
 

 
 
 
 

 
 

Alcatraz   Cruises   
 
Who   we   are:   
 
Alcatraz   Cruises   is   a   private   company   started   in   2006,   operating   passenger   ferry   service   between   San   Francisco’s  
Pier   33   and   Alcatraz   Island.    We   currently   own   and   operate   the   largest   fleet   of   Hybrid   passenger   vessels   in   the  
country.    We   are   part   of   Hornblower   Group   Inc,   and   are   the   official   concessionaire   for   the   National   Park   Service.   
 
Our   partners:   
 

NPS/GGNRA  
 

The   National   Park   Service   is   the   federal   agency   that   manages   all   national   parks   
and   monuments.    The   division   of   the   Park   Service   that   oversees   and   operates  
Alcatraz   is   the   Golden   Gate   National   Recreation   Area   (GGNRA).   
 

The   Park   Service’s   mission   statement   is   as   follows:    “The   National   Park   Service   is  
dedicated   to   conserving   unimpaired   the   natural   and   cultural   resources   and   values   
of   the   National   Park   System   for   the   enjoyment,   education,   and   inspiration   of   this  
and   future   generations.    The   Service   is   also   responsible   for   managing   a   great   variety  
of   national   and   international   programs   designed   to   help   extend   the   benefits   of  
natural   and   cultural   resource   conservation   and   outdoor   recreation   throughout   this  
country   and   the   world.”   
 
CA   State   Parks  
 

California   Department   of   Parks   and   Recreation   manages   over   280   park   units  
across   the   state   of   California,   including   Angel   Island   State   Park.   
 

California   State   Parks   contains   the   largest   and   most   diverse   natural   and  
cultural   heritage   holdings   of   any   state   agency   in   the   nation.    State   parks   include  
underwater   preserves;   redwood,   rhododendron,   and   wildlife   reserves;   state  
beaches,   recreation   and   wilderness   areas;   state   historic   homes;   Spanish   era   
adobe   buildings;   lighthouses,   ghost   towns,   waterslides,   and   more.   
 

California   State   Parks   is   responsible   for   1.4   million   acres,   with   over   280   miles   of  
coastline,   625   miles   of   lake   and   river   frontage,   nearly   15,000   campsites,   and   over  
3,000   miles   of   hiking,   biking,   and   equestrian   trails.   
 
 
 



 

General   policies   &   procedures   
 
Customer   service   expectations:   
 

Alcatraz   Cruises   provides   tickets   and   transportation   on   behalf   of   both   the   NPS   and   the   CA   State   Parks,   and   our  
guests   are   visiting   world   heritage   sites.    It’s   an   important   part   of   our   function   to   support   both   of   those   agencies  
achieve   their   respective   missions   statements   and   provide   the   best   possible   experience   to   all   of   our   guests.   
 

Our   main   policies:   
 

We   must   speak   directly   with   the   account   holder   of   record   before   confirming   anything   about   an   existing  
reservation   or   making   any   changes.    We   must   get   verbal   approval   from   the   credit   card   holder   before   charging   their  
card,   making   changes   to   a   reservation,   or   giving   out   information   about   existing   orders.   
 

Guests   are   allowed   to   buy   tickets   for   someone   else.    In   order   to   change   a   reservation   to   a   Gift   Order,   the   credit   card  
holder   must   contact   us   to   specify   one   adult   in   the   party   who   will   be   the   new   lead   traveller.    Once   they’ve   made   that  
change,   we   can   then   confirm   any   details   with   the   lead   traveller   if   they   call   in   later.   
 

We   do   not   compensate   for   any   late   arrivals   or   no-shows.    Guests   should   arrive   30   minutes   prior   to   their   departure  
for   check-in   and   boarding.   
 

Payment   in   full   is   required   to   complete   a   reservation   and   secure   tickets.    If   guests   need   to   make   changes,   they   have  
up   to   72   hours   (3   days)   prior   to   their   tour   to   reschedule,   cancel   and   receive   a   Gift   Card   for   the   full   value   of   their  
tickets,   or   to   cancel   for   a   full   refund.     Gift   Cards   do   not   expire   and   can   be   applied   to   any   future   Alcatraz   Cruises  
reservation,   but   are   not   valid   for   any   items   on   board   or   at   the   Alcatraz   gift   shop.   
 

