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Trainer/assessor guide

SITXCCS004
Provide lost and found services

Welcome to this unit of study

This unit describes the performance outcomes, skills and
knowledge required to provide service to customers who
have lost or found items. It requires the ability to
determine and record details of items, investigate lost
items, assist claimants and complete documentation.

The unit applies to frontline operations personnel working
in a range of tourism, travel, hospitality and entertainment
and cultural contexts.

It may be undertaken as:

»» part of a formal qualification nationally recognised
through the Australian Qualifications Framework (AQF)

» astand alone unit

»» part of a formal skill set

© smallprint owns all copyright on its products as detailed in the Copyright Act 1968.
It does not issue licenses for reproduction of this material.



Contents

AbOUL this trainer/ass@SSOr SUIE ........occevieeiriieeirrieeireeetrreeteeest e te et ssees e e seses e seessessaesssessassesssesseessessensnessansnes 4
LEAINING FESOUICE.......eiieiiiieieiteete et et e et st e e st st e s et s et e st e s e st e e e e s sat s b e s ea e e e at e e st e e ate s s e s ent e s s e e st esssasntesanesstasnnesssasensess 5
Topic 1: Determine and record details of [0St Or fFOUNd ItEML. w.ovuiiiiririnicee e 5
Verifying descriptions of 10St and fOUNG ITEMS .....evuiieiiiriirieiereee ettt 5

Tagging and placing items in designated |0CatioN.......c.coiiririiiinienecee ettt 7

LOSE @NA FOUNG MBEBISTON ..uiiiieietirtitetete sttt ettt ettt ettt et e st et et e b e st e s e et e b ensenesbe b ensenessessensensens 8

Check YOUT UNAErSTANGING ....coovivieiiiriirieietsiesietet ettt sttt ettt ettt b st b et e st sbe st e b et ebesbebensesesbesbensensens 11

Topic 2: Assist customer with [0St Or Claimed ITEM. ...c..ovuevieirireeree ettt s seene 13
Communicating professionally With Property OWNEN .......ccueeeiiirierieienineieeeesese e sse e 13
Providing details Of PrOCEAUIES .......ccviivirieicicerestet sttt sttt ebe st st ee et e stesae e ebesbesseneesestessensaneas 14
Confirming ownership Of FOUNG ITEM....cviiiiiiiie ettt ens 15

Check YOUT UNAEISTANGING ...coeviirieieiertirieietriert ettt ettt et ettt sttt be sttt e st e bt b e b et ebe s b e bensenesbesbenseneenis 17

Topic 3: Complete end Of SNt AULIES. .ouiviirieiiirecee ettt st st et e e besbasenens 19
Updating [0St @anNd fOUNG FEEISTEN .....ciiiririeieieierietete ettt sttt sttt b st st s b ste e e e sbesbessessesasbessensenen 19
Recommending improvements tO PrOCEAUIES .......cvueiviririeteirerietetstesteste et tesbese st sbesbessessesessessessesessessensen 21

