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Case Narrative

"The zoo is too often chasing problems rather than proactively addressing public concerns," concluded the independent Association of Zoos and Aquariums (Newser 1.) On Christmas day in 2008 this statement rang true, for the first time in the San Francisco Zoo’s history, a visitor was mauled to death when a 243- pound Siberian tiger, named Tatiana, escaped his pen and pounced a young man and his enterouage. 

17-year-old Carlos Sousa Jr. was found dead, and his friends Kulbir and Paul Dhaliwal of San Jose where left pleading for their lives outside of a zoo café. Weeks later, after reports dispersed it was not only believed that the boys involved where harassing the animal, which stimulated these events, but also that the young men were denied access to safe shelter after demanding admittance and medical attention from nearby workers in the zoo’s café. 
The series of events which proceeded this affair, and lack of proper time usage (in relation to public relations) made this organizations image questionable and the general public uneasy about the park’s safety. Most importantly they were hungry for answers. Heather Wilson digs deep into this case – to exploit the usage of media coverage and reality.

Zoo’s History

A company’s past and history are vital tools to positive growth and in the San Francisco Zoo’s case, safety and preventative measures. The San Francisco zoo’s legacy dates back to 1856, the then modest venue, which was home to grizzly bears captured by, James Capen "Grizzly" Adams was located in a basement at Clay and Leidesdorff Streets. Over the course of time, along with city development, the zoo began to flourish and today it is home to the coveted “America’s Best Zoo Award 2008” (along with 60 past winner’s.) Their overall structure and growth is attributed to the SF zoo’s commitment to conservationism and San Francisco voters approval of the “Proposition C $48 million Zoo Bond” which has been used to revitalize the Zoo, and add on to “an additional $25 million that was raised privately (sfzoo 2).

Zoo’s Strengths and Weaknesses

The San Francisco Zoo has historically been a reactive organization. Specific incidents include “A koala bear kidnapping, sheep molestation by a human intruder, the breaking of a technician’s pelvis by an elephant and not to mention the ravishing of a zoo feeder’s arm, by the same tiger, who killed young, Carlos Sousa Jr. a year later. 

The ill managed incidents,  (concerning the zoo’s tigers) have been issues, which should have sparked precautionary awareness. Specific measures should have been taken to properly diagnose the cause of this tiger’s aggressive behavior. Then the animal could have been treated and isolated. More importantly removed from the facility, in order to ensure maximum safety.

The zoo has also been historically weak in the area of management. Manuel Mollinido, the zoo’s has been the blame for the past four-years. Known to dodge the press, and ignore media, Mollinido repeatedly declines to talk. "Manuel is not doing interviews," Lora LaMarca, the zoo's director of marketing and public relations, said to Patricia Yollin, a staff writer at the San Francisco Chronicle.  Delaying communication and comment with the public has been contributed to his demise. Mollinido unregretably released a statement five-days after the attack stating that the walls, and moats are regulation size, and the zoo was not at fault for the incidents, which happened. 

The negligence, which has occurred under his tenure, has even resulted in the dismissal of the zoo’s accreditation for one year. Not to mention the departure of many employees “including the deputy director, education director, two successive public relations managers, development director, curator of birds, marketing manager, events director, human resources manager, general manager of concessions and a number of veteran keepers.” This has posed a problem in relation to maintaining consistent rules and best practices throughout the entire park, which poses a threat to zoo guests safety. 
 Bay area local, Qasim Frazier, who is a five-year resident of San Francisco, has been an avid zoo attendee, and can attest that “

The San Francisco Zoo has had many issues in the past, but none of them overshadow the zoo’s elegance.” This common belief is what keeps the zoo, thriving in spite of all the turmoil. 
Principles and Values/ Plan of Action

· Communication has proven to be a constant problem here, so the zoo should hire and develop communications specialists to rebuild rapport and increase safety message.

· Responding to Newspaper commentary on December 30, 2008 (5 days after the event) is completely irresponsible

· Claiming that the walls and moats built around the tiger exhibit were to regulation standards (18 ft. by 20 ft.) when in reality they were (16ft. 14ft.) and communicating this to the public, is a problem.

· Releasing a statement on there web-site stating that the zoo will be closed till Thursday due to “an incident” without being transparent to public is a problem.

· The zoo can implement a two-strike offense program, in which each animal is isolated after a second offense, and treated.

· Tighter security, to not only protect patrons but also animals

· Regulation consultants need to be hired, in order to regulate wall sizes, etc.

The zoo’s director Manuel Mollinido, has displayed a Non-positive affirmative attitude towards problems which have occurred during his tenure. His openness to accept the bad things in his zoo and move on past them, by feeding the media and general public false information, not to mention casting blame on the patrons involved with this incident, directly jeopardizes his stake holders and zoo legacy. 

Had he and his employess have taken a proactive approach to the events which occurred, the morale and public image would have been saved. In Public Relations it is important to admit wrong doings, and fix internal problems externally, versus casting blame, especially when a life is taken.
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Tiger escapes and kills visitors
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Zoo releases first response  (after SF Chronicle)





January 1- March 31


Zoo begins to cast blame on patrons (stating that they were intoxicated, and out of their mind)





June 6, 2008


Director quits 6-moths after the attack








September 16, 2008


San Francisco officials vote against zoo plan











