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SSA at Oakland Zoo: Alcohol Risk Management Assessment 

 

Purpose:  To consider effectiveness, efficiency, and constraints with the addition of selling alcohol 

within the Oakland Zoo. Measuring the potential controllable and uncontrollable risks associated with 

the sales and consumption of alcohol on zoo grounds. The document serves the purpose to provide 

selected controls and how to give our staff knowledge to protect themselves from illegal alcohol 

service and promote guest enjoyment consuming alcohol responsibly.  

 

The below list identifies uncontrollable risks associated with serving alcohol. As the uncontrollable 

risks are identified, selected controls and procedures have been identified to provide safe alcohol 

service. 

 

Identified Uncontrollable Risks: 

• Guest potentially over consuming and becoming intoxicated on zoo grounds  

• Intoxicated guest who become aggressive or start to act in any unsafe manner  

• Guest potentially leaving the zoo and driving intoxicated  

• Guest under the influence of another substance attempting to consume alcohol 

• Intoxicated guest attempting to interact with animals on zoo grounds  

• Potential for underage guest consuming an alcoholic beverage  

• Staff consuming alcohol while on the job 

• Receiving and storing the product  

• The natural elements of the zoo’s steep terrain and outside heat could add to exhaustion or 

dehydration while guest is consuming alcohol  

 

Here is the list of identified selected controls. Once the controls are identified, a detailed evaluation 

will map out the implementations of the controls.  

 

Identified Selected Controls: 

• Reasonable Efforts for alcohol service 

• ServSafe Alcohol training for managers and staff with certification 

• Following Safe-Service Technique: (6) Step Method to creating a safe atmosphere for guests  

• Setup and organization for proper alcohol storage under lock and key  

• Testing of pilot location with set conditions  

• Onsite Public Safety Officers and EMT’s  

• Alternative Transportation offerings for intoxicated guests 

• Assumed liability should an incident occur  

 

 

 

 

 

 

 



     

 

Service Systems Associates, Inc.     4624 Central Park Blvd., Suite 100     Denver, CO 80238     (303) 322-3031 tel     (303) 815-1698 fax 

kmssa.com 

 

Reasonable Effort  

Serving alcohol is a serious responsibility. SSA counts on our employees to properly control and 

monitor how our employees provide this service to guests. Practicing reasonable efforts will help 

protect our employees, SSA, Oakland Zoo, and our guests from legal ramifications.  

  

Here are some examples of reasonable efforts:  

✓ Training Employees: ServSafe Alcohol 

✓ Knowing California alcohol laws  

✓ Respectfully refusing service  

✓ Offering food to intoxicated guest 

✓ Politely offering non-alcoholic beverage  

✓ Calling alternative means for transportation 

 

ServSafe Alcohol Training 

“ServSafe is a food and beverage safety training and certificate program administrated by the 

National Restaurant Association. The program is accredited by the ANSI and The Conference for 

Food Protection. ServSafe Alcohol was prepared by experts who have experience with risks involved 

in serving alcohol. These experts have developed training to prepare individuals how to handle the 

risks responsibly”   

- Prior to the start of alcohol service, all SSA managers will be required to complete and pass 

the Manager ServSafe Alcohol course for alcohol sales.  

- All middle level management and cashiers will be required to complete and pass an instructor 

led course through ServSafe Alcohol. Must be completed prior to service of alcohol  

 

 Employee Responsibilities:  

✓ Obey laws prohibiting serving alcohol to minors  

✓ Obey laws prohibiting serving alcohol to intoxicated person  

✓ Check for proper identification from each person 

✓ Reporting potential unsafe activity regarding intoxicated guests 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



     

 

Service Systems Associates, Inc.     4624 Central Park Blvd., Suite 100     Denver, CO 80238     (303) 322-3031 tel     (303) 815-1698 fax 

kmssa.com 

 

 

Safe-Service Techique 

In addition to the ServSafe Alcohol Training, there are (6) steps SSA has identified to create a safe 

atmosphere for our guests and employees. These steps aim to minimize any potential problematic 

situations from arising or escalating.  

• Step 1: Greet Every Guest 

▪ Allows the server a chance to check for visible intoxication 

▪ Provides a sense of good customer service 

• Step 2: Always check ID 

▪ This is the best defense for underage sales 

▪ Card anyone who appears to be younger than the age of 50 

▪ Checking ID’s: The 5-Step Process 

✓ Ask the guest to remove the ID from their wallet or purse 

✓ Determine if the ID is valid 

✓ Ask questions about their birthdate, zodiac sign, age, etc.. 

