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BARNET COUNCIL 

LICENSING SUB-COMMITTEE 

APPLICATION FOR VARIATION OF BINGO PREMISES LICENCE 

48 BALLARDS LANE, FINCHLEY, LONDON N3 2BX  

 

 

_____________________________________________________ 

 

 

SKELETON ARGUMENT ON BEHALF OF APPLICANT 

 

_____________________________________________________ 

 

 

INTRODUCTION 

1. Merkur Slots UK Limited (“the applicant”) has traded at 48 Ballards Lane until 

midnight since 16th August 2021. It now applies for a variation of its licence to enable 

it to trade for 24 hours.  

2. There is no objection to the application from the Police, the licensing authority, the 

child protection authority, the environmental health authority or any third sector agency 

or organisation concerned with the protection of vulnerable people. 

3. There are objections from 16 local people. The applicant responds to the matters raised 

below. 

4. The purpose of this skeleton argument is to help the Sub-Committee navigate the 

material by setting out some of the background to the application, explaining the legal 

context under the Gambling Act 2005,  and making brief submissions dealing with the 

representation. 

5. In considering the application, the Committee may be particularly assisted by looking 

at the following documents: 

• Witness statements: 

• Amanda Kiernan, Head of Compliance (page 11-18 ) 
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• Steve Ambrose, Operations Director (page 19-21) 

• Andy Tipple, Head of Product (page 22)  

• Inspection reports by Leveche Associates (page 23-263) 

• Legal obligations to promote licensing objectives: 

• Conditions on licence (Agenda page 22)  

• Mandatory conditions (page 433 - 434) 

• Gambling Commission’s Licence Conditions and Codes of 

Practice applicable to non-remote bingo licences  (page 365-420) 

• Operational standards (page 267-269) 

SUMMARY 

6. The applicant is a national provider of gaming facilities. It operates to the highest 

standards of social responsibility and compliance. 

7. It has over 220 trading premises. It has been granted licences at every site at which it 

has applied and has never suffered a review or other regulatory intervention. Its sites 

are across a range of areas, geographically and socially.  

8. It is currently trading for 24 hours in over 150 premises. Again, none of these has ever 

been the subject of a review or regulatory intervention.  

9. Its premises in Ballards Lane opened in August 2021. It has traded without any 

regulatory concern. In the last 12 months, there has been one police call-out, when a 

member of the public was misbehaving inside the premises, at 10.20 a.m.  

10. The reasons for the applicant’s record are summarised as follows: 

(1) The applicant has detailed systems for compliance with the law and promotion of 

the licensing objectives, which they implement through staff training and 

management programmes and supervise through area and national management 

oversight and independent audit. These are fully described in the evidence. 
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(2) Staff are not behind the counter taking or paying out bets. They are on the shop 

floor, greeting customers as they enter, which also means controlling who is 

permitted to enter and effectively supervising the premises. 

(3) Those entering will be greeted face to face by a uniformed member of staff. This is 

an opportunity to observe whether the customer appears to be under 25 (in which 

case Think 25 is operated), or whether there may be any other issue. The staff 

member will check whether the customer needs assistance. This interaction means 

that staff are aware of who is using their premises.  

(4) Alcohol is not only not sold but strictly prohibited. 

(5) Those under the influence of drugs or alcohol are not admitted. 

(6) Children are not admitted.  

(7) Customer numbers are low, usually no more than a handful at one time. 

(8) The customer demographic is adult and up to 50% female with customers coming 

in alone or with partners rather than in groups. 

(9) There are no “events” in bingo premises such as football matches or horse races, 

and therefore no reason to hang around. 

(10) There are no general seating areas for people to gather inside. The premises are 

not fitted out for groups and there is no space for groups to gather.  

(11) The layout of the premises facilitates effective supervision.  

 

(12) Good quality CCTV systems are fitted inside and out so that customers know 

they are under surveillance.  

(13) Exterior loitering does not occur. 

(14) The interiors are clean, well-lit, comfortable and carpeted. Toilet facilities are 

provided.  
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(15) Customers will be offered tea/coffee and snacks, and will often chat with the 

friendly staff. When they are finished playing they wander off with zero impact on 

the locality. 

(16) Staffing levels are set following a security risk assessment. There is no pre-

planned single staffing after 8 p.m.  

(17) Because customer numbers are low, any miscreant behaviour is immediately 

identified, recorded and dealt with.  

(18) Staff Guard is deployed, which enables staff to use a portable alarm to liaise 

with a central security hub and SIA-licensed staff with audio and visual feeds, and 

for hub staff to speak directly with customers who therefore know they are being 

overseen. Staff Guard personnel can liaise directly with local Police if necessary.  

(19) Staff members do not carry floats.  

(20) Safes are time-delayed. 

(21) Anti-money laundering systems are used on the machines. 

(22) The locational and social context is part of induction training for all staff.  

(23) Staff are also trained in how to deal with any difficult customers (there is a 6 

week training course at the outset followed by regular refresher training).  

(24) Premises are fitted with maglocks, enabling entry to be controlled when 

necessary.  

(25) Alarms are installed giving direct contact with the Police. 

(26) Venues are subject to security risk assessments, so that any further measures 

needed are periodically assessed and undertaken. 

(27) The applicant maintains good liaison with local Police.  

11. All in all, it the applicant sets out to provide a safe, welcoming and pleasant 

environment for customers while also promoting the licensing objectives. 
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12. That it does all of this to a standard of excellence is demonstrable: 

• It has over 220 licences. It has been granted licences in every premises it 

has applied for.1  

• None of its trading licence has ever been reviewed.2 

13. This is despite the range of areas in which the applicant operates, including those with 

high social deprivation and other social issues, including 24 hour premises. Its systems, 

staff training, compliance monitoring and audit have proved sufficient to ensure that 

the licensing objectives are promoted.  

14. It is a record of which the applicant is proud and guards with care. In the very rare event 

of any kind of issue, it will always liaise with relevant authorities to ensure that it is 

resolved promptly and effectively. 

15. The applicant has wanted to produce independent evidence that its late night premises do 

not cause crime and disorder issues. It therefore commissioned Leveche Associates to 

conduct covert overnight inspections at a large number of the applicant’s premises. Eight 

different locations were inspected, all with the same result (pages 23-263), that the 

applicant’s late night trade is not harming the licensing objectives. 

THE LAW 

16. As the Committee will be aware, each piece of licensing legislation sets out a different 

approach to the question of grant. The approach relevant to gambling is in section 153 

of the Gambling Act 2005: 

In exercising their functions under this Part, a licensing authority shall aim to 

permit the use of premises for gambling in so far as the authority thinks it:  

(a) in accordance with any relevant code of practice [issued by the 

Gambling Commission] 

1 For completeness, there was one refusal in Blackpool but this was granted on re-application three 

months later following submission of further information.  
2 In 2021, reviews were commenced in Enfield but were rejected without a hearing by the licensing 

authority under section 198 Gambling Act 2005 since they were in substance objections to gambling in 

general rather than to the operator or the premises.  
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(b) in accordance with any relevant guidance issued by the Commission  

(c) reasonably consistent with the licensing objectives  (subject to (a) and 

(b)) 

(d) in accordance with the [authority’s statement of licensing policy] 

(subject to (a) to (c). 

17. The gambling licensing objectives (section 1) are:  

(a)preventing gambling from being a source of crime or disorder, being 

associated with crime or disorder or being used to support crime, 

(b)ensuring that gambling is conducted in a fair and open way, and 

(c)protecting children and other vulnerable persons from being harmed or 

exploited by gambling. 

18. It is not open to an authority to refuse a licence on the basis that it is inappropriate to 

licence an operation or a further operation, in an area. As the Guidance says (page 542): 

5.34 Licensing authorities should be aware that other considerations such as 

moral or ethical objections to gambling are not a valid reason to reject 

applications for premises licences. In deciding to reject an application, a 

licensing authority should rely on reasons that demonstrate that the licensing 

objectives are not being, or are unlikely to be, met, and such objections do not 

relate to the licensing objectives. An authority’s decision cannot be based on 

dislike of gambling, or a general notion that it is undesirable to allow gambling 

premises in an area (with the exception of the casino resolution powers). 

19. Rather, as the paragraph makes clear, there would need to be reasons which demonstrate 

that the licensing objectives would not be met. That means demonstrate by evidence.  

20. The following points should be noted: 

a. The section 153 test is mandatory: “a licensing authority shall ….” 

b. The obligation to “aim to permit” where (a) – (d) are satisfied is described by 

the Gambling Commission in its Guidance as “the licensing authority’s primary 

obligation.” 
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c. The “aim to permit” is explained in the leading textbook Patersons:  

“… it creates a presumption in favour of granting the premises licence 

since it is only if the licence is granted that the premises may lawfully 

be used for gambling. But the duty seems to go further than that. The 

verb ‘to aim’ is defined by the OED as meaning ‘To calculate one’s 

course with a view to arrive (at a point); to direct one’s course, to make 

it one’s object to attain. Hence to have it as an object, to endeavour 

earnestly….” A person who ‘aims’ to achieve a result will usually take 

active steps to bring it about. The provision appears to place a duty upon 

the licensing authority to exercise their powers so far as is lawfully 

possible to achieve a position in which they can grant the premises 

licence and thus permit the premises to be used for gambling.” 

As the Gambling Commission’s Guidance says:  

“5.31 Licensing authorities should not turn down applications for 

premises licences where relevant objections can be dealt with through 

use of conditions.” 

d. In the hierarchy of considerations in section 153, the licensing objectives come 

third and the policy comes fourth, expressly subject to the considerations in (a), 

(b) and (c). As the Guidance states (para 5.21): “In the unlikely event that a 

licensing authority perceives a conflict between a provision of a Commission 

code of practice or this guidance, and its own policy statement or view as to the 

application of the licensing objectives, the structure of s.153 makes it clear that 

the Commission’s codes and this guidance take precedence.” 

e. Conditions (which includes conditions restricting hours) should only be added 

where it is necessary to do so (para 9.28). 

f. Even then such conditions need to be proportionate to the circumstances 

requiring a response, relevant, directly related, fair and reasonable (para 9.31). 

g. The following considerations are legally irrelevant to the determination of an 

application for a premises licence: 
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i. Nuisance (see Guidance para 5.5).  

ii. A dislike of gambling (para 5.34). 

iii. A general notion that it is undesirable to allow gambling premises in an 

area (para 5.34). 

iv. Moral or ethical objections to gambling (para 5.34). 

v. The demand for gambling premises (see s 153 Gambling Act 2005). As 

such, objections which state that there are enough gambling 

establishments in a locality may be relevant to planning, but they are 

irrelevant to licensing. 

vi. Planning matters.   

21. It is therefore necessary to consider: 

• whether there is evidence which demonstrates that the licensing objectives 

would not be met by granting the variation; 

• bearing in mind the controls on the applicant, including the further conditions 

offered, is it necessary to refuse or only partially grant the application? 

• whether any further conditions might be necessary in order to be able to grant 

the application, consistent with the aim to permit. 

REPRESENTATIONS 

22. The representations submitted cover a broad range of matters.  

23. Some are not relevant, including: 

• The planning permission for the premises.  

• Need or demand for the extended hours.  

• That it would attract seedy people to Finchley. 

• The balance of planning uses in the area. 
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• Whether the premises could be put to a better use. 

• That the proposal involves gambling. 

• That gambling is harmful.  

• Gambling should not be encouraged. 

• Lack of benefit.  

• Potential nuisance.  

• Parking. 

24. However, some of these concerns are relevant to planning. The applicant requires 

planning permission to operate the hours requested in this application, and so those 

concerns will be considered by the planning authority when a planning application is 

made. 

25. The remaining concerns involve fears that the proposal will cause crime and disorder 

and / or harm vulnerable people. However, those concerns are not supported: by any 

evidence; or by the responsible authorities; or by the applicant’s trading and regulatory 

record. This is not a criticism of the objectors but it is a fact. The reasons why the 

evidence does not exist are fully set out in the applicant’s evidence bundle. 

26. It is understandable that fears are expressed, even if not supported by evidence. The 

applicant’s experience is that following grant of the application the issues anticipated 

do not materialise. If, however, this case proves the exception, the mechanism of review 

is designed as a remedial measure. 

27. In the circumstances, the Sub-Committee is invited to grant the application. 

 

 

PHILIP KOLVIN KC 

11 KBW 

Temple EC4 

21st September 2023 
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LICENSING SUB - COMMITTEE HEARING –  28 SEPTEMBER 2023 
  

SUPPLEMENTAL STATEMENT – AMANDA KIERNAN 
 

 

1. I am a Chartered Institute of Internal Auditors (IIA) Qualified Internal Risk and Corporate 
Governance Auditor with over 25 years’ experience working in risk-based customer facing 
environments within various industries, including High Street Retail and Optical Health.  In 
2011 I started working in the Gambling Industry occupying the role of Internal Audit 
Manager for Praesepe (the parent company of Merkur Slots UK Limited), responsible for 
all internal and external audit policies and procedures.  During 2018 a merge of the Audit 
and Compliance departments created the role of Head of Compliance, I now hold this 
position and am responsible for Internal Audit, Risk/Fraud Management and the Regulatory 
Compliance of the Merkur organisation. 

 
2. Merkur operates a national estate of over 220 licensed bingo, adult gaming centre and 

family entertainment centre premises.     
 

3. Merkur is a leading national operator of bingo premises with clear and proactive policies to 
promote the Gambling Licensing Objectives. We always endeavour to liaise with 
Responsible Authorities concerning the operation of our premises and pre-consult with the 
police prior to making new applications. 

 

4. Merkur has full authority to provide bingo facilities through the grant of an Operating 
Licence issued by the Gambling Commission, which has approved the measures which 
Merkur has put in place to ensure that it implements effective player protection, anti-money 
laundering procedures, security procedures and trades responsibly in accordance with 
gambling legislation, the Licensing Objectives and the Licence Conditions and Codes of 
Practice. 

 

5. Merkur Slots UK Limited, has never had a review of a trading premises licence, which 
evidences the high standard of operation applied across the Company’s licensed estate.  
Two premises licences were subject to review applications last year in Enfield, but both 
applications were rejected by the Authority without a hearing, as the substance of both 
applications was based on objections to gambling in principle rather than identifying any 
concerns with the proposed operation at the premises.    

 

6. Merkur holds key positions within the Bingo Association and BACTA (the trade association 
for the amusement and gaming machine industry in the UK) Executive and Social 
Responsibility Committees, working closely with these groups to innovate and promote 
Compliance and Social Responsibility within the industry.  

 

7. Merkur has over 50 Personal Management Licence Holders throughout its operational 
structure, all of whom are aware of their roles and responsibilities in regard to the Licence 
Conditions and Codes of Practice (LCCP). Legal obligations are placed upon personal 
licence holders to promote the Licensing Objectives whilst undertaking their respective 
duties. 
 

8. Merkur has appointed a dedicated team of compliance auditors that work independently of 
its Operations Team to continually assess premises’ compliance with the governing 
legislative standards and Company Policy and Procedure.  The Company conducts a 
minimum of two compliance audits per year in each venue.  Audits include Regulatory 
Compliance, Customer Interaction, Incidents, Self-exclusion breaches and Age Verification 
records. During the audits, premises staff are tested on their level of knowledge and 
understanding of all relevant criteria. Venues may be re-visited and any additional training 
needs addressed. Records of incidents, interactions, self-exclusion breaches and age 
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verification checks are collated on a central hub, which is regularly reviewed and monthly 
reports are provided to Operations Teams. 

 

9. Merkur operates a strict marketing and promotional guidelines policy, which has been 
developed in accordance with the Gambling Commission’s Licence Conditions and Codes 
of Practice and the Advertising Standards Authority’s Committee of Advertising Practice 
(CAP) and Broadcast Committee of Advertising Practice (BCAP) Codes.  A copy of the 
Company’s Marketing Code of Practice and sample window displays can be seen in the 
supporting documents.    
 

10. Venue window displays are designed in consideration of premises’ location, particularly in 
busy high street areas where Children and Young Persons may pass by, and maintain the 
Company’s focus that all gambling should be carried out in a socially responsible manner.  
Direct line of sight into premises is blocked by appropriate window displays and barriers 
adjacent to entrances, which minimise exposure of underage individuals to ambient 
gambling.   

 
Relationship with the Responsible Authorities and Interested Parties 

 

11. Merkur takes its duty to operate safe and Gambling Act 2005 compliant premises seriously. 
To this end, the Company has always sought to maintain good relations with local police 
and licensing authority teams. 

 

12. For the purposes of the variation to bingo premises licence application, the local Police 
Licensing Team and Licensing Authority were initially contacted on 24th February 2023. 
 

13. On 28th March 2023 the licensing officer confirmed they had no issues with the proposed 
variation. 
 

14. No response was ever received from the Police, nor any objection submitted. 
 

15. All other responsible authorities, including Child Protection team and Gambling 
Commission did not raise any concerns regarding Merkur’s bingo premises licence 
proposals and did not object to the application.  
 

16. Merkur’s detailed policies and procedures are designed to ensure that all gambling in 
Company premises remains responsible, controlled and that the Licensing Objectives are  
Continually promoted.     
 

17. Merkur has considered local police crime statistics and the premises location along with 
the Council’s Statement of Licensing Principles under the Gambling Act 2005. We 
understand that the local area may suffer with general crime and disorder and nuisance, 
albeit not specifically associated with gambling premises. It has been our consistent 
experience in the majority of circumstances that we do not experience the kind of difficulties 
sometimes experienced by betting offices in terms of crime and disorder and nuisance, 
due to our different clientele, product, layout and management. The premises has only had 
one police call-out in the last 12 months, where a member of the public behaved in a 
threatening manner and the police were called. This happened at 10:20am. Lines of 
communication are, and will continue to be, maintained with the local police and the 
Licensing Authority to ensure that local knowledge is continuously shared and that the 
premises adapt to any emerging risks or local concerns identified.  
 

18. We have identified a local provider of vulnerability support services within the local area 
risk assessment and we will endeavor to contact any relevant organisations and invite 
feedback on any local concerns that can be incorporated into premises training and 
evaluation.  The Company is also committed to working with all Responsible Authorities to 
ensure that any emerging risks are identified, incorporated into the premises risk 
assessment and effectively addressed. 
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Merkur Compliance – Protection of Children and Vulnerable 

19. Merkur was selected by the Gambling Commission as one of the first top 40 licensees to 
prepare an annual assurance statement due to its size and scale of operation.  Annual 
Assurance Statements enable an annual comprehensive review of the business, 
completed at Board level, in consideration of the effectiveness of the Company’s 
governance and risk management arrangements designed to facilitate positive consumer 
protection, address gambling-related harm and crime prevention measures. This process 
ensures that the highest standards are implemented across the Company’s estate from 
Board through to premises level. 
 

20. In August 2020, Praesepe Limited, Merkur’s parent Company, and Merkur’s brand 
premises obtained G4 Global Gambling Guidance Group accreditation, which can be seen 
in the supporting documents. G4 is a group of international experts in the field of problem 
gambling and responsible gambling and accreditation is awarded to responsible operators.  
Audit reports identified that ‘Customer care is of an exemplary standard in all Merkur 
Venues, regulatory compliance policies and procedures are excellent…and provide a 
strong foundation for consistent approaches to Responsible Gambling across the 
(Company’s) estate’. 
 

21. In February 2022, Merkur were subject to the G4 follow up audit where it retained its 
accreditation status. The auditor commended the senior management training in regards 
to gambling harm and social responsibility (YGAM), noted that Merkurs Safer Gambling 
ethics shine through as priority and customer care is a strong focus of the business. The 
auditor further noted that staff loyalty, enthusiasm and knowledge were all of a high 
standard. 
 

22. Merkur operates training upon recruitment and then 6-monthly refresher training 
programmes for all employees.  Training modules include 'The Essentials of Compliance 
and Social Responsibility' which covers the Gambling Act 2005, Licence Conditions and 
Codes of Practice, the Licensing Objectives under the Gambling Act 2005 and 
'Safeguarding Children & Vulnerable People', which focus on assisting staff to recognise 
and respond to indicative behaviours of potential problem gambling and vulnerability and 
how to conduct effective customer interaction.  Initial six-week, classroom based, induction 
training is completed for all new venue teams and includes customer interaction role play 
and exposure to operation and customers in live venues.  Following site opening, new 
teams are provided regular follow up and support.  The Company also incorporates 
accredited Social Responsibility and Interaction training for its premises management 
teams. Excerpts from the Company’s training platform are provided in the supporting 
documents. 
 

23. Merkur have one National Training Centre where venue teams receive face to face training 
which includes identifying signs of potential problem gambling and other vulnerabilities 
such as homelessness.  Staff are rigorously trained to take appropriate action, such as 
where to offer gambling control support including managing time spent playing (time outs), 
controlling stake limits, providing information on gambling support agencies such as 
GambleAware, offering participation in the Bingo Association’s national self-exclusion 
scheme and refusing service, where deemed necessary. 
 

24. Merkur ensures that all staff continue to promote responsible gambling through customer 
behaviour observation and interaction. As part of this process, customer play, duration and 
spend is monitored and customer interactions are triggered to ensure play remains 
responsible. 

 

25. Following a customer interaction, customers may be offered a variety of self-help measures 
to control and monitor spend and time spent gambling, time outs, information regarding 
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gambling support services and self-exclusion.  For customers deemed to be at risk who do 
not agree to self-exclusion we reserve the right to bar customers, should the need arise. 
Staff members are provided detailed training to ensure that interaction is completed in a 
sensitive manner whilst ensuring that the Company’s policies and procedures are 
effectively implemented.       

 

26. Merkur has undergone Gambling Commission inspection and Company training and 
compliance policies and procedures comply with the Licence Conditions and Codes of 
Practice attached to the Company’s Operating Licence. 
 

27. Examples of some of Merkur’s responsible gambling information have been provided in the 
supporting documents.  

 

28. As part of Merkur’s continuing commitment to high standards of staff training and 
compliance, the Company engaged the services of the charities YGAM (Young Gamers & 
Gamblers Education Trust) and Betknowmore to assist with the development and provision 
of additional Safer Gambling training and resources for venue and area managers.  This 
training has been designed to complement our existing face to face training, is City and 
Guilds accredited and has been delivered to over 200 venue and area managers to date.  
 

29. In October 2020, Merkur launched its 360 Safer Gambling Program, which was developed 
in consultation with the Global Gambling Guidance Group (G4) and comprises an Advisory 
Board of Senior Executives and external specialists.  The program cements the Company’s 
commitment to safer gambling and includes the establishment of a Customer Experience 
Group, which provides customer feedback on the effectiveness of the Company’s customer 
interaction, safer gambling tools, messaging and support services. 

 

30. All Merkur’s bingo premises are adult only and operate a strict Think 25 policy.  Age 
verification procedures are embedded in Company training platforms and responsible 
gambling policies. Age verification test purchasing and mystery shopper visits are 
frequently carried out by third party companies (Check Policy and Store Checker) and test 
results can be provided to the Licensing Authority upon request. Merkur prides itself on its 
high standard of venue compliance and its test purchase success rates nationally.  
 

31. A copy of Merkur Slots Social Responsibility, Operational Compliance and Training 
Documents have been included within our hearing documentation, which highlight the 
priority given to responsible gambling and the provision of responsible gambling 
information to our customers and staff members.  

 
Site location  
 

32. A detailed and updated local area risk assessment has been supplied in the supporting 
documentation, designed in consideration of the councils Gambling Statement of Licensing 
principles, local crime statistics, local demographics and establishments that may impact 
on potential customer vulnerability and local crime and disorder.  

 
33. Local analysis is an invaluable tool to direct local resources and assists with the 

identification of potential risks and the development of local training and partnership to 
ensure that potential risks are mitigated and that gaming in Merkur Slots premises remains 
responsible.   
 

34. Merkur is an experienced operator with premises in many large cities and towns across 
the country, each with their own local profiles and risk.  Merkur effectively and responsibly 
operates in these areas, some if which are subject to greater and lower levels of general 
crime and disorder and deprivation.  The Company’s responsible gambling safeguards, 
security measures and strictly controlled marketing practices are proven to be effective and 
management will always adapt to local circumstances.    
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35. As a result of the Company’s commitment to responsible operation and the resources 
directed to responsible play, none of Merkur’s operational premises licences have been 
subject to review proceedings or revocation.   
 

 

Underage Gambling 

 

36. Merkur’s detailed policies and procedures are designed to ensure that all gambling in 
Company premises remains responsible, controlled and that the Licensing Objectives are 
continually promoted.    
 

37. By law, licensed bingo premises can permit under 18s on the premises and can also apply 
for a premises licence under the Licensing Act 2003. However, Merkur’s premises are 
strictly adult only, operate Think 25 and will not obtain a licence under the Licensing Act 
2003.      
 

38. Unlike many other licensed operators, such as some licensed betting premises and adult 
gaming centres, the Merkur Slots venue will apply our strict marketing and advertising 
policy, ensuring that advertising is not appealing to underage individuals and that line of 
site into the venue is restricted.  This will ensure that children and young persons cannot 
see into the premises, preventing exposure to ambient gambling with all gaming activities 
hidden from view. 
 

39. Merkur Slots customer demographics are up to 50% female with an average age over 30.  
 

40. Staff training and company policy is designed to mitigate the potential risk of underage 
gambling and exposure to ambient gambling. 
 

41. To ensure the effectiveness of the Company’s Think 25 policy, venues regularly undergo 
random test purchasing and details can be provided to local authorities upon request. 
 

42. In our experience venues are not more susceptible to access by underage individuals due 
to the nature of our gaming services and customer demographics.  This is consistently 
seen across our licensed estate and Merkur’s products do not appeal to underage 
individuals.    
 

43. The Company’s partnership approach and high standard of staff training, customer 
monitoring and interaction has continued to ensure that all potential risks are mitigated and 
the occurrence of incidents remains minimal.   

 

Crime and Vulnerability 

 

44. It is rare for our premises to be associated with anti-social behaviour or crime and disorder 
but our staff training procedures and security measures, including external CCTV, are 
designed to monitor customer behaviour and external areas for anti-social behaviour.  
Company policy ensures that appropriate steps are taken to minimise any risks and we 
record and report any incidents or concerns to Company management, for internal review 
and assessment, and local authorities.  
 

45. Merkur is an experienced operator with a proven history of operating premises in some 
challenging areas and incidents relating to crime and disorder are rare. 
 

46. All staff training is developed to consider local area characteristics and Merkur Slots 
operates on the basis that its controls and best practice are adopted at all times.   
 

47. Local premises management will always work with local authorities under the Act, other 
authorities, trade groups and vulnerability support services to reinforce any local concerns 
and identify any emerging local risks within premises’ training and operation.  
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48. It is rare for our venues that operate late at night to attract customers leaving alcohol 

licensed venues as the entertainment offering is significantly different.  Merkur’s late night 
operation appeals to shift workers and employees of the late night economy and our 
detailed policies, procedures and safeguards are designed to ensure that premises 
operation remains safe and secure for both staff and our customers.   
 

49. Merkur operate a business-wide Anti-Money Laundering (AML) policy, which is reviewed 
annually, and ensures that the risks of money laundering in these premises are low. The 
premise layout is designed to allow customer supervision at all times. All machines within 
the premises are linked to a central machine data capture system, which identifies and 
sends alerts of suspicious activity and allows the venues to individually analyse live 
transactional activity for money laundering. All AML incidents, rare as they are, are reported 
by the venue staff via a tablet which also provides an automated email alert to myself, as 
the dedicated AML manager. 
 

50. All Merkur Slots venues operate a strict zero tolerance drugs policy and refuse service to 
individuals who are deemed to be under the influence of alcohol.  The company’s extensive 
training, which incorporates Gamcare approved social responsibility and customer 
interaction tools are designed to ensure minimal conflict and successful implementation of 
our strict polices.  In our experience, incidents of customers attempting to enter our venues 
whilst intoxicated or attempting to consume alcohol within our venues remains low across 
the Company’s licensed estate regardless of premises location.      
 

51. As an Operating Licence holder, Merkur Slots UK Limited provides details of incident 
records and self-exclusion to the Gambling Commission as part of its Regulatory Returns 
and compliance process. Whilst incidents across our licensed estate are rare, all records 
are regularly evaluated to ensure that premises operate safely and responsibly.      

 
 
Local Concerns 

 

52. The representations received from the local residents identify the potential for increased 
anti-social behavior and the increased risk to vulnerable people and children in the area 
should the Licensing Sub-Committee be minded to grant the current premises licence 
application.  
 

53. All comments made within the representations were reviewed and appropriate safeguards, 
conditions are already in place at the premises, through the Merkur current operation and 
existing premises licence conditions to alleviate these concerns.  
 

54. Merkur has provided a detailed local area risk assessment, reviewed local area statistics 
and demographics, discussed the application with the local police licensing team and 
reviewed the Council’s detailed policies in order to effectively identify any potential risks to 
the proposed operation.  
 

55. Merkur will implement robust security policies and procedures to monitor customer 
behaviour both within the premises and immediately outside the venue, refuse service to 
individuals who may be under the influence of alcohol or drugs and work in partnership 
with the local police in the unlikely event that any incidents of crime or disorder occur.  

 

56. Merkur Slots premises, from experience, are not attractive to young persons and sites 
rarely have issues with young person’s attempting to gain access. All our premises are 
over 18s and operate a Challenge 25 policy.  
 

57. Merkur Slots premises usually only have low numbers of customers within the premise at 
any one time, with members of staff continually walking around. This safeguards the 
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premises that in the rare event a young person will attempt to enter the premises, they 
would be intercepted and challenged for their ID at the earliest opportunity.  
 

58. The Company’s detailed training procedures and evaluation tools have been designed to 
mitigate any local risk to the Licensing Objectives, with a particular focus on the protection 
of children and the vulnerable from harms associated with gambling. As part of Merkur’s 
Socially Responsible Gambling Policy, customers are continually monitored and 
interactions completed where concerns are identified.  As part of the interaction process, 
customer play is assessed to trigger customer affordability and source of funds enquiries 
to ensure that all gaming remains controlled. I have described the Company’s approach 
above, and it will of course be implemented in these premises. 
 

59. Should the Committee members be minded to grant the new licence application we believe 
all potential operational risks will be effectively mitigated. 

 

60. Merkur understands that local risk assessment and staff training is a live matter, which is 
regularly assessed and adapts to any emerging or changing risks in the locations in which 
it operates. This premises will be no exception.  
 

61. Due to the nature of the gaming that is provided at Merkur venues, it is rare for customers 
to congregate outside, unlike betting premises, as there is no ongoing entertainment such 
as a sporting event. It is also rare for our venues to have significant customer numbers at 
any one time with total customer numbers almost always in single figures. Customers 
leaving our premises rarely cause concern to our local neighbours.  
 

62. Merkur is committed to partnership working and will always engage with local Betwatch, 
Pubwatch, or other similar schemes to share best practice and local knowledge of venue 
operation or identified risks, whether or not they strictly relate to gambling premises.    

   
 
 
Premises Operation 

 

63. The premises is currently, and will continue to be so, managed by an experienced shop 
manager who has been the premises manager since its opening, and who will in turn be 
supported by a complement of staff who will all have received the comprehensive level of 
training appropriate to their specific role.  Training focuses on the promotion of the 
Licensing Objectives and a copy our Policies and Procedures has been provided as part 
of our hearing bundle. 
 

64. The Merkur Slots premises layout has been developed to facilitate customer observation 
and all staff members provide regular sweeps of the premises to ensure positive 
engagement with our customers and facilitate continuous observation and customer 
interaction.  
 

65. Merkur Slots staff members are not restricted to counter positions that may be found in 
other licensed venues, such as betting premises.  Our staff are actively encouraged to 
move throughout the premises and proactively engage with all customers, particularly on 
entry, not only to implement our Think 25 policy, but to build customer relationships and 
ensure effective identification of potentially vulnerable individuals.     
 

66. All Merkur’s staff members actively monitor and manage the area immediately outside their 
premises and record all incidents should they occur.  Reporting lines are set up with local 
police teams to ensure that any potential local issues are identified and addressed.      
 

67. All Merkur premises operate extensive CCTV throughout customer facing areas and also 
external areas to assist with monitoring customer behaviour and that of other individuals in 
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the immediate vicinity of the premises.  CCTV displays are appropriately situated to ensure 
that all customer areas are monitored. 
 

68. Staff numbers and premises operation are regularly risk assessed, incorporating 
monitoring of premises operation, internal compliance audit completed by our field based 
compliance team, evaluation of customer numbers and feedback from Responsible 
Authorities and Interested Parties.  These effective measures ensure that premises are 
able to quickly adapt to any emerging risk or local concern. Staff numbers and rotas are 
continuously reviewed to adapt to customer numbers and cognisance is taken of police 
advice. 
 

69. Merkur Slots premises do not play any music above background level, and in addition due 
to the low footfall of customers at any one time, are rarely a cause of neighborhood 
nuisance. No complaints have been made directly to the premises from local residents, nor 
has the premises been notified of any nuisance complaints by the Environmental Health 
noise team. 

 
 
Conclusion  
 

70. The current premises has been operating successfully and with little serious crime and 
disorder, which is evidenced through the absence of any representation and evidence of 
direct crime and disorder issues relating to Merkur Slots from the Police Licensing team.  
 

71. The business of Merkur is the provision of safe and pleasant gaming environments. It 
remains crucial to the business that customers feel safe and welcome in Merkur Slots 
premises. This principle is fundamental to Company management strategy from head office 
to premises level. It is a principle which as a company we have achieved in all of our 
venues, which provide safe, welcoming and congenial environments for our customers. 
 

72. In the rare case that issues do arise, the resources and commitment are in place to ensure 
that they are speedily resolved. For obvious reasons, Merkur does not wish to run licensed 
venues which cause regulatory issues, and the Company devotes a great deal of time and 
resources to ensuring that there are none. 

 

73. In my experience a good manager and their team will know regular customers well and 
new customers will always attract raised awareness. 
 