Photo   ID:   
 

The   US   Coast   Guard   requires   everyone   who   is   18   &   over   to   have   a   government-issued   photo   ID   with   them   when  
boarding   a   vessel.    This   can   be   a   driver’s   license,   a   non-driver’s   state   ID,   military   ID,   or   a   passport.    International  
guests   can   bring   any   of   the   types   of   IDs   above   issued   by   their   own   country.   
 

Discounts:   
 

Discounts   are   available   for   seniors,   children,   and   a   Family   Pack   bundle   on   the   Day   Tour.    At   this   time,   no   military  
discounts   or   other   discounts   are   available.   
 
NPS   Programs:   
 

Guests   often   ask   about   the   following   programs,   however,   Alcatraz   is   not   currently   enrolled   in   them.   
 

● America   the   Beautiful   Pass:      Available   as   an   annual   pass   for   individuals,   a   lifetime   pass   for   seniors,   and   a  
family   pass   for   military   service   members,   this   pass   includes   admission   to   most   national   parks.    Because   of  
the   boats   and   other   operational   concerns,   Alcatraz   falls   under   the   ‘expanded   amenities’   exemption   to   the  
pass   and   is   therefore   not   included   in   it.    Guests   must   buy   a   full-price   ticket.   

● Every   Kid   in   a   Park   Pass:     The   4th   grader/Every   Kid   in   a   Park   program   includes   free   admission   to   most  
national   parks   for   an   enrolled   student   and   their   guardian,   however,   Alcatraz   is   not   currently   part   of   that  
program.    Guests   must   buy   a   full-price   ticket.   

● CA   State   Park   Passes:     Available   as   an   annual   pass   for   individuals   and   includes   free   admission   to   many  
California   state   parks.    Alcatraz   is   federal   so   the   pass   does   not   apply,   and   it   does   not   affect   the   price   on   our  
Island   Hop   tickets   to   Alcatraz   &   Angel   Island.    Guests   must   buy   a   full-price   ticket.   



 
Ticket   delivery:   
 

Guests   will   receive   a   confirmation   email   after   completing   their   reservation   containing   a   QR   Code   for   the   entire  
order.    If   they   have   that   code   on   their   phone   or   tablet,   they   can   proceed   directly   to   boarding   and   we   can   scan   from  
their   device.    We   can   also   scan   from   a   printed   confirmation   if   they   print   at   home.   
 

If   guests   prefer   to   collect   hard-copy   tickets   in   person,   they   can   do   so   the   day   of   their   tour.    They   cannot   collect  
their   tickets   the   day   before,   since   this   raises   security   issues   about   possible   reselling.    Guests   will   need   to   bring   their  
order   number,   the   credit   or   debit   card   they   used   to   book   the   tickets*,   and   a   valid   photo   ID.   
 

*If   the   order   has   been   designated   as   a   Gift   Order,   the   lead   traveller   will   only   need   the   order   number   and   their   own  
photo   ID.    They   do   not   need   any   copy   of   the   purchaser’s   ID   or   a   copy   of   their   card.   
 

Weather:   
 

Alcatraz   Cruises   sails   rain   or   shine,   and   we   do   not   offer   refunds   due   to   inclement   weather.     There   is   both   indoor  
and   outdoor   seating   on   board   the   boats.     Once   on   the   island,   the   tour   features   both   indoor   and   outdoor   areas,   so  
we   advise   dressing   appropriately   for   the   weather.   
 

What   to   wear:   
 

The   roads   on   Alcatraz   are   steep,   so   wear   comfortable   walking   shoes   with   grip-type   soles.    Tours   involve   a   lot   of  
walking   and   standing.   
 

The   weather   on   Alcatraz   is   unpredictable   and   subject   to   change   unexpectedly,   so   be   sure   to   bring   along   a   light  
jacket   or   sweater   no   matter   how   nice   the   day   starts   out.   The   best   advice   is   always   to   dress   in   layers.    Sunglasses   and  
sun   block   are   recommended,   even   on   foggy   days.   
 

Rain   is   common   during   the   winter   months.   Since   much   of   the   Alcatraz   tour   route   follows   outside   roads   without  
overhead   cover,   be   sure   to   bring   rain   gear.    Umbrellas   are   allowed.   
 

