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SANTOSH KATAKDHOND      
                                                         Cell:  9967366489
        santosh.kd.sk@gmail.com
· OBJECTIVE:
The diversity of my career has given me expertise in Banking & financial services operations, Product management, Process improvement, Project planning, working in multi-cultural teams etc. I perform best, when working in cross functional roles where my perseverance, drive and tenacity enable me to contribute to organizational success. 
· EXPERIENCE:
(  AU Small Finance Bank - Mumbai (since Nov 2019)

    Role: Product Manager (Assistant Vice President - ROYALE RM Channel)

1. Working to build a Customer facing HNI program.

2. Creation of a new sales channel workforce for penetration of the program

3. Tracking of quality and quantity parameters such as customer eligibility, RM training, workforce engagement, KPIs 

4. Laying down standard processes to supplement the above.

(  YES Bank Limited- Mumbai (June 2016 - Nov 2019)

     One of the fastest growing private banks offering Corporate, Retail, SME and NRI banking.
     Role: Program Manager (Vice President - YES Premia Program) 
     As a Program Manager in the Central Office, my role and responsibilities were as below:

1. Program management i.e. product and service offerings, managing base alignment, process & system workflow, Customer communication, Customer life cycle management.
2. Worked on a new program right from conception to execution including base identification, competition benchmarking, debit card offering, etc.

3. Portfolio hygiene : CASA balance improvement through deepening and acquisition, Customer quality, etc.
4. Sharing of inputs to Channel such as current product holding, RM productivity, MIS reports, conducting calls.
5. Driving various initiatives to improve Customer stickiness such as SA led CA acquisition drive to upsell CA to existing self employed SA base, Locker occupancy, other book building initiatives, channels etc
6. Regulatory aspects such as Re-KYC, FATCA etc

7. Managing onboarding and trainings for new joiners. grooming and mentoring Financial Partners 

8. One point of contact for team in terms of CRM, Kaleidoscope, W3 etc & system enhancements.Innovated and developed system based on the go functions for Relationship Managers. 
9. Promote usage of CRM systems for Lead opportunity, Customer contact management, opportunity inputs to channel. Presently working on CRM on mobile. 
10. Monitoring budgeting, hiring quality, attrition, vintage analysis and sharing with region heads.

11. Drafting Customer Mapping policy, business requirement documents for engagement of systems, processes etc. 
12. High engagement with internal departments such as Finmgt, HR, NOC, Virtual channel, Service excellence, Technical teams etc. 
13. YES Premia Customer contacts and complaint management. 
(  HDFC Bank Limited- Mumbai (July 2013 – June 2016)
     India�s leading bank offering Personal, NRI banking, SME and Wholesale banking.
Role: Product Manager reporting to HNW Imperia Premium Banking Head.
  As an Imperia Product Manager in the Central office, my role and responsibilities are as below:
1.   Identifying timely gaps in income achievement and addressing means to plug the gaps via channel engagement via Discussions/Sessions/Trainings and all channel touch-points.
2.   Continuous engagement with senior stake holders in the channel to highlight gaps in business and process and provide working solutions to the same.
3.   Supporting initiatives like CASA improvement, Portfolio quality, increasing per.                                             Group penetration and Customer count per Group for Branch banking.
4.   Customer Centric (Email/SMS) campaigns for ~ 25 Lac Customers: Relevant Target base, schedule & frequency (Assets/TPP/Liabilities/Digital/Cards etc).
5.   Customer communication: Imperia Magazine, Website Management, Monthly Imperia  Account Statements, At A Glance (AAG) Mobile App, Marketing/Branch Collaterals.
6.   Customer Complaints: RCA Identification, TAT Management, Branch & Respective 
      Product team co-ordination for earliest closure, CRM tracking, Customer interaction.
7.   Preparation of ICRM monthly targets, ICRM Training & Certification, Modules

            Project experience:

· Initiated Passbook (concept to execution) for entire HNW program.
· Email ID and Email statement registration drive. Email ID correction drive.
· AAG mobile app rollout to HNW Customers.
· VRM Managed Programme.