74. I can state that it is rare for our premises to be the cause of, or otherwise associated with, 
crime, disorder or nuisance to nearby premises due to the nature of our gaming premises 
and our customer base. 
 

75. Merkur continues to take very seriously any issue which its presence creates, both out of 
respect for the local community and because its licence and commercial reputation 
depends upon it.  

 

 

 

Ms Amanda Kiernan, Head of Compliance, Merkur Slots UK Limited 

 

Date: 19/09/2023 
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LICENSING SUB - COMMITTEE HEARING – 28 SEPTEMBER 20 23 
  

SUPPLEMENTAL STATEMENT – STEVE AMBROSE  
 
 

1. I am the Operations Director for Merkur having held this position since December 2016 
responsible for all day to day operations across our estate of Adult Gaming Centres, High Street 
Bingo premises and Bingo Halls.  
 

2. I am a Director of the Bingo Trade Association "The Bingo Association" and the Division 3 
Chairman of the Amusement Trade Association "BACTA" covering Adult Gaming Centres 
across Great Britain.  

 
3. I started in the Gaming Industry in 1992 and have held a multitude of positions ranging from 

Customer Service Assistant right up to my present position of Operations Director, this 
experience has enabled me to gain an understanding of the complexities of operating in gaming 
businesses both big and small, in rural and city centre locations.  
 

4. Through my years of working in the gambling industry I can state categorically that it is rare for 
Merkur Slots UK Limited’s venues, and specifically its high street bingo premises, to be 
associated with crime and disorder, anti-social behaviour or local nuisance.  
 

5. Whilst I appreciate this may be different to perceived risks that may be associated with other 
licensed gambling venues, such as betting premises, I believe this reflects the type of gaming 
operated by Merkur and its customer demographic, which is approximately 50% female with an 
average age of over 30.   
 

6. Due to the nature of the gaming services provided at our high street bingo venues, customers 
do not congregate outside our venues, unlike betting premises that may show sporting events 
over long periods of time.  In our high street venues, there is no ‘event’ taking place.   

 
7. Across the high street bingo estate, average customer numbers at any one time remain 

relatively low, in single figures, and customer numbers between 5 and 10 at any one time, would 
be considered an exceptionally busy period.  
 

8. Customer numbers do not vary significantly throughout the hours of premises operation and 
due to the relatively low numbers, later hours of operation are often sought, with the majority of 
Merkur premises operating into the early hours.  Later hours of opening appeal to shift workers 
and employees of the late-night economy and Merkur Slots policies, procedures, safeguards, 
and security measures are designed to ensure that premises operate securely and safely at all 
hours of operation. 
 

9. We operate premises throughout the UK in busy high street locations that have a high footfall 
of Children and Young persons.  Due to the nature of our gambling premises, customer 
demographic and presentation of our venues on the high street, we do not see a significant 
number of underage individuals seeking to gain access to our premises regardless of location.  
In our experience, Merkur’s product does not appeal to the younger generation.  
 

10. Merkur’s Think 25 policy and its implementation are effective tools ensuring that our venues 
operate responsibly.  By strictly controlling our marketing and advertising and limiting line of 
site into venues, individuals that pass by our venues are not exposed to ambient gambling, 
which may be visible in other operator’s venues, such as some betting premises and public 
houses that provide gaming machines.     
  

11. All our venues operate CCTV throughout, which is designed to not only assist with monitoring 
all customer facing areas but to cover the area immediately in front of our venues, which 
provides additional security in the high street areas in which we operate.     
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10. Our venue teams seek to form genuine relationships with local police, town centre groups, 
support services and Betwatch or Pubwatch schemes should they be available.  Our staff are 
proud of the areas in which they live and work and do not wish to see any level of anti-social 
behaviour. 
 

11. We set out to provide a comfortable and convivial atmosphere. Our premises are carpeted, 
well-appointed and spotlessly clean. Our staff are smart and friendly. They are not positioned 
behind a counter, but are present on the trading floor, circulating and interacting with customers 
and offering tea and snacks.  
 

12. Staff levels are continually risk assessed to ensure that sufficient numbers are maintained not 
only to enable effective premises management but also to ensure that customers can be 
continually monitored and assisted where necessary. As part of our commitment to working 
with local authorities, we will always liaise with local police licensing teams to ensure that where 
local police concerns are identified, sufficient staff members are on site during premises  hours 
of operation,  
 

13. Customer monitoring, interaction and any incidents including implementation of our Think 25 
policy are recorded on electronic IHL tablets.  This technology enables all recording to be 
logged whilst staff are present in customer facing areas and it is rare for staff to be called away 
to back office areas during their shifts.  IHL tablets are linked through a central system so that 
Merkur Slots UK Limited’s independent audit team can regularly monitor all records.  

 
14. The Company’s audit department collates and evaluates monthly reports on venue operations 

and management to allow continued assessment of operational compliance, including 
monitoring self-exclusions, under-age checks and any untoward behaviour. The monitoring 
process allows venues to adapt to any emerging risks and staff training requirements.   
 

15. Our venues operate a ticket in ticket out system, which minimises the need for cash handling 
on site during opening hours. 
 

16. Machine emptying is only carried out when customer numbers are low and security systems 
implemented, which include activating the premises maglock and ensuring sufficient staff 
remain on duty. 
 

17. Merkur Slots UK Limited’s venues also operate time delay safes where keys are stored. All 
cash is retained within the GeWeTe change machine on the venue floor. 

  
18. Venues are equipped with our staff guard system. The system allows direct communication 

with a central monitoring station through audio and CCTV. The central monitoring station would 
then contact the relevant emergency services in case of incident.  
 

19. The entrance to all venues are fitted with a magnetic door locking system. This allows staff 
members working to manage the entrants to the venue when in use.  
 

20. The use of door supervision at any premises is decided on a risk assessment basis based on 
a multitude of factors per premises, with cognisance always taken of local Police and Licensing 
knowledge and advice. 

 
21. We have considered the local concerns raised by the Interested Parties and believe that 

should the Committee members be minded to grant the new premises licence all perceived 
operational risks and fears should have been effectively addressed. 

 
22. In our local area risk assessment we have identified a local organisation that provide support 

services to local vulnerable individuals.  Merkur is committed to working in partnership with 
local authorities and any organisations identified to discuss local concerns, ensuring that local 
risks are identified and incorporated into our risk assessment and management training.   
 

23. All of these features mean that our premises provide safe and congenial environments and do 
not impact on their localities.  In my experience, while concerns are sometimes expressed by 

20 24



 
 

 
 

local residents and some authorities with regard to theoretical risks and the potential impact 
when applications are made, such concerns vanish once premises actually open. 
 

24. The current premises has been operating successfully and with minimal serious crime and 
disorder. 
 

 
Mr Steve Ambrose, Operations Director, Merkur Slots UK Limited 
 
Date: 19/09/2023 
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LICENSING SUB-COMMITTEE HEARING – 28 SEPTEMBER 2023 

 

SUPPLEMENTAL STATEMENT - ANDY TIPPLE 

 

 

 

1. I am Currently Head of Product for Merkur Casino UK and have over 35 years’ experience in 
the Gaming Industry and have held a multitude of positions ranging from Arcade Manager, 
Service Manager to Gaming Manager. This experience has enabled me to gain an 
understanding of the intricacies of operating across all our gaming platforms. 

 

2. Merkur Slots UK Limited operates over 220 ‘High Street Bingo’ premises, bingo clubs, Family 
Entertainment Centres and Adult Gaming Centres throughout Great Britain. 

 

3. The development of High Street Bingo has occurred because customers are becoming less 
interested in attending large, sub-regional bingo halls and increasingly wish to play bingo with 
a portable electronic terminal rather than marking numbers off a card. Accordingly the High 
Street Bingo model has evolved, with a customer offer of live and automated bingo played on 
terminals, as well as on paper, with gaming machines in accordance with the permission 
provided by a bingo premises licence. The Gambling Commission is fully aware of the 
presentation of bingo in our high street premises.  

 

4. In our premises, customers can move around with the terminal, choosing to play while standing 
or in seating provided around the premises. 

 

5. As for gaming machines, the governing legislation provides strict limits on the types of 
machines that may be made available in bingo premises, which is the same as that permitted 
in licensed Adult Gaming Centres. 

 

6. High Street Bingo premises operate a combination of category B3 and C gaming terminals with 
stakes ranging from 10p through to £2.   

 

7. Across Merkur Slots UK Limited’s venues the average stake placed is between 30p and 40p. 
Only 20% of the gaming machines provided may be category B3s. The remainder, being the 
category C gaming machines, have the same stake and prize levels as those offered in pubs 
 

9. All Merkur Slots UK Limited premises are sufficiently staffed to ensure effective implementation 
of the Company’s Think 25 policy and all staff are fully trained on the three Licensing Objectives 
under the Gambling Act 2005, with particular focus on the protection of vulnerable persons 
from being harmed or exploited by gambling.  Full written details of the training and the 
Company’s operating procedures have been provided in the hearing bundle.  

 

10. As stated above, electronic bingo is a natural evolution of 'traditional bingo' and has been 
operated nationally for many years since the inception of the Gambling Act 2005 and is 
approved and understood by the Gambling Commission.  

 

Mr Andy Tipple, Head of Product, Merkur Slots UK Limited 

 

Date: 19/09/2023 
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Full Observation Report 

 

Mr Nicholas Mason – Consultant  

Leveche Associates Limited 

 

Merkur Slots 

19 The Concourse  

Edmonton Green N9 0TQ 

 

Executive Summary  

 
1. Observations were conducted on Merkur Slots premises at 19 The Concourse 

Edmonton Green N9 0TQ and the surrounding area between 20:45hrs on 
Thursday 22nd September 2022 and 05:45hrs on Friday 23rd September 2022. 
The premises are situated in a pedestrianised area of Edmonton Green.  
 

2. One covert visit was made to the Merkur premises and the surrounding area. 
Observations showed the premises to be well run and operating correctly with no 
issues.  

 
3. There are no other gaming premises with a similar business model to Merkur Slots 

in the immediate area. From the observations, it is clear that Merkur Slots operating 
24-hours a day does not create anti-social behaviour, noise or any other crime and 
disorder and does not have a negative impact on nearby residents, the 
environment, local infrastructure, or wider local community. 
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Introduction 
  
4. We are instructed to conduct independent observations at Merkur Slots premises 

at 19 The Concourse Edmonton Green Shopping Centre N9 0TQ and the 
surrounding area.  
 

5. The premises has a 24-hour licence under the Gaming Act 2005 and is open 24-
hours a day 7-days a week. 

6. The premises come under the jurisdiction of the London Borough of Enfield Council 
and the Edmonton Green Ward for the Metropolitan Police. 

 
 

Personal Summary – Nicholas Mason  
 
7. I am a Director of Leveche Associates Limited, an independent company dealing 

with Licensing and Security in the private sector. I am a former Police Officer 
having retired from the MPS upon completion of over 30 years exemplary service.  

 
8. Throughout my police career the majority of my service was as a Detective at 

different ranks. I attained the rank of Detective Chief Inspector with responsibility   
for the risk assessment and management of intelligence led operations by covert 
means, including the disruption of organised crime groups infiltrating the licensing 
industry.  

 
9. For a number of years, I performed the role of ‘On Call Senior Investigating Officer’ 

for the MPS Serious Crime Directorate with responsibility for advising ‘fast time’ 
best practice and investigation strategy in the most serious of incidents.  

 
10. As a senior Detective of the MPS Crime Reporting & Investigation Bureau I had  

responsibility for the strategic overview of all recorded crime for London and the 
Management of Investigations transferred into MPS through other UK crime 
authorities / Police forces. 

 
11. I have worked as an Independent Consultant in the Licensing and Security Industry 

for the last 5 years. 
 

12. I am the holder of the Chartered Management Institute level 5 Certificate in Police 
Management. 

 
13. I am a Registered Close Protection Operative - Level 3 Certificate (Security 

Industry Authority - SIA). 
 

14. I  hold the UK Award for  Personal Licence Holders (APLH) under the Licensing 
Act 2003.  

 
Observations 

15. Observations were carried out at Merkur Slots premises at 19 The Concourse 
Edmonton Green Shopping Centre N9 0TQ and the surrounding area on Thursday 
22nd September 2022 into the early hours of Friday 23rd September 2022.  
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16. The premises are situated in a pedestrianised area of Edmonton Green. The 

footway in front of the Merkur Slots premises runs generally east to west. 
Immediately next door and to the east is the Betfred Bookmakers and to the west 
is a large Lidl Supermarket – Image A1 .  

 
17. Betfred is the only bookmaker premises in the vicinity of Merkur Slots. The Betfred 

premises trades Monday to Sunday 07:30hrs to 22:00hrs. There are other 
Bookmakers within Edmonton Shopping Centre but they are some distance away 
and unlikely to impact on the operation of the Merkur Slots premises. 

 
18. There are no other Adult Gaming Centres at this location and no other premises 

that operate a similar business model to Merkur Slots premises. 
 

19. There are only a small number of other shops in the vicinity of the Merkur Slots  
premises which include a Pharmacy, Café , Barbers, Chinese Medical Centre, 
Opticians, a Clothing Shop and a Western Union Money transfer premises. All of 
these premises were closed for the period of observations. 

 
20. Opposite the Merkur Slots premises are fast food shops, The Lime Tree Café, Hi 

Wok take away and the Baraja Bakery. The Hi Wok was open when observations 
commenced but had closed by 21:30hrs, as had all the other premises. 

 
21. At the eastern end of the pedestrian area is Edmonton Green Market which has 

numerous market stall premises and leads into Edmonton Green Shopping Centre 
though all of this area was closed at the time of observations – Image A2, A3, A4. 

 
22. Parking in the surrounding streets is restricted by double yellow lines and residents 

parking permits. There is a large car park available that serves Edmonton  
Shopping Centre. 

 
23. The location is well served for public transport with the main bus station only 100  

metres from the Merkur premises at Edmonton Green providing transport away 
from the town centre. Edmonton Rail Station is within 150 metres of the Merkur 
premises and provides another transport option both locally and with a connection 
to Central London. During the course of observations numerous licensed taxis / 
Ubers were seen serving the locality – Image A5, A8. 

 
24. Opposite the Bus Station there is an additional transport option with a 24hr Mini 

cab office – Image A10, there are also a number of fast food take away / restaurant 
premises and a mini-supermarket – Image A11. 

 
25. On the roundabout opposite the war memorial at 29 The Concourse is BIMs Burger 

Shop. This was a focal point for Deliveroo delivery riders to congregate with their 
motorcycles, though the pavement is wide enough at this point for them not to 
impact on passing pedestrians – Image A6, A7. 

 
26. Away from the pedestrianised area the location has multiple side streets with 

privately owned and rented residential accommodation including some tower 
blocks that overlook the pedestrian area – Image A12.  
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27. In front of the Lidl Supermarket and near the Merkur Slots premises the paved area 

extends and a number of benches are located. 
 
28. There are no public houses or bars in the immediate vicinity of the Merkur Slots 

premises. 
 
29. There are no religious premises or schools in the immediate vicinity of the Merkur 

Slots premises and no children were seen in the area at the time of these overnight 
observations. 

 
30. The area is well lit and illuminated from street lighting, lighting from the Bus Station 

and shop front lights. I had clear and unobstructed views throughout the 
observations. 

 
31. Photographic images of what was seen were obtained to support my findings. 

These images are documented in Appendix A. 
 

 
Covert Observations 

32. On Thursday 22nd September at 20:45hrs observations commenced and went 
through the night until 05:45 hours on Friday 23rd September 2022.  

 
33. The Merkur Slots premises were open as were the adjacent premises, the Betfred 

Bookmakers and Lidl supermarket. The Merkur premises had a smart corporate 
and professional looking frontage that was well maintained and clean. There was 
no evidence of anti-social behaviour – Image A1. 

 
34. From around 21:50hrs I positioned myself in the vicinity of the Betfred Bookmakers 

as  it was closing for the evening. There was no evidence of criminality, additional 
noise or anti-social behaviour as the premises closed – Image A13. 

 
35. At 22:01hrs 5 customers, 4 men and 1 woman left Merkur Slots premise. They 

walked past where I was standing and I could hear them talking. There was no 
disturbance or anti-social behaviour – Image A14. 

 
36. At 22:06hrs the staff from Betfred Bookmakers left the premises, locked the front 

door and walked away in the direction of the bus station. Again, there was no 
disturbance or anti-social behaviour – Image A15 . 

 
37. At 22:11hrs a group of young men were seated or standing by the benches outside 

Lidl Supermarket, some were drinking from what I believed to be beer cans and 
were occasionally shouting. None of these men were linked to the Betfred 
Bookmakers or the Merkur Slots premises – Image A16. 

 
38. At 23:24hrs I was in the vicinity of the Merkur Slots premises and surrounding area, 

there was no evidence of additional noise or anti-social behaviour – Image A17, 
A18, A19. 
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39. At 23:25hrs I saw a white male in a blue casual track-suit approach the front door 
of the Merkur premises. I heard the buzz of the security bell and the man then 
walked into the premises and out of sight – Image A19. 

 
40. At 00:47hrs I was in the vicinity of the Merkur Slots premises and surrounding area, 

there was no evidence of additional noise or anti-social behaviour – Image A20, 
A21, A22. 

 
41. Between 01:00hrs and 01:40hrs I conducted a covert visit to the Merkur Slots 

premises at 19, The Concourse. As I approached I could see signage on the front 
door that stated no smoking on the premises, over 18’ only, no alcohol and that 
CCTV was in use.  

 
42. The design of the frontage meant I was unable to see into the premises from the 

street. The premises were advertised as being open for 24-hrs per day.  

43. The front door was locked, there was a CCTV camera to my left with a push button 
that I pressed. The door was unlocked and opened by a member of security staff 
who was wearing a blue blazer saying security and had a lanyard around his neck 
that held an SIA badge. He greeted me and I walked in. 
 

44. Once inside the entrance I saw there was an information board on my right. On 
this board were Merkur Slots information documents, premises rules, policies and 
licenses. The documents displayed included: 

 
i. The premises licence. 

ii. The company codes of practice.  

iii. It was a no smoking venue. 

iv. Think 25 poster. 

v. GamCare poster. 

 

45. I walked through the premises and could see there was a series of gaming 
machines going from the front to the back of the premises along both walls. The 
floor was carpeted providing a lounge style effect and at the rear of the premises 
was a reception area. Behind a Perspex shield was an area for preparing drinks, 
this area appeared clean and tidy. Two other members of staff, wearing Merkur 
liveried black shirts with black trousers were standing there. 

46. I walked around the premises looking for a machine to play. There were 3 other 
customers playing machines, each was about 35 years old, they were all male 
casually addressed and each appeared to be on their own. I selected a machine 
along the left-hand wall near the front of the premises and sat down.  

47. I began to play a machine when I was approached by a member of staff who I had 
seen at the rear of the premises. He asked if I would like a drink and I asked what 
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was available. He explained that there were soft drinks or coffee and I asked for a 
black coffee. He walked off returning with the coffee a few minutes later. 

48. I continued to play the machine and noted that both staff I had seen at the rear of 
the premises were cleaning, one with spray, wiping down the machines while the 
staff member I had spoken to had a hand-held vacuum and was cleaning the carpet 
in different areas. 

49. I paused playing my machine and spoke to the member of staff who had brought 
my coffee and asked if the toilet was at the rear of the premises. He confirmed that 
it was but then explained that it was out of order, there had been a leak, a plumber 
had been to look at it and would be returning in the morning. 

50. I returned to playing the machine, neither I or any of the other 3 customers were 
pressurised or encouraged to spend money and I did not see anyone who was 
vulnerable or drunk. The staff were friendly and polite and the premises clean and 
tidy. 

51. During the course of my visit no other persons entered the premises. I stood up to 
leave and as I did so the security guard walked to the front door and unlocked it. I 
thanked him and walked out of the premises at 01:19hrs. As I went out through the 
door there was no one loitering outside or looking to gain entry. There was no anti-
social behaviour inside or outside in the vicinity of the premises – Image A23. 

 
52. At 01:41hrs I saw an elderly male and female couple standing at the paved area in 

front of the Lidl Supermarket. The female was shouting at the male who was clearly 
very drunk. They were joined by another elderly couple and stood by the 
scaffolding close to Domino’s Pizza delivery shop opposite the bus station. None 
of these people were linked to the Merkur Slots premises and after a short while 
walked away towards the bus station and out of my sight – Image A24.  

 
53. As the night progressed there was some footfall and local traffic but nothing out of 

the ordinary. I obtained images from the vicinity of the Merkur Slots premises which 
demonstrate there was no evidence of any anti-social behaviour or criminality – 
Image A25, A26, A27, A28, A29, A30, A31. 

 
54. At 05:45hrs I concluded my observations – Image A32. 
 
 
Summary 
 
55. During the observation periods I found no evidence of anti-social behaviour or 

criminality at the Merkur Slots premises or linked to it.  
 
56. Early on during my observations at  22:11hrs I witnessed a group of young men at 

the benches outside Lidl Supermarket, some were drinking from what I believed to 
be beer cans and were occasionally shouting. None of these men were linked to 
the Betfred Bookmakers or the Merkur Slots premises. 

 
57. At 01:41hrs I saw the elderly drunk male with his wife and another couple. None of 

these people were linked to the Merkur Slots premises.  
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58. During the course of my observations I saw no other evidence of anti-social 

behaviour, begging, crime and disorder, drug dealing or other groups of youths 
loitering in the area.  

 
59. People entering the Merkur Slots premises were supervised on entry and whilst on 

the premises to ensure that anyone heavily intoxicated, juveniles or other 
vulnerable people didn’t gain access. 

 
60. The visit to these premises established that they are well run and that there are 

clearly defined systems in place to ensure the premises operate in support of the 
gambling objectives and don’t attract or take advantage of juveniles or other 
vulnerable persons. 
 

61. At Merkur Slots premises the demographic is much older and doesn’t attract young 
people or children. The environment is very different to a loud busy arcade, it is a 
low-key carpeted style lounge with no more than a handful of mature customers in 
at any one time. 

 
62. Merkur Slots UK takes safer gambling seriously. This can be evidenced with the 

use of safeguarding programs such as: 
 

• Merkur 360 Program - To achieve higher standards of player protection Merkur 
have worked with G4 Global Gambling Guidance Group, which focuses on the 
provision of responsible gambling and has also implemented its own 360 
responsible gambling program.   
 

• Think 25 Policy – Strict Over 18 Policy. All venues operate a Think 25 Policy 
whereby photographic ID is required to gain entry. 
 

• In View Tools – Staying in control is a key part of messaging in the Merkur 
venues. Leafleting and posters such as BeGambleAware and GamCam, can 
be found in the venues main area and in private places such as toilets.  

 
• Staff Training – Merkur Slots has developed a detailed training programme for 

all staff members including its own City and Guilds accredited training 
developed in partnership with YGAM and Betknowmore.  

 
 

63. Merkur Slots UK and their premises operate in support of the principles of Secured 
by Design, the company recommended by the Chief Officers of UK Police Forces 
for Crime Prevention standards. 

 
64. In conclusion, from this visit and my visits to other Merkur premises it is my opinion 

these types of 24-hour gaming premises are well run and do not increase anti-
social behaviour, noise or any other crime and disorder that would have a negative 
impact on nearby residents, the environment, local infrastructure or wider local 
community. 
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65. I believe the facts in my report are honest and true. The opinions I have expressed 
are made in good faith and in my best judgement. The fee for this report is not 
conditional on the outcome of any future case, application or finding. 

 
 
 
 
     Nick Mason - Consultant 
     Leveche Associates Limited 
     23rd September 2022 
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Edmonton Green Market
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Image A4

 
20:57hrs

 
                   Edmonton Green Market looking 
                   towards Shopping Centre                                         

 

 
Image A3

 
20:57hrs

 
Edmonton Green Market looking towards Merkur Slots
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Image A6

 
21:02hrs

 
Deliveroo riders outside BIMS Burger shop

 

 
Image A5

 
21:00hrs

 
Edmonton Bus Station
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Image A8

 
21:04hrs

 
Edmonton Green Rail Station
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21:02hrs

 
Deliveroo riders outside BIMS Burger shop
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Image A10

 
21:10hrs

 
24hr Mini Cabs opposite Bus Station
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21:08hrs

 
Merkur Slots 19 The Concourse Edmonton Green
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Image A12

 
21:53hrs

 
Residential Tower Blocks Edmonton Green

           
 

 
Image A11

 
21:10hrs

 
Food premises / Mini Supermarket opposite Bus Station
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Image A14

 
22:01hrs

 
Customers leave Merkur Slots Edmonton Green

 

 
Image A13

 
21:56hrs

 
Betfred Bookmakers
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Image A16

 
22:11hrs

 
Paved area outside Lidl Supermarket

 

 
Image A15

 
22:06hrs

 
Betfred Bookmakers closing time
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Image A18

 
23:24hrs

 
Edmonton Bus Station

 

 
Image A17

 
23:24hrs

 
Paved area outside Lidl Supermarket
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Image A20

 
00:47hrs

 
Food premises / Mini Supermarket opposite Bus Station
                                       
                                                     
                                    

 

 
Image A19

 
23:25hrs

 
Merkur Slots 19 The Concourse Edmonton Green
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Image A22

 
00:52hrs

 
Merkur Slots 19 The Concourse Edmonton Green

 

 
Image A21

 
00:48hrs

 
Paved area outside Lidl Supermarket
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Image A24

 
01:41hrs

 
Paved area outside Lidl Supermarket

 

 
Image A23

 
01:19hrs

 
Merkur Slots 19 The Concourse Edmonton Green
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Image A26

 
02:11hrs

 
Merkur Slots 19 The Concourse Edmonton Green

                                      
 

 
Image A25

 
02:11hrs

 
Paved area outside Lidl Supermarket
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Image A28

 
03:30hrs

 
Paved area outside Lidl Supermarket

 

 
Image A27

 
03:30hrs

 
Merkur Slots Edmonton Green
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Image A30

 
04:42hrs

 
Merkur Slots Edmonton Green

 

 
Image A29

 
04:42hrs

 
Paved area outside Lidl Supermarket
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Image A32

 
05:44hrs

 
Paved area outside Lidl Supermarket

                           
 

 
Image A31

 
05:44hrs

 
Merkur Slots Edmonton Green
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Full Observation Report 
 

Stuart Jenkins – Licensing Consultant  
Leveche Associates Limited 

 
Merkur Slots  

 
33 Town Centre Hatfield AL10 0JX 

 

Executive Summary 

 
1. Observations were conducted on Merkur Slots 33 Town Centre Hatfield AL10 

0JX and the surrounding area between 20:00 hours on  Wednesday 10th August 
2022 and 06:45 hours on Thursday 11th August 2022. One covert visit was made 
to the site and the surrounding area. The observations showed the premises are 
in a quiet pedestrianised shopping area in the Town Centre of Hatfield with some 
residential accommodation above the shops. The covert visit showed the 
premises to be well run with no issues. There are no other gaming premises 
with a similar operation to Merkur Slots in the area. From the observations, it is 
clear that Merkur Slots operating 24-hours a day does not create anti-social 
behaviour, noise or any other crime and disorder that would have a negative 
impact on nearby residents, the environment, local infrastructure, or wider local 
community. 
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Introduction 

2. I have been instructed to conduct independent observations on the Merkur Slots 
premises at 33 Town Centre Hatfield AL10 0JX and the surrounding area. 

3. Merkur Slots UK operate the venue which has a 24-hour licence under the 
Gambling Act 2005.  

4. The premises come under the jurisdiction of the Hatfield Central Ward of 
Welwyn Hatfield Borough Council. 

 
 

Personal – Stuart Jenkins 

5. I am a former Police Officer having retired from the Metropolitan Police after 
completion of over 30 years exemplary service.  

6. Throughout my police career the majority of my service was spent on specialist 
units engaged on proactive operations :- 1993–1997 Central Territorial Support 
Group (TSG) - Level 1 Public Order, firearms officer and dedicated surveillance 
officer; 1997–1998 CO14 Clubs & Vice Unit – test purchase officer and street 
offences investigations; 1998-2000 Charing Cross Division on promotion – overt 
and covert licensing operations; 2000-2008 CO14 Clubs & Vice Unit – lead 
officer for the investigation of serious criminal offences within licensed premises 
across London, test purchase officer, Pan-London licensing tactical advisor, 
Licensing Policy Development and Implementation for the Metropolitan Police 
Service (MPS) and intelligence unit supervisor; 2008-2018 Marine Policing Unit 
(MPU) – licensing lead for the MPU; licensing tactical advisor Notting Hill 
Carnival, covert licensing operations and intelligence unit supervisor. Marine 
intelligence and accreditation lead for the Queens Diamond Jubilee River 
Pageant and intelligence lead for the London Olympics 2012. 

7. I was a Home Office qualified Crime Prevention Design Advisor.  

8. I am the holder of the BTEC Level 3 Certificate (Security Industry Authority) – 
Close Protection Operative in the Private Security Industry.  

9. I am the holder of a Personal Licence under the Licensing Act 2003. 

 

Observations 

10. I carried out my observations of 33 Town Centre, Hatfield AL10 0JX and the 
surrounding area between 20:00 hours on Wednesday 10th August 2022 and 
06:45 hours on Thursday 11th August 2022.  
 

11. The area felt safe with members of the public going about their business, 
working, shopping, and socialising.  
 

12. The area is well lit and illuminated from street lighting and shop front lights. 
I had clear and unobstructed views throughout the observations. 
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13. During observations I concentrated on the pedestrian footfall, signs of 

criminality, begging, anti-social behaviour including any additional noise, 
vulnerable persons, other persons at risk and the general environment.  

 
14. The Merkur Slots premises is situated in the main pedestrianised Town Centre 

in Hatfield which encompasses pedestrianised shopping streets and a large 
square. Many of these shops have residential properties above them too. The 
section of the Town Centre that Merkur Slots is in, runs generally east to west. 
No vehicular traffic passess the venue but pedestrians can pass the premises 
in either direction – Image A1. 
 

15. Mainstream shops line the pedestrian Town Centre, Town Square and Market 
Place.  
 

16. During the observations pedestrian traffic passing the Town Centre and Market 
Place was varied. Vehicular traffic varied and passed Hatfield Town Centre via 
the B6426 Bypass, Wellfield Road, The Common and Lemsford Road  - Image 
A2 and A3. 
 

17. East of and next to the premises is Jade Pharmacy 31 Town Centre AL10 0JT. 
To the west of and next to the premises is an empty shop. Other  shops line the 
Town Centre, Town Centre Square and Market Place. 
 

18. Hatfield Mainline Train Station is a 15-minute walk from the Town Centre. 
 

19. The area of observations is densely populated with many retail premises, that 
include supermarkets, mini supermarkets, department stores, pubs, nightclubs, 
cafes, hairdressers, estate agents, charity shops, bookmakers, restaurants, 
fast-food shops, and pawn brokers which service the transient and residential 
population alike.  
 

20. The area has a diverse community living together in a mixture of privately owned 
and rental accommodation. 

 
21. The Town Centre is well served by public transport with a variety of bus routes, 

mainline rail and taxis. There was ample car parking available in a nearby pay 
and display car park and restricted parking in the side roads. These transport 
mediums allow the public to arrive and leave the area safely and quickly. 

 
22. There are three other gambling premises in the Town Centre area, all of which 

close by 22:00 hours. Namely:   
 

i. Betfred 19 Town Centre Hatfield AL10 0JT 
ii. Bet Zone 88 Town Centre Hatfield AL10 0JT 
iii. Ladbrokes The Common Hatfield AL10 0LU 

 
23. These premises can be divided into two main types: 
 

i. Betting premises not licensed to serve alcohol. 
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ii. Gaming premises – Adult Gaming Centres (AGC) and Bingo Premises 
not licensed to serve alcohol. 

 
24. There are no other gaming venues in Hatfield Town Centre with a similar 

business model to Merkur Slots UK.  
 

25. There is one public house in the Town Centre called The White Hart, which is 
advertised as operating Monday, Tuesday and Wednesday 11:00 hours – 23:00 
hours, Thursday 11:00 hours – 00:00 hours, Friday and Saturday 11:00 hours – 
02:00 hours and Sunday 12:00 hours – 22:00 hours. At the time of my visit, it 
appeared to be well run and closed on time. 
 

26. Throughout my observations in the Town Centre, Market Place and The 
Common I saw no begging taking place in the street, no street drinkers, 
vagrants, or drug dealing around the premises or the area.  
 

27. Photographic images of what was seen during the observations were taken to 
support my findings and are documented in Appendix A. 
 

 

Covert Observations 

Deployment 

28. I conducted my covert observations from 20:00 hours on Wednesday 10th 
August 2022 to 06:45 hours on Thursday 11th August 2022. 

 
29. At 20:00 hours I arrived in the area of the Merkur Slots premises 33 Town Centre 

Hatfield and started my observations by monitoring the venue, the immediate 
area around it and the pedestrian footfall. 
 

30. There was little pedestrian traffic in and around the Town Centre and Market 
Place. There were only a couple of shops open at the time of my arrival which 
included a hairdresser shop, large Asda Supermarket and takeaway / eat in 
premises. All of these remaining closed at various times between 21:00 hours 
and 00:00 hours. They were well run and had no issues. 
 

31. Between 20:00 hours and 00:00 hours small groups of residents and visitors to 
the area sat in the Town Centre Square socialising with some using the public 
table tennis tables in the square. By 01:00 hours pedestrian activity was reduced 
to single people cycling or walking past Merkur Slots and through the Town 
Centre Square.  
 

32. Between 00:10 hours and 00:25 hours I counted the pedestrian footfall that 
passed the Merkur Slots premises in a 15-minute period. On this occasion a 
total of 4 pedestrians passed the venue.  
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33. Between 02:16 hours and 02:41 hours I conducted a covert visit to the Merkur 
Slots 33 Town Centre Hatfield.  
 

34. At 02:16 hours I went to the entrance door. Entry was controlled by using a bell 
security entry system. On the glass of the door, I saw signage stating no under 
18’s, CCTV in operation, no alcohol and that a time delay lock was in operation. 
 

