Experience lasts approximately 3 minutes 45 seconds. All guests must 
collect a pair of 3D glasses on entry, which must be returned on exit from the cinema. 

30 The following special effects are used in the 4D Cinema Experience: fog, bubbles, wind, snow, strobe 
lighting, vibrating flooring. The use of these special effects is intermittent, and while every effort is made 
to ensure the wellbeing of guests, Merlin does advise that if any guest has a pre-existing condition that 
could be exacerbated by exposure to any of these special effects, then these guests should not enter 
the 4D Experience. 

31 The following restrictions apply to the London Eye 4D Cinema Experience: 

31.1 The consumption of food and drink is strictly prohibited in the 4D Cinema itself and in the waiting area 
prior to entering the cinema 

31.2 Sound, video recording equipment and cameras are not permitted inside the 4D Cinema Experience. It 
is a criminal offence to copy or attempt to copy the copyright protected material shown 

31.3 Guests must remain within permitted guest areas and must adhere to our health and safety procedures 
and guidelines (as guests may be instructed to do so by London Eye staff from time to time) 

32 Third Parties 15 years or younger must be accompanied by a guardian 18 years or older whilst on or in 
the vicinity of the London Eye and in the 4D Cinema Experience and shall remain under the control or 
supervision of an adult at all times. Children under the age of 18 are permitted in a capsule where 
alcoholic beverages may be available but will not be served alcohol. 

33 Beverages may not be removed from the capsule by the Client or any Third Party. 

34 Merlin reserves the right, in its absolute discretion, to refuse entry on to or remove from the London Eye 
and/or the 4D Cinema Experience, or the vicinity any person who: 

34.1 has used threatening, abusive or insulting words or behaviour or in any way provokes or behaves in a 
manner which may provoke a breach of the peace; or 

34.2 is or appears to be under the influence of drugs or alcohol. 

35 To prevent offensive weapons or dangerous articles from being taken onto the London Eye or, into the 
4D Cinema Experience, visitors are admitted on condition that if requested to do so, they will allow 
themselves and/or their belongings to be searched. It should be noted that the London Eye uses 
specialist search equipment that omits a small magnetic field; this is harmless to the vast majority of 
guests, however if any Third Party suffers from any medical condition or have been fitted with a medical 
device that a doctor has advised should not be subjected to a scan please bring this to the attention of a 
member of staff before attempting to board the London Eye.  

36 It is prohibited to take onto the London Eye any weapons, fireworks, smoke bombs, glass bottles, 
flammable liquids or other articles, which may cause injury. The throwing of any article which could 
cause injury or annoyance is strictly prohibited. Restrictions apply to some types of film and photography 
equipment.  

37 Smoking is strictly prohibited on the London Eye itself, in the 4D Cinema Experience, or the boarding 
platform leading to the London Eye. 

38 Other than liability for death or personal injury resulting from Merlin’s negligence, Merlin, its employees 
or agents shall not be liable for any loss or damage, direct or indirect, howsoever arising, including 
without limitation any distress, inconvenience or anxiety caused during the course of any ride 
undertaken and/or during evacuation from the London Eye in the event of breakdown or accident. 

London River Cruise 
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39 Merlin reserves the right to substitute for any vessel hire another vessel of a capacity sufficient to 
accommodate the number of persons expected to be carried, and / or to vary the River Cruise Event at 
the absolute discretion of Merlin.  

40 Merlin will use its reasonable endeavours to ensure that the River Cruise operates. However, Merlin 
reserves the right, in its absolute discretion, whether for safety reasons or otherwise, and with or without 
prior notice, to cancel the River Cruise Event. In the event of such cancellation, Merlin will refund the 
price agreed to be paid by the Client in accordance with the provisions of Section C - Payment, but 
otherwise shall have no liability whatever, including no liability for travel expenses or any other out of 
pocket expenses, in respect of the cancellation.  

41 Third parties attending events on a River Cruise vessel must arrive at Waterloo pier no less than 15 
minutes prior to the cruise time. Latecomers will not be admitted except at the absolute discretion of 
Merlin.  

SECTION G - FORCE MAJEURE 

42 In the event that this Contract cannot be performed or its obligations fulfilled for any reason beyond the 
reasonable control of either party including war, industrial action, floods or Acts of God then such non-
performance or failure to fulfil its obligations shall be deemed not to be a breach of this Contract. In the 
event that this Contract cannot be performed or its obligations fulfilled for any reason beyond either 
party’s reasonable control for a continuous period of three months, then either party may, at its 
discretion, terminate this Contract by notice in writing at the end of that period. 

SECTION H - LIABILITIES 

43 Merlin shall not be liable for any consequential or indirect loss or damage suffered by any Third Party or 
the Client which arises out of or in connection with the Contract including, but not being limited to, loss of 
profit, damage to or loss of any property or items belonging to the Client or any Third Party and personal 
injury to the Client or any Third Party (but only so far as such injury is not caused by Merlin’s 
negligence). Third Parties must keep personal belongings with them at all times.  

