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Standard Operating Procedure (SOP) on Safe Deposit Lockers

Safe Deposit Lockers is a facility offered by Axis Bank to KYC- Compliant customers, for safekeeping
of valuables and important documents. This note provides the Standard Operating Procedure for
Safe Deposit Lockers covering the following areas.

Locker Allotment

Locker Operations

Addition or deletion of Hirers

Locker Nomination

Locker Key Lost by the Locker Hirer

Locker Surrender

Break-open of Locker

Deceased Claim Settlement for Safe Deposit Locker and Safe Custody
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Locker Allotment:

The safe deposit locker facility can be availed by individual and non-individual KYC compliant
customers of the Bank, through IB/MB or Branch. To avail a safe deposit locker facility, franked
locker agreement and two photographs are required. Additionally, for non-individual entities, a Board
Resolution mentioning the persons authorised to access the locker and the mode of operation, along
with KYC of the person(s) authorised to access the locker will be required. Safe deposit locker facility
cannot be availed by Minors. Robotic lockers will have separate agreement aligned to the Model
Agreement and existing Board approved Agreement.

Locker rent will be collected in advance for the entire year for safe deposit locker and in case of
robotic lockers rent will be applied and recovered monthly. For timely collection of locker rent, the
locker hirer should have an active operative account with Axis Bank.

Standing instructions from the hirer should be obtained to debit the hirer’s savings or current account
with the amount of rent payable on the locker as and when it falls due. In case of non-payment or
late payment, lien will be marked on customer’s linked current account or savings account.

If locker is not available at the time of request at the select branches, the customer has the option to
place a request for locker for which Axis Bank will provide a wait list number basis FIFO method. The
customer can apply for a maximum of three lockers of different size at a time across any locker
holding branches of the Bank. The vacant locker report is checked periodically at the branch and if
the requested locker size is vacant, then the concerned customer is contacted and informed to
complete locker allotment formalities within 7 working days, failing which the request shall be
cancelled.

Locker Operations:

Safe Deposit Lockers - Customers access their allotted locker through a secure locker vault area
within the branch. Upon visiting the branch, customer identity is verified, following which
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authorized branch staff facilitates access to the locker. The locker can be opened only through a

dual-control mechanism involving the Bank's custodian key and the customer's key. Identification
Code of the bank / branch is embossed on all the locker keys with a view to facilitating identification
of lockers / locker ownership by law enforcement agencies in case of need. Further, the custodian of
the locker, regularly/periodically, checks the keys maintained in the branch to ensure that they are in
proper condition. Branch shall permit the locker-hirer to operate the locker only with the key provided
by the bank.

Lockers can be operated only during Banking hours. To ensure privacy and security, only one
customer will be permitted to access and operate a locker at a time. The locker should be opened
with the key provided by Axis Bank and can be operated as per the mode of operation selected at
the time of locker allotment. Locker hirer can provide biometric or physical (signature in presence of
bank officer) authentication to access locker. Bank shall record in and out time of locker operation
executed by the locker hirer. Before leaving the vault, the locker hirer should check the area to
ensure that no articles are left behind and the locker is properly closed. Post locker operation, the
Bank sends E-mail/SMS to the registered email ID and mobile number of the authenticated
customer. The locker hirer will not be permitted to operate the locker, if the rent is in arrears.

Customers are advised to operate their lockers periodically. A locker that remains unoperated for
seven years or more may be classified as inoperative, even if the locker rent is being paid regularly.
To reactivate an inoperative locker, the locker hirer(s) will be required to submit a written request
stating the reason for non-operation and subsequently operate the locker in accordance with the
prescribed mode of operation.

Locker-hirer/s should not keep anything illegal, prohibited, dangerous or hazardous substances in
the Safe Deposit locker. If the bank suspects the deposit of any illegal, prohibited, dangerous or
hazardous substances by any customer in the safe deposit locker, the bank have the right to take
appropriate action against such customer as it deems fit and proper in the circumstances.