35. After a short time, the door was opened and I was greeted by a male member 
of staff who invited me into the premises. This male was wearing a smart 
corporate clothing – Image A28. 

 
36. He escorted me into the premises. I saw it was on one level which was carpeted 

and there were gaming machines of various types throughout the premises. 
 

37. There was a reception desk to one side with a female member of staff behind it. 
She was smartly dressed in corporate clothing.  
 

38. The male staff member asked me if I needed any help with the gaming machines 
or choosing one to play. I stated I was fine and chose a machine to play, towards 
the back of the premises. 
 

39. He then asked if I would like a soft drink, water, coffee, or tea. I asked if I could 
get an alcoholic drink and he explained the premises weren’t licensed for alcohol 
but the non-alcoholic drinks they provided were free for customers. I accepted 
his offer of a coffee.  
 

40. After a couple of minutes, the male staff member brought over my coffee and 
stated if I needed any help to ask him or his colleague. 
 

41. The staff member then left me to enjoy playing the machines. I was not 
pressurised or encouraged to spend money. 

 
42. The hot and soft drinks were prepared at a reception desk area which was clean 

and tidy. During my visit no other customers came into the venue. 
 

43. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 
completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, I was not pressurised to use the 
machines or to spend vast sums of money. The staff were friendly, polite, 
informative and I found the premises clean and tidy. 
 

44. Before leaving I used the toilets which were clean and tidy. The toilets were 
regularly checked as shown by the toilet check sheet and there were Gamcare 
leaflets available for customers to take away. 

 
45. At no time during my observations did I see anyone hanging around the 

premises. Customers arriving went straight into the premises and customers 
leaving left the area straight away. I left the premises at 02:41 hours – Image 
A29. 
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46. Between 02:45 hours and 03:00 hours I counted the pedestrian footfall that 
passed the Merkur Slots premises in a 15-minute period. On this occasion a 
total of 0 pedestrians passed the venue.  
 

47. Between 04:08 hours and 04:23 hours I counted the pedestrian footfall that 
passed the Merkur Slots premises in a 15-minute period. On this occasion a 
total of 0 pedestrians passed the venue – Images A40, A41 and A42. 
 

48. At around 06:00 hours shop traders started to arrive to prepare and open their 
premises ready for the day ahead – Images A33, A34, A35, A36 and A37. 
 

49. I remained in the area until I completed my observations at 06:45 hours when I 
left. 
 

 
 
Summary 
 

50. I found Merkur Slots Hatfield to have a smart, well-lit, and professional looking 
frontage. The premises were carpeted, with music playing in the background 
and the atmosphere was relaxed and welcoming. At the time of my visits to the 
location, I saw no evidence of crime and disorder, anti-social behaviour, 
excessive noise, littering, street drinking, drug dealing, begging or groups of 
youths hanging around. 

 
51. People entering these premises were vetted before being allowed entry to 

ensure drunken or other vulnerable people didn’t gain access to the premises.  
 

52. It is clear the presence of Merkur Slots in the Town Centre does not lead to or 
result in people, who have been on a night out, staying in the city centre any 
longer than they had planned to. 
 

53. Merkur Slots UK takes safer gambling seriously. This can be evidenced with the 
use of safeguarding programs such as: 
 

• Merkur 360 Program - To achieve higher standards of player protection Merkur 
have worked with G4 Global Gambling Guidance Group, which focuses on the 
provision of responsible gambling and has also implemented its own 360 
responsible gambling program.   
 

• Think 25 Policy – Strict Over 18 Policy. All venues operate a Think 25 Policy 
whereby photographic ID is required to gain entry. 
 

• In View Tools – Staying in control is a key part of messaging in the Merkur 
venues. Leafleting and posters such as BeGambleAware and GamCam, can 
be found in the venues main area and in private places such as toilets.  

 
• Staff Training – Merkur Slots has developed a detailed training programme for 

all staff members including its own City and Guilds accredited training 
developed in partnership with YGAM and Betknowmore.  
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54. From my visits to many Merkur Slots Premises, I have found professional and 

attentive staff managing them. The premises are well run and there are clearly 
defined systems in place to ensure the premises operate in support of the 
gambling objectives and don’t attract or take advantage of juveniles or other 
vulnerable persons.  

55. The demographic is much older and doesn’t attract young people or children. 
The environment is very different to a loud busy arcade, it is a low-key carpeted 
style lounge with no more than a handful of mature customers in at any one 
time. 

56. Merkur Slots UK and their premises operate in support of the principles of 
Secured by Design, the company recommended by the Chief Officers of UK 
Police Forces for Crime Prevention standards. 
 

57. In conclusion, from my visits it is my opinion Merkur Slots UK Limited are well 
run, and their operation significantly reduces the risk of crime and disorder and 
vulnerable people being taken advantage of. 
 

58. From my observations it is clear that the Merkur Slots premises do not impact 
on the environment, infrastructure, or local community.  
 

59. I believe the facts in my report are honest and true. The opinions I have 
expressed are made in good faith and in my best judgement. The fee for this 
report is not conditional on the outcome of any future case, application or finding. 

 
 
Stuart Jenkins 
Licensing Consultant 
Leveche Associates Limited 
20/08/2022 
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Image A2

 
20:02hrs

 
                     Merkur Slots looking east along 
                     Town Centre Pedestrian Street   

 
 

 
Image A1

 
20:02hrs 

 
                   33 Town Centre Hatfield AL10 0JX
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Image A4

 
20:03hrs

 
            Betfred 19 Town Centre Hatfield AL10 0JT

 

 
Image A3

 
20:03hrs

 
                    Merkur Slots looking east towards
                    Town Centre Square                        
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Image A6

 
20:06hrs

 
              Hatfield Town Centre Pedestrian Square 
              looking north

 

 
Image A5

 
20:05hrs

 
              Hatfield Town Centre Pedestrian Square
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Image A8

 
20:08hrs

 
                   Hatfield Town Centre looking west
                   towards Merkur Slots                        

 

 
Image A7

 
20:08hrs

 
   Hatfield Town Centre Pedestrian Square looking west
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Image A10

 
20:17hrs

 
          Asda Supermarket Hatfield Town Centre

 

 
Image A9

 
20:16hrs

 
                      Hatfield Town Centre looking east 
                      towards Merkur Slots
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Image A12

 
21:31hrs

 
         Ladbrokes 44 The Common Hatfield AL10 0LU

 

 
Image A11

 
20:17hrs

 
        Asda Supermarket Car Park Hatfield Town Centre
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Image A14

 
21:33hrs

 
          The Common looking towards Asda Car Park

 

 
Image A13

 
21:32hrs

 
      The Common looking towards Asda Supermarket
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Image A16

 
21:55hrs

 
             Hatfield Town Centre Square looking north

 

 
Image A15

 
21:55hrs

 
              Hatfield Town Centre Square looking west
              towards Merkur Slots
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Image A18

 
21:56hrs

 
                  Shops off Hatfield Town Centre Square 
                  southern end looking south           

 

 
Image A17

 
21:56hrs

 
            Hatfield Town Centre Square looking south
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Image A20

 
21:59hrs

 
                   Hatfield Town Centre looking east

 

 
Image A19

 
21:57hrs

 
                    Merkur Slots Hatfield Town Centre
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Image A22

 
23:55hrs

 
                      Town Centre Hatfield looking east

 

 
Image A21

 
23:55hrs

 
                    Merkur Slots Hatfield Town Centre

 
 
 

11

 
Merkur Slots

33 Town Centre Hatfield AL10 0JX
 

Wednesday 10th August 2022
 
 
 

66

70



 
Image A24

 
00:08hrs

 
                            Rear of Merkur Slots Hatfield

 

 
Image A23

 
23:55hrs

 
                    Town Centre Hatfield looking west
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Image A26

 
00:20hrs

 
            Hatfield Town Centre Square looking north

                                      
 

 
Image A25

 
00:11hrs

 
            Hatfield Town Centre Square looking north
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Image A28

 
02:15hrs

 
                                Merkur Slots Hatfield

 

 
Image A27

 
02:14hrs

 
                   Hatfield Town Centre looking east

 
 
 

14

 
Merkur Slots

33 Town Centre Hatfield AL10 0JX
 

Wednesday 10th August 2022
 
 
 

69

73



 
Image A30

 
02:42hrs

 
Hatfield Town Centre Square looking north

 

 
Image A29

 
02:41hrs

 
                               Merkur Slots Hatfield
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Image A32

 
04:06hrs

 
                   Hatfield Town Centre looking east 
                   towards Merkur Slots

 

 
Image A31

 
02:42hrs

 
Hatfield Town Centre Square looking east
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Image A34

 
04:09hrs

 
Hatfield Town Centre Square looking north

 

 
Image A33

 
04:08hrs

 
Merkur Slots Hatfield
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Image A36

 
04:09hrs

 
               Shops off Hatfield Town Centre Square 
               southern end looking south

 

 
Image A35

 
04:09hrs

 
            Hatfield Town Centre Square looking west 
            towards Merkur Slots
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Image A38

 
04:12hrs

 
                The White Hart Public House Queensway
                Hatfield AL10 0LW

 

 
Image A37

 
04:11hrs

 
Shops in Market Place Hatfield
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Image A40

 
06:21hrs

 
Merkur Slots Hatfield

 

 
Image A39

 
06:20hrs

 
Hatfield Town Centre looking east
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Image A42

 
06:23hrs

 
Hatfield Town Centre Square looking north
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Image A41

 
06:23hrs

 
Hatfield Town Centre Square looking west
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Full Observation Report 

 

Stuart Jenkins – Licensing Consultant  

Leveche Associates Limited 

 

Merkur Slots  
 

456 Holloway Road London N7 6QA 
 

Executive Summary  

1. Observations were conducted on Merkur Slots premises at 456 Holloway Road 
London N7 6QA and the surrounding area. The premises are situated on the 
crossroad junction of Holloway Road (A1) Seven Sisters Road (A503) and 
Parkhurst Road (A503) and are in a parade of shops on a busy crossroads. 
The premises operates 24-hours a day 7-days a week. 
 

2. One covert visit was made to the site and the surrounding area. The covert visit 
showed the premises to be well run with no issues. There was one other gaming 
premises with a similar business model to Merkur Slots in the area, Admiral 
Casino 3 Seven Sisters Road N7 6AJ.  

 
3. From the observations, it is clear that Merkur Slots, operating 24-hours a day 

does not create anti-social behaviour or any other crime and disorder that would 
have a negative impact on nearby residents, the environment, local 
infrastructure, or wider local community. 

 
4. Photographic images support these observations and the conclusions reached. 

 
 
Introduction 
 

5. We are instructed to conduct independent observations at Merkur Slots 
premises 456 Holloway Road London N7 6QA and the surrounding area.  
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6. Merkur Slots UK operate the venue which has a 24-hour licence under the 
Gambling Act 2005.  
 

7. The premises come under the jurisdiction of Islington Council. 
 
 
Personal – Stuart Jenkins 
 

8. I am a Director of Leveche Associates Limited, an independent company 
dealing with Licensing and Security in the Private Sector. I am a former Police 
Officer having retired from the Metropolitan Police after completion of over 30 
years exemplary service.  
 

9. Throughout my police career the majority of my service was spent on specialist 
units engaged on proactive operations :- 1993–1997 Central Territorial Support 
Group (TSG) - Level 1 Public Order, firearms officer and dedicated surveillance 
officer; 1997–1998 CO14 Clubs & Vice Unit – test purchase officer and street 
offences investigations; 1998-2000 Charing Cross Division on promotion – 
overt and covert licensing operations; 2000-2008 CO14 Clubs & Vice Unit – 
lead officer for the investigation of serious criminal offences within licensed 
premises across London, test purchase officer, Pan-London licensing tactical 
advisor, Licensing Policy Development and Implementation for the Metropolitan 
Police Service (MPS) and intelligence unit supervisor; 2008-2018 Marine 
Policing Unit (MPU) – licensing lead for the MPU; licensing tactical advisor 
Notting Hill Carnival, covert licensing operations and intelligence unit 
supervisor. Marine intelligence and accreditation lead for the Queens Diamond 
Jubilee River Pageant and intelligence lead for the London Olympics 2012. 

 
10. I have worked as an Independent Consultant in the Licensing and Security 

Industry for the last 5 years. 
 

11. I was a Home Office qualified Crime Prevention Design Advisor.  
 

12. I am the holder of the BTEC Level 3 Certificate (Security Industry Authority) – 
Close Protection Operative in the Private Security Industry.  

 
13. I am the holder of a Personal Licence under the Licensing Act 2003. 

 
 
Observations 
 

14. Observations were carried out at Merkur Slots premises 456 Holloway Road 
London N7 6QA and the surrounding area between 21:00 hours on Saturday 
3rd September 2022 and 06:00 hours on Sunday 4th September 2022.  

 
15. The area felt safe with members of the public going about their business, 

working, shopping, and socialising.  
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16. The area is well lit and illuminated from street lighting and shop front lights. I 

had clear and unobstructed views throughout the observations. 
 

17. During observations I concentrated on signs of criminality, begging, anti-social 
behaviour, vulnerable persons, other persons at risk and the general 
environment.  

 
18. Merkur Slots is situated on the crossroad junction of Holloway Road (A1) Seven 

Sisters Road (A503) and Parkhurst Road (A503). The premises are in a parade 
of shops on a busy crossroads and operates 24-hours a day 7-days a week. 
There are shops and commercial businesses on either side of Holloway Road. 
Many of these shops have residential properties above them – Image A1. 

 
19. Holloway Road generally runs north to south and Seven Sisters Road east to 

west. The premises had two entrances in use, the main one on the Holloway 
Road junction with Seven Sisters Road and a second one in Seven Sisters 
Road. There was a third entrance on Holloway Road but this did not appear to 
be in use. Holloway Road is a main arterial ‘A’ road with two and sometimes 
three traffic lanes in each direction. Seven Sisters Road is a two-lane one-way 
road with the traffic travelling northbound.  
 

20. Immediately outside the venue is a wide footpath then the roads themselves. 
During the observations vehicular and pedestrian traffic never stopped but was 
varied – Image A2. 

 
21. East of and next to the premises is Vodaphone 454 Holloway Road N7 6QA. 

To the west of, next to the premises and the other side of the junction with 
Seven Sisters Road is Three (Phone Shop) 458 Holloway Road N7 6HT. To 
the north and next to the premises is Photo 7 Studio, 2 Seven Sisters Road N7 
6AH. Other shops line the Holloway Road and Seven Sisters Road on both 
sides of the roads. 

 
22. The area of observations was Holloway Road from Camden Road in the east 

and Hercules Road in the west and Seven Sisters Road to the junction with 
Salterton Road in the north.  
 

23. This area is densely populated with many retail premises, that include 
supermarkets, mini supermarkets, small food shops, pub, cafes, hairdressers, 
barbers, estate agents, slots casinos, bookmakers, restaurants, fast-food 
shops and pawn brokers which service the transient and residential population 
alike.  

 
24. The area has a diverse community living together in a mixture of privately 

owned, local authority and rental accommodation. 
 

25. Holloway Road and the immediate area are well served by public transport with 
a variety of bus routes, taxis, underground and mainline trains. There was 
ample car parking available in a nearby pay and display car park and restricted 

79 83



Merkur Slots 456 Holloway Road London N7 6QA 
 

4 

parking in the side roads. These transport mediums allow the public to arrive 
and leave the area safely and quickly. 

 
26. Tufnell Park and Caledonian Road Underground Stations are nearby and 

Drayton Park Mainline Station 19 minutes’ walk (0.9 miles). 
 

27. There are five other gambling premises in the immediate area, all of which close 
by 22:00 hours except Admiral Casino: 

 
i. Admiral Casino 3 Seven Sisters Road N7 6AJ– Image A3 
ii. Betfred 10-12 Seven Sisters Road N7 6AH – Image A6 
iii. Paddy Power 42-44 Seven Sisters Road N7 6AA - Image A8 
iv. Ladbrokes 502 Holloway Road N7 6JA– Image A21 
v. William Hill 37 Seven Sisters Road N7 6AX – Image A9 

 
28. These premises can be divided into two main types: 

 
i. Betting premises not licensed to serve alcohol. 
ii. Gaming premises – Adult Gaming Centres (AGC) and Bingo Premises not 

licensed to serve alcohol. 
 

29. Admiral Casino has a similar business model to Merkur Slots UK which 
operates 24-hours, 7-days a week. 

 
30. There were three public houses in the vicinity of the gaming premises – The 

Enkel Arms 34 Seven Sisters Road N7 6AA, Big Red 385 Holloway Road N7 
0RY and The Hercules Public House 505 Holloway Road N7 6JA. At the time 
of my visit, they all appeared to be well run and there were no issues – Images 
A7, A18, A22. 

 
31. Throughout my observations in and around the area I saw no street drinkers, 

vagrants, or drug dealing around the premises. However, on two occasions I 
saw a female engaged in begging, approaching customers as they left 
McDonalds Restaurant 13-15 Seven Sisters Road N7 6AJ. There was no 
begging taking place anywhere near Merkur Slots premises. 

 
32. Photographic images of what was seen during the observations were taken to 

support my findings and are documented in Appendix A. 
 
 
Covert Observations 
  
Deployment 
 

33. I conducted covert observations from between 21:00 hours on Saturday 3rd 
September 2022 and 06:00 hours on Sunday 4th September 2022. 

 
34. At 21:00 hours I arrived in the area of the Merkur Slots premises 456 Holloway 

Road N7 6QA and started observations by monitoring the venue and the 
immediate area around it. 
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35. Between 21:00 hours and 22:15 hours McDonalds in Seven Sisters Road was 

busy with customers. Delivery riders were parked on the road and footpaths 
outside McDonalds and other restaurants waiting to service fast food deliveries 
– Image A5. 

 
36. There was a good volume of pedestrian traffic in and around shops that were 

open in Holloway Road and Seven Sisters Road. At this time most of the shops 
had closed. The bookmakers were still open but soon closed without any 
issues. After 22:00 hours the only premises open close to Merkur Slots were 
fast-food take aways, Admiral Casino, the pubs and some restaurants. They 
were well run and had no issues. 

 
37. Between 22:15 hours and 01:00 hours a continuous flow of pedestrians walked 

past the venue transiting the area or visiting the 24-hour mini supermarkets and 
fast-food shops – Images A8, A9, A10, A11, A12, A13, A14, A15, A16, A17, 
A18, A19, A20, A21, A22, A23, A24, A27, A28, A29. 

 
38. Between 01:00 hours and 02:46 hours pedestrian and traffic numbers reduced 

but there was still traffic in the area – Images A30, A31, A32, A33, A34. 
 

39. Between 02:47 hours and 03.18 hours I conducted a covert visit to the Merkur 
Slots 456 Holloway Road– Image A35. 

 
40. At 02:47 hours I went to the main central entrance door which was open, but I 

could see there was a male door supervisor just inside controlling the entrance. 
I saw that entry could be controlled by using a bell security entry system. On 
the glass of the door I saw signage stating no under 18’s, CCTV in operation, 
no alcohol and that a time delay lock was in operation. 

 
41. On entering I looked at the door supervisor and saw he was smartly dressed 

with his SIA badge clearly displayed. He acknowledged me and waved me 
through into the premises.  
 

42. Once inside I found myself in a large carpeted room on one level and there 
were gaming machines of various types throughout the premises. In front of me 
was a reception desk area. This area was used for the preparation of 
refreshments with a facility to make hot drinks. Behind the desk was a female 
member of staff dressed smartly in corporate clothing who welcomed me to the 
premises.  
 

43. As I walked through the premises and saw it went round to the right where there 
were further machines, past the toilets on the right and leading out into an open 
aired space at the back of the premises where customers could smoke.  
 

44. I saw there were eight other customers in the venue. All were male aged 
between 28 years and 50 years. I found a machine and started to play it.  
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45. In front of and to the left of the reception desk was an office door. The door 
opened and another female member of staff came out into the main gaming 
area. She was smartly dressed in corporate clothing.  
 

46. After a short period of time the second female staff member approached me 
and asked if I would like a soft drink, water, coffee, tea or a snack. I asked if I 
could get an alcoholic drink and she stated they didn’t sell alcohol but the non-
alcoholic drinks they provided were free for customers. I accepted her offer of 
a coffee and after a couple of minutes, she brought over my drink.  

 
47. The staff then left me to enjoy playing the machines. I was not pressurised or 

encouraged to spend money. 
 

48. During my visit I saw customers enter the venue and other customers leave. 
The numbers of customers never got above eight at any time. The hot and soft 
drinks were prepared at a reception desk area which was clean and tidy.  

 
49. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 

completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, the staff were friendly, polite, 
informative and I found the premises clean and tidy. 

 
50. Before leaving I used the toilets and found them to be clean and tidy. The toilets 

were regularly checked as shown by the toilet check sheet and there were 
Gamcare leaflets available for customers to take away – Image A36. 

 
51. At no time during my observations did I see anyone hanging around the 

premises. Customers arriving went straight into the premises and customers 
leaving left the area straight away. I left the premises at 03:18 hours – Image 
A37.  
 

52. Between 03:20 hours and 05:00 hours vehicular traffic and pedestrian traffic 
was varied. 

 
53. Customers visited the 24-hour premises throughout the night in small numbers 

without any incidents of crime and disorder or anti-social behaviour. This 
position remained unchanged during the course of my observations until 06:00 
hours when I departed. 

 
54. Prior to my departure I obtained further images that show there was no 

problems, issues or anti-social behaviour in the area – Image A38, A39, A40, 
A41, A42.  
 

55. On several occasions during my time in the area I saw the Merkur Slots door 
supervisor patrolling around the front of the premises in between the entrances 
to checking the front of the premises was clear and no one was loitering around. 
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Summary 
 

56. I found Merkur Slots 456 Holloway Road to have a smart, well-lit, and 
professional looking frontage. The premises were carpeted, with music playing 
in the background and the atmosphere was relaxed and welcoming.  
 

57. At the time of my visit to the location, I saw no evidence of crime and disorder, 
anti-social behaviour, littering, street drinking, drug dealing or groups of youths 
hanging around. However, on two occasions I did see a female engaged in 
begging approaching customers as they left McDonalds in Seven Sisters Road. 
There was no begging around Merkur Slots premises and I saw proactive 
patrols being conducted by the door supervisor to deter and prevent this activity 
or any other criminal behaviour from taking place. 

 
58. People entering these premises were vetted before being allowed stay to 

ensure drunken or other vulnerable people didn’t gain access to the premises.  
 

59. It is clear the presence of Merkur Slots in the Holloway Road does not lead to 
or result in people who have been on a night out, staying in the area any longer 
than they had planned to and that customers do not hang around outside the 
premises causing problems. 

 
60. Merkur Slots UK takes safer gambling seriously. This can be evidenced with 

the use of safeguarding programs such as: 
 

i. Merkur 360 Program - To achieve higher standards of player protection 
Merkur have worked with G4 Global Gambling Guidance Group, which 
focuses on the provision of responsible gambling and has also implemented 
its own 360 responsible gambling program.   

 
ii. Think 25 Policy – Strict Over 18 Policy. All venues operate a Think 25 Policy 

whereby photographic ID is required to gain entry. 
 

iii. In View Tools – Staying in control is a key part of messaging in the Merkur 
venues. Leafleting and posters such as BeGambleAware and GamCam, 
can be found in the venues main area and in private places such as toilets.  

 
iv. Staff Training – Merkur Slots has developed a detailed training programme 

for all staff members including its own City and Guilds accredited training 
developed in partnership with YGAM and Betknowmore.  

 
61. Leveche Associates Ltd have carried out covert visits on numerous Adult 

Gaming Centres that operate throughout the UK 24-hrs a day, 7-days a week.  
Visits to these premises established that they are well run and that there are 
clearly defined systems in place to ensure the premises operate in support of 
the gambling objectives and don’t attract or take advantage of juveniles or other 
vulnerable persons. The visits also established that Merkur Slots customers do 
not cause crime or anti-social behaviour. 
 

83 87



Merkur Slots 456 Holloway Road London N7 6QA 
 

8 

62. At Merkur Slots premises the demographic is much older and doesn’t attract 
young people or children. The environment is very different to a loud busy 
arcade, it is a low-key carpeted style lounge with no more than a handful of 
mature customers in at any one time. 

 
63. Merkur Slots UK and their premises operate in support of the principles of 

Secured by Design, the company recommended by the Chief Officers of UK 
Police Forces for Crime Prevention standards. 

 
64. In conclusion, from my visits it is my opinion Merkur Slots UK Limited are well 

run, and their operation significantly reduces the risk of crime and disorder and 
vulnerable people being taken advantage of and it is clear that the Merkur Slots 
premises do not impact on the environment, infrastructure, or local community.  

 
65. I believe the facts in my report are honest and true. The opinions I have 

expressed are made in good faith and in my best judgement. The fee for this 
report is not conditional on the outcome of any future case, application or 
finding. 

 
 
 
 
Stuart Jenkins 
Licensing Consultant 
Leveche Associates Limited 
28/09/2022 
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Image A4

 
22:12hrs

 
H & T Pawnbrokers 9 Seven Sisters Road N7 6AJ

 

 
Image A3

 
22:12hrs

 
Admiral Casino 3 Seven Sisters Road N7 6AJ

 
 
 

2

 
Merkur Slots

Merkur Slots 456 Holloway Road N7 6QA
 

3rd – 4th September 2022
 
 
 

87

91



 
Image A6

 
22:13hrs

 
Betfred 10–12 Seven Sisters Road N7 6AH

 

 
Image A5

 
22:12hrs

 
McDonalds 13-15 Seven Sisters Road N7 6AJ
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Image A8

 
22:15hrs

 
Paddy Power 42–44 Seven Sisters Road N7 6AA

 

 
Image A7

 
22:14hrs

 
The Enkel Arms 34 Seven Sisters Road N7 6AA
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Image A10

 
22:17hrs

 
Seven Sisters Road looking west

                                       
 

 
Image A9

 
22:16hrs

 
William Hill  37 Seven Sisters Road N7 6AX

 
 
 

5

 
Merkur Slots

Merkur Slots 456 Holloway Road N7 6QA
 

3rd – 4th September 2022
 
 
 

90

94



 
Image A12

 
22:21hrs

 
Holloway Road looking south

 

 
Image A11

 
22:21hrs

 
Merkur Slots 456 Holloway Road
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Image A14

 
22:25hrs

 
Waitrose 366 Holloway Road j/w Tollington Road

                                            
 

 
Image A13

 
22:21hrs

 
Holloway Road looking north
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Image A16

 
22:28hrs

 
Lidl 422–434 Holloway Road looking north

 

 
Image A15

 
22:27hrs

 
Shopping Arcade off Holloway Road leading to
Morrisons Supermarket                                          
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Image A18

 
22:29hrs

 
 Big Red 385 Holloway Road N7 0RY

 

 
Image A17

 
22:29hrs

 
Holloway Road looking north
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Image A20

 
22:32hrs

 
Holloway Road looking south

                                    
 

 
Image A19

 
22:31hrs

 
Odeon Lux Cinema 419 – 727 Holloway Road N7 6LJ
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Image A22

 
22:34hrs

 
The Hercules Public House 504 Holloway Road N7 6JA

 

 
Image A21

 
22:33hrs

 
Ladbrokes Bookmakers 502 Holloway Road N7 6JA
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Image A24

 
00:16hrs

 
Merlur Slots 456 Holloway Road

 

 
Image A23

 
22:42hrs

 
                  Parkhurst Road looking east towards 
                  Holloway Road j/w Seven Sisters Road                                                           
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Image A26

 
00:16hrs

 
Holloway Road looking south 

                                      
 

 
Image A25

 
00:16hrs

 
Holloway Road looking north
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Image A28

 
00:21hrs

 
Seven Sisters Road looking east

 

 
Image A27

 
00:19hrs

 
Looking towards Merkur Slots 456 Holloway Road
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Image A30

 
02:41hrs

 
    Parkhurst Road looking towards j/w Holloway Road
    and Seven Sisters Road.                                                         

 

 
Image A29

 
00:22hrs

 
Seven Sisters Road looking east
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Image A32

 
02:42hrs

 
Holloway Road looking south

 

 
Image A31

 
02:42hrs

 
Merkur Slots 456 Holloway Road
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Image A34

 
02:44hrs

 
Seven Sisters Road looking west

 

 
Image A33

 
02:42hrs

 
Holloway Road looking north
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Image A36

 
03:15hrs

 
Toilet Check Sheet Merkur Slots Holloway Road

 

 
Image A35

 
02:46hrs

 
Merkur Slots Holloway Road looking south
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Image A38

 
05:10hrs

 
Holloway Road looking north

 

 
Image A37

 
03:18hrs

 
Merkur Slots Holloway Road
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Image A40

 
05:37hrs

 
Looking towards Merkur Slots 456 Holloway Road j/w
Seven Sisters Road                                                             

 

 
Image A39

 
05:10hrs

 
Holloway Road looking south towards Merkur Slots
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Image A42

 
05:38hrs

 
Holloway Road looking north
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Image A41

 
05:38hrs

 
Merkur Slots 456 Holloway Road
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Full Observation Report 

 

Stuart Jenkins – Licensing Consultant  

Leveche Associates Limited 

 

Merkur Slots  
 

146 High Street Hounslow Middlesex TW3 1LR 
 

Executive Summary  

1. Observations were conducted on Merkur Slots premises at 146 High Street 
Hounslow Middlesex TW3 1LR and the surrounding area. The premises are 
situated in a parade of shops on the High Street in Hounslow Town Centre. The 
premises operates 24-hours a day 7-days a week. 
 

2. One covert visit was made to the site and the surrounding area. The covert visit 
showed the premises to be well run with no issues. There were two other 
gaming premises with a similar business model to Merkur Slots in the area, 
Admiral Casino 192 High Street TW3 1HL and Royal Casino Slots 1-2 Cressys 
Corner, Lampton Road TW3 1HA.  

 
3. From the observations, it is clear that Merkur Slots, operating 24-hours a day 

does not create anti-social behaviour or any other crime and disorder that would 
have a negative impact on nearby residents, the environment, local 
infrastructure, or wider local community. 

 
4. Photographic images support these observations and the conclusions reached. 

 
 
Introduction 
 

5. We are instructed to conduct independent observations at Merkur Slots 
premises 146 High Street Hounslow Middlesex TW3 1HR and the surrounding 
area.  
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6. Merkur Slots UK operate the venue which has a 24-hour licence under the 
Gambling Act 2005.  
 

7. The premises come under the jurisdiction of Hounslow Borough Council. 
 
 
Personal – Stuart Jenkins 
 

8. I am a Director of Leveche Associates Limited, an independent company 
dealing with Licensing and Security in the Private Sector. I am a former Police 
Officer having retired from the Metropolitan Police after completion of over 30 
years exemplary service.  
 

9. Throughout my police career the majority of my service was spent on specialist 
units engaged on proactive operations :- 1993–1997 Central Territorial Support 
Group (TSG) - Level 1 Public Order, firearms officer and dedicated surveillance 
officer; 1997–1998 CO14 Clubs & Vice Unit – test purchase officer and street 
offences investigations; 1998-2000 Charing Cross Division on promotion – 
overt and covert licensing operations; 2000-2008 CO14 Clubs & Vice Unit – 
lead officer for the investigation of serious criminal offences within licensed 
premises across London, test purchase officer, Pan-London licensing tactical 
advisor, Licensing Policy Development and Implementation for the Metropolitan 
Police Service (MPS) and intelligence unit supervisor; 2008-2018 Marine 
Policing Unit (MPU) – licensing lead for the MPU; licensing tactical advisor 
Notting Hill Carnival, covert licensing operations and intelligence unit 
supervisor. Marine intelligence and accreditation lead for the Queens Diamond 
Jubilee River Pageant and intelligence lead for the London Olympics 2012. 

 
10. I have worked as an Independent Consultant in the Licensing and Security 

Industry for the last 5 years. 
 

11. I was a Home Office qualified Crime Prevention Design Advisor.  
 

12. I am the holder of the BTEC Level 3 Certificate (Security Industry Authority) – 
Close Protection Operative in the Private Security Industry.  

 
13. I am the holder of a Personal Licence under the Licensing Act 2003. 

 
 
Observations 
 

14. Observations were carried out at Merkur Slots premises 146 High Street 
Hounslow Middlesex and the surrounding area between 21:00 hours on 
Thursday 25th August 2022 and 06:00 hours on Friday 26th August 2022.  

 
15. The area felt safe with members of the public going about their business, 

working, shopping, and socialising.  
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16. The area is well lit and illuminated from street lighting and shop front lights. I 

had clear and unobstructed views throughout the observations. 
 

17. During observations I concentrated on signs of criminality, begging, anti-social 
behaviour, vulnerable persons, other persons at risk and the general 
environment.  

 
18. Merkur Slots is in a large parade of shops on the High Street in Hounslow Town 

Centre. There are shops and commercial businesses on either side of High 
Street. Many of these shops have residential properties above them – Image 
A1. 

 
19. High Street generally runs east to west. Immediately outside the venue is a 

wide footpath and beyond that the restricted one-way road with a separate cycle 
lane. At the time of my visit the road was closed to vehicular traffic due to 
ongoing road works. During the observations there was no vehicular traffic and 
pedestrian traffic was varied – Image A2, A3. 

 
20. East of and next to the premises is Table 11 142-144 High Street Hounslow 

TW3 1LR. To the west of and next to the premises is the Dental Surgery 148-
150 High Street Hounslow TW3 1LR then empty shop premises at 152 High 
Street Hounslow TW3 1LR. Opposite the premises were Primark 165-169 High 
Street Hounslow TW3 1QL and Iceland Supermarket 147-161 High Street 
Hounslow TW3 1QL. Other shops line the High Street on both sides of the road. 

 
21. The area of observations was from Laurence Road in the east and Bell Road 

in the west. This area is densely populated with many retail premises, that 
include supermarkets, mini supermarkets, small food shops, a pub, cafes, 
hairdressers, barbers, estate agents, slots casinos, bookmakers, restaurants, 
fast-food shops and pawn brokers which service the transient and residential 
population alike.  

