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Systems Support Analyst

	Job level
	Level 3
	Reports to
	Tessitura Systems Manager

	Directorate
	Marketing

	Function
	Tessitura Systems Team

	Contract 
	Permanent / Full time

	Location
	Regent’s Park



Responsibility for resources

	Direct line reports
	N/A
	Responsibility for other resources
	N/A

	Financial resources
	N/A
	
	



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 provides configuration, operational support and system maintenance for Tessitura, ZSL’s ticketing and CRM platform, ensuring that each task is delivered accurately and on time.  Working under the guidance of the Tessitura Systems Manager, this role delivers high quality builds, completes configuration tasks, supports releases, resolves system issues, and ensures operational teams have reliable and accurate system behaviour to support ZSL’s commercial performance and supporter experience.

This role interacts regularly with key business areas including Marketing, Membership, Fundraising, Visitor Experience and Operations, Education, Digital Platforms and Supporter Contact to support day to day trading, operational readiness, data quality and the rollout of new features or configurations.

Key responsibilities

System configuration and operational support
· Configure products, membership types, campaigns, offers, pricing and rules within Tessitura following established standards. 
· Support day to day operational needs such as activating products, making configuration adjustments, troubleshooting booking issues and updating parameters. 
· Ensure configurations are accurate, consistent and compliant with naming conventions, data standards and workflow logic. 
· Prepare and maintain documentation for all configuration changes.

Issue investigation and resolution
· Investigate system issues, errors, data discrepancies or unexpected behaviour in Tessitura and resolve them where possible. 
· Escalate complex issues to the Tessitura Systems Manager, providing clear diagnostics and supporting information. 
· Respond to queries from business teams regarding system behaviour or data. 
· Use problem solving techniques to identify root causes and propose solutions.

Delivery and build pipeline support
· Deliver configuration tasks allocated via the Tessitura Systems Manager, ensuring timely completion and high quality. 
· Contribute to the full change lifecycle (from requirements gathering to roll out)
· Conduct or participate in testing (UAT), ensuring all changes function as expected and meet business requirements. 
· Maintain accurate records of work completed and support traceability of system changes.

Communication & Business Support
· Provide clear, accessible explanations of system changes or issues to non-technical users. 
· Help prepare or refine user guidance, training materials or release notes for process changes. 
· Attend cross functional meetings when required to support system related discussions or planning. 
· Build positive relationships with business teams to understand their needs and provide effective support.

Data Quality & System Standards
· Follow and uphold Tessitura configuration standards, naming conventions and data quality expectations. 
· Support routine data checks, reconciliations and validation tasks to maintain system integrity. 
· Identify opportunities to reduce manual work, improve data accuracy and streamline workflows.

Continuous Improvement
· Proactively identify gaps in processes or configuration and propose improvements to the Tessitura Systems Manager. 
· Stay up to date with Tessitura functionality and contribute ideas for new features, enhancements or operational efficiencies. 
· Support the development of system best practices and contribute to team knowledge sharing.

Person Specification

	Experience


	Essential
	· Experience working with Tessitura CRM, ticketing or membership systems 
· Experience investigating and resolving technical application or data issues. 
· Experience in a customer facing or operational environment (e.g., ticketing, membership, fundraising, visitor operations).


	Desirable 
	· Experience of Tessitura v16 as ticketing and CRM system
· Experience supporting system users in a commercial or visitor attraction environment.


	Knowledge and skills


	Essential
	· Ability to explain technical issues in clear, user-friendly language. 
· Good organisational skills and ability to manage multiple competing priorities. 
· Strong communication and interpersonal skills. 
· Ability to work collaboratively within a multidisciplinary team.
· Understanding of ticketing, membership or fundraising workflows. 
· Knowledge of data quality principles, data relationships and GDPR considerations. 
· Familiarity with testing processes and change governance. 
· High accuracy and attention to detail in configuration and documentation. 
· Strong analytical and problem-solving skills. 

	Desirable
	· Knowledge and experience of using HTML


	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 
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