Marcus Andersen

Senior Operations Director | Service Delivery & Transformation

Oslo, Norway | +47 400 12 784 | marcus.andersen@example.com | marcusandersen.example

31% fewer processing

o .
97% SLA attainment e

EXECUTIVE PROFILE

42-person distributed team

EUR 18M managed revenue

CORE CAPABILITIES

Operations leader with 13+ years of experience scaling service teams, strengthening delivery
controls and leading cross-functional transformation. Combines commercial judgement,
people leadership and process discipline to improve service quality, cost control and client
outcomes across multi-country environments.

PROFESSIONAL EXPERIENCE

Senior Operations Director

Northline Advisory | Oslo, Norway | 2021 - Present

* Own operational performance across five European client programmes representing EUR 18M in

annual managed revenue, including service delivery, workforce planning, risk controls and

senior-client governance.

Introduced weekly KPI governance, escalation routines and root-cause reviews that improved

SLA attainment from 88% to 97% within nine months.

* Lead a 42-person hybrid organisation across Norway, Sweden and Poland with six direct reports;
partner with Finance, Commercial and HR on forecasting, hiring, vendor negotiations and
quarterly business reviews.

Operations Manager
Aurora Business Services | Oslo, Norway | 2016 - 2021

* Managed customer operations for three enterprise accounts and a 25-person team, with
accountability for capacity, quality, training, escalations and performance management.

¢ Standardised onboarding and quality-control procedures, reducing avoidable processing errors
by 31% while improving manager visibility through new capacity and service dashboards.

Team Lead, Client Services

Nordic Connect Group | Bergen, Norway | 2013 - 2016

* Supervised 12 client-service coordinators, handled complex escalations and supported
coaching, quality reviews and shift planning; promoted after 18 months.

SELECTED OPERATING INITIATIVES

Operations strategy
P&L; ownership

KPI governance
Change management
Process improvement
Vendor management
Leadership

Risk controls

EDUCATION

MSc, Management - Nordic School of
Business, 2015

BSc, International Business - Fjord
University, 2012

LEADERSHIP FOCUS

Operating model redesign
consolidated service routines, ownership and escalation paths across five European programmes.

Workforce planning framework
introduced demand/capacity reviews linking client forecasts, hiring plans and service-risk indicators.

Service delivery, commercial
performance, workforce planning,
transformation, client governance and
operational risk.

GOVERNANCE

Quarterly executive reviews with client
leaders, Finance, Commercial and
regional delivery heads.

DEVELOPMENT

Lean Service Operations Programme,
Nordic Leadership Institute, 2022

Advanced Commercial Management, NBI
Executive Education, 2020

Languages: Norwegian (native), English
(C2), Swedish (professional working
proficiency)
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