
 

 

 

 

 

 

The LEGOLAND ®  Windsor Resort 

Access Guide 2019  

 

Welcome  
The LEGOLAND Windsor Resort makes every effort to ensure that the Theme 

Park, our Accommodation and other facilities are accessible to as many of our 

guests as possible. This guide has been produced to give you a full and realistic 

picture of our attractions, and hopefully, along with general ride restrictions 

detailed on signage at the rides and attractions, will enable you  to assess your 

own abilities and make an informed decision about which attractions you wish or 

are able to use.  

 

BALPPA STATEMENT ON PUBLIC SAFETY FOR DISABLED PEOPLE  

Members of the British Association of Leisure Parks, Piers and Attractions 

(BALPPA) welc ome visits by disabled people and will do all that is possible to 

ensure a safe and pleasurable stay. However, certain rides/attractions in our 

parks can be physically demanding and vigorous. We therefore reserve the right 

to refuse admission to certain ri des/attractions should we feel there is a danger 

to a particular individual or individuals for whatever reason. We have been 

advised by the Health & Safety Executive that refusal on the grounds of health 

and safety does not constitute discrimination. We ho pe that you understand and 

accept the decisions made in the interest of your safety. Please note, the 

provision of admission discounts and  access facilities i s entirely at the 

discretion of the LEGOLAND Windso r Resort.  

 

Ride Access Pass Guide  

Our Ride Access Pass Guide can be found here :  

www.legoland.co.uk/planning -your - visit/accessibility - enquiries/   



        

 

LEGOLAND®  Windsor Resort Access Guide 2019  Page 2 

 

 

THEMEPARK INFORMATION  

PARKING  

A designated car park close to the entrance is reserved for Blue Badge holders. 

There are signposts within the car parks to guide you to the parking facilities. If 

parking in a designated bay you will need to display your Blue Badge on your 

windscreen.  

Accessible parking bays are charged at the standard rate of £7 per day (£6 if 

pre -booked online) and are subject to availabi lity.  

BUYING DAY TICKETS  

Guests able to provide evidence of their disability will be entitled to bring a 

helper free of charge. We accept the following documentation as proof of 

disability:  

¶ Disability Living Allowance (DLA)  

¶ Personal Independence Payment (PIP)  

¶ Blue Badge  

¶ Signed letter from GP  

¶ Please note that all documentation should be dated within 2 years.  

¶ Please note: We are unable to accept expired Blue Badges.  

The helper is required to be at least 14 years of age. Please note children under 

14 must be  accompanied by someone aged 16+ years. Please note that each 

guest requiring a carer must bring their own documentation.  

You are able to collect your helper tickets from any of our ticket purchase 

locations or the ticket stand at the entrance to the Resor t. Please speak to a 

member of our team on arrival should you require assistance.  

BUYING ANNUAL PASSES  

Should a disabled Passholder require assistance on their visits to our attractions, 

we issue one complimentary pass per disabled Passholder to be used by  any 

helper  -  this is transferable between helpers ; the helper  Pass is issued to the 

disabled guests and will  have the name, date of birth and  a photo of the disabled 

guest.  

In order to claim your Carer's Pass you would be required provide one of the 

foll owing:  

¶ Disability Living Allowance (DLA)  



        

 

LEGOLAND®  Windsor Resort Access Guide 2019  Page 3 

¶ Personal Independence Payment (PIP)  

¶ Blue Badge  

¶ Signed letter from GP  

¶ Please note that all documentation should be dated within 2 years.  

¶ Please note: We are unable to accept expired Blue Badges.  

ENTERING THE RESORT  

All of our entrance gates are wheelchair accessible.  

HEARING LOOP  

A portable hearing loop system is available on request at all 

ticket windows and at The Beginning Guest Services . A 

member of staff in these areas will be happy to help should 

you require this service.  

 

GUEST SERVICES  

Located within The Beginning area, the team in there can offer advice on Resort 

access and res trictions and provide further information on available fa cilities . 