 
22. The area has a diverse community living together in a mixture of privately 

owned and rental accommodation. 
 

23. High Street and the immediate area are well served by public transport with a 
variety of bus routes, taxis, underground and mainline trains. There was ample 
car parking available in a nearby pay and display car park and restricted parking 
in the side roads. These transport mediums allow the public to arrive and leave 
the area safely and quickly. 

 
24. Hounslow East and Hounslow Central Underground Stations are nearby and 

Hounslow Mainline Station 12 minutes’ walk (0.6 miles). 
 

25. There are eight other gambling premises in the High Street Hounslow area, all 
of which close by 22:00 hours except Admiral Casino, Merkur Slots and Royal 
Casino Slots: 

 
i. Admiral Casino Slots 192 High Street Hounslow TW3 1HL – Image A6. 

109 113



Merkur Slots 146 High Street Hounslow Middlesex TW3 1LR 
 

4 

ii. Betfred 2-7 Montague Road Hounslow TW3 1LD – Image A12 
iii. Coral 208 High Street Hounslow TW3 1HE – Image A8 
iv. Paddy Power 162 High Street Hounslow TW3 1BQ – Image A5 
v. Paddy Power 295 High Street Hounslow TW3 1EF  - Image A15 
vi. Ladbrokes 113 A & B High Street Hounslow TW3 1QT – Image A23 
vii. Merkur Slots 237-239 High Street Hounslow TW3 1EA – Image A19 
viii. Royal Casino Slots 1-2 Cressys Corner Lampton Rd TW3 1HA – Image A17 

 
26. These premises can be divided into two main types: 

 
i. Betting premises not licensed to serve alcohol. 
ii. Gaming premises – Adult Gaming Centres (AGC) and Bingo Premises not 

licensed to serve alcohol. 
 

27. Admiral Casino and Royal Casino Slots have similar business models to Merkur 
Slots UK which operates 24-hours, 7-days a week. 

 
28. There was one public house in the vicinity of the gaming premises – The Bell 

Public House 2 Staines Road Hounslow TW3 3JS. At the time of my visit it 
appeared to be well run and there were no issues – Image A16. 

 
29. Throughout my observations in and around High Street I saw no begging taking 

place in the street, no street drinkers, vagrants, or drug dealing around the 
premises or the area.  

 
30. Photographic images of what was seen during the observations were taken to 

support my findings and are documented in Appendix A. 
 
 
Covert Observations 
  
Deployment 
 

31. I conducted covert observations from between 21:00 hours on Thursday 25th 
August 2022 and 06:00 hours on Friday 26th August 2022. 

 
32. At 21:00 hours I arrived in the area of the Merkur Slots premises 146 High 

Street Hounslow and started observations by monitoring the venue and the 
immediate area around it. 
 

33. At 21:26 hours McDonalds 200-202 High Street Hounslow was very busy. 
Delivery riders were parked on the road and footpaths outside McDonalds and 
other restaurants waiting to service fast food deliveries – Image A7. 

 
34. There was a good volume of pedestrian traffic in and around the parade of 

shops and in High Street. At this time most of the shops and the Treaty Centre 
had closed. The bookmakers were still open but soon closed without any 
issues. After 22:00 hours the only premises open close to Merkur Slots were 
fast-food take aways, The Bell Public House, Admiral Casino, Royal Casino 
Slots and some restaurants. They were well run and had no issues – Image A9. 
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35. Between 22:00 hours and 01:00 hours a continuous flow of pedestrians walked 

past the venue transiting the area or visiting the 24-hour mini supermarkets and 
fast-food shops. McDonalds in High Street closed at 00:00 hours – Images A23, 
A24, A27, A28, A29, A30, A31, A32. 

 
36. Between 01:00 hours and 02:47 hours pedestrian and traffic numbers reduced 

– Images A33, A34, A35. 
 

37. Between 02:48 hours and 03.10 hours I conducted a covert visit to the Merkur 
Slots 146 High Streeet – Image A36. 

 
38. At 02:48 hours I went to the entrance door which was closed. I saw that entry 

could be controlled by using a bell security entry system. On the glass of the 
door I saw signage stating no under 18’s, CCTV in operation, no alcohol and 
that a time delay lock was in operation. 

 
39. I pushed the door but it was locked. After a few seconds the door was opened 

by a male member of staff wearing smart clothing with an SIA door supervisor 
badge clearly displayed. He looked at me and I asked if I could come in to play 
the machines. He nodded and welcomed me into the premises.  
 

40. Once inside I found myself in a large carpeted room on one level and there 
were gaming machines of various types throughout the premises. 

 
41. On the left-hand side wall midway in the room there was a reception desk area. 

This area was used for the preparation of refreshments with a facility to make 
hot drinks. 

42. As I approached the reception I saw there were two further members of staff, 
one female and one male who were dressed in smart corporate clothing. The 
female member of staff welcomed me to the venue and asked if I needed any 
assistance with choosing a machine to play. I stated I was fine. 

43. I walked through the premises and saw there were two other customers in the 
venue. All were male aged between 35 years and 45 years. I found a machine 
and started to play it.  

44. After a short period of time the female staff member approached me and asked 
if I would like a soft drink, water, coffee, tea or a snack. I asked if I could get an 
alcoholic drink and she stated they didn’t sell alcohol but the non-alcoholic 
drinks they provided were free for customers. I accepted her offer of a coffee 
and after a couple of minutes, she brought the drink to me.  

 
45. The staff member then left me to enjoy playing the machines. I was not 

pressurised or encouraged to spend money. 
 

46. During my visit no other customers came into the venue. The hot and soft drinks 
were prepared at a reception desk area which was clean and tidy.  
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47. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 
completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, the staff were friendly, polite, 
informative and I found the premises clean and tidy. 

 
48. Before leaving I used the toilets which were located on the left-hand side 

towards the back of the premises. I found them to be clean and tidy. The toilets 
were regularly checked as shown by the toilet check sheet and there were 
Gamcare leaflets available for customers to take away – Image A37, A38. 

 
49. At no time during my observations did I see anyone hanging around the 

premises. Customers arriving went straight into the premises and customers 
leaving left the area straight away. I left the premises at 03:10 hours – Image 
A39.  
 

50. Between 03:10 hours and 05:05 hours there was no vehicular traffic and low 
levels of pedestrian traffic – Images A40, A41, A42. 

 
51. Customers visited the 24-hour premises throughout the night in small numbers 

without any incidents of crime and disorder or anti-social behaviour. This 
position remained unchanged during the course of my observations. 

 
52. I remained in the area until 06:00 hours. Prior to my departure I obtained further 

images that show there was no problems, issues or anti-social behaviour in the 
area – Image A43, A44, A45, A46.  

 
 
Summary 
 

53. I found Merkur Slots 146 High Street Hounslow to have a smart, well-lit, and 
professional looking frontage. The premises were carpeted, with music playing 
in the background and the atmosphere was relaxed and welcoming. At the time 
of my visit to the location, I saw no evidence of crime and disorder, anti-social 
behaviour, littering, street drinking, drug dealing, begging or groups of youths 
hanging around. 

 
54. People entering these premises were vetted before being allowed stay to 

ensure drunken or other vulnerable people didn’t gain access to the premises.  
 

55. It is clear the presence of Merkur Slots in the High Street Hounslow does not 
lead to or result in people who have been on a night out, staying in the area 
any longer than they had planned to and that customers do not hang around 
outside the premises causing problems. 

 
56. Merkur Slots UK takes safer gambling seriously. This can be evidenced with 

the use of safeguarding programs such as: 
 

i. Merkur 360 Program - To achieve higher standards of player protection 
Merkur have worked with G4 Global Gambling Guidance Group, which 
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focuses on the provision of responsible gambling and has also implemented 
its own 360 responsible gambling program.   

 
ii. Think 25 Policy – Strict Over 18 Policy. All venues operate a Think 25 Policy 

whereby photographic ID is required to gain entry. 
 

iii. In View Tools – Staying in control is a key part of messaging in the Merkur 
venues. Leafleting and posters such as BeGambleAware and GamCam, 
can be found in the venues main area and in private places such as toilets.  

 
iv. Staff Training – Merkur Slots has developed a detailed training programme 

for all staff members including its own City and Guilds accredited training 
developed in partnership with YGAM and Betknowmore.  

 
57. Leveche Associates Ltd have carried out covert visits on numerous Adult 

Gaming Centres that operate throughout the UK 24-hrs a day, 7-days a week.  
Visits to these premises established that they are well run and that there are 
clearly defined systems in place to ensure the premises operate in support of 
the gambling objectives and don’t attract or take advantage of juveniles or other 
vulnerable persons. The visits also established that Merkur Slots customers do 
not cause crime or anti-social behaviour. 
 

58. At Merkur Slots premises the demographic is much older and doesn’t attract 
young people or children. The environment is very different to a loud busy 
arcade, it is a low-key carpeted style lounge with no more than a handful of 
mature customers in at any one time. 

 
59. Merkur Slots UK and their premises operate in support of the principles of 

Secured by Design, the company recommended by the Chief Officers of UK 
Police Forces for Crime Prevention standards. 

 
60. In conclusion, from my visits it is my opinion Merkur Slots UK Limited are well 

run, and their operation significantly reduces the risk of crime and disorder and 
vulnerable people being taken advantage of and it is clear that the Merkur Slots 
premises do not impact on the environment, infrastructure, or local community.  

 
61. I believe the facts in my report are honest and true. The opinions I have 

expressed are made in good faith and in my best judgement. The fee for this 
report is not conditional on the outcome of any future case, application or 
finding. 

 
 
 
 
Stuart Jenkins 
Licensing Consultant 
Leveche Associates Limited 
27/09/2022 
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Image A2

 
21:19hrs

 
High Street Hounslow looking west
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Image A4

 
21:20hrs

 
             Table 11 Restaurant 142 -144 High Street     
             Hounslow TW3 1LR                                                         

 

 
Image A3

 
21:20hrs

 
High Street Hounslow looking east 

 
 
 

2

 
Merkur Slots

 
146 High Street Hounslow Middlesex TW3 1LR

25th - 26th August 2022
 
 
 

116

120



 
Image A6

 
21.25hrs

 
                Admiral Casino Slots 192 High Street 
                Hounslow TW3 1HL                                                      

 

 
Image A5

 
21:22hrs

 
Paddy Power 162 High Street Hounslow TW3 1BQ
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Image A8

 
21:28hrs

 
Coral Bookmakers 208 High Street Hounslow TW3 1HE

                                               
 

 
Image A7

 
21:26hrs

 
McDonalds 200–202 High Street Hounslow TW3 1HE
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Image A10

 
21:31hrs

 
Holy Trinity Church High Street Hounslow 

                                           
                                                                                                   

 

 
Image A9

 
21:29hrs

 
Entrance to Treaty Centre High Street Hounslow
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Image A12

 
21:32hrs

 
2 – 7 Montague Road Hounslow TW3 1LD

                                              
 

 
Image A11

 
21:32hrs

 
H&T Pawnbrokers 253 High Street Hounslow TW3 1EA
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Image A14

 
21:34hrs

 
High Street Hounslow looking east

                                             

 

 
Image A13

 
21:34hrs

 
Market Place 281-287 High Street Hounslow TW3 1EF
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Image A16

 
21:36hrs

 
                             The Bell Public House 
                   2 Staines Road Hounslow TW3 3JS                        

 

 
Image A15

 
21:35hrs

 
Paddy Power 295 High Street Hounslow TW3 1EF
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Image A18

 
21:38hrs

 
Bath Road Hounslow looking west

                                       
 

 
Image A17

 
21:38hrs

 
               Royal Casino Slots 1-2 Cressys Corner 
               Lampton Road Hounslow TW3 1HA                                                         
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Image A20

 
21:44hrs

 
Merkur Slots 237 -239 High Street Hounslow TW3 1EA

                                       

 

 
Image A19

 
21:44 hrs

 
Merkur Slots 237 -239 High Street Hounslow TW3 1EA
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Image A22

 
22:33hrs

 
High Street Hounslow looking west

 

 
Image A21

 
21:54hrs

 
Cineworld Cinema Hounslow
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Image A24

 
22:37hrs

 
                 High Street Hounslow looking west 
                 towards Merkur Slots                                                   

 

 
Image A23

 
22:34hrs

 
Ladbrokes 113 A & B High Street Hounslow TW3 1QT
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Image A26

 
00:30hrs

 
High Street Hounslow looking west

                                               
                                      

 

 
Image A25

 
22:41hrs

 
Douglas Street j/w High Street Hounslow looking south
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Image A28

 
00:34hrs

 
Merkur Slots 148 High Street Hounslow

 
 

 
Image A27

 
00:33hrs

 
High Street Hounslow looking west
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Image A30

 
00:38hrs

 
High Street Hounslow looking west

                                       
 

 
Image A29

 
00:36hrs

 
High Street Hounslow looking west
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Image A32

 
00:41hrs

 
Merkur Slots 146 High Street Hounslow looking east

 

 
Image A31

 
00:38hrs

 
McDonalds High Street Hounslow looking east
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Image A34

 
02:45hrs

 
Gio’s Bar 113B High Street Hounslow 1QT

                                             
 

 
Image A33

 
02:43hrs

 
High Street Hounslow Looking west
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Image A36

 
02:47hrs

 
Merkur Slots 146 High Street Hounslow

                                               
 

 
Image A35

 
02:46hrs

 
High Street Hounslow looking west
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Image A38

 
03:09hrs

 
Staying in Control Poster and Gam Care Leaflets in
Toilet                                                                               

 

 
Image A37

 
03:09hrs

 
Toilet Check Sheet Merkur Slots 146 High Street 
Hounslow.                                                                  
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Image A40

 
03:10hrs

 
High Street Hounslow looking west

 

 
Image A39

 
03:10hrs

 
Merkur Slots 146 High Street Hounslow
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Image A42

 
05:04hrs

 
High Street Hounslow looking east

 

 
Image A41

 
05:04hrs

 
High Street Hounslow looking west
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Image A44

 
05:12hrs

 
High Street Hounslow looking east

                                       
                      

 

 
Image A43

 
05:09hrs

 
Merkur Slots 146 High Street Hounslow
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Image A46

 
05:14hrs

 
Merkur Slots 146 High Street Hounslow

                   
                      

 

 
Image A45

 
05:12hrs

 
High Street Hounslow looking west
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Full Observation Report 

 

Stuart Jenkins – Licensing Consultant  

Leveche Associates Limited 

 

Merkur Slots 
               3 Central Parade Streatham High Road 

London SW16 1HT 
 

Merkur Slots 
                                 110 Streatham Hill 

                                           London SW2 4RD 
 

Executive Summary 

 
1. Observations were conducted on Merkur Slots premises at 3 Central Parade 

Streatham High Road London SW16 1HT and 110 Streatham Hill London SW2 
4RD and the surrounding area between 21:00 hours on Saturday 27th August 2022 
and 06:15 hours Sunday 28th August 2022 and again at Merkur Slots 3 Central 
Parade Streatham High Road London SW16 1HT between 21:20 hours and 22:10 
hours on Thursday 15th September 2022.  

 
2. Covert visits were made to these sites and the surrounding areas. The 

observations showed the premises are situated on Streatham High Road and 
Streatham Hill respectively. Both premises are on the busy A23. The visits showed 
the premises to be well run with no issues on each occasion.  

 
3. There is one other operator in the area with a similar business model to Merkur 

Slots which is Admiral Casino 119 Streatham High Road SW16 1HJ located 
opposite the Merkur Slots premises in Streatham High Road. Both Admiral Casino 
in Streatham High Road and Merkur Slots in Streatham Hill operate 24-hours a 
day. From the observations, it is clear that Merkur Slots operating 24-hours a day 
does not create anti-social behaviour, noise or any other crime and disorder and 
does not have a negative impact on nearby residents, the environment, local 
infrastructure, or wider local community. 
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Introduction 

4. I have been instructed to conduct independent observations on the Merkur Slots 
premises at 3 Central Parade Streatham High Road London SW16 1HT and 110 
Streatham Hill London SW2 4RD and the surrounding areas. These premises are 
licenced under the Gaming Act 2005.  

5. Merkur Slots in Streatham High Road is open 08:00 hours to 00:00 hours 7-days 
a week and the premises in Streatham Hill is open 24-hours a day 7-days a week. 

6. The premises come under the jurisdiction of Lambeth Council. 
 

Personal – Stuart Jenkins 

7. I am a former Police Officer having retired from the Metropolitan Police after 
completion of over 30 years exemplary service.  

8. Throughout my police career the majority of my service was spent on specialist 
units engaged on proactive operations :- 1993–1997 Central Territorial Support 
Group (TSG) - Level 1 Public Order, firearms officer and dedicated surveillance 
officer; 1997–1998 CO14 Clubs & Vice Unit – test purchase officer and street 
offences investigations; 1998-2000 Charing Cross Division on promotion – overt 
and covert licensing operations; 2000-2008 CO14 Clubs & Vice Unit – lead officer 
for the investigation of serious criminal offences within licensed premises across 
London, test purchase officer, Pan-London licensing tactical advisor, Licensing 
Policy Development and Implementation for the Metropolitan Police Service (MPS) 
and intelligence unit supervisor; 2008-2018 Marine Policing Unit (MPU) – licensing 
lead for the MPU; licensing tactical advisor Notting Hill Carnival, covert licensing 
operations and intelligence unit supervisor. Marine intelligence and accreditation 
lead for the Queens Diamond Jubilee River Pageant and intelligence lead for the 
London Olympics 2012. 

9. I have worked as an Independent Consultant in the Licensing and Security Industry 
for the last 5 years. 

10. I was a Home Office qualified Crime Prevention Design Advisor.  

11. I am the holder of the BTEC Level 3 Certificate (Security Industry Authority) – Close 
Protection Operative in the Private Security Industry.  

12. I am the holder of a Personal Licence under the Licensing Act 2003. 

 

Observations 

13. I carried out my observations of Merkur Slots premises at 3 Central Parade 
Streatham High Road London SW16 1HT and 110 Streatham Hill London SW2 
4RD and the surrounding area between 21:00 hours on Saturday 27th August 2022 
and 06:15 hours Sunday 28th August 2022, and again at Merkur Slots 3 Central 
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Parade Streatham High Road London SW16 1HT between 21:20 hours and 22:05 
hours on Thursday 15th September 2022 - Images A1, A2, B1, C3. 
 

14. The area felt safe with members of the public going about their business, 
working, shopping, and socialising.  

 
15. The area is well lit and illuminated from street lighting and shop front lights. I 

had clear and unobstructed views throughout the observations. 
 

16. During observations I concentrated on the pedestrian footfall, signs of criminality, 
begging, anti-social behaviour including any additional noise, vulnerable persons, 
other persons at risk and the general environment.  

 
17. Both premises are located on busy high streets on the main A23 leading into 

Central London. Many of these shops have residential properties above them. 
 

18. Streatham High Road and Streatham Hill generally run north to south.  
 

19. My initial observations centred around the Merkur Slots on Streatham High Road. 
The premises are situated within a parade of shops on a busy high street. 
Immediately outside the venue is a footpath and then the A23 road itself. Two-way 
vehicular and pedestrian traffic can pass the venue in either direction. During the 
observations vehicular and pedestrian traffic was constant but varied. 

 
20. North of and next to the premises is the Creamery & Coffee, 2 Central Parade 

Streatham High Road SW16 1HT. To the south of and next to the premises is 
Galaxy Cut Price Brands 4 Central Parade Streatham High Road. Other retail 
premises, shops and restaurants line the rest of Streatham High Road – Image A3. 

 
21. The area of observations was from Pendennis Road in the north and Gleneldon 

Street in the south. This area is densely populated with many retail premises, that 
include supermarkets, mini supermarkets, small food shops, pubs, cafes, 
bookmakers, restaurants, clothing shops and fast-food shops which service the 
transient and residential population alike.  

 
22. The area has a diverse community living together in a mixture of privately owned 

and rental accommodation. 
 

23. Streatham High Road is well served by public transport with a variety of day bus 
routes, taxis, and the nearby train station of Streatham Hill. There was restricted 
parking in the side roads. These transport mediums allow the public to arrive and 
leave the area safely and quickly. 

 
24. There are three other gambling premises in the Streatham High Road area of 

observations:   
 

i. Paddy Power Bookmakers 115 Streatham High Road SW16 1HJ – Image 
A5. 

ii. William Hill Bookmakers 250 Streatham High Road SW16 1HS – Image 
A8. 
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iii. Admiral Casino 119 Streatham High Road SW16 1HJ – Image A4. 
 

25. These premises can be divided into two main types: 
 

i. Betting premises not licensed to serve alcohol. 
ii. Gaming premises – Adult Gaming Centres (AGC) and Bingo Premises not 

licensed to serve alcohol. 
 

26. Admiral Casino 119 Streatham High Road SW16 1HJ has a similar business model 
to Merkur Slots and operates 24-hours a day 7-days a week. The bookmakers all 
closed by 22:00 hours. 

 
27. There are three public houses in the observation area: 

 
i. Pratts & Payne Beer Hall 103 Streatham High Road SW16 which is 

advertised as operating Monday to Thursday 12:00 hours to 23:00 hours, 
Friday and Saturday 12:00 hours to 00:00 hours and Sunday 11:00 hours 
to 22:00 hours – Image A7. 
 

ii. The Holland Tringham (Wetherspoons) Public House 107-109 Streatham 
High Road SW16 1HJ which is advertised as operating Sunday to Thursday 
08:00 hours to 00:00 hours and Friday and Saturday 08:00 hours to 01:00 
hours – Image A6. 

 
iii. The White Lion 232 Streatham High Road SW16 1BB which is advertised 

as closed Monday, Tuesday and Wednesday and operating Thursday 
17:00 hours to 23:00 hours, Friday and Saturday 17:00 hours to 00:30 
hours and Sunday 13:00 hours to 00:00 hours – Image A9. 

 
28. After 02:00 hours my observations centred around the Merkur Slots on Streatham 

Hill. The premises are within the old Streatham Hill Theatre and are situated on the 
busy A23 which at that point has a three-lane carriageway either side of a central 
island. Immediately outside the venue is a footpath and then the A23 road itself. 
Two-way vehicular and pedestrian traffic can pass the venue in either direction. 
During the observations vehicular and pedestrian traffic was constant but varied. 

 
29. North of and next to the premises is the Raymondo Studios 108 Streatham Hill 

SW2 4RD. To the south of and next to the premises is the junction with Barrhill 
Road and then Domino’s Pizza 114 -116 Streatham Hill SW2 4RS. Other retail 
premises, shops and restaurants line the rest of Streatham Hill. 

 
30. The area of observations was from Wyatt Park Road in the north and Ardwell Road 

in the south. This area is densely populated with many retail premises, that include 
supermarkets, mini supermarkets, small food shops, pubs, cafes, bookmakers, 
restaurants, clothing shops, and fast-food shops which service the transient and 
residential population alike.  

 
31. The area has a diverse community living together in a mixture of privately owned 

and rental accommodation. 
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32. Streatham Hill is well served by public transport with a variety of bus routes, taxis, 
and the nearby train station of Streatham Hill. There was restricted parking in the 
side roads. These transport mediums allow the public to arrive and leave the area 
safely and quickly. 

 
33. There are two other gambling premises in the Streatham High Road area of 

observations, all of which close by 22:00 hours:   
 

i. Betfred Bookmakers 132-134 Streatham Hill SW2 4RS – Image B3 
ii. Ladbrokes Bookmakers 79-81 Streatham Hill SW2 4UB – Image B4 

 
34. There were no other premises with a similar business model to Merkur Slots in the 

area of observations. 
 

35. During the observations I saw no illegal activity or anti-social behaviour taking 
place.  

 
36. Throughout my observations in and around Streatham High Road and Streatham 

Hill I saw no begging taking place in the street, no street drinkers or drug dealing 
around the premises or the area. 

 
37. Photographic images of what was seen during the observations were taken to 

support my findings and are documented in Appendices A, B and C. 
 

 

Covert Observations 

Deployment One 

38. I conducted my covert observations from 21:00 hours on Saturday 27th August 
2022 and 06:15 hours on Sunday 28th August 2022. 
 

39. At 21:00 hours I arrived in the area of the Merkur Slots premises 3 Central 
Parade Streatham High Road London SW16 1HT and started my observations 
by monitoring the venue, the immediate area around it and the pedestrian 
footfall. 

 
40. Pedestrian and vehicular traffic passing the premises was constant throughout my 

observations but varied dependent on the time of night. Most of the shops had 
closed when I arrived. 

 
41. Between 22:00 hours and 02:00 hours a continuous flow of pedestrians walked 

past the venue transiting the area or visiting restaurants and late-night takeaway 
shops. During this time there were no groups of youths hanging around the 
premises or in the nearby streets. Pedestrians and vehicles made their way along 
Streatham High Road with purpose. At 00:00 hours Merkur Slots Streatham High 
Road closed without any issues – Images A10, A11, A12, A13, A14. 
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42. Throughout my continuing observations I recorded further photographic images 
that demonstrate there was no anti-social behaviour in the vicinity of the Merkur 
Slots premises – Images A18, A19, A20. 

 
43. At 02:00 hours I moved my location to concentrate my observations on Merkur 

Slots 110 Streatham Hill SW2 4RD. 
 
44. At 02:15 hours I arrived in the area of the Merkur Slots Streatham Hill and 

started my observations by monitoring the venue, the immediate area around it 
and the pedestrian footfall – Image B1, B2. 

 
45. Between 02:32 hours and 03:03 hours I conducted a covert visit to the Merkur 

Slots 110 Streatham Hill SW2 4RD.  
 

46. The front display of the premises was clean, well maintained and looked 
professional. The signage was clear and bright. 

47. At 02:32 hours I went to the entrance door which was closed. I saw that entry was 
controlled by a bell security entry system. On the glass of the door, I saw signage 
stating no under 18’s, CCTV in operation, no alcohol and that a time delay lock 
was in operation – Image B5. 

 
48. I pushed the door, but it was locked. I pressed the entry button and after a few 

seconds the door was opened by a male member of staff and I entered.  
 

49. I found myself in a long corridor and followed the male member of staff into the 
main gaming area. On entering this area, I saw a reception area where 
refreshments were also prepared. At the reception desk was another male member 
of staff. Both members of staff were wearing smart corporate clothing.  

 
50. At that point I saw the first member of staff, who let me into the premises was a 

security guard and had an SIA registration badge displayed.  
 

51. The room was deep and opened out into a large area left and right. I saw there 
was a wide variety of gaming machines throughout this single room. 

 
52. On seeing me the second member of staff approached and welcomed me to the 

premises. He asked if I had been to this Merkur Slots premises previously and I 
said I had. He then asked me if I needed any help with the gaming machines or 
choosing one to play. I stated I was fine and chose a machine towards the middle 
of the premises on the back wall. 

 
53. Whilst I was playing the machine the second member of staff asked if I would like 

a soft drink, water, coffee, tea or a snack. I asked if I could get an alcoholic drink 
and he explained the premises weren’t licensed for alcohol but the non-alcoholic 
drinks they provided were free for customers. I accepted his offer of a coffee.  

 
54. After a couple of minutes, the staff member brought over my coffee and stated if I 

needed any help to ask him or his colleague. 
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55. There were eight other customers in the venue at the time of my visit. There four 
females and four males aged between 27 and 60 years. During my visit no other 
customer came into the venue. 

 
56. The hot and soft drinks were prepared at a reception desk area which was clean 

and tidy.  
 

57. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 
completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, I was not pressurised to use the 
machines or to spend money. The staff were friendly, polite, informative and I found 
the premises clean and tidy. 

 
58. Before leaving I used the toilets which were clean and tidy and located away from 

the main room along another corridor. The toilets were regularly checked as shown 
by the toilet check sheet and there were Gamcare leaflets available for customers 
to take away – Image B6, B7. 

 
59. At no time during my observations did I see anyone hanging around the premises. 

Customers arriving went straight into the premises and customers leaving left the 
area straight away. I left the premises at 03:02 hours – Image B8. 

 
60. Local Authority Street Cleaning vehicles and buses operated throughout the night. 

 
61. Throughout my continuing observations I recorded further photographic images 

that demonstrate there was no anti-social behaviour in the vicinity of the Merkur 
Slots premises – Images B9, B10, B11, B12, B13, B14. 

 
62. I remained in the area until 06:15 hours when I concluded my observations. 

 
 

Deployment Two 

63. I conducted my covert observations from between 21:20 hours to 22:10 hours on 
Thursday 15th September 2022.  
 

64. At 21:20 hours I arrived in the area of Merkur Slots 3 Central Parade Streatham 
High Road London SW16 1HT and started my observations by monitoring the 
venue and the immediate area around it – Image C1, C2. 

 
65. Pedestrian and vehicular traffic passing the premises was varied as is typical 

with Streatham High Road seven days a week. 
 

66. Between 21:35 hours and 22:00 hours I conducted a covert visit to the Merkur Slots 
3 Central Parade Streatham High Road SW16 1HT. 

 
67. At 21:35 hours I went to the entrance door which was closed. I saw that entry was 

controlled by a bell security entry system. On the glass of the door, I saw signage 
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stating no under 18’s, CCTV in operation, no alcohol and that a time delay lock 
was in operation – Image C3. 

 
68. I pushed the door and entered the premises. In front of me I saw a board with the 

premises policies, rules and licences on display. I passed the policies board and 
entered the main area. I saw it was on one level which was carpeted and there 
were gaming machines of various types throughout. 
 

69. Halfway down on the lefthand wall was a reception where refreshments were 
prepared. As I approached the reception, I saw a female member of staff wearing 
smart corporate clothing. She appeared to be engaged in preparing drinks. 

 
70. At the time of my visit there were four other customers in the venue. Three male 

and one female aged between 30 years and 50 years. 
 

71. I found a gaming machine just beyond the reception desk on the left-hand wall. 
The staff left me to enjoy playing the machine. 

 
72. Whilst I was playing the machine I engaged the female member of staff in 

conversation and she asked if I would like a soft drink, water, coffee, tea or a snack. 
I asked if I could get an alcoholic drink and she explained the premises weren’t 
licensed for alcohol but the non-alcoholic drinks they provided were free for 
customers. I accepted her offer of a coffee.  

 
73. After a couple of minutes, the staff member brought over my coffee and stated if I 

needed any help to ask her. 
 

74. I then saw a male member of staff come out of a staff door at the back of the 
premises and come to the reception. The female member of staff then went through 
the staff door and out of sight leaving the male managing the shop floor. 

 
75. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 

completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, I was not pressurised to use the 
machines or to spend money. The staff were friendly, polite, informative and I found 
the premises clean and tidy. 

 
76. Before leaving I used the toilets which were clean and tidy. The toilets were 

regularly checked as shown by the toilet check sheet and there were Gamcare 
leaflets available for customers to take away – Image C4, C5. 

 
77. At no time during my observations did I see anyone hanging around the premises. 

Customers arriving went straight into the premises and customers leaving left the 
area straight away. I left the premises at 22:00 hours. 

 
78. Throughout my continuing observations I recorded further photographic images 

that demonstrate there was no anti-social behaviour in the vicinity of the Merkur 
Slots premises – Images C7, C8. 

 
79. I remained in the area until 22:10 hours when I concluded my observations. 
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Summary 
 
80. I found Merkur Slots in Streatham High Road and Streatham Hill to have smart, 

well-lit, and professional looking frontage. The premises were carpeted, with music 
playing in the background and the atmosphere was relaxed and welcoming.  
 

81. At the time of my visits to the location, I saw no evidence of crime and disorder, 
anti-social behaviour, excessive noise, littering, street drinking, drug dealing, 
begging or groups of youths hanging around.  

 
82. People entering these premises were vetted before being allowed admission or 

immediately upon entry to ensure drunken or other vulnerable people didn’t gain 
access to the premises.  

 
83. It is clear the presence of Merkur Slots in Streatham High Road and Streatham Hill 

does not lead to or result in people, who have been on a night out, staying in the 
area any longer than they had planned to. 

 
84. Merkur Slots UK takes safer gambling seriously. This can be evidenced with the 

use of safeguarding programs such as: 
 

i. Merkur 360 Program - To achieve higher standards of player protection 
Merkur have worked with G4 Global Gambling Guidance Group, which 
focuses on the provision of responsible gambling and has also 
implemented its own 360 responsible gambling program.   

 
ii. Think 25 Policy – Strict Over 18 Policy. All venues operate a Think 25 

Policy whereby photographic ID is required to gain entry. 
 

iii. In View Tools – Staying in control is a key part of messaging in the 
Merkur venues. Leafleting and posters such as BeGambleAware and 
GamCam, can be found in the venues main area and in private places 
such as toilets.  

 
iv. Staff Training – Merkur Slots has developed a detailed training 

programme for all staff members including its own City and Guilds 
accredited training developed in partnership with YGAM and 
Betknowmore.  

 
85. From my visits to many Merkur Slots Premises, I have found professional and 

attentive staff managing them. The premises are well run and there are clearly 
defined systems in place to ensure the premises operate in support of the gambling 
objectives and don’t attract or take advantage of juveniles or other vulnerable 
persons.  

86. The demographic is much older and doesn’t attract young people or children. The 
environment is very different to a loud busy arcade, it is a low-key carpeted style 
lounge with no more than a handful of mature customers in at any one time. 
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87. Merkur Slots UK and their premises operate in support of the principles of Secured 
by Design, the company recommended by the Chief Officers of UK Police Forces 
for Crime Prevention standards. 

 
88. In conclusion, from my visits it is my opinion Merkur Slots UK Limited are well run, 

and their operation significantly reduces the risk of crime and disorder and 
vulnerable people being taken advantage of. It is clear that the Merkur Slots 
premises do not impact on the environment, infrastructure, or local community.  

 
89. I believe the facts in my report are honest and true. The opinions I have expressed 

are made in good faith and in my best judgement. The fee for this report is not 
conditional on the outcome of any future case, application or finding. 