A locker hirer may authorize another person to operate the locker through a valid Power of Attorney
(POA) in the format prescribed by the Bank. Requests relating to locker operations or surrender of a
locker through a POA holder will be subject to verification and approval by the Bank in accordance
with applicable regulations and the terms of the locker agreement.

Robotic lockers — Customers operate lockers within a dedicated Experience Centre, eliminating the
need for manual locker handling and physical keys. The Experience Centre door remains closed at
all times and is unlocked digitally only after successful customer authentication. Upon entry,
customers initiate the request for the robotic arm to fetch the allotted locker, complete the locker
operation independently, and subsequently request the robotic system to return the locker to the
vault post-operation.

Robotic lockers will be equipped with a provision for placing a padlock, and it will be mandatory for
customers to secure their locker using a padlock after completing each locker operation. Bank will
not provide padlock and customers will have to purchase and use their own padlock.

If there is any event such as merger / closure / shifting of branch warranting physical relocation of the
lockers, the Bank gives public notice in two newspapers (including one local daily in vernacular
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language) in this regard and the customers shall be intimated at least two months in advance along
with options for them to change or close the facility. In case of unplanned shifting due to natural
calamities or any other such emergency situation, bank ensures and make efforts to intimate their
customers suitably at the earliest.

Addition or deletion of Hirers:

* Addition of Hirers -

To add a new hirer to an existing locker, a written request signed by all existing locker hirers must be
submitted. Additionally, a new locker agreement, KYC of the new hirer and photographs of all hirers
will also be required. The existing hirers along with the person whose name is to be added, must
come personally to the Bank and give a request with the revised mode of operation. At least one
locker hirer should have an active operative account (CASA) with Axis Bank for rent collection.

* Deletion of Hirers -

Request Letter signed by all the existing locker hirers is required for deletion of the locker hirer.
Additionally, the new mode of operation needs to be mentioned in the Request Letter. A new locker
agreement with new hirers will also be required. At least one locker hirer should have an active
operative account (CASA) with Axis Bank for rent collection.

Locker Nomination:

The Bank offers nomination facility in case of safe deposit lockers and safe custody of articles, in
accordance with the provisions of RBIl. The nomination in respect of a safe deposit locker/safe
custody, shall be made by the individual hirer or, as the case may be, jointly by all individuals hiring
the locker./safe custody. Such nomination shall be in favour of one or more individuals, not
exceeding four, arranged in successive order. In case the nominee is a minor, the same procedure
as prescribed for the bank accounts is followed. A passport size photo of the nominee attested by the
customer is obtained from the customers, at his/her option and preserved in the records. Nomination
enables the Bank to release the contents/securities/articles of a locker to the nominee(s) of the
hirer(s), after making an inventory of the contents of the locker and obtaining the discharge of the
nominee thereon.

Locker Key Lost by the Locker Hirer:

A locker hirer should immediately notify the Bank on the loss of the locker key and place a request
for a new key. The cost of the new key will be recovered from the locker hirers. Request letter and
the indemnity will be required to be signed by all the locker hirers, as per the Bank’s format.
Presence of all the locker hirers will be required at the Bank branch for obtaining a new key.
Customer shall handover the lost key to the Bank branch, if found in future. The returned key will be
treated as invalid/non-operational after replacement to avoid any possibility of misuse.

Locker Surrender:

If a locker hirer(s) desires to surrender the locker, the overdue rent if any, should be recovered prior
to locker surrender. All locker hirers should be present for surrender. Locker operation will be allowed
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as per the mode of operation, to empty the locker contents. Locker should be surrendered in vacant
condition and by handing over the original key to the bank official. In case the key is lost, the
procedure mentioned under Locker Key Lost by the Locker Hirer, will be followed. Before marking
any locker as Vacant/Available for Allotment, the branch must ensure that the locker is thoroughly
inspected and confirmed to be in a clean, hygienic, and operationally fit condition.

