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Standard Operating Procedure

Customer PIN does not open locker or customer has forgotten PIN

CAUTION – thieves and crooks will sometimes pretend they have forgotten their PIN in order to persuade the locker 
attendant to open the locker.  If there is any doubt that the person requesting assistance may not own the items in 
the locker then please request assistance from resort security team before opening locker.

CAUTION – if customer does not know DOB and colour then items will only be returned if photo ID in locker.  If no ID 
then resort security will need to decide whether to return items.

Does customer know 
locker number

Ask customer:
Locker number known?
Photo ID inside or describe contents?
When rented?
DOB and colour they used

Use Manage Locker to look 
at date rented and DOB

DOB and time 
rented match?

Locker 
expired?

Customer ID OR 
contents description 

matches?

Open Locker
Return contents

YES

YES

YES

YES

NO

Customer Photo 
ID matches?

YES

NO

Do not return items
Request assistance 
from resort security

NO

Assist customer to use 
DOB and colour to 
open locker using 
normal Re-open 

process

Open door and 
check contents

NO

Ask customer DOB (use 
passport or ID card)

Use DOB search to find 
matching locker

Match found?

Open lockers in groups of 4 
near where customer thinks 

locker is until items found

Locker found?

YES

YES

NO

NO
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