✓ If you have doubts, ask for a second form of ID 

✓ If you still have doubts, do not serve and/or call for manager 

 

Acceptable Forms of ID 

- Valid Driver’s License 

- Valid state-issued ID card 

- US active-duty military ID 

- Passport 

• Step 3: Be Attentive 

▪ An effective bartender will scan the room for things that are out of the ordinary 

▪ Allows the opportunity to pinpoint guests that may need to be cut off 

• Step 4: Offer Assistance 

▪ Its ok to ask for help in a situation where a guest starts to create a scene or 

disturb others 

▪ Asking for help allows server to focus on other guests  

• Step 5: Make Reasonable Efforts 

▪ Take all the proper steps to prevent alcohol related problems 

• Step 6: If you’re not sure, don’t serve 

▪ Stick to your gut, even if a guest protest 

▪ Demonstrate to other guests that you’re not afraid to do what is right 

 

Identifying Visible Intoxication  

If you can tell that a person is under the influence of alcohol just by looking at them, the person is in 

fact visibly intoxicated. It is illegal to serve people that are visibly intoxicated. 

 (4) common traits of visible intoxication: 

• Vocal Traits 

▪ Slurred speech 

▪ Slow responses 

▪ Loud and noisy speech 
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• Physical Traits 

▪ Swaying or staggering 

▪ Lack of focus or eye contact 

▪ Clumsy 

• Appearance Traits 

▪ Bloodshot eyes 

▪ Droopy Eyelids 

▪ Flushed Face 

• Personality Traits 

▪ Argumentative 

▪ Aggressive or belligerent 

▪ Annoying others around them 
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Organization of Alcohol Storage  

Specific to each SSA Location, below are the guidelines to storage at Oakland Zoo.  

 

All beer and wine will be stored in the following locations. The manager responsible for stocking 

alcohol in location(s) will fill out an inventory sheet at the beginning of the shift. The inventory sheet 

will need to be signed out at the end of each shift to ensure all beer and wine was sold and minimize 

any potential tampering of product or theft.  

 Locations:  

• Food & Beverage Warehouse. Only four keys will be given to Senior Managers 

and two additional keys to Public Safety Director and Assistant Director 

o Inside the warehouse alcohol will be stored in a locked alcohol cage with 

keys only given to Senior Managers and Warehouse Manager.  

• The second floor of The Landing Café in small storage room will contain alcohol 

for The Landing Café. This office be accessed by Senior Managers and Warehouse 

Manager.  

• The second-floor cooler to The Landing Café will also receive a lock and key to 

store alcohol products.  

All locations will receive inventory “in” and “out” sheets to record product sold each day  

 

 Pilot Location Test:  

The Landing Café will be the pilot testing location for alcohol sales at Oakland Zoo. The following 

are conditions to the testing of this location:  

1. Only the service of beer and wine, no spirits will be sold per approved license  

2. All guests must present ID as outlined in above technique 

3. Sales to remain inside The Landing Café and not at the snack carts. (This condition would 

only apply during pilot testing) 

4. No food or beverage allowed on the gondola. Consumption of beer and wine allowed at 

CA Trail site. 

5. No food or drinks are allowed in the Habitarium this will keep a kid zone free of alcoholic 

beverages  

6. All guests purchasing an alcoholic beverage will only be allowed to purchase one 

beverage at a time. 

7. There will be No promotion/no deals/no discounts on an alcoholic beverage 

8. To avoid people bringing their own cans: we will be pouring every beer and wine in a cup 

9. Alcohol sales will only happen during restaurant opening hours of 10:00am to 5:30pm. 

a. Zoo opens at 9:30am and closes by 7:00pm during summer hours 

b. Winter hours are subject to change 

Measurables  

✓ Pilot testing will last 90 days in The Landing Café  

✓ SSA will measure number of beer and wine beverages sold during the 90 days  

✓ Oakland Zoo Public Safety will provide any incidents reported within the 90 

days that relate to an intoxicated guest or a guest who consumed alcohol on the 

grounds of the zoo 

✓ The number of guests compared the number of incidents will be reported 
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Once pilot testing is completed and no large risks have been observed, alcohol sales will being at 

Tuskers Café and Giraffe Snack Stand.  

 

 

Onsite Public Safety Officers and EMT’s: 

The following information clarifies the Zoo’s Public Safety Department response to and treatment of 

guests suspected of being under the influence of alcohol or suffering from related side effects. 

 

Disorderly Conduct: 

1. Guest behavior is identified (physical, appearance, or personality) as listed above.  

2. SSA or Oakland Zoo Staff to contact Public Safety (Zoo Security) via pre-assigned handheld 

radio programmed on Channel 1 to report any incident resulting from the consumption of 

alcohol.  

3. Upon arrival at the scene, Zoo EMTs/Security will meet both SSA and/or Oakland Zoo Staff 

and the suspect to ensure their health is not compromised.  

4. Zoo EMTs/Security will initiate an escort of the disorderly guest out of the zoo 

5. While escorting guest Zoo Public Safety will coordinate alternate transportation if necessary, 

to provide the suspect’s safe return home.  