What   guests   can   bring   with   them:   
 

Guests   can   bring   a   backpack   or   a   shoulder   bag   as   long   as   it’s   a   soft-sided   bag   that   would   fit   into   a   regular   milk   crate  
or   under   a   seat   on   a   plane.    Strollers   are   allowed   on   the   boats   and   on   the   island.    Guests   will   need   to   keep   them   with  
them   at   all   times.   
 

Banned   items:   
 

The   following   items   cannot   be   brought   to   Alcatraz:   
 

● Luggage  
● Coolers   
● Over-sized   backpacks  
● Knives   &   tools   
● Firearms   or   other   weapons   of   any   kind   (this   includes   off-duty   law   enforcement   and   federal   agents)  
● Explosives   

 
Weapons:   
 

Our   security   plan   does   not   allow   any   weapons   on   board   regardless   of   permits   or   licenses.    This   includes   off   duty  
police   and   military.   
 



 
Pets   &   service   animals:   
 
The   only   animals   allowed   on   board   are   trained   service   animals   who   are   actively   assisting   their   handler.    Under  
current   ADA   regulations,   emotional   support   animals   are   not   allowed   in   all   public   spaces   the    way   a   trained   service  
animal   is,   and   are   therefore   not   allowed   on   our   cruises.    Pets   (companion   animals)   are   not   allowed   on   board.   
 
What   not   to   say   regarding   animals:  
 

Service   and   emotional   support   animals   can   be   a   sensitive   subject   and   will   need   to   be   handled   delicately.   It   is   easy   to  
upset   guests   on   this   topic,   so   please   do   not   under   any   circumstances   say   the   following:   
 

● "You   have   to   bring/show   a   license,   paperwork,   or   have   a   disability   vest   on   the   animal."     It   is   illegal   under  
current   disability   regulations   to   make   these   requests.  

● Do   not   tell   them   they   don't   have   to   bring   proof   unless   they   ask   about   it   directly.   We   do   not   want   to   give  
people   a   way   around   the   rules,   we   have   no   way   to   make   sure   their   animal   is   trained,   but   we   also   cannot  
have   people   bringing   their   pets   aboard.   Do   not   volunteer   this   information,   it   is   to   be   used   only   when   asked.   

● Do   not   argue   or   engage   with   them   if   they   start   claiming   we   are   discriminating.   Simply   state   (once)   "We   are  
operating   in   accordance   with   current   disability   rights   regulations."   Arguing   the   point   or   repeating   it   will   go  
no   where.   Simply   listen   and   let   them   know   they   have   your   understanding,   but   no   one   is   able   to   make   an  
exception.   

● And   in   case   it   was   not   already   clear:   do   not   volunteer   information.   Give   them   the   information   they   ask   for  
and   nothing   more   on   this   topic.   Volunteering   extra   info   can   often   lead   to   guest   relations   issues,   even   with  
the   best   intentions.   

 
Food   &   beverage   on   Alcatraz   &   Pier   33:   
 

The   cafe   at   Pier   33   has   closed,   however,   there   are   picnic   tables  
available   at   Pier   33   if   guests   would   like   to   bring   something   to   eat  
before   their   tour.   
 

We   have   a   snackbar   on   the   ferries   if   guests   would   like   to   purchase  
refreshments   on   board.    We   accept   cash,   credit,   and   debit   cards   on  
the   boats.   
 

Guests   can   bring   a   small   brown-bag   lunch   or   snacks   to   eat   on  
board,   however,   they   must   finish   eating   before   they   disembark   on  
Alcatraz.    Remind   guests   that   the   ferry   crossing   only   takes   15  
minutes.   
 

No   food   or   drink   is   allowed   on   Alcatraz   itself   except   for   bottled  
water.    The   only   exception    is   a   very   small   picnic   table   located   at   the  
dock   for   anyone   who   has   a   medical   need   to   eat   on   the   island.   
 

Note:      Beer   &   wine   is   available   to   purchase   on    return   ferries   only .   
Any   alcohol   purchase   on   a   return   trip   must   be   consumed   before  
guests   disembark   at   Pier   33.   
 

Alcoholic   beverages   are   not   allowed   on   Alcatraz,   and   intoxicated  
guests   will   not   be   allowed   on   board.   


