
The Sydney Writers’ Festival Support Fund is listed on the Register of Cultural Organisations maintained under Subdivision 30-B of the 
Income Tax Assessment Act 1997 

Sydney Writers’ Festival 
Role Title: Ticketing and Customer Service Manager 
Reports to: CEO 
Salary Range: $85,000 per annum, paid pro-rata 
Terms: Fixed Term Contract September (immediate start) – June 2022, 

full-time 

SWF encourages applications from all backgrounds, communities, and industries, and are 
committed to having a team that is made up of diverse skills, experiences and abilities. 

About Sydney Writers’ Festival 

The Sydney Writers’ Festival produces an annual festival in May of each year featuring over 200 
events (a combination of free and paid events), more than 400 writers and attracts an audience 
attendance of over 80,000 visitors into the festival precinct located in central Sydney, western 
suburbs and regional centres. We bring together authors of the very best contemporary fiction 
and writers of cutting-edge nonfiction, including some of the world’s leading public intellectuals, 
scientists and journalists.  The next Festival will be held 16-22 May 2022. 

This fixed-term, full-time position has an immediate start date.  
Interested parties encouraged to get an application in asap as the position will be filled as soon as 
a suitable candidate has been found.  

Salary: A salary of $85K per annum, paid pro-rata. 

Ticketing and Customer Service Manager Role and Responsibilities: 

The Ticketing and Customer Service Manager is responsible for managing the Sydney Writers’ 
Festival’s ticketing and sales reporting requirements for the annual Festival, including the 
Education program. This is achieved by managing, maintaining, and optimising the Festival’s 
Customer Relationship Management system, Tessitura, and overseeing a small team of ticketing 
professionals including a Box Office Coordinator (2IC). 

Reporting to the CEO, and working closely with the Artistic Director, Head of Marketing & Digital, 
Development Manager, and Head of Production, the Ticketing and Customer Service Manager will 
oversee the smooth and effective delivery of ticketed events and design and implement strategies 
to both optimise the use of Tessitura and increase the Festival’s ticketing and fundraising 
revenues. 



Ticketing  • Responsible for managing the strategic and daily operations
of the Sydney Writers’ Festival ticketing department.

• Manage and oversee all internal ticketing procedures and
systems,

• Provide accurate, timely and efficient sales reporting and
ticket-sale reconciliation (sales reports required daily during
the Festival sales campaign),

• Manage all relationships with third-party ticketing
vendors/venue box offices, from negotiation of ticketing
contracts, in collaboration with the Head of Marketing and
Digital and CEO, through to financial reconciliation.

• Oversee event builds and allocations, both within Tessitura
and in liaison with third-party ticketing vendors/venue box
offices.

• Drive the continuous improvement of ticket transaction
pathways and systems (online, email, phone and in-person)
to optimise the customer experience.

• Working closely with the marketing team, ensuring the
integrity of the Sydney Writers’ Festival brand is maintained
across all ticketing and customer service activities
and customer-facing communications.

• In collaboration with the Head of Marketing and Digital,
design and implement campaign strategies to optimise
inventory and revenue for each event.

• Ensure data from third-party vendors/venue box offices is
collected and imported into Tessitura.

• Responding to company ticketing requests in an accurate,
timely and efficient manner.

• Oversee complimentary ticket processes and VIP ticketing,
work with Programming, Marketing, Publicity and
Development departments on complimentary and VIP ticket
allocations and fulfilment.

• Develop and implement an internal Privacy Policy and act as
the Festival’s Privacy Officer.

CRM  • Manage the Festival’s ticketing and CRM System, Tessitura,
and act as key point of contact with the Tessitura Network
support team.

• Management of all Tessitura products and services and the
integration of all third-party systems including website,
email reporting and financial applications with Tessitura.

• Manage earned revenue reporting and reconciliations for
ticket sales, donations and corporate sponsorship providing
the CEO with regular updates.

• Provide daily financial reconciliations of Tessitura ensuring
the security of money exchanged.

• Provide training, develop internal protocols and processes
especially in relation to data integrity, and provide support
the Development team in maximising their use of Tessitura
to achieve departmental objectives.

• Provide support to the Marketing and Development teams
in the creation of comprehensive reporting and analysis of
customers, sales, donations, corporate revenue and



marketing campaigns, and make recommendations for 
improvements in system functionality to enhance future 
results. 

• Action Tessitura new users’ training requirements and
provide internal administrative system support to staff.

• Develop accurate customer lists with segmentation to
support marketing campaigns quickly and efficiently,
ensuring lists are easy to incorporate into campaigns.

• Provide training to the Marketing team to support creation
of customer lists and segmentation in data-driven marketing
plans.

• Responding to company CRM requests in an accurate,
timely and efficient manner.

• Working closely with the Head of Marketing & Digital,
contribute to the development and implementation of a
comprehensive CRM strategy focused on retaining existing
customers and increasing yield per customer, as well as
attracting and engaging new audiences and supporters for
the Festival and extending organisational reach.

Staff Management • Manage and supervise box office staffing that includes the
Box Office Coordinator and casual ticketing contractors,
ensuring scheduling is efficient and effective, and setting up
of satellite box offices where required, to deliver superior
customer service.

• Provide oversight and direction to the employees in the box
office in accordance with the organisation's policies and
procedures.

• Foster a spirit of teamwork and unity among department
members that reinforces transparent communication, an
appreciation of diversity as well as cohesiveness, support,
and working effectively together to enable each team
member to succeed.

• Developing strong positive relationships with all Sydney
Writers’ Festival staff, customers, and box office staff to
ensure a high level of satisfaction is maintained.

Website  • Maintain and manage TNEW and its integration into Sydney
Writers' Festival’s website (working in conjunction with the
Head of Marketing & Digital).

• Oversee and maintain online ticketing and donation
pathways, both for internal ticketing through TNEW and
through to external ticketing and venue websites, to ensure
best customer experience (working in conjunction with the
Head of Marketing & Digital).

General  • Undertake any other duties as reasonably required by the
CEO.

Personal Attributes • Possess excellent interpersonal and leadership skills.
• Advanced knowledge of excel
• Superior project management and administration skills, with

demonstrated ability to manage multiple projects under



pressure and effectively prioritise differing work demands to 
meet competing deadlines. 

• Highly developed written and verbal communication skills.
• Ability to meet strict deadlines while maintaining accuracy
• Ability to independently set priorities, manage time and

problem-solve.

Key Internal 
Stakeholders 

CEO, Artistic Director, management team, box office staff. 

Key External 
Stakeholders 

Third party venues, service contractors, suppliers. 

Applications 
Applications should be addressed to Brooke Webb, CEO, and be sent to jobs@swf.org.au. 
Job posting will be removed as soon as the position has been filled. 

Application must include: 
● A current resume and cover letter outlining your skills, knowledge, and experience in

relation to this position.