 
 
Stuart Jenkins 
Licensing Consultant 
Leveche Associates Limited 
18/09/2022 
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Image A2

 
21:13hrs

 
Merkur Slots 3 Central Parade Streatham High Road
looking south                                                                  
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Merkur Slots 3 Central Parade Streatham SW16 1HT
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Image A4

 
21:15hrs

 
Admiral Casino 119 Streatham High Road SW16 1HJ
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21:14hrs

 
H&T Pawnbrokers 254 Streatham High Road SW16 1HT
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Image A6

 
21:16hrs

 
              The Holland Tringham (Wetherspoon) PH 
              107-109 Streatham High Road SW16 1HJ                  
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21:16hrs

 
Paddy Power 115 Streatham High Road SW16 1HJ
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Image A8

 
21:19hrs

 
                            William Hill  Bookmakers        
                  250 Streatham High Road SW16 1HS                      
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21:17hrs

 
Pratts & Payne Bar 103 Streatham High Road SW16 1HJ

           
 
 
 

4

 
Merkur Slots

 
3 Central Parade Streatham HIgh Road SW16 1HT

27th – 28th August 2022
 
 
 

152

156



 
Image A10

 
23:26hrs

 
                 Merkur Slots 3 Central Parade 
                 High Road Streatham                                             

          
                                                                                                   

 

 
Image A9

 
21:22hrs

 
The White Lion 232 Streatham High Road SW16 1BB

         
 
 
 

5

 
Merkur Slots

 
3 Central Parade Streatham High Road SW16 1HT

27th – 28th August 2022
 
 
 

153

157



 
Image A12

 
23:27hrs

 
Streatham High Road looking south

           
 

 
Image A11

 
23:26hrs

 
Merkur Slots 3 Central Parade Streatham High Road
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Image A14

 
23:28hrs

 
Streatham High Road looking north
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23:27hrs

 
Streatham High Road looking north
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Image A16

 
01:53hrs

 
Streatham High Road looking north

                       
 

 
Image A15

 
01:52hrs

 
Streatham High Road looking south
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Image A18

 
01:59hrs

 
Merkur Slots 3 Central Parade Streatham High Road

         
 

 
Image A17

 
01:53hrs

 
The White Lion Streatham High Road
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Image A20

 
01:59hrs

 
Streatham High Road looking north

           

 

 
Image A19

 
01:59hrs

 
Streatham High Road looking south
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Image B2

 
02:22hrs

 
Streatham Hill  looking north

                                             
 
 

 
Image B1

 
02:21hrs

 
Merkur Slots 110 Streatham Hill  London SW2 4TD
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Image B4

 
02:28hrs

 
Ladbrokes 79 – 81 Streatham Hill  SW2 4UB

           
 

 
Image B3

 
02:23hrs

 
Betfred 132 – 134 Streatham Hill  SW2 4RS
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Image B6

 
03:00hrs

 
                                  Toilet Check Sheet 
             Merkur Slots 110 Streatham Hill  SW2 4TD                   
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02:30hrs

 
Merkur Slots 110 Streatham Hill  SW2 4TD
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Image B8

 
03:03hrs

 
Merkur Slots 110 Streatham Hill  SW2 4TD

                                              
           

 

 
Image B7

 
03:01hrs

 
              Staying in Control Literature in Toilets 
              Merkur Slots Streatham Hill                                                                   
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Image B10

 
04:59hrs

 
Streatham Hill  looking north

                                    
          

                                                                                                   

 

 
Image B9

 
04:59hrs

 
Merkur Slots 110 Streatham Hill  SW2 4TD
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Image B12

 
06:03hrs

 
Streatham Hill  looking north

     
 

 
Image B11

 
05:00hrs

 
Streatham Hill  looking south
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Image B14

 
06:08hrs

 
Merkur Slots 110 Streatham Hill  SW2 4TD

     

 

 
Image B13

 
06:03hrs

 
Streatham Hill  looking south
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Image C2

 
21:34hrs 

 
Streatham High Road looking north

                     
 
 

 
Image C1

 
21:33hrs

 
Streatham High Road looking south
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Image C4

 
21:58hrs

 
Staying in Control Literature - Gamcare Leaflets
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21:34hrs

 
Merkur Slots 3 Central Parade Streatham SW16 1HT
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Image C6

 
22:01hrs 

 
Merkur Slots 3 Central Parade

 

 
Image C5

 
21:58hrs

 
Toilet Check Sheet 

Merkur Slots Streatham High Road
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Image C8

 
22:01hrs

 
Streatham High Road looking north

 

 
Image C7

 
22:01hrs

 
Streatham High Road looking south
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Full Observation Report 

 

Stuart Jenkins – Licensing Consultant  

Leveche Associates Limited 

 

Merkur Slots Cashino 
 

69 Tottenham Court Road London W1T 2HA 
 

 

Executive Summary 

 
1. Observations were conducted on Merkur Slots Cashino 69 Tottenham Court Road 

London W1T 2HA and the surrounding area between 20:30 hours on Wednesday 
17th August 2022 and 06:00 hours on Thursday 18th August 2022 and between 
00:05 hours and 00:20 hours on Friday 16th September 2022.  

 
2. Two covert visits were made to the site and the surrounding area. The observations 

showed the premises are situated on Tottenham Court Road near Goodge Street 
Underground Station and are open 24-hours a day 7-days a week. The visits 
showed the premises to be well run with no issues on both occasions.  

 
3. There are no other gaming premises with a similar operation to Merkur Slots in the 

immediate area. From the observations, it is clear that Merkur Slots operating 24-
hours a day does not create anti-social behaviour, noise or any other crime and 
disorder and does not have a negative impact on nearby residents, the 
environment, local infrastructure, or wider local community. 

 

Introduction 

4. I have been instructed to conduct independent observations on the Merkur Slots 
premises at Merkur Slots Cashino 69 Tottenham Court Road London W1 2HA and 
the surrounding area. 
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5. The premises has a 24-hour licence under the Gaming Act 2005 and is open 24-
hours a day 7-days a week. 

6. The premises come under the jurisdiction of Camden Council in the London 
Borough of Camden. 

 

Personal – Stuart Jenkins 

7. I am a former Police Officer having retired from the Metropolitan Police after 
completion of over 30 years exemplary service.  

8. Throughout my police career the majority of my service was spent on specialist 
units engaged on proactive operations :- 1993–1997 Central Territorial Support 
Group (TSG) - Level 1 Public Order, firearms officer and dedicated surveillance 
officer; 1997–1998 CO14 Clubs & Vice Unit – test purchase officer and street 
offences investigations; 1998-2000 Charing Cross Division on promotion – overt 
and covert licensing operations; 2000-2008 CO14 Clubs & Vice Unit – lead officer 
for the investigation of serious criminal offences within licensed premises across 
London, test purchase officer, Pan-London licensing tactical advisor, Licensing 
Policy Development and Implementation for the Metropolitan Police Service (MPS) 
and intelligence unit supervisor; 2008-2018 Marine Policing Unit (MPU) – licensing 
lead for the MPU; licensing tactical advisor Notting Hill Carnival, covert licensing 
operations and intelligence unit supervisor. Marine intelligence and accreditation 
lead for the Queens Diamond Jubilee River Pageant and intelligence lead for the 
London Olympics 2012. 

9. I have worked as an Independent Consultant in the Licensing and Security Industry 
for the last 5 years. 

10. I was a Home Office qualified Crime Prevention Design Advisor.  

11. I am the holder of the BTEC Level 3 Certificate (Security Industry Authority) – Close 
Protection Operative in the Private Security Industry.  

12. I am the holder of a Personal Licence under the Licensing Act 2003. 

 

Observations 

13. I carried out my observations of Merkur Slots Cashino 69 Tottenham Court 
Road W1 2HA and the surrounding area between 20:30 hours on Wednesday 
17th August 2022 and 06:00 hours on Thursday 18th August 2022 and between 
00:05 hours and 00:20 hours on Friday 16th September 2022. 

 
14. The area felt safe with members of the public going about their business, 

working, shopping, and socialising.  
 

15. The area is well lit and illuminated from street lighting and shop front lights. I 
had clear and unobstructed views throughout the observations. 
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16. During observations I concentrated on the pedestrian footfall, signs of criminality, 
begging, anti-social behaviour including any additional noise, vulnerable persons, 
other persons at risk and the general environment.  

 
17. The premises are located on a busy high street within a parade of shops in the 

heart of London. Mainstream shops line both sides of Tottenham Court Road. 
Many of these shops have residential properties above them – Image A1.  

 
18. Tottenham Court Road generally runs north to south. Immediately outside the 

venue is a wide footpath and then the road itself. Two-way vehicular and pedestrian 
traffic can pass the venue in either direction. During the observations vehicular and 
pedestrian traffic was varied. 

 
19. North of and next to the premises is the entrance to Xen-Do Martial Arts Centre 

which shares the same postal address of 69 Tottenham Court Road and building 
as Merkur Slots Cashino. Next to the Martial Arts Centre entrance is CEX 
Entertainment Exchange 70 Tottenham Court Road and then Kentucky Fried 
Chicken 71 Tottenham Court Road. To the south of and next to the premises is 
Dianetics & Scientology Life Improvement Centre 68 Tottenham Court Road. Other 
retail premises, shops and restaurants line the rest of Tottenham Court Road. 

 
20. The area of observations was from Warren Street in the north and Store Street in 

the south. This area is densely populated with many retail premises, that include 
small food shops, pubs, cafes, bookmakers, restaurants, fast-food shops, and 
furniture stores which service the transient and residential population alike.  

 
21. The area has a diverse community living together in a mixture of privately owned 

and rental accommodation. 
 

22. Tottenham Court Road is well served by public transport with a variety of bus 
routes, taxis, hire bikes and the nearby underground train stations of Goodge 
Street and Warren Street. There was ample car parking available in a nearby pay 
and display car park and restricted parking in the side roads. These transport 
mediums allow the public to arrive and leave the area safely and quickly. 

 
23. Bus Stops are nearby and opposite Merkur Slots Cashino with the Marylebone 

Mainline and Underground Station in Melcombe Place NW1 6JJ, a 12-minute walk 
(1.8 miles). 

 
24. There are two other gambling premises in the Tottenham Court Road area of 

observations, all of which close by 22:00 hours:   
 

i. Betfred Bookmakers 116 Tottenham Court Road W1T 5AJ 
ii. Coral Bookmakers 75 Warren Street NW1 3AD 

 
25. These premises can be divided into two main types: 

 
i. Betting premises not licensed to serve alcohol. 
ii. Gaming premises – Adult Gaming Centres (AGC) and Bingo Premises not 

licensed to serve alcohol. 
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26. There are no other operators with a similar business model to Merkur Slots 

Cashino that operates 24-hours a day 7-days a week in the area of observations – 
Images A2, A3, A4, A5, A6, A7, A8, A9, A10, A11, A12 and A13. 

 
27. There are four public houses in the observation area: 

 
i. Rising Sun Public House 46 Tottenham Court Road W1T 2EL which is 

advertised as operating Monday to Thursday 11:00 hours to 00:00 hours, 
Friday and Saturday 11:00 hours to 01:00 hours, and Sunday 11:00 hours 
to 22:30 hours – Image A14. 
 

ii. The Court Public House 108A Tottenham Court Road W1T 5AA which is 
advertised as operating Sunday to Wednesday 12:00 hours to 00:00 hours, 
and Thursday, Friday and Saturday 12:00 hours to 01:00 hours – Image 
A25. 

 
iii. Fitzrovia Belle Bar & Hotel 174 Tottenham Court Road W1T 7NT which is 

advertised as operating Monday to Sunday 07:00 hours to 00:00 hours – 
Image A26.  

 
iv. TCR 183 Tottenham Court Road W1T 7PE which is advertised as operating 

Monday to Wednesday 12:00 hours to 00:00 hours, and Thursday, Friday 
and Saturday 12:00 hours to 01:00 hours and Sunday 12:00 hours to 22:30 
hours – Image A27. 

 
28. North of the premises is Whitfield Gardens at the junction with Tottenham Street, 

an open space with gardens and seating for public use. During the observations I 
saw no illegal activity or anti-social behaviour taking place – Image A30. 

 
29. Throughout my observations in and around Tottenham Court Road I saw no 

begging taking place in the street, no street drinkers or drug dealing around the 
premises or the area. However, I did see people who are living on the street 
encamped, some in tents, underneath the canopy of Heals Furniture Store 196 
Tottenham Court Road W1T 7LQ. This is a daily occurrence with members of the 
local homeless community sheltering overnight at Heals – Image A10, A39, A40, 
A41, A42, A43 and A44.. 

 
30. Photographic images of what was seen during the observations were taken to 

support my findings and are documented in Appendices A and B. 

 

Covert Observations 

Deployment One 

31. I conducted my covert observations from between 20:30 hours on Wednesday 
17th August 2022 and 06:00 hours on Thursday 18th August 2022. 
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32. At 20:30 hours I arrived in the area of the Merkur Slots Cashino premises 69 
Tottenham Court Road and started my observations by monitoring the venue, 
the immediate area around it and the pedestrian footfall. 

 
33. Pedestrian and vehicular traffic passing the premises was constant throughout my 

observations but varied dependent on the time of the day. Most of the shops had 
closed when I arrived. The bookmakers were still open but soon closed without any 
issues.  

 
34. Between 22:00 hours and 03:00 hours a continuous flow of pedestrians walked 

past the venue transiting the area or visiting restaurants and late-night takeaway 
shops. During this time there were no groups of youths hanging around the 
premises or in the nearby streets. Pedestrians and vehicles made their way along 
Tottenham Court Road with purpose. Delivery riders were parked on the road and 
footpaths outside fast food shops whilst servicing fast food deliveries. 

 
35. Between 03:14 hours and 03:32 hours I conducted a covert visit to the Merkur Slots 

Cashino 69 Tottenham Court Road – Image A32.  
 

36. The front display of the premises above the liveried shop glass front had been 
removed and was clearly being refurbished. Even though the signage was 
removed the shop front was clean, well maintained and looked professional. 

37. At 03:14 hours I went to the entrance door which was closed. I saw that entry could 
be controlled by using a bell security entry system. On the glass of the door, I saw 
signage stating no under 18’s, CCTV in operation, no alcohol and that a time delay 
lock was in operation. 

 
38. I pushed the door and entered the premises. I saw to my left a board with the 

premises policies, rules and licences on display. I passed the policies board and 
entered the main area. I saw it was on two levels which were carpeted and there 
were gaming machines of various types throughout the premises. 

 
39. Halfway down the right-hand wall was a reception area where refreshments were 

also prepared. At the reception desk were two male members of staff who were 
both wearing smart corporate clothing. After the reception desk there was an upper 
level with further gaming machines. 

 
40. On seeing me one of the members of staff approached and welcomed me to the 

premises. He asked if I had been to this Merkur Slots premises previously and I 
said I had. He then asked me if I needed any help with the gaming machines or 
choosing one to play. I stated I was fine and chose a machine towards the middle 
of the premises. 

 
41. Whilst I was playing the machine he asked if I would like a soft drink, water, coffee, 

tea or a snack. I asked if I could get an alcoholic drink and he explained the 
premises weren’t licensed for alcohol but the non-alcoholic drinks they provided 
were free for customers. I accepted his offer of a coffee.  
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42. After a couple of minutes, the staff member brought over my coffee and stated if I 
needed any help to ask him or his colleague. 

 
43. The staff member then left me to enjoy playing the machines. I was not pressurised 

or encouraged to spend money. 
 

44. There were six other customers in the venue at the time of my visit. All six were 
male and aged between 27 and 45 years. During my visit one other customer came 
into the venue. 

 
45. The hot and soft drinks were prepared at a reception desk area which was clean 

and tidy.  
 

46. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 
completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, I was not pressurised to use the 
machines or to spend vast sums of money. The staff were friendly, polite, 
informative and I found the premises clean and tidy. 

 
47. Before leaving I used the toilets which were clean and tidy and located in the 

basement area. The toilets were regularly checked as shown by the toilet check 
sheet and there were Gamcare leaflets available for customers to take away –  
Image A33, A34. 

 
48. At no time during my observations did I see anyone hanging around the premises. 

Customers arriving went straight into the premises and customers leaving left the 
area straight away. I left the premises at 03:32 hours – Image A35. 

 
49. Local Authority Street Cleaning vehicles and buses operated throughout the night. 

 
50. Throughout my continuing observations I recorded further photographic images 

that demonstrate there was no anti-social behaviour in the vicinity of the Merkur 
Slots premises – Image A36, A37, A38, A39, A40, A41, A42, A43, A44. 

 
51. I remained in the area until 06:00 hours when I concluded my observations. 

 
 

Deployment Two 

52. I conducted my covert observations from between 00:05 hours and 00:20 hours 
on Friday 16th September 2022. 

 
53. At 00:05 hours I arrived in the area of the Merkur Slots Cashino premises 69 

Tottenham Court Road and started my observations by monitoring the venue 
and the immediate area around it – Image B1. 

 
54. I saw that since my visit new signage had been installed above the glass shop 

front saying ‘Merkur Cashino’. Pedestrian and vehicular traffic passing the 
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premises was constant but varied as is typical with Tottenham Court Road 
seven days a week. 

 
55. Between 00:06 hours and 00:17 hours I conducted a covert visit to the Merkur 

Slots Cashino 69 Tottenham Court Road – Image B2, B17. 
 

56. At 00:06 hours I went to the entrance door which was closed. The time delay lock 
was in operation. I pressed the entry button and after a few seconds the door was 
opened by a male member of staff and I entered. I saw to my left the board with 
the premises policies, rules and licences on display. I passed the policies board 
and entered the main area. The layout of the premises was as I have previously 
described. 

 
57. As I followed the staff member through the premises he asked if I would like a soft 

drink, water, coffee, tea or a snack. I politely declined his offer.  
 

58. I saw on the upper level another male member of staff monitoring customers. Both 
members of staff were dressed in smart corporate clothing. 

 
59. At the time of my visit there were three other customers in the venue. They were 

all male, aged between 30 years and 40 years. 
 

60. I found a gaming machine towards the back of the premises on the upper level. 
The staff left me to enjoy playing the machines. I was not pressurised or 
encouraged to spend money. 

 
61. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 

completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, I was not pressurised to use the 
machines or to spend money. The staff were friendly, polite, informative and I found 
the premises clean and tidy. 

 
62. At no time during my observations did I see anyone hanging around the premises. 

Customers arriving went straight into the premises and customers leaving left the 
area straight away. I left the premises at 00:17 hours. 

 
Summary 
 
63. I found Merkur Slots Cashino in Tottenham Court Road to have a smart, well-lit, 

and professional looking frontage. The premises were carpeted, with music playing 
in the background and the atmosphere was relaxed and welcoming.  
 

64. At the time of my visits to the location, I saw no evidence of crime and disorder, 
anti-social behaviour, excessive noise, littering, street drinking, drug dealing, 
begging or groups of youths hanging around. There were, however, homeless 
people sleeping rough, but this wasn’t anywhere near the Merkur Slots Cashino 
premises. 
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65. People entering these premises were vetted before entering or immediately upon 
entry to ensure drunken or other vulnerable people didn’t gain access to the 
premises.  

 
66. It is clear the presence of Merkur Slots in Tottenham Court Road does not lead to 

or result in people, who have been on a night out, staying in the area any longer 
than they had planned to. 

 
67. Merkur Slots UK takes safer gambling seriously. This can be evidenced with the 

use of safeguarding programs such as: 
 

i. Merkur 360 Program - To achieve higher standards of player protection 
Merkur have worked with G4 Global Gambling Guidance Group, which 
focuses on the provision of responsible gambling and has also 
implemented its own 360 responsible gambling program.   

 
ii. Think 25 Policy – Strict Over 18 Policy. All venues operate a Think 25 

Policy whereby photographic ID is required to gain entry. 
 

iii. In View Tools – Staying in control is a key part of messaging in the 
Merkur venues. Leafleting and posters such as BeGambleAware and 
GamCam, can be found in the venues main area and in private places 
such as toilets.  

 
iv. Staff Training – Merkur Slots has developed a detailed training 

programme for all staff members including its own City and Guilds 
accredited training developed in partnership with YGAM and 
Betknowmore.  

 
68. From my visits to many Merkur Slots Premises, I have found professional and 

attentive staff managing them. The premises are well run and there are clearly 
defined systems in place to ensure the premises operate in support of the gambling 
objectives and don’t attract or take advantage of juveniles or other vulnerable 
persons.  

69. The demographic is much older and doesn’t attract young people or children. The 
environment is very different to a loud busy arcade, it is a low-key carpeted style 
lounge with no more than a handful of mature customers in at any one time. 

70. Merkur Slots UK and their premises operate in support of the principles of Secured 
by Design, the company recommended by the Chief Officers of UK Police Forces 
for Crime Prevention standards. 

 
71. In conclusion, from my visits it is my opinion Merkur Slots UK Limited are well run, 

and their operation significantly reduces the risk of crime and disorder and 
vulnerable people being taken advantage of. 

 
72. From my observations it is clear that the Merkur Slots premises do not impact on 

the environment, infrastructure, or local community.  
 

179 183



Merkur Slots Cashino 69 Tottenham Court Road London W1 2HA 
 

9 

73. I believe the facts in my report are honest and true. The opinions I have expressed 
are made in good faith and in my best judgement. The fee for this report is not 
conditional on the outcome of any future case, application or finding. 

 
 
Stuart Jenkins 
Licensing Consultant 
Leveche Associates Limited 
17/09/2022 
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Image A4

 
20:51hrs

 
Tottenham Court Road j/w Chenies Street looking north
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Image A6

 
20:52hrs

 
Tottenham Court Road j/w Goodge Street looking west
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Tottenham Court Road looking north
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Image A8

 
20:54hrs

 
                 Goodge Street Underground Station 
                           Tottenham Court Road                                      
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Image A10

 
20:55hrs

 
                         Heals Furniture Store 
                   196 Tottenham Court Road                                
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                Whitfield Gardens Tottenham Court Road 
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Image A12

 
21:02hrs

 
                   Warren Street Underground Station 
                              Tottenham Court Road                                   

 

 
Image A11

 
21:00hrs

 
Betfred 116 Tottenham Court Road W1T 5AJ
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Image A14

 
21:23hrs

 
                          Rising Sun Public House 
                  46 Tottenham Court Road W1T 2EL                        

 

 
Image A13

 
21:23hrs

 
Tottenham Court Road j/w Store Street looking north
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Image A16

 
22:33hrs

 
Tottenham Court Road looking south
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22:32hrs

 
Merkur Slots Cashino Tottenham Court Road 
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Image A18

 
22:34hrs

 
             Whitfield Gardens Tottenham Court Road
             j/w Tottenham Street                                               
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22:33hrs

 
Tottenham Court Road looking north
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Image A20

 
23:54hrs

 
                Whitfield Gardens Tottenham Court Road
                 j/w Tottenham Street                                             
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Tottenham Court Road looking south
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Image A22

 
23:55hrs

 
Merkur Slots Cashino Tottenham Court Road
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                   Goodge Street Unground Station 
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Image A24

 
00:12hrs

 
Coral Bookmakers 75 Warren Street NW1 3AD
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 Tottenham Court Road looking south
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Image A26

 
00:17hrs

 
                        Fitzrovia Belle Bar & Hotel 
               174 Tottenham Court Road W1T 7NT                         

                                      
 

 
Image A25

 
00:16hrs

 
                          The Court Public House 
             108A Tottenham Court Road W1T 5AA                                                                           
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Image A28

 
00:22hrs

 
Pa Station 76 Tottenham Court Road W1T 2HG
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TCR Bar 183 Tottenham Court Road W1T 7PE
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Image A30

 
03:12hrs

 
              Whitfield Gardens Tottenham Court Road 
              j/w Tottenham Street                                               

 

 
Image A29

 
03:10hrs

 
Tottenham Court Road looking north 
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Image A32

 
03:13hrs

 
Merkur Slots Cashino Tottenham Court Road
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03:12hrs

 
Tottenham Court Road looking south
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Image A34

 
03:25hrs

 
               Toilet Check Sheet Merkur Slots Cashino   
                              Tottenham Court Road                                   

 

 
Image A33

 
03:24hrs

 
               Staying in Control Poster Gam Care 
        Merkur Slots Cashino Tottenham Court Road                             
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Image A36

 
03:36hrs

 
                    Goodge Street Underground Station 
                               Tottenham Court Road                                  

 

 
Image A35

 
03:32hrs

 
Merkur Slots Cashino Tottenham Court Road
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Image A38

 
03:37hrs

 
Tottenham Court Road looking south
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Tottenham Court Road looking north
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Image A40

 
05:51hrs

 
Tottenham Court Road looking north

 

 
Image A39

 
03:39hrs

 
Tottenham Court Road looking south
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Image A42

 
05:54hrs

 
Merkur Slots Cashino Tottenham Court Road
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Tottenham Court Road looking south
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Image A44

 
05:58hrs

 
               Whitfield Gardens Tottenham Court Road 
               j/w Tottenham Street
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                  Goodge Street Underground Station 
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Image B2

 
00:06hrs 

 
New Signage - Merkur Slots Cashino 
69 Tottenham Court Road W1T 2HA 
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Image B4

 
00:17hrs

 
Tottenham Court Road looking north
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Full Observation Report 

 

Stuart Jenkins – Licensing Consultant  

Leveche Associates Limited 

 

Merkur Slots  
 

403 – 405 Green Street Upton Park Plaistow E13 9AU 
 

Executive Summary  

1. Observations were conducted on Merkur Slots premises at 403-405 Green 
Street Upton Park Plaistow E13 9AU and the surrounding area. The premises 
are situated in a parade of shops and located on the B167. The premises 
operates 24-hours a day 7-days a week. 
 

2. One covert visit was made to the site and the surrounding area. The covert visit 
showed the premises to be well run with no issues. There was one other gaming 
premises with a similar business model to Merkur Slots in the area, Game 
Nation 353 Green Street E13 9AR which is open 24-hours a day 7-days a week.  
 

3. From the observations, it is clear that Merkur Slots, operating 24-hours a day 
does not create anti-social behaviour or any other crime and disorder that would 
have a negative impact on nearby residents, the environment, local 
infrastructure, or wider local community. 

 
4. Photographic images support these observations and the conclusions reached. 

 
Introduction 
 

5. We are instructed to conduct independent observations at Merkur Slots 
premises 403-405 Green Street Upton Park Plaistow E13 9AU and the 
surrounding area.  

 
6. Merkur Slots UK operate the venue which has a 24-hour licence under the 

Gambling Act 2005.  
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7. The premises come under the jurisdiction of Newham Borough Council. 
 
 
Personal – Stuart Jenkins 
 

8. I am a Director of Leveche Associates Limited, an independent company 
dealing with Licensing and Security in the Private Sector. I am a former Police 
Officer having retired from the Metropolitan Police after completion of over 30 
years exemplary service.  
 

9. Throughout my police career the majority of my service was spent on specialist 
units engaged on proactive operations :- 1993–1997 Central Territorial Support 
Group (TSG) - Level 1 Public Order, firearms officer and dedicated surveillance 
officer; 1997–1998 CO14 Clubs & Vice Unit – test purchase officer and street 
offences investigations; 1998-2000 Charing Cross Division on promotion – 
overt and covert licensing operations; 2000-2008 CO14 Clubs & Vice Unit – 
lead officer for the investigation of serious criminal offences within licensed 
premises across London, test purchase officer, Pan-London licensing tactical 
advisor, Licensing Policy Development and Implementation for the Metropolitan 
Police Service (MPS) and intelligence unit supervisor; 2008-2018 Marine 
Policing Unit (MPU) – licensing lead for the MPU; licensing tactical advisor 
Notting Hill Carnival, covert licensing operations and intelligence unit 
supervisor. Marine intelligence and accreditation lead for the Queens Diamond 
Jubilee River Pageant and intelligence lead for the London Olympics 2012. 

10. I have worked as an Independent Consultant in the Licensing and Security 
Industry for the last 5 years. 
 

11. I was a Home Office qualified Crime Prevention Design Advisor.  
 

12. I am the holder of the BTEC Level 3 Certificate (Security Industry Authority) – 
Close Protection Operative in the Private Security Industry.  

 
13. I am the holder of a Personal Licence under the Licensing Act 2003. 

 
 
Observations 
 

14. Observations were carried out at Merkur Slots premises 403-405 Green Street 
Upton Park Plaistow E13 9AU and the surrounding area between 21:00 hours 
on Thursday 8th September 2022 and 06:10 hours on Friday 9th September 
2022.  

 
15. The area felt safe with members of the public going about their business, 

working, shopping, and socialising.  
 

16. The area is well lit and illuminated from street lighting and shop front lights. I 
had clear and unobstructed views throughout the observations. 
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17. During observations I concentrated on signs of criminality, begging, anti-social 
behaviour, vulnerable persons, other persons at risk and the general 
environment.  

 
18. Merkur Slots is in a large parade of shops on the busy B167 junction with 

Redclyffe Road. There are shops and commercial businesses on either side of 
Green Street including the Queen Street Market which is on the opposite side 
of the road and to the north of the premises. Many of these shops have 
residential properties above them – Image A1, A5. 

 
19. Green Street generally runs north to south. Immediately outside the venue is a 

wide footpath and beyond that the road. Two-way vehicular and pedestrian 
traffic can pass the venue in either direction. During the observations vehicular 
and pedestrian traffic was varied – Image A2, A3. 

 
20. North of and next to the premises is W & W Handmade Shoes 401 Green Street 

E13 9AU. To the south of and next to the premises is the junction with Redclyffe 
Road and then Blossom & Brownes Sycamore 407 Green Street E13 9AU. 
Other shops line Green Street on both sides of the road. 

 
21. The area of observations was from Plashet Grove in the north and Tudor Road 

in the south. This area is densely populated with many retail premises, that 
include supermarkets, mini supermarkets, small food shops, a pub, cafes, 
hairdressers, estate agents, slots casinos, bookmakers, restaurants and fast-
food which service the transient and residential population alike.  

 
22. The area has a diverse community living together in a mixture of privately 

owned and rental accommodation. 
 

23. Green Street is well served by public transport with a variety of bus routes, 
underground trains and taxis. There was ample car parking available in a 
nearby pay and display car park and restricted parking in the side roads. These 
transport mediums allow the public to arrive and leave the area safely and 
quickly. 

 
24. Bus Stops are located a short distance away at near the junction with Redclyffe 

Road and opposite Merkur Slots with the Upton Park Underground Station 100 
metres to the north – Image A6. 

 
25. There are four other gambling premises in the Upton Park area, all of which 

close by 22:00 hours except Game Nation Casino:   
 

i. Ladbrokes Bookmakers 365 Green Street E13 9AR – Image A8 
ii. Paddy Power Bookmakers 351 Green Street E13 9AR – Image A7 
iii. Paddy Power Bookmakers 297 Green Street E13 9AR – Image A9 
iv. Game Nation 353 Green Street E13 9AR - Image A7 

 
26. These premises can be divided into two main types: 

 
i. Betting premises not licensed to serve alcohol 
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ii. Gaming premises – Adult Gaming Centres (AGC) and Bingo Premises not 
licensed to serve alcohol 

 
27. Game Nation has a similar business model to Merkur Slots UK which operates 

24-hours 7-days a week – Image A7. 
 

28. There is one public house in the vicinity of the gaming premises called The 
Queens Public House 410 Green Street E13 9JJ which is advertised as 
operating Monday to Thursday 11:00 hours to 23:00 hours, Friday to Saturday 
11:00 hours to 01:00 hours and Sunday 12:00 hours to 23:30 hours. At the time 
of my visit, it appeared to be well run and there were no issues. 

 
29. Throughout my observations in and around Green Street I saw no begging 

taking place in the street, no street drinkers, vagrants, or drug dealing around 
the premises or the area.  

 
30. Photographic images of what was seen during the observations were taken to 

support my findings and are documented in Appendix A. 
 
 
Covert Observations 
 
Deployment 
 

31. I conducted covert observations from between 21:00 hours on Thursday 8th 
September 2022 and 06:10 hours on Friday 9th September 2022. 

 
32. At 21:00 hours I arrived in the area of the Merkur Slots premises 403 - 405 

Green Street and started observations by monitoring the venue and the 
immediate area around it. 

 
33. There was a good volume of pedestrian traffic in and around the Merkur Slots 

premises, most of the shops had closed when I arrived. The bookmakers were 
still open but soon closed without any issues. After 22:00 hours the only 
premises open close to Merkur Slots were fast-food takeaway restaurants like 
Papa’s Chicken / Pizza 337 Green Street E13 9AU which was advertised as 
being open from 09:00 hours to 05:30 hours on a Thursday. They were well run 
and had no issues. 

 
34. Between 22:00 hours and 23:00 hours a continuous flow of pedestrians walked 

past the venue transiting the area or visiting the 24-hour mini supermarkets. 
Delivery riders were parked on the road and footpaths waiting to service fast 
food deliveries – Images A10 and A11. 
 

35. Between 23:30 hours and 02:20 hours pedestrian and traffic numbers reduced 
– Images A15, A16, A17, A18, A19, A20, A21, A22, A23, A24, A25, A26, A27, 
A28, A29, A30, A31, A32, A33. 

 
36. Between 02:31 hours and 03:00 hours I conducted a covert visit to the Merkur 

Slots 403-405 Green Street E13 9AU – Image A34. 
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37. At 02:31 hours I went to the entrance door which was closed. I saw that entry 
could be controlled by using a bell security entry system. On the glass of the 
door I saw signage stating no under 18’s, CCTV in operation, no alcohol and 
that a time delay lock was in operation. 

 
38. I pushed the door and entered the premises. Immediately in front of me I saw 

a board with the premises policies, rules and licences on display. I passed the 
policies board and entered the main area. I saw it was on one level which was 
carpeted and there were gaming machines of various types throughout the 
premises. 

 
39. Further into the premises on the right-hand wall was a reception area where 

refreshments were prepared. At the reception desk were two male members of 
staff who were both wearing smart corporate clothing. 
 

