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Membership Executive (Marketing and Operations)

	[bookmark: _Hlk122621579]Job level
	Level 3
	Reports to
	Membership and Retention Manager

	Directorate
	Marketing and Engagement

	Function
	Marketing

	Contract 
	Permanent

	Location
	Regent’s Park, London



Responsibility for resources

	Direct line reports
	none
	Responsibility for other resources
	Membership data

	Financial resources
	Support membership income targets
	
	



Our vision and mission 
The Zoological Society of London (ZSL) is an international conservation charity, driven by science, working to 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 Membership Executive (Marketing & Operations) will be responsible for supporting the implementation of marketing and communications strategy and campaigns for the ZSL Gold and Silver membership base. This includes supporting the development and delivery of acquisition and retention marketing activities, with a focus on regular servicing communication for zoo members, data-related tasks, and optimising internal processes where possible to ensure a great membership experience.

The Membership Executive (Marketing & Operations) will be responsible for managing the regular communication, incl. content, data, reporting and sharing information with relevant teams: 
· Update membership communication collateral and membership reporting
· Responsible for membership processes and membership data
· Lead contact with Fulfilment house to manage printing and stock numbers, supplying member data and content updates for Welcome Packs (weekly), Renewals and Reactivation packs (monthly and ad hoc)

Key responsibilities

· Support the planning and delivery of acquisition and retention marketing campaigns for membership
· Be responsible for regular communication with members including data handling, copy writing, email building, liaising with external printers and designers and reporting across welcome, renewal, reactivation and acquisition campaigns
· Work in collaboration with internal and external suppliers, Supporter Contact, IT, onsite teams, CRM and Communications colleagues to ensure successful delivery of the marketing plan
· Keep all membership marketing material and content up to date to reflect seasonal changes, new animal arrivals and upcoming events, and ensure designs and tone of voice is on brand
· Be responsible for overall membership processes and health of membership data in the system, coordinating efforts with Supporter Contact and IT to improve processes and quality of data 
· Produce content for web pages, working with the Digital and Supporter Contact teams on usability, integration to database and testing functionality
· Monitor customer feedback and work closely with Supporter Contact team to improve customer service levels and provide guidance on membership servicing, e.g. monitor membership inbox and support developing standard response templates
· Work alongside Events, Supporter Services, IT and Digital to set up member events and previews 
· Deliver ad hoc projects including competitor analysis and feed into pricing and positioning strategy
· Team administration including updating budgets and purchase order management
The duties and responsibilities described are not a comprehensive list and additional tasks may be assigned from time to time that are in line with the level of the role.

Person Specification

	Experience

	Essential
	· Experience of working in a Membership based attraction or charity 
· Experience of database marketing
· Experience of marketing campaign management
· Experience in working with large quantities of data
· Excellent MS office skills, specifically Excel
· Experience in managing the creative process including amends, feedback, copy and design quality checking and approvals process

	Desirable 
	· Educated to degree level with an additional marketing qualification desirable

	Knowledge and skills

	Essential
	· Knowledge of a customer relationship management systems within a charity or commercial environment (ideally Tessitura)
· Knowledge of commercial marketing and disciplines 
· Knowledge of project management 
· Ability to manage competing priorities and work towards tight deadlines
· Ability to work well in cross-functional teams as a representative of the membership team and effectively communicate with different stakeholders
· Ability to work autonomously and self-motivated
· High attention to detail
· Financial awareness and ability to report figures

	Desirable
	· Knowledge of GDPR and its implications
· Knowledge of process optimisation

	Additional requirements

	
	· Passion for wildlife and conservation is desirable
· On very rare occasions (such as member events), weekend or evening hours may be required
· 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 at least one day a week.
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