If locker rent is collected in advance, the proportionate amount of advance rent collected shall be
refunded (for the remaining months) to the locker linked account. The locker hirer should have an
active operative account with Axis Bank. For robotic lockers rent is collected per month, hence rent
refund post surrender will not be applicable for Robotic locker customers.

Break-open of Locker:

Axis Bank will conduct break open of safe deposit locker under any one of the following
circumstances in a manner other than through the normal access by the customer using original
locker key.

* Non-payment of locker rent - Bank shall initiate the process of locker break open, if the rent has
not been paid by the customers for three years in a row

* If the locker remains inoperative for a continuous period of time - If the locker remains inoperative
for a period of seven years and the locker hirer cannot be located, even if the rent is being paid
regularly, Axis Bank shall be at liberty to transfer the contents of the locker to their
nominees/legal heir or dispose of the articles in a transparent manner, as the case may be.

* On customer request, due to loss of the locker key - Charges for key replacement will be
recovered from the locker hirer. Key replacement will be done by an authorised technician in the
presence of the locker hirer and the bank official.

* On customer request, in case of robotic lockers if customer loses padlock keys or forgets
numbers / sequence in case of numbered pad lock. Customer should inform branch in writing
and branch will open the vault and bring out the locker for breaking padlock, authorised vendor
will be present for the inspection.

* Attachment and recovery of contents by any Law Enforcement Agency — Bank shall inform the
locker hirer through a letter and on the registered email-id that Government authorities have
approached them for attachment and recovery or seizure of the locker or its articles

* The Bank reserves the right to discontinue or terminate the locker facility in accordance with the
terms and conditions of the locker agreement, after providing the required notice and following
the applicable process, in case where the locker hirer fails to comply with the terms of the
agreement.

Prior intimation will be sent by the Bank to the locker hirer(s), post which, in case of no response
from the locker hirer(s) the locker will be accessed by the Bank in case of non-payment of the locker
rent and inoperative locker. If the letter is returned undelivered, a public notice shall be issued in two
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local leading newspapers, one of which shall be English and another in a vernacular language,
giving reasonable time to the locker hirer or to any other person/s who has interest in the contents of
the locker, to respond. Content of the locker (if any) will be kept in a sealed envelope, along with the
detailed inventory.

Deceased Claim Settlement for Safe Deposit Locker and Safe Custody:

The Bank has a Deceased Claim Settlement Policy governing the settlement of claims relating to
safe deposit lockers and articles kept in safe custody of deceased customers. The policy is designed
to facilitate a smooth and timely settlement process for nominees, surviving account holders, and
legal heirs, in accordance with RBI guidelines.

Time limit for settlement of claims — In case of a safe deposit locker or articles kept in safe custody,
the Bank shall, within 15 calendar days from the receipt of all required documents, process the claim
and communicate with the claimant(s) to schedule a date for marking the inventory of the locker
contents or articles held in safe custody.

Compensation for delay in settlement of claims — For claims related to safe deposit locker/ articles in
safe custody, the bank shall be required to pay compensation to the claimant(s) at the rate of 5,000
for each day of delay, in cases where it doesn’t adhere to the timeline prescribed in the aforesaid
time limit for settlement of claims.

Compensation and Liability:

The bank shall not be liable for any damage and/or loss of contents of locker arising from natural
calamities or Acts of God like earthquake, floods, lightning and thunderstorm or any act that is
attributable to the sole fault or negligence of the customer. Branches however, exercise appropriate
care to their locker systems to protect their premises from such catastrophes.

Insurance Coverage:

The Bank maintains an insurance policy covering loss or damage to locker contents arising from
events such as fire, theft, burglary, robbery, dacoity, building collapse, fraud by Bank employees, or
negligence by the Bank. In such cases, the Bank's liability shall be limited to an amount equivalent to
100 times the prevailing annual locker rent, as per the applicable policy.



