Role		:	General Manager–Distance Learning Division
Department	:	Distance Learning Program
Qualification:	Postgraduate
Experience:		15+ years
Broad Responsibility
General Manager – Operations will be responsible for end-to-end operational management and student services for the Hybrid/Online PGDM division, ensuring superior student experience, academic delivery support, and coordination with internal departments and external vendors. The role demands strategic thinking, people management, process orientation, and digital fluency.
Principal Responsibilities
Student Support & Query Resolution
- Monitor and ensure timely resolution of ~300–600 daily student queries via the CRM  platform.
- Supervise student grievance redressal and handle escalations personally.
- Analyze feedback and quality ratings; take necessary corrective actions.
Support Desk & Frontline Team Management
- Lead and mentor the support desk team (internal  / freelancers and vendor-based staff).
- Allocate responsibilities such as incoming call handling, welcome calls, and query resolution.
- Recruit, train, monitor performance, and process freelancer salaries.
Admissions & Counselling
- Oversee walk-in inquiries and counselling by the front desk team.
- Counsel students when needed on course structure, specializations, and career goals.
- Conduct weekly performance reviews and guide the counselling team.
Industry Visits, workshops  & Student Engagement
- Plan and execute industry/outbound visits , workshops including logistics, student coordination, registration, safety checks, and feedback video creation.
- Maintain proper documentation of attendance and evaluation.
Corporate Programs & B2B Initiatives
- Manage end-to-end delivery of corporate training programs including coordination with HR, assessments, MIS reporting, and student communication.
- Represent the DLP division in B2B outreach, including alumni leverage, cold calls, corporate visits, and webinars.
Examination Operations
- Support proctored exam execution: slot bookings, troubleshooting, vendor coordination, audits, result declaration, and certification dispatch.
- Coordinate mark sheet printing, signing, DigiLocker upload, and grievance redressal.
Academic & Digital Initiatives
- Ensure smooth operations of VCF, OCI, and We-Upskill platforms through team resource allocation.
- Support academic heads in scheduling and execution of value-added programs.
Technology, MIS & Vendor Management
- Coordinate with IT, Security, Facility Management, and Finance teams for operational needs.
- Prepare regular MIS reports for senior leadership on query resolution, admissions, and exam status.
- Supervise and engage with digital freelancers for content production and marketing assets.
- Monitor lead generation quality and digital performance with marketing agency partners.
Academic Planning & Quality Assurance
- Collaborate with academic teams to improve learning outcomes and program relevance.
- Implement feedback mechanisms and academic support services to improve retention and success rates.
Compliance & Audit
- Ensure adherence to AICTE/UGC-DEB norms and readiness for inspections or audits.
- Maintain documentation and records for all student-facing and academic services.
Budgeting & Cost Optimization
- Contribute to division budgeting and resource planning.
- Ensure optimal utilization of vendors, freelancers, and internal resources to manage operational costs.
Stakeholder Engagement & Growth Initiatives
- Organize webinars, expert sessions, and alumni talks to build brand connect.
- Identify new corporate tie-ups, academic collaborations, and initiatives to enhance program reach.
Key Skills & Competencies
- Strong leadership and people management skills
- Operational excellence and attention to detail
- Excellent communication and counselling skills
- Exposure to EdTech platforms and CRM systems
- Analytical mindset for MIS & process improvement
- Student-centric and solution-oriented attitude
- Vendor and budget management
- Familiarity with distance education regulations and digital pedagogy
Qualifications & Experience
- Master’s degree (preferably MBA/PGDM)
- Minimum 12–15 years of experience in education management, student operations, or EdTech
- Prior experience managing hybrid/distance/online education preferred
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