40. One of the male members of staff approached me and welcomed me to the 
premises. He asked if I had been to this Merkur Slots premises before and I 
said I had.  

 
41. The male staff member then asked me if I needed any help with the gaming 

machines or choosing one to play. I stated I was fine and chose a machine. 
 

42. Once at the machines the same staff member approached me and asked if I 
would like a soft drink, water, coffee, tea or a snack. I asked if I could get an 
alcoholic drink and he explained the premises weren’t licensed for alcohol but 
the non-alcoholic drinks they provided were free for customers. I accepted his 
offer of a coffee.  

 
43. After a couple of minutes, the male staff member brought over my coffee and 

stated if I needed any help to ask him or his colleague. 
 

44. The staff member then left me to enjoy playing the machines. I was not 
pressurised or encouraged to spend money. 

 
45. There were four other customers in the venue at the time of my visit. All four 

were male and aged between 28 and 50 years. During my visit one other 
customer came into the venue. 

 
46. The hot and soft drinks were prepared at a reception desk area which was clean 

and tidy.  
 

47. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 
completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, the staff were friendly, polite, 
informative and I found the premises clean and tidy. 

 
48. Before leaving I used the toilets which were clean and tidy. The toilets were 

regularly checked as shown by the toilet check sheet and there were Gamcare 
leaflets available for customers to take away – Image A35, A36. 
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49. At no time during my observations did I see anyone hanging around the 
premises. Customers arriving went straight into the premises and customers 
leaving left the area straight away. I left the premises at 03:00 hours – Image 
A37.  

 
50. Between 03:00 hours and 05:00 hours pedestrian traffic was varied with 

customers visiting the Takeaway Restaurant until it closed without incident. 
Traffic using Green Street was constant, but the numbers of vehicles did vary.  

 
51. The remaining premises open operated 24-hours a day and customers 

frequented them throughout the night in small numbers without any incidents of 
crime and disorder or anti-social behaviour. This position remained unchanged 
until 05:00 hours. 

 
52. At around 05:00 hours shop traders started to arrive to prepare and open their 

premises ready for the day ahead – Images A38, A39, A40. 
 

53. I remained in the area until 06:10 hours. Prior to my departure I obtained further 
images that show there was no problems, issues or anti-social behaviour in the 
area – Image A41, A42, A43, A44.  

 
 
Summary 
 

54. I found Merkur Slots Green Street Upton Park to have a smart, well-lit, and 
professional looking frontage. External CCTV cameras were mounted on the 
front, righthand side wall and rear of the building. There was good security 
lighting at the front and rear of the premises with bright street lightening 
illuminating the right-hand side of the premises. 
 

55. The premises were carpeted, with music playing in the background and the 
atmosphere was relaxed and welcoming. At the time of my visits to the location, 
I saw no evidence of crime and disorder, anti-social behaviour, littering, street 
drinking, drug dealing, begging or groups of youths hanging around. 

 
56. People entering these premises were vetted before being allowed stay to 

ensure drunken or other vulnerable people didn’t gain access to the premises.  
 

57. It is clear the presence of Merkur Slots in Green Street does not lead to or result 
in people who have been on a night out, staying in the area any longer than 
they had planned to and that customers do not hang around outside the 
premises causing problems. 

 
58. Merkur Slots UK takes safer gambling seriously. This can be evidenced with 

the use of safeguarding programs such as: 
 

i. Merkur 360 Program - To achieve higher standards of player protection 
Merkur have worked with G4 Global Gambling Guidance Group, which 
focuses on the provision of responsible gambling and has also implemented 
its own 360 responsible gambling program.   
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ii. Think 25 Policy – Strict Over 18 Policy. All venues operate a Think 25 Policy 
whereby photographic ID is required to gain entry. 

 
iii. In View Tools – Staying in control is a key part of messaging in the Merkur 

venues. Leafleting and posters such as BeGambleAware and GamCam, 
can be found in the venues main area and in private places such as toilets.  

 
iv. Staff Training – Merkur Slots has developed a detailed training programme 

for all staff members including its own City and Guilds accredited training 
developed in partnership with YGAM and Betknowmore.  

 
59. Leveche Associates Ltd have carried out covert visits on numerous Adult 

Gaming Centres that operate throughout the UK 24-hours a day, 7-days a 
week. Visits to these premises established that they are well run and that there 
are clearly defined systems in place to ensure the premises operate in support 
of the gambling objectives and don’t attract or take advantage of juveniles or 
other vulnerable persons. The visits also established that Merkur Slots 
customers do not cause crime or anti-social behaviour. 
 

60. At Merkur Slots premises the demographic is much older and doesn’t attract 
young people or children. The environment is very different to a loud busy 
arcade, it is a low-key carpeted style lounge with no more than a handful of 
mature customers in at any one time. 

 
61. Merkur Slots UK and their premises operate in support of the principles of 

Secured by Design, the company recommended by the Chief Officers of UK 
Police Forces for Crime Prevention standards. 

 
62. In conclusion, from my visits it is my opinion Merkur Slots UK Limited are well 

run, and their operation significantly reduces the risk of crime and disorder and 
vulnerable people being taken advantage of. It is clear that the Merkur Slots 
premises do not impact on the environment, infrastructure, or local community.  

 
63. I believe the facts in my report are honest and true. The opinions I have 

expressed are made in good faith and in my best judgement. The fee for this 
report is not conditional on the outcome of any future case, application or 
finding. 
 
 
 
 
 
 
 

Stuart Jenkins 
Licensing Consultant 
Leveche Associates Limited 
16/09/2022 
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Green Street Upton Park looking south
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Image A4

 
21:04hrs

 
The Queens Public House 
410 Green Street E13 9JJ
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21:04hrs

 
Green Street Upton Park looking north
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Image A6

 
21:06hrs

 
Upton Park Underground Station 

                     Green Street E13 9AP                     
 

 
Image A5

 
21:05hrs

 
Queens Market Green Street E13 9BA
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Image A8

 
21:09hrs

 
Ladbrokes 305 Green Street 

 

 
Image A7

 
21:08hrs

 
Paddy Power Bookmakers 
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Image A10

 
21:29hrs

 
Green Street Upton Park looking south

 

 
Image A9

 
21:10hrs

 
Paddy Power Bookmakers

297 Green Street j/w Plashet Grove
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Image A12

 
23:26hrs

 
Green Street Upton Park looking south

                      
 

 
Image A11

 
21:35hrs

 
Side / rear view Merkur Slots Redclyffe Road
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Image A14

 
23:28hrs

 
Front Aspect Merkur Slots 

Green Street Upton Park

 

 
Image A13

 
23:27hrs

 
Merkur Slots Green Street Upton Park
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Image A16

 
23:30hrs

 
Green Street Upton Park looking north

 

 
Image A15

 
23:30hrs

 
Green Street Upton Park looking south
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Image A18

 
23:32hrs

 
Green Street Upton Park looking north

 

 
Image A17

 
23:31hrs

 
Ladbrokes 365 Green Street Upton Park
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Image A20

 
23:37hrs

 
Side Aspect Merkur Slots Green Street Upton Park

                                                                                        
                                                     
                                    

 

 
Image A19

 
23:36hrs

 
Merkur Slots Green Street Upton Park
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Image A22

 
02:03hrs

 
Green Street Upton Park looking north

 

 
Image A21

 
23:58hrs

 
Rear Aspect Merkur Slots Upton Park
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Image A24

 
02:06hrs

 
Merkur Slots Green Street Upton Park

 

 
Image A23

 
02:05hrs

 
Green Street Upton Park looking south

 
 
 

12

 
Merkur Slots

403 - 405 Green Street Upton Park Plaistow E13 9AU
 

8th  - 9th September 2022
 
 
 

226

230



 
Image A26

 
02:08hrs

 
Queens Market Green Street Upton Park

                                      
 

 
Image A25

 
02:07hrs

 
Green Street Upton Park looking north
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Image A28

 
02:09hrs

 
Upton Park Underground Station 
Green Street looking north           

 

 
Image A27

 
02:08hrs

 
Papa’s 337 Green Street E13 9AU
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Image A30

 
02:13hrs

 
H&T Pawnbrokers 342 Green Street E13 9AP

 

 
Image A29

 
02:11hrs

 
Game Nation 353 Green Street E13 9AR
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Image A32

 
02:17hrs

 
Green Street looking south towards 
Upton Park Underground Station      

                                                                            
 

 
Image A31

 
02:17hrs

 
Green Street Upton Park looking south

                                                                             
 
 
 

16

 
Merkur Slots

403 - 405 Green Street Upton Park Plaistow E13 9AU
 

8th  - 9th September 2022
 
 
 

230

234



 
Image A34

 
02:30hrs

 
Merkur Slots Green Street Upton Park

 

 
Image A33

 
02:18hrs

 
Upton Park Underground Station Green Street
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Image A36

 
02:58hrs

 
Staying in Control Gam Care Literature 
Merkur Slots Green Street                        

 

 
Image A35

 
02:58hrs

 
Toilet Check Sheet Merkur Slots Green Street
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Image A38

 
04:47hrs

 
Green Street Upton Park looking south

 

 
Image A37

 
03:01hrs

 
Rear and Side Aspect of Merkur Slots Upton Park
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Image A40

 
04:54hrs

 
Shopping Area and Shops opposite 
Merkur Slots Green Street                  

 

 
Image A39

 
04:53hrs

 
Merkur Slots Green Street Upton Park
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Image A42

 
06:01hrs

 
Green Street Upton Park looking north

 

 
Image A41

 
06:00hrs

 
Rear / side aspect Merkur Slots Upton Park
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Image A44

 
06:01hrs

 
Green Street Upton Park looking south

 

 
Image A43

 
06:01hrs

 
Merkur Slots Green Street Upton Park
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Full Observation Report 

 

Stuart Jenkins – Licensing Consultant  

Leveche Associates Limited 

 

Merkur Slots  
 

91 High Road Wood Green N22 6BB 
 

Executive Summary  

1. Observations were conducted on Merkur Slots premises at 91 High Road Wood 
Green London N22 6BB and the surrounding area. The premises are situated 
in a parade of shops and located on the A105. The premises operates 24-hours 
a day 7-days a week. 
 

2. One covert visit was made to the site and the surrounding area. The covert visit 
showed the premises to be well run with no issues. There were four other 
gaming premises with a similar business model to Merkur Slots in the area 
namely: Game Nation, Little Vegas and the two Admiral Casinos. 

 
3. From the observations, it is clear that Merkur Slots, operating 24-hours a day 

does not create anti-social behaviour or any other crime and disorder that would 
have a negative impact on nearby residents, the environment, local 
infrastructure, or wider local community. 

 
4. Photographic images support these observations and the conclusions reached. 

 
 
Introduction 
 

5. We are instructed to conduct independent observations at Merkur Slots 
premises 91 High Road Wood Green London N22 6BB and the surrounding 
area.  
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6. Merkur Slots UK operate the venue which has a 24-hour licence under the 
Gambling Act 2005.  
 

7. The premises come under the jurisdiction of Haringey Borough Council. 
 
 
Personal – Stuart Jenkins 
 

8. I am a Director of Leveche Associates Limited, an independent company 
dealing with Licensing and Security in the Private Sector. I am a former Police 
Officer having retired from the Metropolitan Police after completion of over 30 
years exemplary service.  
 

9. Throughout my police career the majority of my service was spent on specialist 
units engaged on proactive operations :- 1993–1997 Central Territorial Support 
Group (TSG) - Level 1 Public Order, firearms officer and dedicated surveillance 
officer; 1997–1998 CO14 Clubs & Vice Unit – test purchase officer and street 
offences investigations; 1998-2000 Charing Cross Division on promotion – 
overt and covert licensing operations; 2000-2008 CO14 Clubs & Vice Unit – 
lead officer for the investigation of serious criminal offences within licensed 
premises across London, test purchase officer, Pan-London licensing tactical 
advisor, Licensing Policy Development and Implementation for the Metropolitan 
Police Service (MPS) and intelligence unit supervisor; 2008-2018 Marine 
Policing Unit (MPU) – licensing lead for the MPU; licensing tactical advisor 
Notting Hill Carnival, covert licensing operations and intelligence unit 
supervisor. Marine intelligence and accreditation lead for the Queens Diamond 
Jubilee River Pageant and intelligence lead for the London Olympics 2012. 

 
10. I have worked as an Independent Consultant in the Licensing and Security 

Industry for the last 5 years. 
 

11. I was a Home Office qualified Crime Prevention Design Advisor.  
 

12. I am the holder of the BTEC Level 3 Certificate (Security Industry Authority) – 
Close Protection Operative in the Private Security Industry.  

 
13. I am the holder of a Personal Licence under the Licensing Act 2003. 

 
 
Observations 
 

14. Observations were carried out at Merkur Slots premises 91 High Road Wood 
Green N22 6BB and the surrounding area between 21:00 hours on Friday 26th 
August 2022 and 06:00 hours on Saturday 27th August 2022.  

 
15. The area felt safe with members of the public going about their business, 

working, shopping, and socialising.  
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16. The area is well lit and illuminated from street lighting and shop front lights. I 

had clear and unobstructed views throughout the observations. 
 

17. During observations I concentrated on signs of criminality, begging, anti-social 
behaviour, vulnerable persons, other persons at risk and the general 
environment.  

 
18. Merkur Slots is in a large parade of shops on the busy A105. There are shops 

and commercial businesses on either side of High Road. Many of these shops 
have residential properties above them – Image A1, A5. 

 
19. High Road generally runs north to south. Immediately outside the venue is a 

wide footpath and beyond that the road. Two-way vehicular and pedestrian 
traffic can pass the venue in either direction. During the observations vehicular 
and pedestrian traffic was varied – Image A2, A3. 

 
20. North of and next to the premises is Hide & Seek 93 High Road Wood Green 

then Herb China 95 High Road Wood Green and McDonalds Restaurant 97-
101 High Road Wood Green. To the south of and next to the premises is Ozan 
Jewellery Shop 89 High Road Wood Green. Other shops line High Road on 
both sides of the road. 

 
21. The area of observations was from Gladstone Avenue in the north and Turnpike 

Lane in the south. This area is densely populated with many retail premises, 
that include mini supermarkets, small food shops, a pub, cafes, hairdressers, 
estate agents, slots casinos, bookmakers, restaurants and fast-food shops 
which service the transient and residential population alike.  

 
22. The area has a diverse community living together in a mixture of privately 

owned and rental accommodation. 
 

23. High Road is well served by public transport with a variety of bus routes, taxis, 
underground and mainline trains. There was ample car parking available in a 
nearby pay and display car park and restricted parking in the side roads. These 
transport mediums allow the public to arrive and leave the area safely and 
quickly. 

 
24. Bus Stops are located opposite Merkur Slots with the Turnpike Underground 

Station 5 minutes walk (0.3 miles) and Hornsey Mainline Station 13 minutes 
walk (0.7 miles) – Image A6. 

 
25. There are nine other gambling premises in the Upton Park area, all of which 

close by 22:00 hours except Game Nation Casino, Little Vegas and the two 
Admiral Casinos:   

 
i. Admiral Casino Slots 9 High Road Wood Green N22 6BH – Image A13. 
ii. Admiral Casino Slots 117 High Road Wood Green N22 6BB – Image A16. 
iii. Betfred 64 High Road Wood Green N22 6HK – Image A7. 
iv. Paddy Power 33 High Road Wood Green N22 6BH – Image A15. 
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v. Game Nation 49 High Road Wood Green N22 6BH - Image A8. 
vi. Ladbrokes 13 High Road Wood Green N22 6BH – Image A12. 
vii. Ladbrokes 12 The Broadway High Road N22 6DS – Image A19. 
viii. Little Vegas 17 High Road Wood Green N22 6BH – Image A11. 
ix. William Hill The Broadway High Road Wood Green N22 6DS – Image A18. 

 
26. These premises can be divided into two main types: 

 
i. Betting premises not licensed to serve alcohol. 
ii. Gaming premises – Adult Gaming Centres (AGC) and Bingo Premises not 

licensed to serve alcohol. 
 

27. Game Nation, Little Vegas and the two Admiral Casinos have similar business 
models to Merkur Slots UK which operates 24-hours 7-days a week – Images 
A8, A11, A13, A16. 

 
28. There were no public houses in the vicinity of the gaming premises but there 

were late night restaurants and diners. At the time of my visit, it appeared to be 
well run and there were no issues. 

 
29. Throughout my observations in and around High Road I saw no begging taking 

place in the street, no street drinkers, vagrants, or drug dealing around the 
premises or the area.  

 
30. Photographic images of what was seen during the observations were taken to 

support my findings and are documented in Appendix A. 
 
 
Covert Observations 
 
Deployment 
 

31. I conducted covert observations from between 21:00 hours on Friday 26th 
August 2022 and 06:00 hours on Saturday 27th August 2022. 

 
32. At 21:00 hours I arrived in the area of the Merkur Slots premises 91 High Road 

Wood Green and started observations by monitoring the venue and the 
immediate area around it. 

 
33. There was a good volume of pedestrian traffic in and around the parade of 

shops and the whole road. At this time most of the shops had closed. The 
bookmakers were still open but soon closed without any issues. After 22:00 
hours the only premises open close to Merkur Slots were fast-food take away 
and restaurants. They were well run and had no issues. 

 
34. Between 22:00 hours and 01:00 hours a continuous flow of pedestrians walked 

past the venue transiting the area or visiting the 24-hour mini supermarkets. 
Delivery riders were parked on the road and footpaths waiting to service fast 
food deliveries – Images A16, A17, A18, A19, A20, A21, A22, A23, A24, A25, 
A26, A27. 
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35. Between 01:00 hours and 04:03 hours pedestrian and vehicular numbers 

reduced – Images A28, A29. 
 

36. Between 04:06 hours and 04:35 hours I conducted a covert visit to the Merkur 
Slots 91 High Road Wood Green – Image A30. 

 
37. At 04:06 hours I went to the entrance door which was closed. I saw that entry 

could be controlled by using a bell security entry system. On the glass of the 
door I saw signage stating no under 18’s, CCTV in operation, no alcohol and 
that a time delay lock was in operation. 

 
38. I pushed the door and entered the premises. Immediately in front of me I saw 

a screen board. As I walked past it I saw on the back of it were the premises 
policies, rules and licences on display. I passed the policies board and entered 
the main area. I saw it was on one level and carpeted. 

 
39. As I moved into the premises I saw that there a series of gaming machines of 

various types throughout. On the left-hand side and further into the premises 
was the staff reception desk area. This area was also used for the preparation 
of refreshments with a facility to make hot drinks. 

40. As I approached the reception area I was greeted by a male member of staff 
who was dressed in smart corporate clothing. He asked if I needed any 
assistance with choosing a machine to play, I stated I was fine. 

41. I walked through the premises and saw there were six other customers in the 
venue. All were male aged between 27 years and 45 years.  

42. I found a machine and started to play it. Whilst seated I noticed there was a 
second male member of staff in the venue who was smartly dressed in 
corporate clothing. 

 
43. After a short period of time the first staff member approached me and asked if 

I would like a soft drink, water, coffee, tea or a snack. I asked if I could get an 
alcoholic drink and he stated they didn’t sell alcohol but the non-alcoholic drinks 
they provided were free for customers. I accepted his offer of a coffee which 
was brought to me a few minutes later. 

 
44. The staff member then left me to enjoy playing the machines. I was not 

pressurised or encouraged to spend money. 
e 

45. During my visit on other customer came into the venue. The hot and soft drinks 
were prepared at a reception desk area which was clean and tidy.  

 
46. Whilst I was in the venue, I saw the staff cleaning, wiping down surfaces and 

completing a low-profile patrol checking on customers’ needs and making sure 
they weren’t underage or vulnerable. I felt safe, the staff were friendly, polite, 
informative and I found the premises clean and tidy. 
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47. Before leaving I used the toilets which were clean and tidy. The toilets were 
regularly checked as shown by the toilet check sheet and there were Gamcare 
leaflets available for customers to take away – Image A31, A32. 

 
48. At no time during my observations did I see anyone hanging around the 

premises. Customers arriving went straight in and customers leaving left the 
area straight away. I left the premises at 04:35 hours – Image A33.  

 
49. Between 04:40 hours and 05:00 hours pedestrian traffic was varied with 

customers visiting the takeaway restaurants that were open 24-hours a day. 
Traffic using High Road was constant, but the numbers of vehicles did vary. At 
this time market stall workers started to set up for the day ahead – Image A34. 

 
50. Customers visited the 24-hour premises throughout the night in small numbers 

without any incidents of crime and disorder or anti-social behaviour. This 
position remained unchanged until 06:00 hours. 

 
51. I remained in the area until 06:10 hours. Prior to my departure I obtained further 

images that show there was no problems, issues or anti-social behaviour in the 
area – Image A35, A36, A37, A38.  

 
 
Summary 
 

52. I found Merkur Slots 91 High Road Wood Green to have a smart, well-lit, and 
professional looking frontage. The premises were carpeted, with music playing 
in the background and the atmosphere was relaxed and welcoming. At the time 
of my visit to the location, I saw no evidence of crime and disorder, anti-social 
behaviour, littering, street drinking, drug dealing, begging or groups of youths 
hanging around. 

 
53. People entering these premises were vetted before being allowed stay to 

ensure drunken or other vulnerable people didn’t gain access to the premises.  
 

54. It is clear the presence of Merkur Slots in High Road Wood Green does not 
lead to or result in people who have been on a night out, staying in the area 
any longer than they had planned to and that customers do not hang around 
outside the premises causing problems. 

 
55. Merkur Slots UK takes safer gambling seriously. This can be evidenced with 

the use of safeguarding programs such as: 
 

i. Merkur 360 Program - To achieve higher standards of player protection 
Merkur have worked with G4 Global Gambling Guidance Group, which 
focuses on the provision of responsible gambling and has also implemented 
its own 360 responsible gambling program.   

 
ii. Think 25 Policy – Strict Over 18 Policy. All venues operate a Think 25 Policy 

whereby photographic ID is required to gain entry. 
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iii. In View Tools – Staying in control is a key part of messaging in the Merkur 
venues. Leafleting and posters such as BeGambleAware and GamCam, 
can be found in the venues main area and in private places such as toilets.  

 
iv. Staff Training – Merkur Slots has developed a detailed training programme 

for all staff members including its own City and Guilds accredited training 
developed in partnership with YGAM and Betknowmore.  

 
56. Leveche Associates Ltd have carried out covert visits on numerous Adult 

Gaming Centres that operate throughout the UK 24-hrs a day, 7-days a week.  
Visits to these premises established that they are well run and that there are 
clearly defined systems in place to ensure the premises operate in support of 
the gambling objectives and don’t attract or take advantage of juveniles or other 
vulnerable persons. The visits also established that Merkur Slots customers do 
not cause crime or anti-social behaviour. 
 

57. At Merkur Slots premises the demographic is much older and doesn’t attract 
young people or children. The environment is very different to a loud busy 
arcade, it is a low-key carpeted style lounge with no more than a handful of 
mature customers in at any one time. 

 
58. Merkur Slots UK and their premises operate in support of the principles of 

Secured by Design, the company recommended by the Chief Officers of UK 
Police Forces for Crime Prevention standards. 

 
59. In conclusion, from my visits it is my opinion Merkur Slots UK Limited are well 

run and their operation significantly reduces the risk of crime and disorder and 
vulnerable people being taken advantage of. It is clear that the Merkur Slots 
premises do not impact on the environment, infrastructure, or local community.  

 
60. I believe the facts in my report are honest and true. The opinions I have 

expressed are made in good faith and in my best judgement. The fee for this 
report is not conditional on the outcome of any future case, application or 
finding. 

 
 
Stuart Jenkins 
Licensing Consultant 
Leveche Associates Limited 
26/09/2022 
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Image A4

 
21:14hrs

 
High Road Wood Green looking south
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21:14hrs

 
High Road Wood Green looking north
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Image A6

 
21:15hrs

 
High Road opposite Merkur Slots looking north

                                               

 

 
Image A5

 
21:15hrs

 
High Road Wood Green looking north
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Image A8

 
21:20hrs

 
Game Nation 49 High Road Wood Green N22 6BH

                       
 

 
Image A7

 
21:17hrs

 
Betfred 64 High Road Wood Green N22 6HL
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Image A10

 
21:21hrs

 
High Road Wood Green looking south

                     
                                                                                                   

 

 
Image A9

 
21:21hrs

 
High Road Wood Green looking south
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Image A12

 
21:23hrs

 
Ladbrokes 13 High Road Wood Green N22 6BH

                       
 

 
Image A11

 
21:22hrs

 
Little Vegas 17 High Road Wood Green N22 6BH
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Image A14

 
21:24hrs

 
High Road Wood Green j/w Turnpike Lane

                      

 

 
Image A13

 
21:23hrs

 
                                    Admiral Casino Slots 
                     9 High Road Wood Green N22 6BH                                                                                 
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Image A16

 
22:29hrs

 
                               Admiral Casino Slots 
                 117 High Road Wood Green N22 6BB                      

                                              
 

 
Image A15

 
21:26hrs

 
Paddy Power 33 High Road Wood Green N22 6BH
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Image A18

 
22:38hrs

 
                          William Hill  The Broadway 
                     High Road Wood Green N22 6DS                          

                   
 

 
Image A17

 
22:35hrs

 
High Road Wood Green looking north
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Image A20

 
22:41hrs

 
                     Looking south towards The Mall 
                     Shopping Centre High Road                                  

                      

 

 
Image A19

 
22.38hrs

 
                        Ladbrokes12 The Broadway 
                    High Road Wood Green N22 6DS
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Image A22

 
23:47hrs

 
                                          McDonalds 
                 97 – 101 High Road Wood Green N22 6BB

 

 
Image A21

 
22:42hrs

 
High Road Wood Green looking north
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Image A24

 
00:31hrs

 
High Road Wood Green looking north

                                             
 

 
Image A23

 
22:48hrs

 
Merkur Slots 91 High Road Wood Green
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Image A26

 
00:32hrs

 
Merkur Slots 91 High Road Wood Green
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00:31hrs

 
High Road Wood Green looking south
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Image A28

 
04:03hrs

 
High Street Wood Green

 
 

 
Image A27

 
00:33hrs

 
High Road Wood Green looking south
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Image A30

 
04:05hrs

 
Merkur Slots 91 High Road Wood Green

                   
 

 
Image A29

 
04:03hrs

 
High Road Wood Green looking north
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Image A32

 
04:32hrs

 
Toilet Check List Merkur Slots High Road Wood Green

 

 
Image A31

 
04:31hrs

 
Staying In Control Poster in Toilets
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Image A34

 
04:38hrs

 
High Road Wood Green looking north

                      
 

 
Image A33

 
04:37hrs

 
Merkur Slots High Road Wood Green
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Image A36

 
05:53hrs

 
High Road Wood Green looking north

                       
 

 
Image A35

 
05:53hrs

 
High Road Wood Green looking south
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Image A38

 
05:54hrs

 
McDonalds High Road Wood Green
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THE LICENSING OBJECTIVES UNDER THE GAMBLING ACT 2005 
 

• Preventing gambling from being a source of crime or disorder, being associated with 
crime or disorder or being used to support crime  

• Ensuring that gambling is conducted in a fair and open way 

• Protecting children and other vulnerable persons from being harmed or exploited by 
gambling 

 
Objective 1 - Preventing gambling from being a source of crime or disorder, being 
associated with crime or disorder or being used to support crime. 
 

• Merkur Slots UK Limited is aware that it must notify the Gambling Commission should 
we suspect that offences under the Gambling Act 2005 are being committed. 

• Merkur Slots UK Limited complies with the Commission’s advice on the Proceeds of 
Crime Act 2002. 

• Merkur Slots UK Limited has completed its own Business Anti-money laundering risk 
assessment, local area risk assessments and implements anti-money laundering policies 
and procedures. 

• If we suspect anyone of using our premises for the furtherance of criminal activity (for 
instance drug dealing, using counterfeit money, selling suspected stolen property and 
criminal damage) we will contact the police immediately, report to our Head of 
Compliance and record the instance in the AML and Incidents modules of the electronic 
Smart Tablet system. 

• All Merkur Slots UK Limited premises operate digital CCTV and customer areas are 
supervised. 

• Merkur Slots operates a group-wide Security Alert system where incidents are shared 
instantly with all licenced premises. We have an internal Fraud Measures Team that 
respond to and investigate incidents. As a BACTA member, we receive nationwide 
Security Alerts, which are circulated via the Security Alert system to all licenced 
premises. 

• All Merkur Slots premises provide a static alarm system which is also supported by Staff 
Guard, a nationwide security company that offers 24hr support via a monitoring centre 
with fully trained operatives who advise on difficult situations and escalate 
appropriately. 

• Merkur Slots UK Limited has an extensive security, audit and money laundering team 
monitoring employees and customer activity. 

• All Merkur Slots employees complete six-monthly refresher training which covers this 
licencing objective; anti-money laundering policies and procedures; and guidance on the 
Proceeds of Crime Act 2002.  

• Merkur Slots operate a robust late night working policy, which is fully supported by a 
full-time Night Manager.  
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• Merkur Slots does not operate a single-manning policy between 8pm and close, 
however, should an emergency occur a ‘locked door’ and ‘keep in touch’ policy is 
implemented. 
 

Objective 2 - Ensuring that gambling is conducted in a fair and open way. 

• Our gaming rules are prominently displayed in each of our licensed premises. 

• Our employees have a full understanding of machine gaming rules. 

• We encourage customer-facing employees to use positive discretion to resolve customer 
issues at a local level, where possible. 

• Our Customer Complaints procedure is display prominently in every venue. Where 
customer disputes cannot be resolved satisfactorily, we refer all potential disputes to 
our appointed Alternate Dispute Resolution provider (IBAS). 

• All venue managers attend our National Training Centre for a thorough induction 
programme prior to taking on responsibility of their own venue and team. 

• All licensed premises employees receive induction and six-monthly refresher training 
during the course of their employment to ensure that potential issues can be addressed 
at the earliest opportunity. 

  
Objective 3 - Protecting children and other vulnerable persons from being harmed or 
exploited by gambling 
  

• All our licensed premises are strictly adult only and we provide appropriate notification 
on entry, on all marketing material and throughout our premises. 

• We operate a Think 25 policy as standard and all employees are trained to request a 
photographic form of identity if they suspect that a customer is under age.  All 
challenges are recorded on our Smart Tablet system under Age Verification Checks and 
Check Policy are our third-party independent partner for compliance testing. 

• All licensed premise employees receive induction and six-monthly refresher training 
during the course of their employment on social responsibility and safeguarding children 
and vulnerable people, with a particular focus on the prevention of harm. 

• We prominently display information throughout our licensed premises on responsible 
gambling and provide details of organisations that can provide support and guidance 
such as BeGambleAware. 

• Socially Responsible messaging is implemented on B3 and Category C digital machines. 

• All licensed premise employees are trained to identify potential at risk customers and 
conduct effective interactions. Customer interactions are recorded on the Interactions 
module on the electronic Smart Tablet and reviewed centrally by the Compliance team. 

• We implement a self-exclusion policy throughout our licensed premises and operate a 
Smart Tablet system for recording self-exclusions, reinstatements and breaches. We are 
also members of the Bingo Association Multi-Operator Self-exclusion Scheme. 

• The layout of our premises is designed to facilitate customer supervision by employees. 
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• We provide an annual donation in support of research, education and treatment of 
problem gambling. 

 
All three licensing objectives are embedded at all levels within the organisation via training 
both on-line and face to face, during Operational meetings, Business Bulletin 
communications, Compliance/Audit visits and annual conferences. 
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PART OF THE GAUSELMANN GROUP
A Strong Partner For More Than 60 Years

Merkur Casino UK, formerly Praesepe, is a subsidiary of the family run 
Gauselmann Group who are based in Espelkamp (Germany). Over the 
last 60 years the group has grown to operate more than 700 venues 
across Europe under the Merkur Brand. Millions of enthusiastic guests 
at home and abroad know our logo. The laughing MERKUR Sun is a 
guarantor for the best entertainment.

Merkur Casino UK employs over 1,600 people (61% Female) over 3 Bingo 
Clubs, over 180 High Street gaming centres and 3 Family Entertainment 
Centres under two main brands. 

Merkur Slots is the main UK brand.  All Merkur Cashino and Cashino 
Gaming venues will be rebranded into this new name over time. Our 
venues represent the very best in terms of exciting ‘slot gaming’ 
entertainment through delivering to our customers the latest in venue 
product and atmosphere. These venues are known for their highly 
trained teams and first class face to face service. 

Merkur Bingo clubs, formerly Beacon Bingo, are very important to our 
customers in their local communities. Our teams strive to deliver not 
just great service but a Bingo experience which focusses on ambience, 
safety and fun in a modern environment. The flagship venue at 
Cricklewood, in North London, is the largest in Europe.

61% of employees are female
39% of employees are male
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Our AGCs are where people come to spend their spare change, 
have a game of bingo and enjoy their favourite pastime in 
convenient locations.

We provide complimentary refreshments, teas and co�ees, to 
customers and do not sell alcohol. Our sta� will not allow 
anyone into the premises who appears to be intoxicated.

The average stake 
from our customers 
is between 30-40p.

Our teams remain with the 
customers on the venue floor 
rather than behind a counter.

The market 
on the high 
street has 

evolved with 
venues now 

providing 
electronic 

bingo tablets.

Our venues 
appeal to all 

ages with our 
membership 

gender database 
split of 52% 
male / 48% 

female.

Merkur Casino UK is one of the UK’s largest operators of High Street Adult Gaming 
Centres (AGCs). AGCs are often, unfortunately, put into the same category as 
betting shops. This is because there is a widespread misunderstanding of how 
AGCs operate and who our customers are. We want to address these 
misconceptions and demonstrate that a new AGC on your local high street is a 
good thing. Public concerns surrounding betting shops were largely due to the 
presence of Fixed Odds Betting Terminals (FOBTs). Our venues do not o�er these 
types of machines. Our machines o�er low stakes ranging from 10p to a 
maximum of £2. These machines have been around for many, many years.