Check YOUT UNAEISTANGING ....couiviirieieiertirieietriesteet ettt ettt ettt st be bbb et b s b b et ebe s b e bensesesbessenseneenes 23
ASSESSMENT WOIKDOOK ..ottt ettt st a e st s eae st st st e st sab e st saesatsnesabesntsnsanns 25
UNIE INFOIMIGTION ettt b et b e bbbt b st a b e b et s ebe e ebe st sbenenees 27
What is competency-Dased aSSESSIMENT? .....ccuiiririieietreiee sttt s b et s be b et s b sbe e e ene 28
How will My cOmMpPetenCy D aSSESSEA? ...ttt sttt sttt st be b e 29
ASSESSIMENT AZIEEIMENT ..cutiiiieitettesterte et ste st e s teste s te st e eube e beebe e be et e e be e beesseesbeesbe e saesssesabesaeesaeesssesasesnsesnsesnsenns 30
FOUNAAtioN SKillS CRECKIIST....cveiirieeeec ettt s 31
SKillS FECOGNITION......eieeeirieieierteeieetreteert et eset et e st st essee st e s sae s et essses st esssasentasssasssasssesessassnesntessaessssasssessasesssesanes 32
Topic 1: Determine and record details of [0St Or fFOUNA ItEM .euiieiiiiirieierecr e 33
Topic 2: Assist customer with [0St Or Claimed ITEM .......coeiiiririiereee ettt saens 34
Topic 3: Complete end Of ST AULIES .o..oviiiirieee ettt b e 35
KNOWIEAZE QUESTIONS .....ceeeeeireeeeereeteeeteene sttt ee st stee e se st e st s e e st sses st s se st e sesssessesnsesssessesstessesssesesssesseensesnsensens 36
Topic 1: Determine and record details of [0St Or fFOUNd IEM .e..eveiriririeiceee e 37
Topic 2: Assist customer with [0St Or claimed ItEM.....c.oviriiiiriiee ettt 42
Topic 3: Complete @Nd Of SIfL AULIES ..o.iiiieiiieeeeree ettt st e a e b s b e e e ene 49
PerfOrmMAaNCe tASKS....ccciiiiiiiiieeet e a e b e b s e s b e st a et s b et et st et et st et et st et et et et et e e e e ent 52
Third party evidence cOllection agrEEMENT ......ccocviiiiririeieereeet ettt st sttt e besbesae e ebesbenseneens 53
Topic 1: Determine and record details of [0St Or fFOUNA ItEM .e.iviiririniiieree e 54
Topic 2: Assist customer with [0St Or Claimed ITEM .......oviiiiiririeieeree ettt s saene 55
Topic 3: Complete @Nd Of SNIFL AULIES ..cuiviiieieireeee ettt et st sb et se et sbe b e e besbaseneene 58
COMPIELION FECOIU. ...ttt ettt st s et s et s s ae et s s et s s e s se e se s ae st s ae st e aesneesnessnesnessnas 61
Unit mapping and assesSSMENt ChECKIIST .........o et see st e s e see st ssae s s sae s e e nes 62
Trainer/ aSSESSOr USEI INSTIUCTIONS ......ciiiiiiiereeiieeiteeeeeeeiiteeeeeeeseeeeesesssseeseeesssssessesssssssesssssssssssssssssssessssssssesssssssssesesssses 64

SITXCCS004: Provide lost and found services (Trainer/assessor guide)
© smallprint V5 Jul 2019



SITXCCS004: Provide lost and found services (Trainer/assessor guide)
© smallprint V5 Jul 2019 [



About this trainer/assessor guide

Learning resource

The learning resource is divided into the following topics:
» Determine and record details of lost or found item
» Assist customer with lost or claimed item

»  Complete end of shift duties

Each topic provides information to help you gain the skills and knowledge required to perform the work tasks to which they
refer. Read the information and practise the skills described. You should also take the opportunity to undertake additional
independent research. Your trainer/assessor may also provide supplementary information including interpretation of the

contents of this resource.

At the end of each topic is:
»  asetof true or false questions

»»  aset of multiple choice questions

These questions provide an opportunity to check your understanding and progress. They are self-marking and do not form

part of the assessment for the unit.

Assessment workbook

To have this unit recognised as a formal qualification you need to have your skills and knowledge assessed. The assessment
workbook provides:

»»  information on competency-based assessment

»  instructions on how you will be assessed

»»  assessment tools to assess your competence

»  instructions on how to complete the assessment tasks within each assessment tool

To be assessed as competent you need to provide evidence that you have the skills and knowledge to undertake the
requirements of this unit. This assessment of competency is made by a qualified trainer/assessor from a registered training
organisation. You must complete all the assessments as directed by your trainer/assessor to the required standard. It is not
necessary to work through the guide in the order in which it is written. However this is at the discretion of your trainer/

assessor.

Disclaimer

Information contained in this resource is drawn from sources believed to be reliable. The firm, its employees, agents and
contractors do not warrant the correctness of the sources used and accept no responsibility to any person for any errors or

omissions or for any loss or damage howsoever caused from the use of this resource.
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