THE RIDE ACCESS PASS HUB  

Located within The Beginning area, the 

team will be able to assist you in registering 

for your Ride Access Pass (conditions 

apply). You can find the Ride Access Pass 

Hub in the Beginning on the left directly 

after the en trance gates. You will need to 

visit The Ride Access Pass hub on each visit 

to activate your session for the day.  

SENSORY SPACE  

This is the first dedicated sensory facility of its kind in a theme park, providing a 

calming environment for guests with addit ional needs who require a quiet 

moment away from the excitement 

of the Resortôs 55 rides, live shows, 

and attractions.  

Discover an open space full of 

interactive sensory experiences, with 

vibrating bean bags, soft seating, 

interactive projections, bubble tubes, 

infinity tunnels, tactile panels, and 

soft lighting, all designed to create a 

calm space to relax in for those wh o 
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need it.  

The UV room allows guests to discover brighter colours, fibre optics, and UV 

mats, whilst the main space includes musical sound pads, activity panels to 

manipulate, and an interactive carpet, all part of the overall sensory experience 

on offer.  

The space was designed and created by Total Sensory, market leaders in 

providing calming sensory rooms. The calming environment was created with 

guestsô needs in mind, giving them a place to relax. Total Sensory provide 

sensory space projects across a rang e of sectors, including schools, care homes, 

hospices, and now for the very first time in a theme park at the LEGOLAND  

Windsor Resort.  

TOILETS  

We have Accessible toilets i n the followi ng locations within the R esort:  

¶ The Beginning  

¶ Heartlake City  

¶ Duplo Valley  

¶ Knights Kingdom  

¶ Pirate Shores  

¶ Imagination Centre  

We have RADAR key access to t oilets in the following areas:  

¶ The Beginning  

¶ Heartlake City  

¶ Duplo Valley  

¶ Pirate Shores  

¶ Imagination Centre  

Should you not have a RADAR key there is also an accessible toil et in these 

areas that operate a standard lock.  

CHANGING PLACE S 

Our Changing P laces facility is located 

in Heartlake City.   

Please note that you will require your 

own sling to use the hoist facility. 

Please bring your RADAR key with you 

should you need th e use of this room.  

FIRST AID CENTRE  

Located in Heartlake City between 

Heartlake Café and Ice Cream Parlour.  



        

 

LEGOLAND®  Windsor Resort Access Guide 2019  Page 5 

Our First Aid team would be happy to assist with the storage of any medical 

equipment during your visit including items that require to be refriger ated. 

Please speak to a member of our First Aid team located within Heartlake City for 

more information.  

If you have any questions regarding the storage of your medication or 

equipment please complete our accessibility 

enquiries form.  

 

RESTAURANTS & SHOPS  

If you require any assistance when visiting any of our sh ops or restaurants, 

please feel free to ask for assistance from one of our team  who will be happy to 

help. Menus for all of our main restaurants are available to view on - line so 

please check in  adv ance of your visit if you have dietary needs.  

QUIET HOUR  

We hold a óQuiet Hourô in Star Wars Miniland between 2pm and 3pm every day. 

During this hour, we will have reduced sound effects and increased lighting to 

make the attraction more accessible to o ur guests who require it.   

GROUP VISIT  

If you are coming as part of a larger group, or are bringing a group, please 

contact us via our accessibility form 

( https://www.legoland.co.uk/planning - your - visit/accessibility -

enquiries/ )  to ensure we are able to provide all of the relevant information for 

your visit.  

 

https://www.legoland.co.uk/planning-your-visit/accessibility-enquiries/
https://www.legoland.co.uk/planning-your-visit/accessibility-enquiries/
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ASSISTANCE ANIMALS  

All assistance dogs are welcome at the LEGOLAND  Windsor Resort.  

Please note, assist ance animals are not allowed on rides. Assistance animals 

must be supervised and kept on a lead at all time s. They cannot be left 

unattended whilst the guest goes on the ride.  

WHEELCHAIR HIRE  

A limited number of wheelchairs are available for hire from Gues t Services and 

the Ride Access Pass H ub on a first come, first served basis.  

You will be required to sign a contract of use, and provide photo ID to prove 

details on the contract are correct. No deposit will be taken however the contract 

will make clear th at any loss or damage will be charg ed up to £100 (for 

wheelchair).  