MYTHBUSTERS
We Are Not Betting Shops

48%
Female

52%
Male
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OUR OPERATION
We Are Not Noisy Neighbours

Whilst we sit within the leisure sector, noise levels are very low and limited from 
our venues. We currently operate 24 hours in over 90 venues.

Our machines generate 
low levels of noise.

We do not serve 
alcohol on our 

premises.

We do not have tannoy 
systems that you find in 

seaside amusement 
centres.

We only play background 
music like at any other 

high street shop.

Customers tend to 
visit on their own or 
in couples. We rarely 

see large groups.
Our customer base after 
midnight is predominantly 
the local entertainment 
workforce and shift 
workers who like to relax 
after their busy shifts.

We are immensely proud of the 
fact that we have never had a 
licence revoked or even reviewed. 
Incidents are extremely rare. We 
simply do not generate noise and 
anti-social behaviour.
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Think 25
Messaging

RESPONSIBILITY IS THE
FOUNDATION OF OUR BUSINESS

We Are Not A Problem
Being a responsible operator is high priority across the Gauselmann group and in 
the UK,  Merkur Casino is always looking at ways to adhere to the three licensing 
objectives as technology and customer behaviour changes.

Merkur Casino is regulated by 
the Gambling Commission 
and Licensing Authorities

We provide complimentary 
refreshments, teas and 
co�ees, to customers and do 
not sell alcohol. Our sta� will 
not allow anyone into the 
premises who appears to be 
intoxicated.

Our venues operate a Think 25 policy 
whereby any persons who look under 
25 have to produce a form of photo ID.

Our venues appeal to all ages 
with our membership gender 
database split of 52 % Male / 
48% Female

Our venues have 3 external age tests 
per year with a  compliance rate of 
over 94% for the last 3 years, 
compared to other leisure and 
gambling sectors that sit around 80%.
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SOCIAL RESPONSIBILITY
MEASURES IN PLACE

Operationally we have a number of measures in place to protect our customers. 
Throughout the business Merkur Casino also has a number of socially responsible 
gambling tools, and management and training initiatives that include:

In Venue

All sta� complete on-boarding and six-
monthly refresher training on “The 
Essentials of Compliance and Social 
Responsibility” and “Safeguarding 
Children and Vulnerable People”. Dedicated Learning 

& Development 
Team and National 

training centres.

Six monthly 
compliance 

audits to help 
identify training 
needs in venue.

IHL SMART tablet in every venue for the 
recording of customer interactions, 
self-exclusions, incidents and alerts.

Local Area Risk Assessments are 
updated annually to identify any 
changes in the local area.

PlayRight app installed in all venues that is a self-help 
tool for customers to manage their gambling.

All data is centrally reviewed and evaluated 
by an independent Audit/Compliance team.

Compliance

Training Centre

Online Training
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Machine
Messaging

Customer
Interaction
Training

SOCIAL RESPONSIBILITY
MEASURES IN PLACE

All Levels
We provide an annual assurance statement to the Gambling Commission. This 
o�icially details the Board’s commitment to the company values, purpose and 
culture and the accountability placed on delivery of the licensing objectives.

Merkur Casino UK also engages with the Bingo Association, Bacta and Gambling 
Business Group bodies.

The statement contains information on how we operate 
e�ective governance, regulatory risk management, compliance 
controls, social responsibility and safer gambling initiatives.

It is also an opportunity to set out any initiatives relating to 
significant changes being introduced to improve control 
systems, risk-management, governance and safer gambling. Our 
recent commitments include: Socially Responsible Machine 
Messaging; Customer Set Your Limits; SMART Alert application to 
report criminal activity; opening our Second National Training 
Centre; Think 25 messaging and Customer Interaction Training.

Merkur Casino UK received the international certificate of 
accreditation from the Global Gambling Guidance Group (G4). 
Our Merkur 360 programme showcases how we are continually 
improving our social responsibility commitments throughout all 
levels of the business.

Ÿ Senior Manager representation Divisional meetings.
Ÿ Operations Director is the Chair for division 3 

representing Adult Gaming Centres.
Ÿ Member of the National Council.
Ÿ Head of Compliance is Vice Chair of the Social 

Responsibility Committee.

Ÿ Operations Director and Head of Compliance are 
Directors.

Ÿ Head of Compliance is a member of the Social 
Responsibility Committee.
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BENEFITS TO THE
HIGH STREET

Benefits for your High Street include:

Investment from £100,000 
to £250,000 in long-

standing vacant venues.

Linked trips with other 
shops helping to support 

other businesses.

We provide an important 
natural surveillance on the 

high street, particularly 
late into the evenings.

Increased footfall to the 
High Street.

Local jobs for between 6 
and 12 people depending 

on the hours of operation.

Over 90% of new Merkur 
Slots venues occupy 
former vacant units.
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INSPECTOR APPEAL QUOTES
Have Highlighted The Following:

1
2
3
4
5

Sepulchre Gate, Doncaster

Holderness Road, Hull

St Peter’s Hill, Grantham

Vicar Street, Kidderminster

Ballards Lane, Finchley, London

“The use proposed would support the vitality and viability of the town centre and bring a vacant 
unit back into use, facilitating a use which could add to the footfall and increase the opportunity 
for shared trips. It would also add to the evening economy being a use that would be open up to 
24 hours, and also subsequently increase employment opportunities.”

“In relation to the proposed opening hours, the application submission indicates it would be in  24 
hour operation on all days of the week. This is not unacceptable with its District Centre location. 
Thus, a restriction on the opening hours would also not be reasonable and necessary.”

“The proposal could be expected to generate linked trips with cafes, bars, restaurants and other 
leisure facilities in the centre. The site’s location in close proximity to public houses, restaurants 
and the new cinema would increase its potential to make a positive contribution to the vibrancy 
of the town centre in the evenings.”

“I have not been provided with any substantive evidence that the proposed AGC would have an 
adverse impact on crime, anti-social behaviour, vulnerable groups and mental health and that it 
would add to the deprivation in the area.”

“Bringing the host property back into use would provide environmental benefits for the Finchley 
Church End Town Centre. In addition, there would be social and economic benefits for the locality, 
both from employment opportunities and the occupation of the building.”

August 2020

August 2020

September 2020

March 2020

February 2021
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COMMUNITY & CHARITY

Merkur Initiative
Supporting Local Charities and Good Causes

Amongst other charities, some of your donations have helped:

Merkur Casino UK has raised in excess of
£1.2 million for good causes since 2005

Merkur Casino UK

1A Seebeck Place

Seebeck House

Knowlhill

Milton Keynes

MK5 8FR

email martha@sourcemc.co.uk

For press enquiries:

phone +44 (0) 7796 614137

email info@merkur-casino.com

phone 01908 351200Please contact us
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THE 3 LICENSING OBJECTIVES 
 

 

1. Keeping crime out of gambling 
 
Whilst crime is considered ‘low/medium risk’ in our business, we have to be mindful 
of the fact crime still exists and our venues could be considered as a target for money 
laundering gained from the proceeds of crime and terrorist financing, i.e. drug 
money, using TITO technology to conceal ‘fake notes’, life style and spending habits.  
 
 

2. Ensuring gambling is conducted fairly and openly  
 
We have to ensure the terms we offer with regards to our business practices are fair 
and transparent to our customers and as Licensees we must comply with the 
Consumer Rights Act 2015. This means ensuring our machines and marketing are 
promoted in a fair and open way.  
 
 

3. Protecting children and vulnerable people from being harmed or 
exploited by gambling  

 
We have a duty of care to ensure children and young persons do not enter our 
premises, which are strictly for OVER 18’s only. As a company we operate a ‘Think 25’ 
policy and ID checks are carried out if we suspect a person is under 18.  Ensuring we 
protect people who may be ‘at risk’ from gambling and protecting them from harm, 
customer interaction and helpful advice is vital to ensure we promote our business 
in a socially responsible way.   
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G-TAB Bingo 

 

 
Bringing Traditional Bingo       

to the High Street 
281
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G-Tab is a multi-purpose gaming device offering live link Bingo Games, Bingo 
Variant Games and participation in the National Bingo Game which is played twice 
daily. Bingo tablets are bingo machines that provide games of both remote and non-
remote bingo with remote bingo being the linked games operated via WiFi and the 
internet on licensed premises.  Complies with the appropriate Gambling 
Commission Technical Standards and Machine Guidance. 

 

 

Customers cannot stake-up once game has commenced 

 

“Making all traditional forms of Bingo like ‘Shutter Bingo’ played at 
the sea-side or ‘main-stage’ Bingo played in Clubs available” 282
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National Bingo Game, linked to all Bingo Clubs (such as Mecca and Buzz) played twice daily 
(2pm and 7pm) at £2.00 for 5 tickets, maximum tickets 100 per position, making £40 maximum 
stake which is within the Bingo Association guidelines. Prize money including the National Jackpot 
is based on the number of cards in play, including bonus lines and is clearly displayed on the main 
display caller’s unit, prior to the game commencing and on the individual tablets throughout the 
game. 

 

 

Live Link Bingo played throughout the day from 50p for 3 cards, maximum 15 cards per position, 
making maximum stake of £2.50 per game. The prize money, based on number of cards in play, 
including bonus lines is clearly displayed on the main display caller’s unit, prior to the game 
commencing, and on the individual tablet throughout the game. 
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Bingo Variant (BV) Games are available 9:00 till midnight. The game of bingo stands alone on 
the tablet and does not connect via remote communication to a server or link to games across 
premises. 

Bingo Riches: play from 10p (25p/50p/£1 options) per card, maximum 4 cards, so maximum 
stake £4 per game, with 24 bingo balls drawn and marked off various patterns to give a varied 
winplan, maximum prize £40 on 10p stake. 

 

 

Lucky Charm: play from 10p (20p/50p/£1 options) per card, maximum 4 cards, so maximum 
stake £4 per game, with 24 bingo balls drawn and marked off various patterns to give a varied 
winplan, maximum prize £50 on 10p stake. 

 

 

Low stake games:  

The device also offers the player a choice of games which can be played from as little as 5p 
(maximum £1) a game all of which comply with Cat C technical standards. 284
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STATEMENT OF INTENT  
 
The responsibility for an individual’s gambling is their own.  Merkur Casino UK, operating the 
brands Merkur Slots and Merkur Bingo, recognises that for a very small minority of its 
customers gambling can become addictive which can lead to a range of problems for both 
individuals and their families. As a result of this we (the Company) believe that we have a 
social responsibility to act positively in relation to sensible gambling. 
 
WHAT IS SOCIAL RESPONSIBILITY? 
 
Social responsibility is about going above and beyond what is called for by the law.  Ideally,  
proactively identifying signs of problem behaviours is better than reacting to a problem.  We 
apply our social responsibility through three levels: 
 

Company 
 
 
Employees 
 
 
Customers 

 
Social responsibility is being responsible to people, for the actions of people, and for actions 
that affect people. Cashino Gaming has clear policies, procedures and codes of practice which 
outline and support the development of the way in which staff intervene where there is a 
suspected problem and the Company then monitors and supports the development of the 
awareness and knowledge of its staff in dealing with such interventions. 
 
The idea of being responsible to customers has actually long been embedded in the ethics of 
business, treating a customer with respect, attention and genuinely caring about what the 
customer wants and needs. As a Company we understand our responsibility to help people. 
 
The Gambling Commission regulates gambling in the public interest. The regulatory 
framework introduced by the Gambling Act 2005 is based on three licensing objectives.  
 
These are to: 

• Keep crime out of gambling 

• Ensure that gambling is conducted in a fair and open way; and 

• Protect children by preventing their entry and vulnerable people from being harmed or 
exploited by gambling. 

 
It is our responsibility to ensure that we comply with these licensing objectives at all times. 
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COMPANY 
 
Our Statement of Intent is published and available to all our employees.  
 
To support the licensing objectives and in addition to our Social Responsibility Policy we also 
have: - 
 

• Sensible gambling procedures including Self Exclusion  

• ‘Think 25’ policy 

 
 
EMPLOYEES  
 
The Company ensures that all employees are inducted responsibly into our organisation 
through: - 
 

• Induction checklist  

• Employee Handbook 

• Reviews and sign off at 4,8,12 weeks 

 
The above documentation includes comprehensive coverage of the following: - 
 

• Social Responsibility Policy 

• Sensible gambling procedures 

• ‘Think 25’ policy 

 
Ongoing training is available to all our employees and we provide a Customer Care training 
programme, that specifically trains our staff about problem gambling and how to interact with 
customers who may be affected (including arrangements for self exclusion), whilst also 
covering the following areas: 
 

• Customer care 

• Conflict management 

• Social responsibility 

 
In addition, employees will receive refresher training every 6 months.   
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CUSTOMER  
 
Information is clearly provided to the customer to enable them to understand the 
machine/game they are playing and the percentage returns that apply on all games. 
 
The customer is made aware of and given advice on problem gambling through appropriate 
advertising, notices, information and Staying In Control leaflets on site.  Further information 
including sources of help and support is available via the following organisations: - 
 

• Citizens advice    https://www.citizensadvice.org.uk 

• Gamble Aware                https://www.begambleaware.org 

• GamCare     https://www.gamcare.org 

• GamesAid    https://www.gamesaid.org 

• Gam-Anon    https://www.gam-anon.org 

• Gamblers Anonymous   https://www.gamblersanonymous.org.uk 

• Gordon Moody Association  https://www.gordonmoody.org.uk 

• Action for Children Charity  https://www.actionforchildren.org.uk 

• National Debtline   https://www.nationaldebtline.org 

• Betknowmore UK   https://www.Betknowmore.org 

• YGAM (Young Gamers & Gamblers Education Trust) https://www.YGAM.org.uk 

• Leeds Community Gambling Service (via Gamcare) 

 
 
The implementation of the following policies and procedures and through Customer Care 
Training ensures that this is consistent throughout the Company: - 
 

• Social Responsibility Policy 

• Sensible gambling Procedure 

• ‘Think 25’ policy 
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STATEMENT  
 
The Company recognises its responsibility and obligation to comply with the 
Licensing Objectives of the Gambling Act 2005 and the Licence Conditions and Codes 
of Practice. 
 
The Company acknowledges its obligation to ensure that staff co-operate with the 
Gambling Commission’s Enforcement Officers in the proper performance of their 
compliance functions and that they are made aware of those officers’ rights of entry 
to premises. 
 

• The Company must provide the Gambling Commission with any information 
that they suspect may relate to the commission of an offence under the Act, 
including an offence resulting from a breach of a license condition or a code 
of practice provision having the effect of a license condition. Changes in key 
circumstances must be reported within five days of their occurrence in 
accordance with the terms set out in the Operating License. 

 

• The Company must provide the Gambling Commission with such information 
as the Commission may require from time to time about the use of facilities 
provided such as: - 

 
o the numbers of people making use of the facilities and the frequency of 

such use. 
 

o the range of gambling activities provided by the licensee and the number 
of staff employed in connection with them. 

 
o the licensee’s policies in relation to, and experience of, problem gambling. 

 
 

• The Appointed Manager will be informed immediately a Gambling Commission 
Enforcement Officer properly identifies himself on the premises, and will 
attend to the Officer without undue delay. Staff will co-operate at all times 
with the Commission’s Enforcement Officers. 

 

• Members of staff are trained as part of their induction process in the 
understanding of, and the strict adherence to this policy, and required to sign 
to this effect retaining a copy for their future reference. The original is 
retained on the employee’s personnel file.  
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RIGHTS OF GAMBLING COMMISSION ENFORCEMENT OFFICERS 
 

• A constable, enforcement officer or authorised person under the Act may 
enter premises for the purpose of assessing compliance or assessing whether 
an offence is being committed. 

 

• A constable or enforcement officer can enter a premises if he reasonably 
suspects that an offence may be being committed or is about to be 
committed.  

 

• Entry may also be for the purpose of discovering whether facilities for 
gambling are being provided, to determine whether an operating license or 
premises license is held and to determine whether facilities are being provided 
in accordance with terms and conditions of an operating license.  

 

• Entry may also be made to assess the likely effects of activity when 
application has been made for a premises license.  

 

• The powers of the constable, enforcement officer or authorised person can 
include inspection of any part of the premises or any machine, anything on the 
premises, questioning any person, access to written or electronic records, 
remove or retain evidence of committing an offence or beach of terms and 
conditions.  

 

• The power of inspection must be exercised only at a reasonable time.  
 

• The enforcement officer or authorised person must provide evidence of his 
identify and authority. 

 

• A constable, enforcement officer or authorised person may use reasonable 
force to enter a premise.  

 

• It is an offence to obstruct a constable, enforcement officer or authorised 
person in carrying out their duties. 

 
Please refer to the training section where you will find the Compliance Training 
document to be used for training purposes. Our online UPSKILL Training platform 
hosts Essential of Compliance & Social Responsibility workbook and online quiz to be 
completed every 6 months by all employees.  
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PROCEDURE 
 
Visits by Gambling Commission Enforcement Officers may be pre-arranged or 
unannounced, however, in all circumstances the employee must ask for 
identification from the visitor to establish that they a Gambling Commission 
Enforcement Officer.  
 
The visitor must also be requested to sign into the visitors log book.  
 
Staff are to co-operate at all times with the Commission’s Enforcement Officers in 
the proper performance of their compliance functions. 
 
The Enforcement Officer may remove copies of documents as required. 
 
Any visits by a Gambling Commission Enforcement Officer must be reported to your 
Area Manager and Amanda Kiernan, Head of Compliance - any supporting 
documents/visit reports to be copied to AKiernan@merkur-casino.com 
 
Gambling Commission Sample ID 
 

Front of card Contains the 
Following: 

         
1. Officers Name 

 
2. Photo ID 

 
3. Serial Number 
 
4. Date of Issue 
 
5. Gambling Commission 
Contact Details 

 
Back of card contains the 
following: 

  
1. Evidence of the 
Officers Identity 
 
2. Signature of the 
Gambling Commission Chief 
Executive 
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THE 3 LICENSING OBJECTIVES 
 

 

1. Keeping crime out of gambling 
 
Whilst crime is considered ‘low/medium risk’ in our business, we have to be mindful 
of the fact crime still exists and our venues could be considered as a target for money 
laundering gained from the proceeds of crime and terrorist financing, i.e. drug 
money, using TITO technology to conceal ‘fake notes’, life style and spending habits.  
 
 

2. Ensuring gambling is conducted fairly and openly  
 
We have to ensure the terms we offer with regards to our business practices are fair 
and transparent to our customers and as Licensees we must comply with the 
Consumer Rights Act 2015. This means ensuring our machines and marketing are 
promoted in a fair and open way.  
 
 

3. Protecting children and vulnerable people from being harmed or 
exploited by gambling  

 
We have a duty of care to ensure children and young persons do not enter our 
premises, which are strictly for OVER 18’s only. As a company we operate a ‘Think 25’ 
policy and ID checks are carried out if we suspect a person is under 18.  Ensuring we 
protect people who may be ‘at risk’ from gambling and protecting them from harm, 
customer interaction and helpful advice is vital to ensure we promote our business 
in a socially responsible way.   
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INTRODUCTION  

 
This policy has been implemented in order to comply with the Money Laundering 
Regulations 2007 that requires processes to be adopted to avoid the possibility of 
money laundering. 
 
New obligations in respect of money laundering were imposed by the Proceeds of 
Crime Act 2002 (the “POCA”) and the Money Laundering and Terrorist Financing 
Regulation 2017 (“the Regulations”).  This legislation broadens the definition of 
money laundering and increases the range of activities caught by the statutory 
control framework.  As of 10th January 2020 new money laundering regulations 
come into force. The regulations are applicable to the Licence Conditions & Codes of 
Practice (LCCP). Whilst our venues/sector is considered “Low Risk”, this does not 
mean that there is “no risk” within our trading sectors.  
 
As a result of this legislation Merkur Casino UK brands are required to establish 
procedures to prevent the use of its services and resources for money laundering. 
Anti-Money Laundering is effective within our business by taking a “risk based” 
approach.  
 

MONEY LAUNDERING DEFINITION 
 
Money laundering is a process by which the proceeds of crime are converted into 
assets which appear to have a legitimate origin, so that they can be retained 
permanently or recycled into further criminal enterprises.  This definition of money 
laundering means that potentially any employee could contravene the Regulations if 
they were to become aware of or suspect the existence of criminal property and 
continue to be involved in a matter which relates to that property without reporting 
their concerns. In arcades, both Adult Gaming Centre (AGC) and Family 
Entertainment Centre (FEC), this is typically stained or dyed notes and foreign coins. 
We should also be mindful of significant increases in customer spending habits which 
may be an indicator of criminal spend.  In practice this is the most likely area of 
potential money laundering within our venues. 
 

POLICY 
 
Brands operating under Merkur Casino UK are committed to ensuring that all 
necessary safeguards are in place with regard to the receipt of money in order to 
avoid it being used to launder money that may originate from the proceeds of crime. 
 
Merkur Casino UK has appointed a designated Money Laundering Officer (MLO), Mrs. 
Amanda Kiernan.  Email: AKiernan@merkur-casino.com    
 
All relevant staff are trained on the requirements of the Regulations and told of the 
need to report any suspicious cash transactions. All venues need to report any 
suspicious cash  
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transactions of any note denomination value, i.e. one stained/dyed note, and foreign 
coins to the value of £50 during one machine empty or cash collection. These 
incidents should be reported using the “(AML) ANTI MONEY LAUNDERING” app 
available on your IHL tablet. An automated alert will be sent to the Money Laundering 
Officer for the purpose of informing the relevant authorities.  
 
DISCLOSURE PROCEDURE 
 
Where it is suspected by a member of staff that money laundering activity is 
taking/has taken place, a disclosure must be made to the Money Laundering Officer 
as soon as possible.  Because of the importance attached to the process, notification 
should normally take place immediately by telephone or, where that is not possible, 
by any other expedient means, including automated alerts of the “(AML) ANTI MONEY 
LAUNDERING” report available on your IHL tablet.  Where there is suspicion of any 
type of potential money laundering incident CCTV images (if available and relevant) 
should be retained securely. 
 
All incidents should be reported to your line Manager. 
 
The Money Laundering Officer will maintain records of all notifications received 
detailing the method of verification used to identify the suspected person. 
 
CASH HANDLING 
 
Operating policies and procedures are in place with regard to accounting practices 
and record keeping in respect of: - 
 

• Monetary stakes introduced to machines (gross takings where available)  

• Money introduced to refloat machines  

• Promo ticket transactions  

• GeWeTe payouts exceeding £1k approval 

• Customer refunds due to machine malfunctions  

• Money removed from machines (net takings where available).  Where gross 
takings and net takings information is not available the operation will 
provide an explanation to the Commission  

• Ticket In Ticket Out (TITO) vouchers from machines in arcades can be used for 
money laundering. Vouchers can be cashed in at a later date and criminals will 
use a range of outlets to disguise the origin of funds 

 
Members of staff, where appropriate, are trained as part of their induction process 
in the understanding of, and the strict adherence to this policy, and required to sign 
to the effect retaining a copy for their future reference.  The original is retained on 
the employee’s personnel file.   
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At Merkur Slots we have clear rules on the consumption of alcohol and guidelines to 
manage individuals found to be under the influence of excessive alcohol 
consumption or use of drugs. 
 
It is the duty of all licensed premises to create a safe and secure environment for 
their customers and to take steps to promote the below licensing objective: 
 
• Keeping crime out of gambling 
 
It is therefore vital that all licensed premises remain vigilant when it comes to illegal 
drugs. 
 
 
INDIVIDUALS UNDER THE INFLUENCE OF ALCOHOL/DRUGS ON ENTRY 
 
In all our sites individuals who are deemed to be under the influence of excessive 
alcohol or drugs must be prevented from entering any of our premises.  Staff are 
trained to identify the potential signs of someone who is under the influence of 
excessive alcohol or drug use. 
 
 
PROCEDURE 
 
When such a situation occurs the member of staff should politely refuse entry to the 
site on the grounds of being under the influence and ask the individual to leave the 
premises.  
 
Should the individual resist or refrain from leaving the premises in the first instance 
a Manager or Duty Manager should be called.  They should also request that the 
individual leave the premises immediately.  If an individual fails to leave the premises 
or becomes a nuisance that cannot be dealt with by the staff on duty the police 
should be called to assist. 
 
All incidents should be recorded fully on the SMART Tablet Incident App. 
 
 
ALCOHOL CONSUMPTION ON SITE  
 
Dependent upon which type of site you are on depends on the rules that need to be 
applied. 
 
Bingo Clubs 
Customers may purchase alcoholic drinks on site within the licensing regulations of 
the premises;  however, customers must not bring alcohol onsite to be consumed. 
 
AGC’s 
Under no circumstances should customers be served alcoholic drinks on site, nor 
should they bring alcoholic drinks onto the premises to be consumed. 
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Bingo High Street  
Under no circumstances should customers be served alcoholic drinks on site, nor 
should they bring alcoholic drinks onto the premises to be consumed. 
 
 
EXCESSIVE CONSUMPTION  
 
For sites where alcohol may be purchased and a customer consumes to excess to the 
extent that their behaviour becomes inappropriate or disruptive, they should in the 
first instance be prevented from consuming any more alcohol and should be 
requested to behave appropriately or be asked to leave the premises, usually by a 
duty manager. 
 
Where the individual refuses to leave the premises then the police should be 
contacted for further assistance. 
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Both violence and aggression can be indicators of  distress,  to gain dominance and 
sometimes to maintain stability.  As such they can be termed 'normal' if not always 
socially acceptable. 
 
 

WHAT CAUSES AGGRESSION AND VIOLENCE? 
 
There are many reasons why someone may behave in an aggressive or violent manner 
towards an individual or object.  Below are some of the reasons in different 
situations. 
 
Platonic  Human beings tend to judge things they are familiar with as good 

and things not familiar as suspect. 
 

Instinctive       The best defence is attack! 
 

Learned Behaviour  Aggression is sometimes part of the behaviour we have learned 
from society.  

 

Energy Source  Natural release of pent-up instinctual energy - a pressure relief 
valve.  Many of the activities socially acceptable are high forms 
of controlled aggression.  The career drive in some people may 
be explained as an attempt to express instinctual aggression 
drive, but in a way society accepts and rewards. 

 

Frustration Response When frustration in an individual reaches certain levels the only 
                                         option open may be a display of aggression.  
  
 

WHAT ARE SOME OF THE CAUSES OF VIOLENCE? 
 
There are two aspects to consider: 
 
Physical Such as Brain Damage, Drug Abuse, Alcoholism, Sexual 

Abnormalities, Pain, Hunger, Sleep Deprivation, Environmental 
Changes (weather), Appearance, Illness, Defence of Territory of 
Possessions, Age 

 

Psychological Such as Fear, Frustration, Humiliation, Inappropriate 
Assertiveness, Pain, Vulnerability, Threats (Defence of self), Age, 
Illness (affective disorders, schizophrenia), Oppression. 
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IDENTIFYING AN AGRESSIVE OR VIOLENT CUSTOMER 
 
There are tell tale signs so the key thing is to observe customer discreetly whilst going 
about your duties. This way you will spot a change in demeanour or behaviour. 
These are some of the signs that can help in predicting the likelihood of imminent 
violence: 

• Muscles tensed? 

• Facial expression? 

• Balanced to move? 

• Fingers or eyelids twitching? 

• Pacing about? 

• Withdrawn on approach? 

• Voice - change of pitch/tone; insults; obscenities, threats? 

• Sweating? 

• Breathing - increase in respiration? 

• Tears? 

• Offensive weapon carried or available? 
 
 

PROCEDURE 
 
Quite simply whenever there is an incident you should: - 
 
H Hear the customer – listen to their complaint or issues. 
E Empathise – see to understand the problem. 
A Acknowledge – ‘I hear what you are saying’, ‘I’m sorry you feel that way’. 
T  Take Action – progress with whatever action is relevant to the situation. 
 
Here are some further techniques which can help when responding to a customer 
behaving aggressively or violently: - 
 
• Be alert and consider if you need further assistance. 
 
• Avoid eyeball to eyeball confrontation. 
 
• Relieve the tension by adopting a calm approach. 
 
• Speak and stand calmly but always remain balanced and ready to move - stay 

on person's weak side where possible. 
 
• Consciously lower pitch and volume of voice. 
 
• Speak clearly and slowly and don't stop talking because the other person 

doesn't answer. 
 
• Try to get the person talking. 
 
• Listen to what the person says and how it is said. 
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• Try to identify the source of concern and help if possible. 
 
• Try to distract the person from the immediate cause of concern by changing 

the course of conversation - buy time to think, to plan, to obtain assistance.   
 
• Understanding and kindness, simple human values which are often overlooked 

in today's society, can have a marked effect on the outcome of such cases.  
 
• Do not argue!  You really cannot win because the other person does not have 

to be logical.  If you lose the argument and have to back off, your position is 
weakened.  You may get so involved, if you do not carefully measure your own 
response, that you might, in the end, lose some of your own self-control. 

 
• Do not give orders! 
 
• Never make promises you cannot keep. 
 
• Do not disagree where it is not necessary. 
 
• Do not make threats that cannot be carried out or offer rewards for what 

started out as unlawful or improper conduct. 
 
• Control your behaviour in body language, feelings and expression. 
 
• In conversation with the person being confronted use expressions such as: 
 

o "I know you have a problem", "I know you are upset", "I believe you when 
you say something is wrong". Keep your voice at a calm, even pace.  

 
These expressions will show that you have some affinity with the person and his/her 
position. 
 
• Always consider if you need further assistance from a colleague, if the person 

becomes abusive in their language or behaviour they should be asked to leave 
immediately  

 
(remember to refund their stake money). If they refuse to leave then 
assistance from  management or the police should be sought. 
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PREVENTING STAFF FROM BEING ABUSED 
 
Under no circumstances should a member of staff put themselves at risk with an 
abusive customer.  If the following of the guidelines above has failed in calming a 
customer or the customer refuses to leave the premises when asked a manager 
should be called.  If the customer is still aggressive and still refuses to leave the 
premises then the police should be called.  
 
At no time should a member of staff intervene physically in the removal of an 
individual from a site.  All incidents should be fully recorded on the IHL Smart Tablet 
Incident log. 
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Keeping crime out of gambling 
 
 

Whilst crime is considered ‘low/medium risk’ in our 
business, we have to be mindful of the fact crime 
still exists and our venues could be considered as a 
target for money laundering gained from the 
proceeds of crime and terrorist financing, i.e. drug 
money, the use of TITO technology to conceal ‘fake 
notes’, life style and spending habits.  
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The Company’s written complaints procedure is available as a separate leaflet. 
Cashino venues operate a 4 stage complaints procedure as below. 
 
If you receive a visit from the Gambling Commission/Local Authority they may ask 
you who our Alternative Dispute Resolution (ADR) provider is so ensure you know the 
answer – see details below. 

 
 
 

 
 

Stage 1 – Duty 

Manager 

 
Stage 2 – Area 

Manager 

Stage 3 – 
Operations 
Director 

Stage 4 – 
Alternative 
Dispute 
Resolution (ADR) 
Alternative 
Dispute 
Resolution (ADR) 
provider is IBAS -  
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At MERKUR, we aim to provide our customers with the very best high street 
venue experience. We appreciate that sometimes things may not meet our 
high standards. 

Our teams in venue will aim to resolve the issue for you there and then. We 
have a four stage process to resolve your issue.

Stage 1:  In the first instance your issue will be escalated to the Duty 
  Manager to discuss with you. 

Stage 2:  If the Duty Manager is unable to resolve the issue, they will 
  advise you of this and the matter will be referred to the Area 
  Manager for action. We understand a timely response is 
  essential to your experience and our aim is to contact you 
  within 7 days.
  
Stage 3:  If the matter requires further attention, it will then be 
  referred to the Operations Director. We hope at this point we 
  can reach a satisfactory outcome and you can continue to  
  enjoy our venues. 

COMPLAINTS 
& DISPUTES 
POLICY
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Stage 4:   If your complaint is solely relating to betting or gambling 
    activity, and after our internal complaints process you are 
    unhappy with our resolution, you can submit in writing to the 
    independent third-party alternative dispute resolution 
    provider: IBAS (Independent Betting Adjudication Service).

     IBAS (Independent Betting Adjudication Service)
     P.O.Box 62639
     London
     EC3P 3AS

If you wish to contact us directly, the quickest way to do this is via our online 
Customer Care: 

                                                https://customercare.merkurcasinouk.com/

Here you can find help if anything has a�ected your experience, submit 
feedback, and manage the status of your complaint. 
Alternatively, you can reach us:
    •  In writing:
      Customer Care,
      MERKUR Casino UK,
      Seebeck House,
      1A Seebeck Place,
      Knowlhill,
      Milton Keynes,
    MK5 8FR
    •  By phone: 
      01908 351265 (Please note this an automated  
      phone service)

Version 2.0
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POLICY 

 
The Company recognises its responsibility and obligation to comply with the 
Licensing Objectives of the Gambling Act 2005 and the Licence Conditions and Codes 
of Practice.  
 

COMPLIANCE 
 
All advertising and marketing by the Company complies with standards set by the 
Committee of Advertising Practice (CAP) and the Broadcast Committee of 
Advertising Practice (BCAP). 
 
We adopt the general principles that our advertising is: 
 

▪ legal, decent, honest and truthful. 

▪ prepared with a sense of responsibility to consumers and to society. 

▪ respectful to the principles of fair competition generally accepted in business.  

▪ not intended to bring advertising into disrepute. 

 
Specifically we ensure that: 
 

▪ advertising contains nothing that is likely to lead people to adopt styles of 
gambling that are unwise. 

▪ advertisements and promotions are socially responsible and do not encourage 
excessive gambling. 

▪ care is taken not to exploit the young, the immature or those who are mentally 
or socially vulnerable. 

▪ advertisements are not directed at people under the age of 18 years through 
the selection of media, style of presentation, content or context in which they 
appear. No medium is used to advertise gambling if more than 20% of its 
audience is under 18 years old. 

▪ persons shown gambling are not, nor do they appear to be, under 25 years of 
age. 