  

Dehydration: 
Zoo EMTs/Security Officers are trained to recognize these signs:  

• dry mouth and skin, headache, muscle cramps, and thirst.  

•  Worsening symptoms may include dizziness, rapid heartbeat/breathing, confusion, 
seizures, and/or fainting.  Treatment usually includes having the patient slowly sip 
only water,  

However, a patient who has trouble remaining conscious, will not be given water since they are 
unable to maintain their airway.   
If this is the case, the patient will be transported to the Hospital ER for further assessment. 

  
Alcohol Poisoning: 
Zoo EMTs/Security Officers are trained to recognize these signs:  

• slow/irregular breathing rate, slow heart rate, cool, pale, or blue skin, vomiting, confusion, 
seizures, or inability to awaken.   

 
Patients usually require immediate transportation by ambulance to a Hospital ER.   
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Assumed Liability 

As part of its agreement with the Oakland Zoo, SSA has agreed to indemnify, save, and hold 
harmless for all risk and liability assumed by SSA at the Zoo.  In addition to this, SSA Liquor Liability 
insurance in the amount of $1M Per Occurrence, $2M Aggregate, with a $15M Umbrella, and has 
named the Zoo and the City of Oakland as additional insured for liquor liability in addition to general 
liability, as evidenced by the attached certificate. 

Conclusion: For the past 50 years, SSA has operated out of more than 35 accounts around the US 
with the sales and safe service of alcohol in cultural attractions. SSA serves over 25 million guests 
annually. The Oakland Zoo unit specific assessment understands the risks associated with the 
service of alcohol and has taken appropriate steps to eliminate any uncontrollable risks or 
deescalate any potential harmful situations.  
 The sale of alcohol will continue to be monitored and necessary controls will be 
implemented through SSA and Oakland Zoo Public Safety Department to ensure the safety of our 
animals, employees, and guests.  



 

 

 

 



 
17.103.030B2 and 17.103.030B3 

2. In addition to the criteria prescribed elsewhere in the zoning regulations, a land use permit for an Alcoholic 
Beverage Sales Commercial Activity located within an Alcoholic Beverage Sales license overconcentrated area 
shall only be granted, and a finding of Public Convenience or Necessity made, if the proposal conforms to all of the 
following criteria:  

a. That a community need for the project is clearly demonstrated. To demonstrate community need, the 
applicant shall document in writing, specifically how the project would serve an unmet or 
underserved need or population within the overall Oakland community or the community in which 
the project is located, and how the proposed project would enhance physical accessibility to needed 
goods or services that the project would provide, including, but not limited to alcohol; The proposed 
sale of alcohol is not only intended to be a luxury amenity to visitors, but also to enhance the Zoo’s appeal 
for having community and private events such as charity fundraisers, awards dinners, corporate events, 
private parties, etc… Oakland has a need for unique and appealing event venues. The Oakland Zoo spent 
millions on the new The Landing Café facility which lends itself to hosting events with a large outdoor 
deck and one of the most spectacular views in the entire Bay area. The sales of alcohol will enhance the 
appeal of using The Landing Café to host great events.  

b. That the overall project will have a positive influence on the quality of life for the community in 
which it is located, providing economic benefits that outweigh anticipated negative impacts, and that 
will not result in a significant increase in calls for police service; The service of alcoholic beverages is 
intended to be a luxury amenity and allow for functions such as corporate parties or charity fundraisers. 
Corporations and charities are always looking for a fun and exciting venues to host gatherings. The 
Oakland Zoo offers a unique venue with a world class facility that has a large outdoor deck with 
breathtaking views of the Bay. Many of the corporations and charities holding events there will be Oakland 
based. It will be a benefit financially to the City of Oakland to have more special events at the Zoo as the 
alcohol sales is taxable. Furthermore, corporations appreciate the ability to have events locally rather than 
having to go across the bay to San Francisco. The Oakland Zoo has a full time, highly trained public safety 
team. There is someone on duty 24 hours daily. In addition, the company that runs the concessions, Service 
Systems Associates, manages dozens of facilities across the US and has a track record of responsible 
service. Service Systems Associates has a comprehensive training program for their staff that focuses on 
not overserving as well as how to handle difficult situations.  

c. That alcohol sales are customarily associated with, and are appropriate, incidental, and subordinate 
to, a principal activity on the lot. Zoo’s and other venues such as aquariums and museums across the 
United States serve alcohol to customers during normal business hours and special events. These venues 
main focus is on the art or animal viewing and that the service of alcohol is an incidental luxury amenity. 
Notable places that currently serve alcohol in California include: 

San Francisco Zoo 
Monterey Aquarium 
Los Angeles Zoo 
Sacramento Zoo 
Fresno’s Chaffee Zoo 
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