If you do not have valid identification, we will still hire out the wheelchair;  

however the £100 deposit will be charged to your card and refunded at the end 

of your visit provided the item  is returned in good condition. Please note: It may 

take up to 5 working days for the funds to become available on your card 

followin g the completion of the refund.  

Wheelchairs are subject to availability so we would suggest to anyone who needs 

a wheelchai r to travel around the Theme Park to bring your own for ease and 

certainty.  

MOBILITY SCOOTERS  

 

With the exception of the pathway between Star Wars Miniland and Viking River 

Splash all other pathways are suitable for mobility scooters. However these rides 

can be a ccessed via alternative routes.  

Sections of the P ark can be steep in sections which can make powered buggies 

or scooters unstable. Please take extra care when using them and speak to a 

staff member at Guest Services in The Beginning or First Aid in  Heartlake City 

for information.  

NAVIGATING THE RESORT  

The pathways are suitable for wheelchairs, however they can be steep in 

sections and guests may require additional assistance. An alternative route to 

the steep pathways on entry and exit is to take th e Hill Train. If the Hill Train is 

not operational, please speak to a member of the Attractions team or visit Guest 

Services in The Beginning or First Aid in Heartlake City for assistance.  
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An example of the pathways within LEGOLAND, areas with steps will always 

have an alternative route via an accessible pathway. Should you find steep 

walkways difficult, we would advise against using the pathway between The 

Beginning and Spinning Spider. Alt ernative routes are via The Hill Train or the 

pathway between The Beginning and Imagination.  

RIDE ACCESS PASS POLICY  

 

This policy is designed to make reasonable adjustments to assist guests who do 

not understand the concept of queuing, have a physical disa bility that prevents 

them standing for extended periods of time or permanently non -ambulant 

guests. Please note that h aving disability does not mean you automatically 

receive a Ride Access Pass.  

Applying for a Ride Access Pass  

An application for a Ride Ac cess Pass can be made prior to your visit online 

(h ttps://www.legoland.co.uk/planning - your - visit/accessibility -

enquiries/ )  or on arrival at The Ride Access Pass Hub. Please note that should 

you wish to register in person there will be a short wait to process your 

application.  

The issuance of Ride Access Passes is based upon documented proof of disability 

which is dated within the last two years at the time of application. The types of 

documentation that will be accepted are:  

¶ A certified NHS Letter fro m your doctor or consultant clearly stating 

disability may affect you in a theme park environment. dated within two 

years.  

¶ A letter from a professional body (e.g Nurse, Bupa Healthcare Advisor) 

clearly may affect you in a theme park environme nt dated with in two 

years.  
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¶ A DLA, DWP or PIP letter, dated within last 2 years, stating you are 

entitled to higher rate mobility allowance -  please note, we will only  

accept higher rate mobility allowance for a Ride Access Pass, no other 

letters will be accepted.  

Shoul d you hold the above documentation but it is not be dated within the last 

two years, you are able to submit this documentation with either DLA/PIP 

paperwork dated within one year. Please note that due to our requirements of 

documentation, we will not accep t DLA/PIP documentation without the 

supporting letter and do not accept blue badges or any documentation that does 

not explain the nature of the disability.  

Documentation is required to support all applications and our staff reserve the 

right to refuse a P ass to anyone who does not show appropriate documentation. 

Our staff are not medically trained so unless there is a clear explanation of the 

nature of a disability stated we are unable to know what services may be 

required.  

When the team have confirmed tha t your application is successful you will be 

provided with a case reference number, this reference is valid the remainder of 

that season and entirety of the following season. After this two season period 

you will be required to re - register your documentati on  

Activating your Ride Access Pass  

To make the Ride Access Pass as user - friendly as possible we use smartphone 

technology, therefore in order to use our Ride Access Pass you will need to bring 

a smart device with you for your visit.  

