
 

 

                       

     



All tour guides to be briefed on 1st aid 
procedures, emergency evacuation 
procedures and ensure guests are accounted 
for in the event of an alarm activation. Sign 
brief sheet to acknowledge this. 
Fire routes to be kept clear and unobstructed 
at all times. 
Tour guides to check routes on a regular 
basis and report any issues to Stadium 
Operations. 

Ensure all multi media guides are kept neat 
and tidy in their storage compartments, make 
sure no trip hazards behind the desk. 

Tour guides to give verbal instruction to be 
mindful of taking care when boarding the 
escalators. 
Tour groups to be managed and instructed 
not to run on escalators. 
No pushchairs permitted on escalators. 
Visitors to supervise young children on 
escalators. 
Children must not be carried onto escalators. 
Visitors who misuse escalators to be 
removed from tours 

Screens in place to hide furniture stored on 
Level 6 concourse need to be place correctly 
with no gaps so visitors can access behind. 
Staff on concourse to monitor this. 

Tour guides to instruct visitors to refrain from 
leaning over railings. 



Tour guides to keep all visitors within eye line 
whilst in the area. 

Installation of a lockable fence to raise to the 
required safety height. Tour guides to be 
present to monitor and control. 
Minimise numbers of visitors on the gantry 
and keep to manageable level by way of a 
holding area on Level 6 concourse. 
Children to remain on ground level and not 
lifted up by carers. 

Staff to ensure replica cup is secure on plinth, 
children are supervised when having pictures 
taken 

Tour guides to vigilant regarding visitors not 
keeping to designated tour route. 
CCTV to monitor tours. 
Security must be informed with immediate 
effect if any guest is missing. 

All bags must be checked before entering 
stadium. 
A plan must be in place for suspect packages 
in line with stadium security. 

Tours staff to walk the tour route each 
morning to ensure all doors are locked to 
deny general public access. Monitor this 
throughout the day in case another 
department has unlocked and left open.  
Monitor cellars at regular intervals to ensure 
they are locked at all times. 
A walk of the tour route after the last 
entry/visitors have exited the stadium. 

Make sure all walkways are kept clear, 
spillages are to be reported to the cleaning 
team, cleaned up and wet floor signs in place 



where necessary. A walk of the route before 
tours start to establish what may be required.  
Guides to wear appropriate footwear. 
Stadium regime of cleaning in place. Gritting 
procedures should be in place for areas of 
the stadium to be accessed during the tour 
that may be affected by ice or snow. 

Guides to make customers aware of lower 
ceiling, place yellow & black tape to highlight. 

Guests to be directed to the lift and be 
accompanied by a tour guide until on the 
appropriate part of the tour route. An 
alternative plan must be in place in the event 
that the lift is out of action. 

Guides to verbally instruct visitors to take 
care when accessing steps, and monitor. TV 
camera set up for interaction, black & yellow 
tape around to highlight, cable taped down. 

Guides to emphasise the need to take care 
when entering the managers’ dugout seats, 
children encouraged not to run about in this 
area. Guest to be advised not to access the 
pitch. 

Visitors instructed to go no higher than 15 
rows in Kop Stand, guides to monitor and act 
upon if visitors not adhering to instruction. 

Visitors to be asked if they have issues with 
spatial awareness and explained what they 
will see if taking part in the experience. Asked 
to read disclaimer before accepting. 
 
Participants are monitored at all times by a 
member of tours team who will end the 



experience immediately should the 
participant show signs of discomfort or panic. 

Manage the queues by using tensa barriers, 
staff to be on hand at all times to advise 
visitors of the length of time they could be 
waiting. 

Visitors told to listen carefully to vocal 
instructions to stay in the 1 metre circle from 
VR, and to coach users whilst in play. Carpet 
area in use for play is stuck down to prevent 
movement and has rubber edge flat to the 
floor.

 
 


