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Tessitura Systems Upgrade Manager

	Job grade
	Level 5
	Reports to
	Head of Marketing

	Directorate
	Marketing & Fundraising

	Function
	Marketing

	Contract 
	Fixed-Term Contract
	Location
	Hybrid, with 2 days onsite at Regent’s Park



Responsibility for resources

	Direct line reports
	0
	Responsibility for other resources
	Access to high levels of personal data

	Financial resources
	0
	
	



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 
ZSL is undertaking a critical upgrade of its Tessitura CRM and ticketing platform from Version 15 to Version 16 for delivery by February 2027

This role is responsible for the end-to-end project management of the Tessitura upgrade, ensuring successful delivery across planning, configuration, testing and go-live. The postholder will work closely with internal stakeholders, consultants and Tessitura to ensure the upgrade is delivered on time, with minimal business disruption, and fully adopted by users.

This is a hands-on delivery role requiring deep understanding of Tessitura and proven experience managing a Version 16 upgrade, combining project management, system knowledge and stakeholder co-ordination. 

The position is offered on a 10-month fixed term contract to support the planning, implementation and go-live phases of the project.

Key responsibilities

Project Management & Delivery
· Lead the end-to-end delivery of the Tessitura v15 to v16 upgrade, operating within agreed governance and working closely with the Project Sponsor to deliver on time, within scope and to a high standard
· Own project planning and co-ordination, maintaining detailed delivery plans, including milestones, dependencies, risks, issues and actions 
· Provide clear reporting and escalation to senior stakeholders 
· Ensure delivery is aligned to operational priorities, minimising disruption to admissions, membership and fundraising operations

Business Analysis, Change & Readiness
· Lead business analysis activity, including requirements gathering, prioritisation and documentation, and mapping of current processes against future process in v16
· Translate business requirements into clear functional requirements to inform system design, configuration and delivery decisions

Implementation & Transition
· Manage and co-ordinate core implementation activities, including system configuration, integrations, data migration planning, validation and reconciliation
· Plan and oversee User Acceptance Testing (UAT), including test cycles, defect management and resolution, working with business users and vendors
· Ensure all integrations (e.g. web, payments, reporting, APIs) are assessed, tested and validated
· Support go-live readiness and cutover planning, ensuring a smooth transition to business-as-usual and contribution to post-implementation review and stabilisation

Stakeholder Co-ordination and Change
· Co-ordinate cross-functional delivery across Marketing, Membership, Supporter Contact, Fundraising, Finance, Education and Visitor Operations teams ensuring alignment of activity, decisions and priorities throughout the implementation
· Co-ordinate the work of external set up consultants, Tessitura and any other third parties
· Support change, communications and training activity to ensure stakeholder readiness, user adoption and effective use of the upgrade

	Experience


	Essential
	· Proven experience leading a Tessitura upgrade from v15 to v16
· Strong practical experience of Tessitura CRM/ticketing system configuration and operations 
· Demonstrable project management experience delivering system upgrades or implementations and experience of managing: 
· Project plans, risks and dependencies
· UAT processes and defect resolution
· Training and roll-out programmes
· Experience in business analysis, including requirements gathering and process mapping 
· Experience working in complex, customer-facing environments (e.g. admissions, membership, fundraising)
· Experience working with multiple stakeholders across internal teams and external third parties (including Tessitura)

	Desirable 
	· 


	Knowledge and skills


	Essential
	· Strong knowledge of Tessitura architecture, set-ups and upgrade implications 
· Ability to translate technical upgrade activity into clear business impact 
· Strong understanding of project management methodologies and delivery frameworks
· Collaborative and relationship-driven, with the ability to influence without authority
· Resilient and adaptable, able to respond to issues as they arise during delivery
· Ability to manage multiple workstreams and priorities 
· Strong analytical and problem-solving capability 
· Excellent stakeholder engagement and communication skills 
· Ability to translate business needs into deliverable system solutions 
· Proficiency in MS Office tools (including Excel, AI and project tracking tools)

	Desirable
	· Working knowledge of TNEW
· Working knowledge of Action Links


	Additional requirements


	Essential
	· This post is a blended role for office and home working; expectation to spend 2 days on Zoo sites – and more time on site at key project milestones (for e.g UAT go-live, stabilisation)
· Strong commitment to creating a culture that lives ZSL values and commitment to safeguarding, equality and diversity (collaborative, inspiring, inclusive, innovative, impactful and ethical)
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