▪ there is honesty at all times with regard to the chances of winning, the 
likelihood of a big win, and the odds or payout ratio that applies to the 
gambling on offer. 

▪ advertising and promotional material carries a reference for the need to keep 
gambling under control. 

▪ it is never suggested or implied that gambling is a means of getting out of 
financial difficulty. 
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MARKETING AND PROMOTION 
 
Any incentive or reward scheme or other arrangement under which the customer 
may receive money, goods, services or other advantage (including the discharge in 
whole or in part of any liability (the benefit)) the scheme is designed to operate, and 
be operated, in such a way that neither the receipt nor the value or amount of the 
benefit is: - 
 

A. dependent on or calculated by reference to the length of time for or the 
frequency with which the customer gambles or has at any time gambled. 

B. dependent on the customer gambling for a pre-determined length of time or 
with a pre-determined frequency. 

 
If the value of the benefit increases with the amount the customer spends it does so 
at a rate no greater than that at which the amount spent increases. Incentives and 
rewards are proportional to the type and level of the customer’s gambling. 
 

PROCEDURE 
 
All Marketing and Promotions must be compliant. 
 
All Marketing and Promotional activities must be approved by one of the following 
Managers relevant to the site. 
 
For Bingo Sites 
 

• Operations Director 

• General Manager 

• Marketing Manager  
 
For AGC’s 
 

• Operations Director 

• Marketing Manager  
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POLICY 
 
The Company recognises its responsibility and obligation to comply with the 
Licensing Objectives of the Gambling Act 2005 and the Licence Conditions and Codes 
of Practice. It is illegal for any person who is under 18 years of age to be permitted 
entry to any Licensed Premises. 
 
 

PROCEDURE 
 

• It is a matter of gross misconduct if a member of staff knowingly allows entry 
by any person who is under the age of 18 years to our Licensed Premises. 
 

• Any person known to be under 18 years of age will be refused entry. 
 

• Any person who appears to be under 25 years of age, and who has not 
previously provided satisfactory proof to the contrary, is challenged at the 
point of entry or when it comes to the attention of staff. Members of staff 
are trained to ‘think 25’. 

 

• If the person admits to being under the age of 18, they are refused entry. 
 

• Should they claim to be 18 or over and there is still doubt, satisfactory proof 
of age is requested and has to be provided before entry is allowed. If at any 
time there is suspicion of forged documents these incidents will be recorded 
and reported. 

 

• Proof of age documents must contain a photograph from which the individual 
can be identified; state the individual’s date of birth; be valid, and legible. It 
should bear no visible signs of tampering or reproduction. Acceptable forms 
of identification include those that carry the PASS logo (e.g. Citizen card, 
Validate and the Government’s own Connexions card); a driving license 
(including a provisional license) with photograph, or a passport and military 
identification cards. 

 

• Where there is still doubt and the person cannot produce proof of age, they 
are advised that they will not be permitted to enter until such time as they 
provide such proof. 

 

• They will be shown, have explained to them, and be given a ‘proof of age card’ 
application form or offered an explanation on how to apply for a card. 

 

• Should the person then refuse to leave, they are advised that the age 
restriction is a legal requirement. 
 

• If they still will not leave, the Duty Manager is immediately contacted to take 
over the situation. 
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• Any attempts by under-18s to enter the premises or designated area(s) are 
brought to the attention of the Duty Manager immediately and recorded as 
an entry on a IHL SMART Tablet. Details of entry to include date, time, identity 
of the individual if known - or detailed description if unknown – member of 
staff dealing, action taken, the outcome and measures put in place to prevent 
a re-occurrence.  

 

• Service is refused in all circumstances where any adult is accompanied by a 
child or young person. 

 

• All gaming machines, other than category ‘D’ machines, are inscribed with a 
notice prohibiting play by persons under the age of 18 years. 

 

• Stakes are returned to under-18s attempting to gamble in an adult-only 
environment, and under-18s are not allowed to retain any prize. 

 

• Consideration will be given to permanently excluding from our Licensed 
Premises any adult who has previously and repeatedly attempted to gain 
entry when accompanied by a child or young person or, should entry have been 
gained, if the offence was committed knowingly or recklessly. 
Notwithstanding, that adult shall be required to stop gambling immediately 
and told to leave the premises. 

 

• In instances where a child or young person repeatedly attempts to gamble on 
premises or in designated area(s) restricted to adults, or where repeated oral 
warnings have been issued, consideration will be given to reporting the matter 
immediately to the Gambling Commission and, where appropriate, police or 
local education welfare department. 

 

• Consideration is to be given to reminding customers of their parental 
responsibilities and to assess whether there is a need to develop procedures 
for dealing with young or otherwise vulnerable children left unattended in the 
vicinity of our premises. 

 

• Members of staff are trained as part of their induction process in the 
understanding of, and the strict adherence to this policy and accompanying 
log. 
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Protecting children and vulnerable 
people from being harmed or 

exploited by gambling 
 
 

We have a duty of care to ensure children and 
young persons do not enter our premises, which 
are strictly for OVER 18’s only. As a company we 
operate a ‘Think 25’ policy and ID checks are carried 
out if we suspect a person is under 18.  Ensuring we 
protect people who may be ‘at risk’ from gambling 
and protecting them from harm, customer 
interaction and helpful advice is vital to ensure we 
promote our business in a socially responsible way.   
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POLICY 
 
The Company recognises its responsibility and obligation to comply with the 
Licensing Objectives of the Gambling Act 2005 and the Licence Conditions and Codes 
of Practice. 
 

COMPLIANCE 
 
It is an offence for children (under-16s) and young persons (those aged 16 and 17) 
to be engaged, or permitted to be engaged in: - 
 

• Providing facilities for gambling. 
 

• Performing any function (including cleaning) in connection with a gaming 
machine at any time. 

 

• Carrying out any other function on the Licensed Premises, whether directly 
employed or not, whilst any gambling activity is being carried on in reliance on 
the premises licence. All relevant staff, including children and young persons, 
employed by this Company have been trained about the laws relating to 
access to gambling by children and young persons. 

 
 

IT IS STRICT COMPANY POLICY THAT: - 
 

• Children and young persons are not employed to carry out any work in an 
adult-only area of family entertainment licensed premises at a time when any 
gambling is taking place. 

 

• Gaming machines sited in Licensed Premises are turned off if children and/or 
young persons are working on the premises outside the hours when the 
premises are open for business. 

 

• Due diligence is given to verifying the age of all new members of staff where 
there is reason to doubt authenticity of birth dates supplied. 
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REMEMBER reporting an Interaction is NOT the same as reporting an 
Incident.  An Interaction is a conversation with a customer in regard to 
their gambling behaviour. 
 
 

POLICY 
 
The Company recognises its responsibility and obligation to comply with the 
Licensing Objectives of the Gambling Act 2005 and the Licence Conditions and Codes 
of Practice listed under the Social responsibility code provision 3.4.1. 
 
The Company makes use of all relevant sources of information to ensure effective 
customer interactions in particular, to identify at-risk customers who may not be 
displaying obvious signs of problem gambling.  
 
If members of staff have concerns that a customer’s behaviour may be related to 
having problems with gambling, the Duty Manager should be informed at the earliest 
available opportunity. 
 
The Duty Manager is required to observe the individual and make a judgment as to 
whether it is appropriate to suggest to the customer that they might want to be 
provided with information regarding where they can seek professional advice about 
the nature of their gambling activity, or to discuss other options. 
 
New Customer interaction – formal guidance was introduced by the Gambling 
Commission 31st October 2019. A copy is available to read in this section of your 
Compliance folder.  
 
Customer interaction consists of the following 3 parts: 
 

 
PROCEDURE 
 
PART 1 - Identify and observe – behaviour or activity you have spotted or something 
the customer tells you. 
 
PART 2 - Interact and take action - contact to prompt the customer to think about 
their gambling, for you to find out more, and an opportunity for you to offer 
information or support. 
 
PART 3 - Evaluate and record the outcome – what you or the customer did next. In 
some cases, you may need to monitor the customer’s gambling to spot any change 
which may prompt further action. 
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The above 3 parts may include the following: 
 

• Behaviors may include intense mood swings, aggression, hysteria, remorse, 
excessive ATM use, excessive time and money spent, damage to property, 
violence or the threat of violence to staff or other customers. 

 

• Staff are aware of where customers can be directed for confidential advice 
should they be approached by them for help or when they identify signs of 
gambling harm. This Includes the Staying in Control information leaflet which 
includes GamCare Helpline details and the Playright App to control their 
spend/time.  
 

• Members of staff are trained to guide customers through the process of self-
exclusion if they consider a customer is at risk and/or where a customer 
requests self-exclusion information, this will be fully explained and T&C’s 
provided to the customer.  
 

• The Duty Manager may give consideration to refusing service or barring the 
customer from the premises and, in extreme situations involving aggressive 
behaviour, contact police for assistance.  Any interaction that results in an 
incident of this type, whether police attend or not must be recorded on the 
SMARTIncident App on IHL tablet. 

 

• All venue staff should be aware of those customers that are frequent visitors 
or deemed to be regular players.  Monitoring and interaction needs to take 
place with these customers during their visits.  An interaction may lead to the 
Duty Manager having to intervene or take appropriate action, possibly using 
the Machine Administration Reconciliation System (MARS), which provides the 
data to review the spend/play on most machines, for those customers 
deemed to be potentially at risk.  Appropriate action would then be taken on 
a player by player basis. 

 

• If the customer refuses such information and continues to behave in a 
manner which could reasonably be considered to be disruptive or puts the 
staff or other customers in potential danger, the Duty Manager will implement 
the Company’s procedures for dealing with antisocial situations. 

 

• All Customer Interactions must be logged on the IHL SMART Tablet. 
 

• Members of staff are trained as part of their 3 month induction process in the 
understanding of, and the strict adherence to this policy and accompanying 
logs.  
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POLICY 
 

Whilst most customers are able to enjoy and manage their gambling, MERKUR Slots 
recognises it has a duty of care to those who struggle to manage their gambling and 
may be experiencing harm from gambling . Accordingly, we provide a self–exclusion 
facility for those customers that wish to request an exclusion for a fixed period of 
time, which is for a minimum of not less than 6 months, nor more than 12 months, 
with the customer, on request, having the option to extend one or more periods for 
a further 6 months each. 
 

Self-exclusion social responsibility code provision 3.5.1 is a condition of our 
Operating Licence under the Licence Conditions and Codes of Practice – (LCCP). New 
regulations were implemented by the Gambling Commission (LCCP Self-exclusion 
3.5.1) and as from 6th April 2016, all gaming operators must be part of a multi 
operator self-exclusion scheme, referred to as MOSES.   
 

If a customer wishes to self-exclude this can be actioned immediately by a member 
of the MERKUR Slots venue team via the SMARTExclusion App on the IHL Tablet.  
 
Please note: you will need a Wi-Fi connection in order to access the IHL SMART Tablet. 
 
 

PROCEDURE - Using the SMARTExclusion Tablet 
When a customer has requested that they wish to be refused entry to our premises, 
the customer and the member of staff will formally acknowledge and document 
their request on the SMARTExclusion tablet.  For further information please refer to 
the “SMARTExclusion User Guide” available at the venue. 
 

Self-exclusion is sector specific:- 

• AGC Licensed Premises  - 0.25km – 1km exclusion zone 

• BINGO Licensed Premises ‘Traditional Bingo Clubs’ – National exclusion zone 

• BINGO Licensed Premises ‘High Street’ - 0.25km – 1km exclusion zone 
 

Therefore, you need to know what type of Premises Licence you hold at your venue. 
It will either be ADULT GAMING CENTRE PREMISES LICENCE (AGC) or BINGO PREMISES 
LICENCE - the premise licence is displayed on the Information Board.  The tablet is 
set up to select your sector type by default, either AGC or BINGO. You will need to 
explain to all customers who wish to self-exclude, that it is sector specific and that 
they need to visit other establishments in their local area if they frequent other 
premises operating Bingo, AGC, Licensed Betting Shops and Casinos licenses in order 
for them to self-exclude from ALL gambling  premises.  
 
Please Note: the staff member dealing with the self-exclusion process should make 
the customer aware that if they self–exclude from a Slots Venue with a Bingo 
Premise Licence, they will be self-excluded from all Traditional Bingo clubs in the UK.  
 
The customer must be Informed that this self-exclusion does not Include MERKUR 

Slots on-line (MERKURslots.com or MERKURcasino.com). The above is detailed in the 

Self-exclusion Terms & Conditions - the customer will receive a copy upon activation 
of their self-exclusion - a copy of these are held in the Compliance and Social 
Responsibility Manual. 
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The customer will be asked to assist us in applying the exclusion by allowing you to 
take an up-to-date photograph. The SMARTExclusion tablet has a built-in web cam 
for this purpose. You will be prompted by the on-screen instructions when to take a 
photo of the customer during the self-exclusion process.  A photo is a mandatory 
requirement. The photo should be taken of head and shoulders and must be forward 
facing - please ensure the background is light so the image is clear. Do not use a 
photo of a photo or ID document. 
 
The member of staff will confirm the customer’s exclusion for a minimum period of 
not less than six months, nor more than 12 months. 
 
It must be made clear to the customer that they may not revoke the self-exclusion 
during this time and that they are entering a voluntary agreement. 
 
Once the customer has entered their electronic signature on the tablet and the self-
exclusion is confirmed, the information will be retained on the tablet at the venue 
and an electronic notification will be sent to other relevant licensed premises. 
 
Any customer held on our membership system that chooses to self-exclude with be 
removed from all marketing activity during their self-exclusion period. 
 
A photo gallery is available to view for ease of identifying customers who have self-
excluded in the local area from any operator and includes your venue within the 
selected radius. Milton Keynes Head Office will automatically be notified of all self-
exclusions.  
 
Please note on the photo gallery,  

• Exclusions which are live have no coloured border. 

• Exclusions which are in the 6 month ‘cooling off’ period have a RED border. 
These photos will remain on the tablet for 6 months. If the customer does not 
return to gambling within the 6 months period the photo will automatically 
disappear and be archived (with the exception of Traditional Bingo Clubs who 
retain the details for a longer period of time unless the customer reinstates). 

• Exclusions in the 24 hour ‘cooling off period have a BLUE border. This will be 
visible for customers who have reinstated and wish to resume gambling and 
will disappear after the 24 hour period. 

 
If a customer tries to enter a relevant gaming premises during a self-exclusion 
period, this is classed as a breach and details should be recorded on the tablet by 
selecting the customer photo and selecting the Report Breach button   
 
 
When the self-exclusion period ends, a customer has the option to return to 
gambling. The customer should return to the venue where they originally self-
excluded from to complete the re-instatement process on the tablet.  This button 
will be visible on the tablet only after the end date of the self-exclusion period.  
 
 
 
If a customer wishes to extend their self-exclusion period for a further 6 months, 
they may do so by selecting the button on the tablet.  
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SELF EXCLUSION PROCEDURE FLOWCHART 
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For full operating instructions for the SMARTExclusion tablet please refer to the 
SMARTExclusion User Guide available in the Compliance Manual at your venue. 
 
 

Self-exclusion breach 

Any incidents of self-excluded customers identified as 
entering the premise during their self-exclusion period must 

be recorded on the SMARTExclusion as a breach and the 
customer must be asked to leave the premise. 

Customer wishing to re-instate 
after self-exclusion has expired 

Customers wishing to resume gambling after a period of self-
exclusion must be offered support and advice should they 

choose to re-instate. They must return to the venue in which 
they originally self-excluded to complete the re-instatement 

process with a member of staff who will conduct an interaction 
and guide them through the re-instatement process.  

Once the re-instatement has been processed the customer 
enters a 24 hour cooling off period. Information will also be 

provided on how to extend the self-exclusion period should they 
wish to do so. 

Self-exclusion extension 

Customers wishing to extend their self-exclusion upon expiry 
can do so by requesting an extension for a further 6 months. 

316
318



 
 
 
 
STAFF TRAINING 
 
For staff training purposes follow the instructions on the tablet and enter the 
following details on New Exclusion – Contact Details page: 
 
First Name: dummy 
Last Name: test 
 
You do not need to take a photo of a person, just point the camera to the floor and 
take the photo. All test entries will automatically get archived once a week from the 
database. 
 
 
SMART Tablet malfunction 
 
If for any reason your SMART Tablet is unavaible for use due to malfunction please 
contact IT Support immediately who will investigate and resolve the issue. 
ITSupport@MERKUR-casino.com 
 
Should a customer wish to self-exclude and your tablet is not available due to 
malfunction please complete the Manual Self-Exclusion request form with the 
customer and send immediately to Amanda Kiernan, Head of Compliance who will 
contact the customer for an image and ID Verification to activate the self-exclusion.  
 
SMART Tablet theft – please contact IT Support immediately who will ensure the 
tablet is deactivated and a replacement arranged. 
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MANUAL SELF-EXCLUSION REQUEST FORM    (Only to be used should the SMART Tablet malfunction)  
 
 
Site Name:  ……………………………………………………………………………………………………….. 
 
Site Address:  ……………………………………………………………………………………………............. 
 
Customer Name:  ……………………………………………….……………………………………………………….                 
 
Customer Date of Birth: ……………………………………………………………………………………………………….. 
 
Customer Address: ……………………………………………………………………………………………………….. 
 

………………………………….……………………………………………………………………. 
 

……………………………………………………………………………………………………….. 
 

Customer Mobile Number:  ………………………………….…………………………………………………………………… 
 
Customer Email Address:    ………………………………….…………………………………………………………………… 
 
Start Date:   …………………………………………………………………………………………………………   
 
 
I request that I be refused entry to the following MERKUR SLOTS venues: 

……………………………………………………………………………………………………………………………………………………….... 
 
……………………………………………………………………………………………………………………………………………………….... 
 
……………………………………………………………………………………………………………………………………………………….... 
 
……………………………………………………………………………………………………………………………………………………….... 
 
 
for a period of 6 or 12 months* (Customer to specify) *………………………………………………… (minimum six months/maximum 12 months) 
from the date of signing and acknowledge that I am not allowed to rescind my self-exclusion during this period. 
 
I understand that I will be contacted within 24 hours to provide a photograph of myself and further ID verification for GDPR 
purposes to enable the self-exclusion to be activated.  
 
 
Signed  : ……………………………………………............................. (Customer)            Date: ………………….................................... 
 
Witnessed : …….…..…………………………………….……………………… (Duty Manager)           Date: ..………………….................................. 
 
 
Upon completion of the above verification this self-exclusion application will be entered onto our IHL SMART Exclusion system 
and the Terms and Conditions of the self-exclusion agreement will be sent directly to confirm activation. 
 
You will be contacted within 24 hours by a member of the Compliance department to complete your self-exclusion if you 
have not been contacted within 24 hours contact us via MERKUR Customer Care 
https://customercare.merkurcasinouk.com/index.php  
 
Once the term has elapsed (minimum 6 months/maximum 12 months), the customer needs to inform the Duty Manager that 
they wish to re-instate. The customer must then wait a further 24 hour period before they are permitted to gamble. 
 

 
OFFICE USE ONLY  
 
Instructions:  To be completed by the Duty Manager:  
 

• Hand a copy of this completed form to the customer 

• Scan/email a copy to the Head of Compliance  

• DO NOT obtain photographs or retain copies of ID documentation 

• The original copy must be retained securely then shredded once Self-Exclusion is active on the SMART Tablet 
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SOCIAL RESPONSIBILITY & CODES OF PRACTICE PREMISES LOGS 

 
Age Verification app - all ID checks for customer(s) you suspect being under the age 
of 25 are to be recorded on the tablet (remember we operate a Think 25 policy). 
 
 
SmartINTERACTION app - If you are approached by a customer, or you instigate a 
conversation with regards to “AT RISK” customers who may have a gambling problem, 
if you offer “Staying In Control” Leaflet, and discussions regarding self-exclusion,  you 
need to record the incident on the tablet. 
 
 
SmartINCIDENT App – the app should be used to record all incidents types 1-6 as 
listed below. You can view this information by selecting “View Incidents” and “incident 
Type” on the tablet. 
 
Listed below are the incident types on the tablet. Further information can be 
recorded by selecting the drop down box. 
Incident Types: 

1. Incident relating to aggressive behavior 
2. Incident relating to barred or previously barred customer 
3. Incident relating to alcohol 
4. Incident relating to drugs 
5. Incident relating to disturbance inside / outside / near premises 
6. Venue Staff Training (Training Only) 

 
 
SmartEXCLUSION On the IHL tablet, to be completed if a customer wishes to self-
exclude. Ensure all staff check the tablet daily at the start of each shift to familiarise 
themselves with any new photos which will appear in the top left hand corner of the 
photo carousel for new self-excluded customers, as the tablet will update 
automatically each day! Please refer to the Self Exclusion Policy page 7.4 in the 
Compliance folder for staff training information. 
 
A copy of all User Guides for the tablet are available in your Venue Floor Folder for 
reference purposes.  
 
You can also view and download these documents on Upskill > Knowledge Base > 
Categories  
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The law states that licensees must only accept Identification which: 
 
1. The ID contains a photograph from which the Individual can be identified  
2. Clearly states the Individuals date of birth 
3. Is valid 
4. Is legible and has no visible signs of tampering or reproduction 
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Introduction to e-learning 
 

 

All your e-learning sits in your ‘Virtual PA’ and you access it through the e-learning 

tile as below: 

 
EVERYONE who works in one of our venues, (Merkur Slots) must complete various 

training modules to ensure they understand our industry and area of compliance.  

  

You will have an element of e-learning and various modules to complete every day 

during your first two weeks of your induction.  

 

We know this looks a lot, but you must understand the ethos of the Gaming 

Industry, that compliance is a legal requirement and how it is used day to day in 

your role and your venue. 
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BEFORE YOU CAN START TRAINING OR WORKING IN 

VENUE YOU MUST COMPLETE YOUR COMPLIANCE 

TRAINING! 

 

LOG IN TO THE 

INFORM 

PEOPLE SYSTEM  

 

 

 

 

SELECT THE 

e-LEARNING 

TAB  
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Complete these three courses: 

 

 

 

 

 

 

 

 

 

 

 

        Safeguarding Children  

And Vulnerable People  
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CCTV & Security 

 
When working in the venue you need to have full awareness and understanding of 

all security policies, ensuring they are adopted at all times, as this will have an 

impact on your safety, our customer's safety, and the security of our venue. 

CCTV is an essential tool to help prevent crime and capture those responsible for 

breaking the law. In a business where cash is being transferred continuously 

between customers, machines and employees, it is important for the safety of 

employees and customers, that all areas of the venue are covered by CCTV at all 

times. 

 

 

 

 

 

 

 

                  Please refer to the Operations Manual for all security full policy 

 

Your training buddy will help bring all security policies to life with you in the 

venue. 
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           Module 3- Gaming machines 

          
 

 

 

 

 

 

 

    

                   

                   Please ensure you tick off each of the above bullet points that you have completed 

 

  

 

 

 

 

 

 

 

 

 

 

o Know how many machines you can have in 
venue   

o Understand the different machines category’s   
o Gain knowledge on our product & brand   
o How our machines should be presented    
o Know how to report any faults   
o Know how TiTo works, within the venue  

    Modules covered          e-learning to complete        Policies to read 

o Introduction 
o TiTo 
o Product & Brand Knowledge Possibl
o Cleaning Gaming Machines 
o Machine Maintenance &  

Fault reporting 

o Essentials of 
compliance  

o Safeguarding the vulnerable 
o Age Verification 

 
         above completed at Induction 
 
 
 

o CS9/01 Machine Presentation 
- section 2 

o M01/01 Machine Breakdown 
-section 4 

o M02/01 Venue Presentation 
- Section 4 

o M03/01 Ticket Refill Policy 
 - Section 4 
  

Once this module is completed successfully, you will have achieved the skills                 

required to carry these tasks: *Please ensure you tick off each task that you have completed, when you feel 

comfortable you can perform them in venue 
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                  Gaming Machines  

In your venue, you will see there are several different types of machines.  

These range from 10p to play to £2 to play and dependent on which 

machine the customer is playing, up to a maximum of £500 Jackpot win. 

  

You should familiarise yourself with the different types of machines so you 

can advise customers, explain the workings and start to become an expert 

on machines – after all, they are our ‘product’! 
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Gaming Machines   

Did you know? 

All Gaming establishments require a premises licence to run gambling activities. This will be 

located on the Information Board, near to the front entrance. 

 

An AGC can comprise a mixture of the entire machine categories; however, the ratio of B3 

cabinets to all the other categories cannot exceed TWENTY PERCENT.  

 

For example, an AGC operating with Ten B3 Cabinets must have 40 Cat C/and Ds to operate 

legally 

 

 

 

 

The following notices are a requirement by law to be displayed on all Gaming Machines in the 

venue. This can be on the screen of the machine or displayed on a sticker affixed to the cabinet 

  
 No under 18’s to Play 
 Gamble Responsibly (Gamcare UK Helpline 0800 8020 133) 
 Minimum Percentage payout 
 Machine Category – (either Legacy or Non-Legacy) 

 

£2 max - £500 win 

£1 max - £100 win 

20p max - £10 win 

10p max - £5 win 
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Ticket in Ticket out Machine (TiTo) 
 

Ticket in Ticket Out is a very simple concept and has been introduced throughout the Merkur 

estate. This has now given us a system that provides full data retrieval and a cashless solution, 

which assists all departments in the day-to-day running of the business. 

  

All manufacturers conform to the GBG (Gambling Business Group) ticketing protocol, which 

allows the player to transfer winnings from machine to machine easily and conveniently. In 

essence, TITO offers a simpler, efficient, and impartial playing experience. 

  

The real advantage from an operational perspective is the reduction of cash handling by 

automating the manual processes, such as hand pays and floating hoppers with cash. This in turn 

means more time freed up for customer service. 

 

Whilst a lot of our estate uses Ticket in Ticket out (TiTo), we do still have machines that follow 

the manual processes. This means that the Gaming Machines will have an agreed float within 

them. The float will need to be topped up; this is called the refill process. During the collection 

process, this machine will need to be emptied of all cash, and then the agreed float put back into 

the machine. If these machines are within the venue you are training in, the training manager 

will go through this process with you. 

 

 

Please refer to MARS Manual for guidance   

 

 

As the technology of our machines is advancing, we need to take advantage of this, with how we 

operate. We want to reduce and minimise risk to our business, and this can be with 

inappropriate use of tokens, counting errors before and during the collection, and any other 

associated errors that can occur collecting tokens. 

 

A Ticket in Ticket Out Machine will in turn minimise time spent on collection, collecting tokens, 

and issuing tokens, meaning our teams will be able to spend more time focusing on the whole 

customer experience within our venues. 

 

We also want to minimise the risk of cross contamination within our venues and minimising the 

need to recycle tokens will help with this.  
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               Please ensure you tick off each of the above bullet points that you have completed 

 

 

 

  

 

 

 
 

 

 

 

 

 

 
o Understand how to play bingo       

o Know how to play the G-Tab       

o Understand how to account for the G-Tab       

       

     

       Topics covered          e-learning to complete        Policies to read 

o How to Play Bingo 

o How to use the G-Tab 

o How to Account for the G-tab 

 

 

 

 

 
 

 
 

 
  

Once this module is completed successfully, you will have achieved the skills                 

required to carry these tasks: *Please ensure you tick off each task that you have completed, when you feel 

comfortable you can perform them in venue 

 
o GTab Bingo Manual  
o GTab Manual  

 
 

 

 

 

 

                                        G-Tab 

As technology progresses, we can increase our choice of product and content to our 

customers. 

One product we use is the G-tab, some venues will have gaming machine content only (G-
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How to Play Bingo? 
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If you are one of the venues that have a bingo license, then it would be helpful to understand 

how to play bingo, so you can feel comfortable explaining this to a customer should they ask. 

Let’s take a look at the classic 1-90 bingo game 

1. One line - where one line of 5 numbers matches the numbers called 

 
2. Two-line – where two lines of 5 numbers matches the numbers called 

 

 

3.  Full House – where all three lines, 15 numbers matches the numbers called  

            

 

To win in any of these combinations, the last number called must be part of the winning 

sequence. 

Let’s take a look at the 1-80 bingo game (rainbow bingo) 

1. One line - where one line diagonal, vertical or horizontal of 4 numbers matches the 

numbers called 

   

 

 

2. Full House – where all 4 columns, 16 numbers match the numbers called 

If the Venues with Bingo Licenses are unable to offer bingo due to technical faults. You should 

have on-site rainbow bingo tickets. These must be offered at no cost to customers at times 

you have agreed with your area manager, it is recommended that you play for a full house for 

£5. 

Please email marketing –marketing@merkur-casino.com– for the rainbow bingo tickets and 

instructions 

G-Tab How to play 
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Your training buddy will now demonstrate the G-Tab tablets, including the products are 

available on the tablets within your venue, (bingo/non bingo). 

Please refer to the manufacturer's guide. 

 

 

 

 

 

 

 

G-Tab accounting 

Each day you will need to account for the G-Tab, this should be done at the start of the next day. 

You will now observe and practice a G-tab daily collection with your training buddy. 

You will be able to observe the full accounting procedures during the final collection (this is 

covered in another module). 

Please refer to the G-Tab user guide which can be found on the Cash & Bank system. 

 

 

       

 

Module 6- Systems and paperwork 
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                   Please ensure you tick off each of the above bullet points that you have completed 

 

 

 

 

 

 

 

 

 

 

 

  
 

 

 

o How to use the Compliance Logs   
o How to use the Smarthub (previously referred to 

as IHL) tablet    
o Understand the Licensing objectives and your 

role in meeting the objectives   
o Understand the main acronyms used     
o Know how to use customer information   
o Can identify a vulnerable person  
o What to do with Tito Tickets 
o Understand what personal data is and how and 

when it should be stored and destroyed    

    Modules covered          e-learning to complete        Policies to read 

o Understanding different logs 
o Acronyms & Abbreviations 
o Licensing objectives  
o Possible more YGAM  
o GDPR 

o Essentials of 
compliance  

o Safeguarding the vulnerable 
o Age Verification 

 
        *above completed at Induction 
 

o CM1/01 Compliance Policy 
             - Section 6 

o GDPR on knowledge base 
o Document Retention policy   

Please ensure you have read 
the Compliance and social  
responsibility folder in venue 

 

 

 

Once this module is completed successfully, you will have achieved the skills                 

required to carry these tasks: *Please ensure you tick off each task that you have completed, when you feel 

comfortable you can perform them in venue 

 

 

                                  Compliance  

When we think Compliance it can be very daunting and scary as we don’t want to make 

mistakes and get it wrong.  Generally, compliance means adhering to a rule, such as a 
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You will have already completed the 3 compliance E-learning Courses: 

 

 

 

 

 

 

 

 

 

 

 

 

Compliance – Understanding the Different Logs  

o Essentials of Compliance and Social Responsibility  

o Age Verification  

o Safeguarding Children and Vulnerable People  
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SCHEDULE 2 Regulations 10 and 11

Conditions attaching to bingo premises licences

PART 1
Mandatory conditions attaching to bingo premises licences

1. A notice stating that no person under the age of 18 years is permitted to play bingo on the
premises shall be displayed in a prominent place at every entrance to the premises.

2. No customer shall be able to enter the premises directly from any other premises in respect of
which one of the following permissions has effect—

(a) a casino premises licence;
(b) an adult gaming centre premises licence;
(c) a betting premises licence other than a track premises licence; and

3.—(1)  This paragraph shall apply where children or young persons or both are permitted by
the licence holder to enter the premises, and Category B or C gaming machines are made available
for use on the premises.

(2)  Any area of the premises to which category B and C gaming machines are located—
(a) shall be separated from the rest of the premises by a physical barrier which is effective to

prevent access other than by an entrance designed for the purpose;
(b) shall be supervised at all times to ensure children or young persons or both do not enter

the area; and
(c) shall be arranged in such a way that ensures all parts of the area can be observed by the

persons mentioned in sub-paragraph (3).
(3)  The reference to supervision in this paragraph means supervision by—

(a) one or more persons whose responsibilities include ensuring children or young persons or
both do not enter the area; or

(b) closed circuit television which is monitored by one or more persons whose responsibilities
include ensuring that children or young persons or both do not enter the area.

(4)  A notice stating that no person under the age of 18 years is permitted to enter the area shall
be displayed in a prominent place at the entrance to any area of the premises in which Category B
or C gaming machines are made available for use.

4.—(1)  In the case of a charge for admission to the premises, a notice of that charge shall be
displayed in a prominent place at the principal entrance to the premises.

(2)  In the case of any other charges in respect of gaming, a notice setting out the information in
sub-paragraph (3) shall be displayed at the main point where payment for the charge is to be made.

(3)  The notice in sub-paragraph (2) shall include the following information—
(a) the cost (in money) of each game card (or set of game cards) payable by an individual in

respect of a game of bingo;
(b) in respect of each game card (or set of game cards) referred to in paragraph (a) the amount

that will be charged by way of a participation fee for entitlement to participate in that
game; and
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(c) a statement to the effect that all or part of the participation fee may be waived at the
discretion of the person charging it.

(4)  The notice may be displayed in electronic form.
(5)  A reference in this paragraph to a charge in respect of gaming does not include an amount

paid for an opportunity to win one or more prizes in gaming to which section 288 of the 2005 Act
(meaning of “prize gaming”) applies.

5.—(1)  The rules of each type of game that is available to be played the premises other than
games played on gaming machines shall be made available to customers within the premises.

(2)  The condition in sub-paragraph (1) may be satisfied by—
(a) displaying a sign setting out the rules,
(b) making available leaflets or other written material containing the rules, or
(c) running an audio-visual guide to the rules prior to any bingo game being commenced.

6. Any ATM made available for use on the premises shall be located in a place that requires any
customer who wishes to use it to cease gambling in order to do so.

PART 2
Default conditions attaching to bingo premises licences

1. Subject to paragraph 2, no facilities for gambling shall be provided on the premises between
the hours of midnight and 9am.

2. The condition in paragraph 1 shall not apply to making gaming machines available for use.
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