Once you have presente d all your documentation (online or at our The Ride 

Access Pass Hub) and signed our declaration, one of our staff will assist you to 

set up your account within the Ride Access Pass system. Each member of your 

party will be given hand stamps, red for the gu est with the disability and black 

for the guests accompanying them. The guest with the red stamp must 

experience the ride in order the use the Ride Access Pass;  up to 3 guests with 

black stamps can accompany the guest with the disability on each use.  

Each time you visit you will need to visit The Ride Access Pass Hub where you 

will provide your case reference number and the team will activate your session 

for the day. At this point you will also receive your hand stamps for the day.  

On activation you will b e able to choose a one shot for your visit. This is a ride 

you can use once, without the need to virtually queue. The one shot is there to 

help you manage your day alongside the Ride Access Pass system. There are a 

limited number of one shots available per  ride.  
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Using your Ride Access Pass  

Once the team have activated your session and you 

have logged in to the Ride Access Pass, via your 

smart device, you will be able to book your first 

ride. The purpose of the Ride Access Pass is to 

virtually queue for ou r rides, alleviating the need to 

physically wait in the main queue line. When 

selecting your ride it will display a wait time. Once 

the ride is selected a countdown will appear on your 

screen.  

Once your timer has counted down a QR code will 

appear and you  will be able to access the ride via 

the designated entry point, which will display on 

your device. Once you have entered the designated 

entry point, our team will work hard to ensure that 

you are able to access your chosen Ride quickly. 

The Ride Access Pa ss does not guarantee zero 

waiting time at the Attraction entrance, especially 

at peak times.  

Once you have displayed your QR code and red 

stamp, the team will scan your device and you are 

able to book your next ride.  

For information on WIFI or technical issues please refer to the Accessibility Guide 

which you can collect from The Ride Access Pass Hub on arrival. Within this 

guide you will also find information on accessibility within the resort and queue 

free attractions that you can do whilst waiting for  your countdown to finish.  

Ride Access Pass holders must still 

follow the relevant restrictions for 

disabled guests and follow the 

instructions of the Rides and 

Attractions team.  

Please note that any guest found to be 

misusing our Ride Access Pass, will 

have their ability to use the Ride 

Access Pass system withdrawn.    

HELPERS  

In certain situations (such as extreme weather conditions or temporary 

stoppages), it may be necessary for guests to be offloaded from the Ride outside 

of the ride exit platform.  
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For this reason, the number of disabled people permitted on certain rides at  any 

one time may be limited which means you may be asked to divide your party 

into smaller groups, and may experience a wait before you board.  

Guests with disabilities are required to have a minimum of one helper with them 

at all times, including on the rides, who must be able to assist the disabled guest 

with loading and offloading (including their transfer from wheelchair if 

necessary).  

Our ri de hosts will give full instructions but they are unable to help with any 

lifting. For guests who are unable to walk unaided, at least one helper over the 

age of 14 may be required to assist with ride offload procedures.  

Helpers must also be able to commu nicate any safety restrictions and messages, 

and assist with any emergency or evacuation procedures, which may involve the 

lifting and transfer of the disabled guest from the ride carriage into an 

evacuation chair at high level.  

Please ensure you are comfo rtable with any potential emergency evacuation 

before deciding to ride.  

RIDE SAFETY  

The LEGOLAND Windsor Resort welcomes visits by guests with disabilities and 

reduced mobility and we will do everything possible to ensure a safe and 

enjoyable visit. There are certain rides and attractions that may not be suitable 

for all and they can be physically demanding and vigorous in normal operation 

and in the eventuality of a ride evacuation.  The rides and attractions have  strict 

instructions and operating requireme nts that must be complied with to ensure 

the safety of our guests and staff.   

Please ensure that you comply with all the instructions and ride restrictions for 

each ride. The ride information and restriction boards are positioned at the 

entrances of all ri des and attractions and can also be found in our  Resort Guide. 

Guests who have had recent injuries, medical conditions or mobility limitations 

should also consider the ride restrictions and if they are in any doubt are to ask 

the ride host before boarding.  Your safety is our number 1 priority, the ride 

restrictions are present for your safety and the refusal of access on to a ride for 

health and safety reasons does not constitute discrimination.   