44 The Client shall indemnify and keep indemnified Merlin from and against all expenses, loss, damage or 
liability (whether criminal or civil) suffered and legal fees and costs incurred by Merlin, or for which Merlin 
may be held liable, resulting from any act, omission, neglect or default of the Client or any Third Party 
contracted by the client. 

SECTION I - INSURANCE 

45 The Client undertakes and agrees to obtain and keep in full force all appropriate insurance as requested 
by Merlin which may include, but not be limited to employer’s liability insurance and public liability 
insurance in the sum of not less than £5,000,000 (five million pounds) for any one incident and unlimited 
in total. 

46 The policy or policies of insurance referred to in Condition 45 shall be purchased from a reputable UK 
insurer, shall be on an occurrence basis and shall be shown to Merlin on request together with 
satisfactory evidence of the payment of the premium or premiums. 

SECTION I - GENERAL 

47 Merlin places great importance on the safety of Third Parties and to ensure that the high standards of 
safety set by Merlin are complied with by all those attending the Event or the London Eye, Third Parties 
are only admitted to the Venue if they are willing to comply with any regulation in force at the Premises 
or the London Eye (as applicable) from time to time.  The Client shall therefore ensure that all Third 
Parties are aware of this. 

48 Merlin reserves the right, in its absolute discretion, to refuse admission to the Venue and/or the 
Premises or remove from the Venue and/or Premises any person who has behaved or is behaving in a 
manner which, in the opinion of Merlin has affected, or is likely to affect, the enjoyment of any other 
Third Party. 

49 The Venue will be made available from the time shown in the Booking Details.  The Client will ensure 
that any Third Party contracted by them, and the Client will have vacated the Venue and Premises  
within half an hour of the departure time shown in the Booking Details.  If an extension to these times is 
requested, Merlin will attempt to assist but may, in its absolute discretion, make extra charges for the 
additional use of the Venue. 

50 On arrival to and departure from the Premises the Client shall use all reasonable endeavours to ensure 
that all Third Parties shall not cause any unreasonable disturbance or nuisance to any persons or 
properties in the vicinity of the Premises. 
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51 The Client shall ensure that where applicable any Third Party contracted by them has returned the 
Venue to its original state. 

52 Merlin reserves the right to approve any Third Party engaged by the Client. No third parties can be 
engaged without written approval from Merlin. For the avoidance of doubt all contractors should be 
booked via the Merlin Approved List.   The Client shall ensure that any Third Party contracted by them, 
complies with the terms set out in the Booking Details and all health and safety legislation regulations 
and procedures in force from time to time and shall carry out its own risk assessment procedure in order 
to do so and provide public liability insurance identical to that required under Condition 45. 

53 Subject to Condition 48, Merlin shall not be liable for a Third Party’s failure to provide, or negligence in 
providing, any goods or services to the Client and the Client shall indemnify and keep indemnified Merlin 
from and against any costs incurred by Merlin as a result of any cancellation of any third party services 
contracted by the Client. 

54 The Client acknowledges that there are various covert closed circuit television cameras positioned at 
different locations within the Premises and the London Eye and accepts that the Client’s image and that 
of any Third Party may be captured whilst in and about the Premises. 

55 No equipment or practices which may conflict with Merlin’s obligations under health and safety 
legislation , regulations and procedures in force from time to time can be brought into or used at the 
Venue unless with the prior written agreement of Merlin. 

56 No wines, spirits, other drinks or food can be brought into the Venue unless with the prior written 
agreement of Merlin.  Only persons authorised by Merlin are permitted to sell or offer for sale any items 
or services at the Venue. 

57 No use may be made of any Merlin name, logo or telephone number without Merlin’s prior agreement in 
Writing. 

58 All prices are exclusive of VAT which shall be charged at the prevailing rate. 

59 No signs, displays, posters or other material may be fixed to the walls, floor or ceilings of the or 
otherwise displayed at the Premises without prior written agreement of Merlin. 

60 Merlin is obliged to comply with various licensing and statutory regulations and accordingly requires the 
Client and any Third Party to comply with any reasonable and proper instructions given to them by any 
duly authorised representative of Merlin and the Client shall indemnify and keep indemnified Merlin for 
any loss, damages or expenses suffered or incurred by Merlin as a result of a breach of this Condition 
60. 

61 With the exception of guide dogs for the blind, pets are not permitted at the Premises. 

62 In requesting Merlin to photocopy any document, article, drawing or other item, the Client confirms that 
the written consent of the copyright owner has been obtained and the Client undertakes to indemnify 
and keep indemnified Merlin for any loss, damage or expense suffered by Merlin as a result of such 
consent not having been obtained. 

63 Any corporate gifts the Client has for the Event should be brought to the Premises as agreed in advance 
in writing between the parties and marked for the attention of the Corporate Events Manager. 

64 This Contract contains the entire agreement between the parties with respect to its subject matter, to 
supersede all previous agreements and understandings between the parties and may not be modified 
except by an instrument in writing signed by the duly authorised representative of the parties. 