( April 2012 to June 2013: 
Taken a mid-career break from work and engaged myself in upgrading my educational qualifications during this period. I have completed certificate courses in Internet technology, Multimedia, Fraud management, Cyber crime & French language certification. Undertook international travel to Americas.
(  JPMorgan India Services Private Limited- Mumbai (Aug�2005 - March� 2012) 
     J.P. Morgan is a leader in financial services, offering asset management, investment banking, Private banking, treasury and securities services, and commercial banking solutions to clients in more than 100 countries.
      Role: Process Manager reporting to AVP-Process Operations

PROCESS MANAGEMENT
1. Transitioned and streamlined Accounting & Control, Transaction processing, Cash Investigations and Bill Pay processes.

2. Daily BAU management and handling of high value transaction approvals.

3. Supervising Process teams to maintain quality and SLAs.
4. Handled Audits � Internal & External, SOX etc. 

5. Following Risk, Compliance and Control, Audit guidelines & discussing in daily team meetings.
6. Complete Process documentation, Preparation & regular reviews � SLA/SOP/BCP/BIA etc.
7. Daily co-ordination with JPMorgan offices in USA and Bangalore.

PROCESS IMPROVEMENT
1. Built Innovative environment to nurture improvement in Processes.
2. Improved transaction processing time for Payments processing by introducing PDF PRO 9.1 for bettering Individual Productivity. Saving unwanted printing of documents.

3. Suggested Database changes to ensure Closed Savings Accounts are not actioned by teams which ensured higher time productivity.
4. Implemented ACH instead of Cheque payments to Vendors, resulting to Cost saves.
5. Ensuring Controlled Process Management for mitigation and avoidance of risks.
6. Continuous Process Improvement by periodically identifying Process Gaps.

7. Ensured Profitability of the Processes, by Cost optimization and improving productivity via Cross Trainings, Staggered shifts for team for maximum Process coverage.

8. Emphasis on Quality achieved through elimination of wasteful activities within team.

9. Complete Planning and Monitoring of Resources and Process on a day to day basis aiming for operational excellence, in turn resulting in Process quality.
RESOURCE MANAGEMENT
1. Alignment of Team and Management Objectives. Span of ~20 FTEs
2. Trained and helped organize resources for business processes.

3. Imbibing Customer Centricity due to sensitive Private Banking clients.

4. Conducting Performance appraisals, team meetings, and Individual reviews.

AWARDS & RECOGNITION
· 2011- Team of the Quarter, Cash Processing Unit,
· 2010- People�s committee certificate of appreciation, 

· 2008- Champ award, 

· 2006-Team award, and 

· 2006-Spot award at JPMorgan India.
TRAININGS ATTENDED
Anti money Laundering AML/Know Your Customer KYC.
( HSBC Data Processing India. � Vizag (Feb 2005 - June 2005)

Role: Customer Service executive

Responsibilities: - Liaison with Merchants who issue membership cards in the Retail services � Credit department. Call back to merchants/customers to check if fraudulent cards were issued/identity theft.

( Ingersoll Rand India. � Mumbai (June 2003 - Sept 2004)
Role: Export Assistant (Off Roll work profile)
Responsibilities: - Export import documentation for Ingersoll Rand Intl. Business. Vetting of Bill of Lading, Invoice documents online.
( IPCA Labs � Navi Mumbai/Raigad region (July 2002- Feb 2003)
Role: Professional Service Representative 
Responsibilities: - Marketing of pharmaceuticals including anti-biotic, anti-diabetic range.
· ACADEMIC:
Masters in International Marketing (M.I.M) IInd Class  2002-2004 (part time)
Bachelors of Management Studies (B.M.S)    Ist Class 1999-2002.
· OTHER EDUCATION:

Certified in �Prevention of Cyber Crimes and Fraud Management� from Indian Institute of Banking and Finance with a score of 85/100. Ranked 1st Pan India in 2012.
Certified in French as Level A2 from Alliance Française, CCIP Paris and Axione 21 Canada, in 2012.
Certified in Computer Hardware, Internet Networking, Multimedia, Advanced technology� at Government Institute of Printing Technology in 2013.
· LEISURE:
Vintage article collection, Music, Reading.
· PERSONAL DETAILS:

Date of Birth

: 9th October 1980
Marital Status
: Married
Passport
            : N2940285 valid till Sept'2025. 
Languages Known
: English, Basic French, Hindi, Marathi.
Permanent Address
: 10, Ramashray CHS, Plot 21, Sector 19, Nerul East, Navi Mumbai,        

                                      Maharashtra State, India 400706.
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