Not all rides are suitable for all guests. Each ride has stri ct operating 

requirements that all riders must meet. Please do not ask our rides hosts to 

break these rules as they are in place for your safet y. As well as taking note of 

the ride restrictions, we strongly suggest that you watch our rides in motion 

before  making a decision on whether to ride.  

Ride Restriction Boards can be found here  ( www.legoland.co.uk/explore -

the - resort/rides/ )  
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LEGOLAND RESORT  HOTEL & LEGOLAND CASTLE HOTEL 

INFORMATION  

ACCESS INFORMATION  

Lift access is available within both hotels with the exception of the mezzanine 

level  within the Castle Hotel. You can still enjoy both the Wizard and Knight 

themed rooms as these are available on other floors accessible by the lift. All 

shops, restaurants and games rooms are accessible to guests with a disability. If 

further assistance is  required, our team are always on hand to help.  

PARKING  

There are a number of parking bays for disabled guests within the Hotel car park 

and these are available to Blue Badge holders.  

ASSISTANCE/GUIDE DOGS  

All assistance dogs are welcome at the  LEGOLAND® W indsor Resort.  

Please tell us in advance so we can allocate the most appropriate room for you. 

Please ensure to bring everything you need for your stay as we do not provide 

dog beds or bowls. Upon arrival, please advise Reception of any additional 

requirements and they will endeavour to accommodate these where possible.  

HEARING LOOP  

A portable hearing loop system is available on request from 

reception . A member of staff in these areas will be  happy to 

help should you require this service.  

DEAF  GUESTS  

Vibrating pagers are available from Receptions to guests w ho are deaf or hard of 

hearing. These will be activated in the event of fire alarm activati on or other 

emergency requiring guest evacuation of the hotel.  

POOL  ACCESS  

The Pool within the LEGOLAND Hotel is on the mezzanine 

level and is fully accessible via the lifts in the Hotel. 

There is an accessible changing room within the changing 

area.  
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If you require t he  use  of  a wheelchair to access the pool, you are able to take 

this pool side in order to access the area.  

Assistance/Guide Dogs should be supervised at all times within the Hotel and 

Park. Please note that Assistance/guide dogs are not allowed in the pool area  

and should be supervised at all times .  

The slide is accessible via a step of steps. Anyone who can access the slide area  

and comply with the slide restrictions can use the slide .  Information on our slide 

restrictions is available at the entrance point and it is the responsibility of all 

guests to check th is prior to entry.  

DIETARY NEEDS  

The Hotel restaurants serve a wide range of top quality cuisine to suit all palates 

and menus can be found on - line.  

Please inform us when booking your stay at the hotels of any dietary 

requirements so that we can make sure that we can provide for your specific 

needs.  

BEDROOM FACILITIES  

 

Both the  LEGOLAND and Castle  Hotels are accessible  for guests with disabilities.  

Our accessible rooms in our LEGOLAND Resort  Hotel include:  

¶ LEGO Friends  

¶ Kingdom Themed  

¶ Pirate Themed  

¶ Adventure Themed  

Our accessible rooms in our LEGOLAND Castle Hotel include:  

¶ Knight Themed  

Each of these rooms has one double bed and a bunk bed*. Facilities include pull 

alarm cords in both the bathroom and bedroo m, as well as widened doorways 

and lowered fixtures/fittings.  
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We have rooms with a walk - in shower and others with a lower bath.  

We have rooms in both Hotels that include a hoist facility.  

*We do offer the option of twin beds in some rooms (subject to avai lability)  

To make your booking, please contact the LEGOLAND Holidays team directly.  

 

 

ASSISTANCE IN THE EVENT OF AN EMERGENCY  

Upon arrival, please make the Reception team aware of any additional 

assistance that you may require in the rare event of an emergency at any time 

throughout your stay. They will ensure that these needs are me t in the event of 

an emergency.  

Vibrating pagers are available from both Receptions to gu ests with a hearing 

impairment.  These will be activated in the event of fire alarm activation or other 

emergency requiring guest evacuation of the hotel.  

If you would like to discuss our Personal Emergency Evacuation Plans please 

consult a member of staff upon arrival.  


