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Tessitura Systems Manager

	[bookmark: _Hlk122621579]Job level
	Level 5
	Reports to
	Head of Marketing

	Directorate
	Marketing 

	Function
	Systems

	Contract 
	Permanent / Full time

	Location
	Regent’s Park



Responsibility for resources

	Direct line reports
	2
	Responsibility for other resources
	GDPR and supporter confidentiality 

	Financial resources
	
	
	



Our vision and mission 
The Zoological Society of London (ZSL) is an international conservation charity, driven by science, working to protect and restore wildlife in the UK and around the world. Our vision is a world where wildlife thrives and every role, every person in every corner of ZSL has one thing in common – we are all conservationists, and passionate about restoring wildlife.

Purpose of the role 
The post holder is responsible for the day-to-day delivery, configuration and operational readiness of Tessitura, ZSL’s ticketing and CRM platform. The role ensures that system changes, product builds, process updates and workflow improvements are delivered accurately, on time, and in alignment with ZSL’s commercial, supporter experience and data quality objectives.

The role manages the Tessitura workflow pipeline, allocates and oversees the work of the System Support team, ensuring adherence to system standards, and acts as the primary communicator of Tessitura related process changes, ensuring the business is fully briefed and prepared for rollout.

This role plays a key role in enabling ticketing, membership, fundraising and supporter engagement operations, ensuring that the system supports commercial effectiveness, excellent supporter experience, and data quality.

Key responsibilities

System configuration and build 
· Configure ticketing and membership products including campaigns, offers, pricing and rules within Tessitura and for our online platforms including TNEW. 
· Maintain and enforce high standards of configuration accuracy, naming conventions and data structure consistency 
· Own and maintain documentation for Tessitura configuration and workflows. 
· Conduct and oversee system testing (UAT) prior to deployment, ensuring all changes are validated.
· Maintain a high level of technical competency in Tessitura configuration and updates (including version changes).

Planning, Communication and Stakeholder Briefings
· Translate business briefs into technical and configuration requirements for the Systems Support team.
· Manage the system change calendar, ensuring changes are well planned, communicated and coordinated with business priorities.
· Communicate upcoming changes, releases, and feature rollouts to relevant business teams (ie Supporter Contact, Membership, Fundraising, Visitor Experience and Operations, Digital Platforms and Education teams)
· Prepare training materials or guidance to ensure teams are confident with new features or processes.
· Provide expert advice to stakeholders on how Tessitura functionality can support commercial and supporter goals.

Work allocation and delivery management
· Allocate configuration and build tasks across two System Support Analysts based on workload, skill level and priority.  
· Track task progress, manage SLAs, and ensure timely and accurate delivery. 
· Maintain visibility of the team’s workload using structured task management tools (for e.g. Jira). 
· Own the full delivery cycle for Tessitura changes (from brief to deployment)
· Identify risks or blockers early and escalate where required.

System Standards, Governance and Quality Assurance
· Enforce Tessitura system standards across configuration, naming, data, and process documentation. 
· Ensure all changes adhere to governance and align with the strategic direction set by the Ticketing & CRM Systems Manager. 
· Conduct periodic audits of configuration and data integrity. 
· Ensure compliance with GDPR and internal data governance requirements. 
· Promote continuous improvement in system accuracy, performance and maintainability.

Cross Functional Collaboration
· Work closely with the senior roles to align operational delivery with the long‑term Tessitura roadmap.
· Collaborate with the Senior Digital Platforms Manager to ensure system logic supports front‑end user experience and conversion objectives.
· Work with key business areas (Marketing, Membership, Fundraising, Commercial and Visitor Operations, Supporter Contact, Education and Data Analysts) to ensure Tessitura supports their operational and reporting needs.
· Support testing and quality checks for digital platform integrations into Tessitura.


Line Management and Team Development
· Provide direct line management to two System Support Analysts, including coaching, performance reviews, objective setting and day‑to‑day guidance.
· Build team capability by developing expertise in Tessitura configuration, troubleshooting and documentation.
· Review team outputs for accuracy and adherence to standards.
· Foster a supportive, collaborative and solution‑focused environment.
· Play an active role within the Tessitura community network in order to develop team knowledge and skills

Person Specification

	Experience

	Essential
	· Significant operational experience configuring Tessitura 
· Experience managing workflows, delivery schedules or build pipelines. 
· Experience line managing or supervising staff. 
· Experience communicating process or system changes to non‑technical audiences. 

	Desirable 
	· Experience in several Tessitura customer facing or operational environments (e.g., ticketing, membership, fundraising, visitor operations).
· Knowledge of v16 scope and reporting functionality 
· Experience using tools, such as Jira, to manage task allocation and management 

	Knowledge and skills

	Essential
	· Working understanding of ticketing/membership logic, timed entry, Gift Aid, campaign structures and supporter journeys. 
· Knowledge of data structures, data quality principles and GDPR requirements. 
· Understanding of SQL or data querying
· Familiarity with testing and QA processes.
· Strong attention to detail with high standards of accuracy. 
· Ability to allocate, prioritise and manage team workloads effectively. 
· Excellent communication skills, with the ability to translate technical changes into clear business language. 
· Strong organisational and planning skills. 
· Analytical and problem solving capability. 
· Ability to work collaboratively and build trusted relationships across teams.

	Desirable
	· Engagement with the wider Tessitura community, for e.g, part of a user group or being part of TLCC

	Additional requirements

	Essential
	· The post is based at London Zoo, although some time will be spent at Whipsnade Zoo as required to maintain relationships across the organisation. ZSL does support hybrid working although there is an expectation that this role would be in the office a minimum of two days a week.
· Willingness to occasionally work evenings, weekends or bank holidays during critical deployments. 
· Strong commitment to creating a culture that lives ZSL values and commitment to safeguarding, equality and diversity (collaborative, inspiring, inclusive, innovative, impactful and ethical)
· To comply with and promote Health and Safety policies and procedures
· To ensure that the policy for equality of opportunity is adhered to and promoted in all aspects of the post holder’s work.
· To undertake such other duties as are commensurate with the grade of the post

	Desirable
	· Driving license is desirable 





	
	
	



	
	
	



image1.png




